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A Service Credit shall be the Buyer’s exclusive financial remedy for a Service
Level Failure except where:

2.4.1 [sub-clause deleted]
2.4.2 the Service Level Failure:
(a) exceeds the relevant Service Level Threshold;

(b) has arisen due to a Prohibited Act or wilful Default by the

Supplier;

(c) results in the corruption or loss of any Government Data;
and/or

(d) results in the Buyer being required to make a compensation

payment to one or more third parties; and/or

2.4.3 the Buyer is otherwise entitled to or does terminate this Contract
pursuant to Clause 10.4 (CCS and Buyer Termination Rights).

For the avoidance of doubt, Service Credits shall not be the exclusive financial
remedy for any Service Level Failure which also amounts to a breach of warranty
under the Contract and/or a breach of Laws.

2.5

Not more than once in each Contract Year, the Buyer may, on giving the
Supplier at least three (3) Months’ notice, change the weighting or the
Service Level Performance Measure in respect of one or more Service Levels
and the Supplier shall not be entitled to object to, or increase the Charges as
a result of such changes, provided that:

2.5.1 the total number of Service Levels for which the weighting is to be
changed does not exceed the number applicable as at the Start Date;

2.5.2 the principal purpose of the change is to reflect changes in the Buyer's
business requirements and/or priorities or to reflect changing
industry standards; and

3. [SUB-CLAUSE DELETED] CRITICAL Service Level Failure

On the occurrence of a Critical Service Level Failure:

3.1

3.2

3.3

The Supplier will rectify critical service errors without additional cost to the
Buyer

any Service Credits that would otherwise have accrued during the relevant
Service Period shall not accrue; and

the Buyer shall be entitled to withhold and retain as compensation a sum
equal to any Charges which would otherwise have been due to the Supplier
in respect of that Service Period ("Compensation for Critical Service Level
Failure"),
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provided that the operation of this paragraph 3 shall be without prejudice to the
right of the Buyer to terminate this Contract and/or to claim damages from the
Supplier for material Default.
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Part A: Service Levels and Service Credits

1.

Service Levels

If the level of performance of the Supplier:

1.1 is likely to or fails to meet any Service Level Performance Measure; or
1.2 s likely to cause or causes a Critical Service Failure to occur,

the Supplier shall immediately notify the Buyer in writing and the Buyer, in its
absolute discretion and without limiting any other of its rights, may:

1.2.1 require the Supplier to immediately take all remedial action that is
reasonable to mitigate the impact on the Buyer and to rectify or
prevent a Service Level Failure or Critical Service Level Failure from
taking place or recurring;

1.2.2 instruct the Supplier to comply with the Rectification Plan Process;

1.2.3 if a Service Level Failure has occurred, deduct the applicable Service
Level Credits payable by the Supplier to the Buyer; and/or require
remedial action by the Supplier to “make good” the failure at no
additional cost to the Buyer.

1.2.4 if a Critical Service Level Failure has occurred, exercise its right to
Compensation for Critical Service Level Failure (including the right to
terminate for material Default).

Service Credits

2.1 The Buyer shall use the Performance Monitoring Reports supplied by the
Supplier to verify the calculation and accuracy of the Service Credits, if any,
applicable to each Service Period.

2.2  Service Credits are a reduction of the amounts payable in respect of the
Deliverables and do not include VAT. The Supplier shall set-off the value of
any Service Credits against the appropriate invoice in accordance with the
Annex to Part A of this Schedule.

SERVICE CREDITS

The Service Credits shall be calculated on the basis of the following formula:
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4. Production Of Sample on Receipt of Cohort

The Supplier can turnaround a sample, within the timeframes specified below, from the receipt of a
sample data set, templates, and letters.

NOTE: All times are stated in UK local time

41 COMPLEX (includes inserts, pictures etc.)

e If sent within business hours (9am — 5pm), then the turnaround time is 48hrs,
from the time of receipt.

e If sent outside business hours (after 5pm), then the turnaround time is 48hrs,
from 9am the next business day.

e If sent outside business hours (before 9am), then the turnaround time is 48hrs,
from 9am the same business day.

(Note — If sent on Friday, the 48hrs will expire on the following Tuesday at the receipt time
as in the stated rules above. Or Wednesday is sent after 5pm)

4.2 SIMPLE (one A4 letter)

e If sent within business hours (9am — 5pm), then the turnaround time is 24hrs,
from the time of receipt.

e If sent outside business hours (after 5pm), then the turnaround time is 24hrs,
from 9am GMT the next business day.

e |f sent outside business hours (before 9am), then the turnaround time is 24hrs,
from 9am the same business day.

(Note — If sent on Friday, the 24hrs will expire on the following Monday at the receipt time

as in the stated rules above. Or Tuesday is sent after 5pm)

5. Production Of Mailouts on Receipt of Cohort

The third-party Supplier can send out cohort communications, within the timeframe specified below,
starting from the timestamp that the approval confirmation of sample communication has been
received from the team.

TIMEFRAME
e Small Trials — 1 working day
e Medium Trials — 2 working days

e Llarge Trials — 3 working days
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Call-Off Schedule 15 (Call-Off Contract Management)

1. Definitions

1.1 In this Schedule, the following words shall have the following meanings and they
shall supplement Joint Schedule 1 (Definitions):

"Operational the board established in accordance with paragraph
Board" 4.1 of this Schedule;
"Project Manager" the manager appointed in accordance with

paragraph 2.1 of this Schedule;

2. Project Management

2.1 The Supplier and the Buyer shall each appoint a Project Manager for the
purposes of this Contract through whom the provision of the Services and the
Deliverables shall be managed day-to-day.

2.2 The Parties shall ensure that appropriate resource is made available on a
regular basis such that the aims, objectives and specific provisions of this
Contract can be fully realised.

2.3 Without prejudice to paragraph 4 below, the Parties agree to operate the boards
specified as set out in the Annex to this Schedule.

3. Role of the Supplier Contract Manager

3.1 The Supplier's Contract Manager's shall be:

3:1:1 the primary point of contact to receive communication from the Buyer
and will also be the person primarily responsible for providing
information to the Buyer;

3.1.2 able to delegate his position to another person at the Supplier but
must inform the Buyer before proceeding with the delegation and it
will be delegated person's responsibility to fulfil the Contract
Manager's responsibilities and obligations;

3.1.3 able to cancel any delegation and recommence the position himself;
and
3.1.4 replaced only after the Buyer has received notification of the

proposed change.

3.2 The Buyer may provide revised instructions to the Supplier's Contract
Manager's in regards to the Contract and it will be the Supplier's Contract
Manager's responsibility to ensure the information is provided to the Supplier
and the actions implemented.
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