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General Instructions 

 

The Engagement Letter describes the services required and provided. When completing 
the Engagement Letter establish the context, explain why external support is required and 
distinguish between the objectives, outcomes, scope and deliverables. The rationale behind 
the costs should be made evident in the Fees section. 
 
The Business Area considerations are guidance notes for the customer to support their 
evaluation of the Engagement Letter. 
 

1. Background 

Defra has one of the biggest and most demanding change agendas in Government and is 

committed to delivering against ambitious outcomes on net zero, climate adaptation, 

environmental goals and restoring nature, while making our vibrant fishing, food and 

farming sectors more sustainable.    

 

The Portfolio Directorate is working across the department to improve the delivery of 

change by developing capability, embedding standards, and tracking progress against the 

department’s priority outcomes. We take a customer and outcome focused view of 

change across the group to ensure that our projects and the portfolio in its entirety are set 

up to succeed. 

 

We are also leading the customer agenda and culture across Defra group to nurture a 

customer focused organisation which strives for customer excellence and simplicity.   

 

We want to ensure that our plan for transformation and reform has customers at its heart - 

with policy and delivery working as one to develop services that meet Defra customer 

needs, with a customer-centric approach to design and delivery.  This in turn will help us 

to deliver on priority outcomes in Defra group’s outcome framework.   

 

We are establishing a new cross-Defra Customer Change and Innovation Forum to set 

direction and sponsor work driving consistency and establishing high customer standards.  

In support, we want to:  

 

• establish a clear customer vision and design principles  

• understand where each of our delivery organisations are in their customer journey 

against where we want to be.  

 

This will help us identify what’s working well and areas for improvement and inform our 

customer strategy and priorities for action.  
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2. Statement of services 

Objectives and outcomes to be achieved 

Within this project:  

 

• in collaboration with key stakeholders such as the Customer Innovation and 

Change Forum, we want to establish a clear customer vision that we can 

communicate.  This vision will provide a set of statements to act as guiding design 

principles to Defra and its delivery bodies through reform and in the here and now.  

• we also want to understand the customer delivery baseline in key delivery bodes - 

where they are versus where they need to get to provide a great customer 

experience. 

 

These products will: 

 

• help us establish what’s working well and areas for improvement 

• inform our customer strategy 

• help us develop action plans for innovation and change based on what matters 

most to our customers 

• help us identify key capabilities that are critical to our success now and through 

reform. 

 

The Customer is responsible for determining that the scope of the Services is appropriate 

for its needs. All implied terms and warranties are excluded. Deloitte makes no warranty 

as to the fitness of the Services or Deliverables for any particular purpose. 

 

The Services are provided for the benefit of the Customer and the Business Area. 

 

Scope 

Define the scope of the services (SMART): 

 

We would like to establish the customer experience baseline in the main delivery bodies 

where we have existing relationships: 

 

• the Animal and Plant Health Agency 

• the Centre for Environment, Fisheries, and Aquaculture Science 

• the Environment Agency 

• the Forestry Commission 

• the Marine Management Organisation 

• the Natural England 

• the Rural Payments Agency 

• the Veterinary Medicines Directorate. 
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These organisations will have varying levels of maturity and differences in their customer 

base and customer needs.  While we acknowledge differences, we want to identify areas 

of best practice and draw on these to raise the bar on customer experience across the 

Defra family.  

 

The baseline should cover direct customer delivery in the customer contact workspace. 

 

The Customer Innovation and Change Forum’s membership includes representatives 

from the key delivery bodies. Through this forum, we would also like to collaborate on the 

creation of a customer vision and supporting design principles.   

 

The customer vision and supporting design principles will be used to focus ongoing 

improvement activity, and inform our customer strategy.  They will also feed into Defra’s 

transformation programme and reform agenda. 

 

Standards: if there are different standards to what is set out in section 11 of Appendix A – 

Statement of Requirements (clause 4.1 of the Call Off Contract) this should be amended.  

 

All Services will be carried out with reasonable care, skill and diligence in accordance with 

good industry practice in the Supplier’s industry, profession or trade. 

  
Assumptions and dependencies 

 

 
 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 

Risk management 
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