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TRANSITION PLAN
1. Definitions
In this Schedule, the following definitions shall apply:

	“Detailed Transition Plan”
	the plan developed and revised from time to time in accordance with paragraph ‎6 of this Schedule;

	“Outline Transition Plan”
	the outline plan set out in the Appendix of this Schedule;

	“Service Transition Blueprint”
	has the meaning given to it in Schedule 4.1 (Service Provider Solution);

	“Transition”
	the transition of the Sites, the Services and/or the infrastructure used to deliver the Services by the Service Provider, as described in Schedule 6.1A (Transition) and "Transitioned" shall be construed accordingly;

	“Transition Phase”
	the phase during which the Service Provider will deliver the Transition Services being the period from the Effective Date to the date of the CPP Milestone Date in respect of Transition;

	“Transition Plan”
	the Outline Transition Plan or (if and when approved by the Customer pursuant to paragraph ‎6 of this Schedule) the Detailed Transition Plan as updated in accordance with paragraph ‎6 of this Schedule from time to time;

	“Transition Project Initiation Documents” or “Transition PIDs”
	a document satisfying the product description given for project initiation documentation in Managing Successful Projects with PRINCE2®, 2017;

	“Transition Projects”
	a group of one or more projects undertaken by the Service Provider to reach the Service Transition Blueprint; and

	“Transition Services”
	the services provided by the Service Provider for the design, build, test, implementation and roll out of the Operational Services as described in Schedule 6.1A (Transition) and the Transition Plan.


2. DELIVERY OF TRANSITION PLAN
2.1 This Schedule sets out the arrangements for preparation and implementation of the Transition Plan and relates to the transfer of the services which exist prior to the Operational Service Commencement Date and the transition of the Service Provider’s Solution during the Transition Phase.
2.2 The Service Provider shall implement the Transition Services in accordance with the Transition Plan.
2.3 The Service Provider shall ensure that the Transition Plan meets the Services Description and includes the components outlined within this Schedule and Schedule 6.2 (Milestones and Deliverables) and Annex 4 of Schedule 6.3 (Testing Procedure).

2.4 All changes to the Outline Transition Plan shall be subject to the Change Control Procedure.  The Detailed Transition Plan shall only be varied in accordance with the process set out in paragraphs ‎6.3 and ‎6.4 (Detailed Transition Plan) of this Schedule.
2.5 The Transition Plan shall be written by the Service Provider in such a way that it can be used by the Customer Relationship Manager to manage and support Transition.

2.6 Any diagrams, charts and plans within the Appendix to this Schedule must have been labelled and supported with sufficient textual description by the Service Provider to support the requirement in this paragraph ‎2.
3. REQUIREMENT

3.1 The Service Provider shall use all reasonable endeavours to ensure that the Transition arrangements are consistent with the handover arrangements agreed by the Customer with any Outgoing Service Providers, if the Customer has provided details of those arrangements to the Service Provider.

3.2 The Service Provider acknowledges that it shall perform its obligations set out in this Schedule 6.1A (Transition Plan) with a view to ensuring the successful execution of the Transition Plan.  The Customer shall use reasonable endeavours to procure that Outgoing Service Providers shall, co-operate with the Service Provider with a view to ensuring the successful execution of the Transition Plan. 

3.3 The Service Provider’s progression through the Transition Phase shall be tracked, by the appropriate governance forum as defined in Schedule 8.1 (Governance), against a series of Milestones specified in the Transition Plan and the Transition PIDs. 
3.4 A Milestone shall be complete, and the Customer shall promptly issue the relevant Milestone Achievement Certificate, when the Test Success Criteria for that Milestone have been met in accordance with Schedule 6.3 (Testing Procedures).
3.5 The Service Provider and the Customer Relationship Manager shall agree the detailed Test Success Criteria for each Milestone and record such Test Success Criteria in the relevant Transition PID.
4. SCOPE OF THE TRANSITION PLAN
4.1 The Transition Plan shall cover the detail of the activities that shall be undertaken by the Service Provider to successfully deliver the Services during the Transition Phase.  These activities may be grouped into one or more Transition Projects, that shall be undertaken by the Service Provider to reach the Service Transition Blueprint  as defined in Schedule 4.1 (Service Provider Solution).
4.2 The Transition Plan shall provide confidence to the Customer that the Service Provider has considered, identified and documented all activities to a sufficient level of detail that shall be needed to Achieve the Milestones. 
4.3 The Transition Plan shall include, as appropriate, statements, descriptions and evidence that shall demonstrate that the Service Provider has a clear path to Achieve the Milestones. Areas that shall be addressed shall include: 

4.3.1 a chronology of the Milestones from the Effective Date and other milestones that the Service Provider may deem relevant that shall be met to effectively deliver the Transition Phase and Transition Services. The Transition Plan shall also show the critical path to deliver the Transition Phase and Transition Services on time and include appropriate time to undertake the Tests;

4.3.2 the additional steps and activities that the Service Provider shall undertake to, as applicable, prepare for and/or deliver the Services during the period immediately prior to and after the Operational Service Commencement Date.  These shall include:
4.3.2.1 mobilisation of Service Provider capability;
4.3.2.2 handover of all relevant services;
4.3.2.3 Service Provider demonstration of service delivery to the expected standards as defined in Schedule 2.3 (Standards);
4.3.2.4 how the Service Provider will ensure that sufficient resources and capacity are available to deal with potentially higher levels of transactions across certain channels;

4.3.2.5 how the Service Provider will ensure that the resources in place are able to deal with a range of enquiries from users;
4.3.3 associated start and end dates for each Transition Project and go-live dates where they differ from Transition Project end dates;

4.3.4 clarity of each reasonable dependency on the Customer or its third parties and the actions to be taken by the Service Provider to notify and secure the agreement of the Customer or Customer Relationship Manager or third parties in discharging any actions associated with that dependency, providing that any dependency on the Customer or Customer Relationship Manager shall be reasonably necessary for the delivery of the Transition Services by the Service Provider and shall be consistent with the Customer Responsibilities set out in Schedule 3 (Customer Responsibilities);

4.3.5 clarity of each dependency that the Service Provider may reasonably have on any of its Sub-contractors that are involved in the delivery of activities on the Transition Plan ;

4.3.6 clarity of how the Service Provider shall secure the Service Provider Personnel it requires to achieve delivery of the Services.  This shall include a profile of numbers and locations of Service Provider Personnel during the Transition Phase; 
4.3.7 clarity of how the Service Provider shall ensure that all of the Service Provider Personnel have the appropriate skills necessary to effectively deliver the Service Transition Blueprint as detailed in Schedule 4.1 (Service Provider Solution) and in accordance with Schedule 6.2 (Milestones and Deliverables);

4.3.8 a clear communications strategy that shall demonstrate how the Service Provider shall deliver both internal and external communications that shall be undertaken by the Service Provider, following agreement from the Customer Relationship Manager. The Service Provider shall ensure that such strategy demonstrates how agreement for any external communication will be managed with the Customer Relationship Manager and shall include:
4.3.8.1 ensuring that customers of the Service are aware that the Transition has started; 

4.3.8.2 what the Transition will achieve; 

4.3.8.3 how the Transition will affect the Services; 

4.3.8.4 identification of points of contact; 

4.3.8.5 when any changes can be expected; 

4.3.8.6 when Transition has been completed; and
4.3.8.7 be consistent with the Service Provider’s obligations pursuant to clause 32 (Publicity and Branding) of this Agreement;

4.3.9 clarity of risks associated with the Transition of the Services, to include their impact and likelihood and how the Service Provider intends to mitigate the risk to a level acceptable to the Customer;

4.3.10 clarity of the Service Provider’s governance arrangements during the Transition Phase, including an indication of how that governance will interface with the Customer and how it shall complement and support the governance structure defined within Schedule 8.1 (Governance); 

4.3.11 clearly demonstrate alignment to the Standards and the requirements of Schedule 2.4 (Security Management) and a clear plan for transitioning all security arrangements and responsibilities from those in place at the Effective Date to those incorporated in the Service Transition Blueprint;

4.3.12 clearly demonstrate alignment of service delivery to the expected standards as defined in Schedule 2.2 (Performance Levels)
4.3.13 a description of how the Service Provider shall set-up and maintain open, honest and collaborative relationships with all parties;
4.3.14 handover of all relevant services from Outgoing Service Providers, dependencies and requirements that the Service Provider shall have on the Outgoing Service Providers and 
4.3.14.1 how these will be managed; and
4.3.14.2 how the Service Provider shall transfer work in progress with the minimum of disruption from projects being delivered under the Outgoing Service Provider’s contracts;

4.3.15 the establishment of Service Provider Premises and any premises established to support the Business Continuity Plan;

4.3.16 development of operational procedures and recruitment and training of Service Provider Personnel;

4.3.17 management of any Transferring Employees;

4.3.18 data migration, including acceptance of the data from the Outgoing Service Providers, mapping, validation and testing of legacy data from the Outgoing Service Providers;

4.3.19 the design, build and test of the hardware and Software to support customer service and back office processing to meet the Test Success Criteria;

4.3.20 preparation for the Operational Service Commencement Date, including ensuring that appropriate resources are in place and that there are suitable contingency resourcing arrangements;

4.3.21 a fall back plan in the event that Services do not become operational in the agreed period;

4.3.22 clarity of all other activities necessary to Achieve Authority to Proceed for the Service commencement Milestone as detailed in Schedule 6.3 (Testing Procedures);
4.3.23 Testing, which shall be aligned with the Test Stages defined within the Schedule 6.3 (Testing Procedures); and

4.3.24 a Gantt chart in accordance with paragraph 5 (Transition Gantt Project Plan) of this Schedule.
4.4 The Transition Phase shall also be used to support any planning for and delivery of scheduled Transformation activities that are due to start or be delivered during the Transition Phase.  For the avoidance of doubt, all Transformation activities shall be documented in Schedule 6.1B (Transformation Plan).
5. TRANSITION GANTT PROJECT PLAN
5.1 In addition to the description on the Transition Plan, the Service Provider shall provide a high level summary clearly showing key dates and overall transition. 

5.2 The Service Provider shall provide a detailed transition programme in the format of a Gantt chart that shall form the basis for Transition Project reporting and as a minimum shall contain: 

5.2.1 all Milestones, Deliverables and tasks for each Transition Project separately identified; 

5.2.2 project management and review activity; 

5.2.3 a proposed set of meeting dates with the Customer;

5.2.4 latest dates for access / delivery of information, and means of allowing sufficient review time; 

5.2.5 clear payment points linked to Schedule 7.1 (Charges and Invoicing); 

5.2.6 outline timing of Test procedures, Testing periods and Test Success Criteria (to be fully defined in Schedule 6.3 (Testing Procedures)); and 

5.2.7 latest dates for technical approvals by the Customer of IT links.

5.3 The Gantt chart shall be provided in an electronic format (MS Project file format and PDF) in addition to a paper format.

6. DETAILED TRANSITION PLAN 

6.1 Within twenty (20) Working Days after the Effective Date and in accordance with Schedule 6.2 (Milestones and Deliverables), the Service Provider shall deliver to the Customer Relationship Manager for approval the Detailed Transition Plan.  The Detailed Transition Plan shall:

6.1.1 comply with the Standards;

6.1.2 meet the requirements of paragraphs 3 and 4 of this Schedule;

6.1.3 be based on the Outline Transition Plan updated as appropriate;

6.1.4 articulate the roles, responsibilities and obligations of all parties concerned in order for the Service Provider to deliver the Services, including the identification of project reviewers and approvers; 

6.1.5 identify objectives, scope, Deliverables, constraints, assumptions, business benefits, risks, project organisation, project quality approach, acceptance criteria, initial project plan, controls, tolerance, contingency, and any other information deemed necessary to define the Transition Project appropriately; and

6.1.6 be subject to approval by the Customer Relationship Manager   (such approval not to be unreasonably withheld or delayed).  

6.2 Prior to the submission of the Detailed Transition Plan in accordance with paragraph ‎6.1 (Detailed Transition Plan), the Customer Relationship Manager shall have the right, at any time, to review any documentation produced by the Service Provider:  
6.2.1 in relation to the development of the Detailed Transition Plan; and/or 
6.2.2 for the purposes of developing the initial draft of the Detailed Transition Plan into the agreed Transition Plan, including:

6.2.2.1 details of the Service Provider’s intended approach to the Detailed Transition Plan and its development;

6.2.2.2 copies of any drafts of the Detailed Transition Plan produced; and

6.2.2.3 any other work in progress in relation to the Detailed Transition Plan.

6.3 The Customer Relationship Manager shall have the right to require the Service Provider to include any reasonable changes or provisions in the Detailed Transition Plan before it is submitted to the Customer Relationship Manager in accordance with paragraph ‎6.1  or paragraph ‎6.4 below, as appropriate.

6.4 After approval of the Detailed Transition Plan, save for any amendments which are of a type identified and notified by the Customer Relationship Manager (at his  discretion) to the Service Provider in writing as not requiring approval, any material amendments to the Detailed Transition Plan shall be subject to the Change Control Procedure (and for the avoidance of doubt any amendments to elements of the Detailed Transition Plan which reflect the contents of the Outline Transition Plan shall be deemed to be material amendments) provided that in no circumstances shall the Service Provider alter or attempt to alter any Milestone Date except in accordance with clause 39 (Customer Cause).  Until such time as the updated Detailed Transition Plan is approved by the Customer, the Detailed Transition Plan then existing (that is to say prior to the update) shall apply.

6.5 In addition to maintaining and updating the Detailed Transition Plan in accordance with paragraph ‎6.4 of this Schedule, the Service Provider shall submit an updated Detailed Transition Plan within twenty (20) Working Days of receiving notification from the Customer Relationship Manager, or such longer period as the Parties may agree (provided that any failure to agree such longer period shall be referred to the Dispute Resolution Procedure), of being advised by the Customer Relationship Manager of an event reasonably identified by the Customer Relationship Manager as requiring a revised Detailed Transition Plan.  Any such revised Detailed Transition Plan shall be submitted by the Service Provider for approval in accordance with the procedure set out in paragraph ‎6.1 above.  

6.6 Once agreed with the Customer Relationship Manager, the Service Provider shall monitor its performance against the Transition Plan and provide the Customer Relationship Manager with weekly performance reports of its progress throughout the Transition Phase.

6.7 The Parties shall consider and review the Detailed Transition Plan and progress towards its successful implementation at the Service Management Board meetings held in accordance with Schedule 8.1 (Governance).  In preparation for such meeting the current Detailed Transition Plan shall be provided by the Service Provider to the Customer Relationship Manager not less than five (5) Working Days in advance of each meeting of the Service Management Board.
7. TRANSITION PLANNING
7.1 During mobilisation, the Service Provider shall deliver a Transition PID for each Transition Project or activity as identified in the Transition Plan. 

7.2 The first view of each Transition PID shall be received by the Customer Relationship Manager no later than twenty (20) Working Days after the Effective Date.

7.3 Transition PIDs shall:
7.3.1 each be uniquely referenced;

7.3.2 adhere to the project management standards as set out in Schedule 2.3 (Standards);
7.3.3 articulate the responsibilities and obligations of all parties required to complete the activities, including the identification of project reviewers and approvers; and

7.3.4 identify each Deliverable or Service to be delivered by the project, including; objectives, scope, deliverables, constraints, assumptions, business benefits, risks, project organisation, project quality plan, acceptance criteria, initial project plan, controls, tolerance, contingency, and any other information deemed necessary to define the project appropriately.
7.4 Transition PIDs shall be subject to approval by the Customer Relationship Manager (such approval not to be unreasonably withheld or delayed).
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