
1. [bookmark: _Toc460415347][bookmark: h.279ka65]FRAMEWORK SCHEDULE 4: LETTER OF APPOINTMENT AND CALL-OFF TERMS 
Part 1:  [bookmark: h.meukdy]Letter of Appointment
[bookmark: h.36ei31r]LOT 2 - Events
[bookmark: h.1ljsd9k][bookmark: h.45jfvxd]
[bookmark: h.2koq656][bookmark: h.zu0gcz]Dear Sirs
[bookmark: h.3jtnz0s][bookmark: h.1yyy98l]Letter of Appointment
[bookmark: h.4iylrwe]This letter of Appointment is issued in accordance with the provisions of the Framework Agreement (RM3796) between CCS and the Agency dated 4th June 2018.
[bookmark: h.2y3w247][bookmark: h.1d96cc0]Capitalised terms and expressions used in this letter have the same meanings as in the Call-Off Terms unless the context otherwise requires.
	Order Number:
	CCPR18A02

	From:
	The Department for Work and Pensions ("Client")

	To:
	Glasgows Ltd ("Agent")


 
	Effective Date: 
	Wednesday 6th June 2018

	Expiry Date:
 
 
	End date of Initial Period 5th June 2019
End date of Maximum Extension Period 2nd June 2021
Minimum written notice to Agency in respect of extension: (1) One Month


 
	Relevant Lot:
	Lot 2 - Events

	Services required:
	Set out in Section 2 (Services offered) and refined by:
the Client’s Brief attached at Annex A and the Agency’s Proposal attached at Annex B.

	Statement of Work
	The Statement of Work is attached at Annex C and no further Statements of Work shall be entered into.

	 Key Individuals:
	REDACTED


 
	Call Off Contract Charges (including any applicable discount(s), but excluding VAT):
	The contract value shall not exceed the £12,337.15 per annum quoted by the Agent nor exceed the rates provided below.
The maximum contract value shall be £37,011,45.00 based on a value per annum of £12,337.15 for the maximum option of extending for 3 years (1+1+1).

	REDACTED

	Insurance Requirements
	As per the Framework Terms and Conditions

	Client billing address for invoicing:
	REDACTED

Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables. Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs. Payment will be made at 100% completion of the services.


 
	Alternative and/or additional provisions:
	N/A 


 
[bookmark: h.2ce457m]FORMATION OF CALL OFF CONTRACT
[bookmark: h.rjefff]BY SIGNING AND RETURNING THIS LETTER OF APPOINTMENT (which may be done by electronic means) the Agency agrees to enter a Call-Off Contract with the Client to provide the Services in accordance with the terms of this letter and the Call-Off Terms.
[bookmark: h.3bj1y38]The Parties hereby acknowledge and agree that they have read this letter and the Call-Off Terms.
[bookmark: h.1qoc8b1]The Parties hereby acknowledge and agree that this Call-Off Contract shall be formed when the Client acknowledges (which may be done by electronic means) the receipt of the signed copy of this letter from the Agency within two (2) Working Days from such receipt.
[bookmark: h.644awqurwoge] 
For and on behalf of the Agency:                          	  For and on behalf of the Client:
 Name and Title:  REDACTED	Name and Title: REDACTED 
Signature:  REDACTED	Signature: REDACTED	

	
Date:05/06/2018                                                                 Date: 14/06/2018
[bookmark: h.2pta16n] 
[bookmark: _Toc460415348]
Annex A - Client Brief
1. [bookmark: _Toc296415791]PURPOSE
1.1. The Department for Work and Pensions (DWP) (hereafter referred to as the Client) requires an Agency for the provision of expertise in audio and visual facilities for the delivery of the DWP Summer School event.   
1.2. Summer School is a residential event for 100 delegates from DWP, held at REDACTED.
1.3. The purpose of Client’s Summer School week is to present a challenging opportunity for 100 students to experience learning in an academic environment by exploring and debating high level strategic issues and then making a connection between that experience and their day to day work in the Department.  
1.4. The event will bring together 100 delegates from different grades and locations to take forward a major business theme.  This will be achieved through a combination of presentations, discussions and group study culminating in presentations to senior sponsors and all delegates on the final day.
1.5. As the Summer School programme is subject to review on an annual basis to confirm its continuation, the period of the contract will be 1 year with an option to extend in yearly increments for up to a total of 3 years (1+1+1).

2. [bookmark: _Toc368573028][bookmark: _Toc511739875][bookmark: _Toc297554773][bookmark: _Toc296415805][bookmark: _Toc296415793]BACKGROUND TO THE CONTRACTING AUTHORITY
2.1. [bookmark: _Toc368573029]The Authority is responsible for welfare, pensions and child maintenance policy. As the UK’s largest public service department, it administers the State Pension and a range of working age, disability and ill health benefits to over 18 million claimants and customers.
3. [bookmark: _Toc511739876]BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT
3.1. [bookmark: _Toc510618282][bookmark: _Toc510647471][bookmark: _Toc511739877][bookmark: _Toc297554774]Summer School is one of the Client’s flagship development programmes and brings together a range of people from across the Authority to discuss major business themes.  The Client is keen to deliver the event in an innovative and more digital way.  As part of the DWP Summer School, REDACTED residential week (3rd – 7th September 2018) where DWP Students will be living, studying and working for a week. Audio Visual requirements are required by an external provider. The Client does not have the necessary technical skills / equipment to deliver this event in-house to the required standard.
3.2. The week is a mixture of presentations (which may include video) and discussions from internal DWP and external speakers and study groups where the participants will discuss their topic and develop a presentation.  
3.3. The event will be for up to 100 participants, with guests and support staff there will be approximately 130 people present per day.  
3.4. The event will be held at REDACTED.  
3.5. The Client requires enthusiastic committed employees to deliver Government policies and to work effectively for the department. To achieve this, the Client needs to communicate effectively with the 100 students by providing a professional communications platform.

4. [bookmark: _Toc510618283][bookmark: _Toc511739878][bookmark: _Toc368573030]DEFINITIONS 
	Expression or Acronym
	Definition

	AV
	Audio Visual

	PA System
	Public Address

	HD
	High Definition

	IT
	Information Technology


5. [bookmark: _Toc511739879]SCOPE OF REQUIREMENT 
5.1. To provide excellent robust professional audio visual communications for the week long DWP Summer School event (3rd - 7th September 2018) at REDACTED.
5.2. The Agent shall provide full audio/visual support as required:
5.2.1. The REDACTED theatre will require a projector and a lectern with a screen.  The Client do not anticipate that a projection screen will be needed as one is provided. 
5.2.2. A suitable number of microphones (6 minimum) and PA system.
5.2.3. Audio induction loops, and any other communication requirements for the hearing impaired. This should be costed into the proposal; however they may not be required.  
5.2.4. Filming is required of the first morning arrivals and presentations and the final day stage presentations. The Agent shall provide a cost of providing the filming equipment and technician to record approximately four hours of presentations. 
5.2.5. The recording should be in a format that can be edited and is accessible via the DWP IT platform. All recordings must be in high definition or high quality.
5.2.6. The Client require a “video diary room” where participants can drop in and film their thoughts quickly and easily. The Agent must provide a ‘booth’ like area for students to record themselves.
5.2.7. The video diary room must record HD video as well as high quality sound.
5.2.8. The Agent must edit the footage for it to be played back in the main hall throughout the week. The Agent should provide options on how this can be done and the associated costs.
5.2.9. The Agent must collate the video footage from the week and create a 2-3 minute video montage with music which must be wholly created by the Agent.
5.2.10. The Agent should suggest some innovative, creative but cost effective proposals of how the conference could be improved further, setting out proposals and associated costs within Appendix E – Pricing Schedule.
5.2.11. There is a gala dinner Thursday 6 September 2018, evening, where AV support will be required. Support will include;
5.2.11.1. A mixing desk to link in to the venue PA system and stage lighting for presentations (2 lamps on stands) will be required.  Stage up-lighting (LED up lighters) will also be required.

6. [bookmark: _Toc368573031][bookmark: _Toc511739880]THE REQUIREMENT
6.1. The Client requires the Agent to provide the requirements as they appear in paragraph 5 of this document. 
6.2. Agent’s must have the ability to develop and maintain an excellent working relationship with the Client’s project manager and team and all the REDACTED staff and managers to ensure that the event is successful, dealing with any issues as they arise.  
6.3. The Client aims to ensure participants feel they are part of a dynamic, interactive event where they are encouraged to participate in the study groups, culminating in a presentation to a senior sponsor, rather than a conference where they sit and ‘receive’ information. 
6.4. The Agent shall issue a customer satisfaction questionnaire following the delivery of the event.
6.4.1. The questionnaire will measure how satisfied customers were with the service provided by the Agent. The results of the questionnaire will be will fed back to the Agent. Where problems are highlighted, the Agent is expected to address these issues to enhance and improve their service.
[bookmark: _Toc511739881]
7. KEY MILESTONES
7.1. The Agent should note the following project milestones that the Client will measure the quality of delivery against:
	Milestone
	Description
	Timeframe

	1
	Pre-planning meeting with Agent at REDACTED.
	June 2018 (exact date to be provided post contract award)

	2
	DWP Summer School residential week, REDACTED - set up.
	2nd September 2018

	3
	DWP Summer School residential week, REDACTED delivery of AV goods and services.
	3rd September to 7th September 2018.


8. [bookmark: _Toc511739882][bookmark: _Toc368573035][bookmark: _Toc302637211]CLIENT’S RESPONSIBILITIES
8.1. The Client will discuss the Summer School branding with the Agent and the set up and delivery of the event.  

9. [bookmark: _Toc511739883]REPORTING
9.1. The Agent must create a video that reflects the Summer School journey for the entire week (as outlined in Section 5 of this document).
9.1.1. The Agent must decide what footage is necessary and appropriate for reflecting the experiences of the Summer School.
9.1.1.1.1. First morning arrivals and presentations and the final day stage presentations 
9.1.2. The Agent shall film Summer Schoolers and use the footage from the video booth to produce the video which is made available on an external hard drive.
[bookmark: _Toc511739885]
10. CONTINUOUS IMPROVEMENT
10.1. The Agent will be expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.
10.2. Changes to the way in which the Services are to be delivered must be brought to the Client’s attention and agreed prior to any changes being implemented.

11. [bookmark: _Toc511739886][bookmark: _Toc368573037]SUSTAINABILITY
11.1. The Client is committed to minimising environmental damage by reducing consumption of natural resources and investing in and using alternatives. The Agent is expected to adhere to this policy.

12. [bookmark: _Toc511739887]QUALITY
12.1. The event will be monitored by the Summer School attendees as well as the Client’s Executive Team and recipients.  
12.1.1. Post REDACTED Week evaluation is carried out to determine how the event has gone. 
12.2. No formal qualifications are required for providing the services, but the Agent is expected to adhere to Health and Safety Executive Requirements.

13. [bookmark: _Toc368573038][bookmark: _Toc511739889]STAFF AND CUSTOMER SERVICE
13.1. The Client requires the Agent to provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service to all Parties.
13.2. Agent’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract. 
13.3. The Agent shall ensure that staff understand the Client’s vision and objectives and will provide excellent customer service to the Client throughout the duration of the Contract.  

14. [bookmark: _Toc368573039][bookmark: _Toc511739890]SERVICE LEVELS AND PERFORMANCE
14.1. The Client will measure the quality of the Agent’s delivery by:
	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	Service Delivery
	Delivery of the Key Milestones and project plans and associated timings outlined in Section 7, unless otherwise agreed with the Client.
	100%

	2
	Questionnaire
	The Agent will issue a customer satisfaction questionnaire following the delivery of the event.
The questionnaire will measure how satisfied customers were with the service provided by the Agent. The results of the questionnaire will be will fed back to the Agent. Where problems are highlighted, the Client will be expecting the Agent to address these issues to enhance and improve their service.
	100%

	3
	Complaints
	Acknowledgement of complaints and issues raised immediately, and implements and management resolutions to all of them during the term of the contract, and within agreed timescales with the Client, including the escalation of appropriate issues to the Client’s representative. All complaints should be directed to the Client’s point of contact (to be provided upon award).
	100%

	4
	Branding
	Adherence to the DWP’s branding guidance (to be provided to the successful Supplier upon appointment).
	100%

	5
	Sustainable Development Policy
	The Agent must adhere to the Client’s Sustainable Development policy as follows:
“DWP are committed to minimising environmental damage by reducing consumption of natural resources and investing in and using alternatives.  We require our suppliers to help meet this objective.”
	100%


14.2. [bookmark: _Toc368573040]In the event of poor performance through the failure to deliver KPIs to time and of appropriate quality, the Client shall meet with the Agent to understand the root causes of the issue. 
14.3. If poor performance continues, following formal written warnings, early termination of the Contract will also be considered.

15. [bookmark: _Toc510618297][bookmark: _Toc510618298][bookmark: _Toc510618300][bookmark: _Toc511739891]SECURITY REQUIREMENTS
15.1. The Agent shall be expected to work closely and effectively with the venue staff to ensure that all health and safety requirements are met and that there is sufficient access to electrical points etc. for each stand, if required.
15.2. When equipment is not in use, its security will remain the responsibility of the Agent.
15.3. The Agent shall have BPSS clearance and be able to provide the relevant documentation at the Client’s request.
15.4. The Agent shall destroy personal data, if any is collected relating to the project when advised by the Client. 
15.5. The Agent must destroy all other data relating to this project (including recordings) at the end of the project or when instructed to do so by the Client’s project manager.

16. [bookmark: _Toc511739892][bookmark: _Toc368573042]INTELLECTUAL PROPERTY RIGHTS (IPR)
17. The Agent shall not acquire any right, title or interest in or to the intellectual Property Rights of the Customer or its licensors, including: 
17.1.1. The Customer background IPRs
17.1.2. In the Customer Data; and
17.1.3. In the Customer Software.

18. [bookmark: _Toc511739893]PAYMENT
18.1. Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables. 
18.2. Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs. 
18.3. Payment will be made at 100% completion of the services.
18.4. Invoices shall be sent to the following;
REDACTED

19. [bookmark: _Toc368573043][bookmark: _Toc511739894]LOCATION 
19.1. The location of the Services will be carried out at REDACTED.
19.2. The Agent shall attend an inception meeting with the Client in early June at the venue address outlined above (a firm date for this meeting will be provided post contract award).
19.3. The event will commence at approximately 10.00am on Monday 3 September and finish on Friday 7 September 2018 by approximately 2.00pm. Each subsequent day will commence at approximately 8.30am ending at 5.30pm.  
19.4. The Client requires the Agent to stay at REDACTED. 
20. [bookmark: _Toc460415349]
Annex B
[bookmark: h.3oy7u29]Agency Proposal
[bookmark: h.14ykbeg]	4.1 Case studies  
REDACTED
 	
4.2 Personnel 

Glasgows manage all our events within project teams. This enables us to bring together people from across our organisation with the right skills and abilities to manage and deliver events to the highest standard. 
REDACTED
 	5.1 Service delivery and approach 
 
Glasgows is delighted to provide proposals and costs for DWP Summer School 2018. 
REDACTED
5.2 Added value 
VALUE FOR MONEY 
When asked to provide a quotation for a project or specific service, we provide realistic costs based on our knowledge and experience. 
REDACTED  
	6.1 Account management 
REDACTED
Price:
[bookmark: _GoBack]REDACTED


ANNEX C
Statement of Works

To be used as and when necessary
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