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NTIS v2.0 – Schedule 9.3
Customer Relationship Manager and Customer Representatives
SCOPE OF SCHEDULE
This Schedule 9.3 sets out the persons that the Customer appoints as its representatives under the Agreement.
The Customer representatives set out in this Schedule 9.3 shall perform the roles and exercise the responsibilities assigned to them and detailed in Appendix 1 to this Schedule 9.3.
[bookmark: _GoBack]The Service Provider shall not act on instructions given by a Customer representative (including the Customer Relationship Manager or one of his or her deputies appointed in accordance with paragraph 2 of this Schedule 9.3) unless the Customer representative is acting within the limits of his or her contractual and financial delegation authority specified in Appendix 1 to this Schedule 9.3.  For the avoidance of doubt, a Change Authorisation Note will not be validly authorised on behalf of the Customer and the Service Provider shall not implement any proposed Change until the Change Authorisation Note is signed and executed on behalf of the Customer by both Customer Representatives responsible for signing Change Authorisation Note(s) (acting within the limits of his or her financial delegation authority or contractual delegation authority as set out in to Appendix 1 of this Schedule 9.3).
The Customer may, by written notice to the Service Provider, revoke or amend the authority of any of its representatives or appoint a new representative.




Appendix 1
CUSTOMER REPRESENTATIVES
	ITEM
	NAME
	ROLE TITLES
	RESPONSIBILITIES
	FINANCIAL AUTHORITY
	CONTRACTUAL AUTHORITY

	1
	Meryl Roberts
	Customer Relationship Manager
	· Assurance to the Operations Customer Service Director and NTOC Group Manager that the Service Provider is fulfilling their contractual obligations to high standards of performance
· Primary point of contact for the service provider on all contractual issues
· Ensure contractual obligations being met 
· Identify and programme future or changed contract needs for NTOC services
· Manage contractual change
· Manage contract audits
· Chair of Service Management Board, Change Management Board and Risk Management Board (as set out in Schedule 8.1 (Governance))
· Delegated Budget Holder
· Development and Engagement Group Leaders lead to enabling contracts and other parts of the Customer’s organisation
· Contract Performance and Reporting Lead
· NTOC Business Administration Lead
	£4,000,000
	

	2
	to be confirmed
	Business and Technical Relationship Manager
	· Assurance to the Customer Relationship Manager that the Service Provider is delivering the Transformation Services, as set out in Schedule 2.1 (Services Description) and Schedule 6.1B (Transformation Plan)
· Chair of the Technical Board (as set out in Schedule 8.1 (Governance))

Where relevant to the delivery of the Transformation Services:
· responding to the Service Provider’s business and technical queries in relation to the Customer’s services, processes and organisation; the Customer System; and information held by the Customer;
· at the request of the Service Provider, arranging meetings or telephone conferences between representatives of the Service Provider and representatives of the Users, as defined in Schedule 2.1 (Services Description), and other project stakeholders amongst the Customer Staff; and
· coordinating business change to the Customer’s services, processes and organisation where such change results from the implementation of the Service Provider Solution.

Where an agile delivery methodology is adopted by the Service Provider for the Transformation Services:
· provision of Customer feedback in relation to the Service Provider’s:
· User needs analysis;
· product backlog;
· product backlog prioritisation;
· release scope and release planning; and
· sprint reviews;
through document reviews, including review of content in online planning tools, and attendance at meetings and telephone conferences.
· where practicable, arranging for the attendance and feedback of representatives of the Users at sprint review meetings and telephone conferences.
	to be confirmed
	

	3
	Mike Ord 
	National Traffic Operations Centre (NTOC) Group Manager 
	· Head of Operational Services at NTOC
· Project senior responsible officer (SRO)
· Chair of the Programme Board (as set out in Schedule 8.1 (Governance))
· Accountable for delivery of the services of the contract

	£5,000,000
	

	
	
	
	· 
	
	

	4
	Melanie Clarke
	Operations Customer Service Director 
	· Responsible for signing Change Authorisation Note(s) and approving any changes to the Agreement on behalf of the Customer beyond the authority of the Customer Relationship Manager and NTOC Group Manager
	£50,000,000
	

	5
	Steven Evatt
	Enterprise Architect IT Service Design
	· Provide assurance to the NTOC Group Manager that all projects commissioned through the Agreement are being managed and delivered successfully
· Contract Technical interface for Service Provider into the Customer’s organisation
· Facilitate access to Customer systems and services
· Oversee and manage Customer Transformation responsibilities 
· Oversee systems interface activities
· Customer approval of project plans
· Oversee project testing and completion of milestones 
· Plan and manage project reviews (e.g. OGC)
· Agree and oversee development projects
	£3,500,000
	

	6
	Neil Widdop
	IT Commercial Delivery Support 
	· Responsible for signing Change Authorisation Note(s) and approving any changes to the Agreement on behalf of the Customer
	
	£10,000,000

	7
	Philip Orumwense
	IT Commercial Director
	· Responsible for signing Change Authorisation Note(s) and approving any changes to the Agreement on behalf of the Customer, over and above the Authority of the Business Partner
	
	£50,000,000




 
