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Testing Procedures
1 DEFINITIONS 
In this Schedule, the following definitions shall apply:
	“Acceptance Testing”
	has the meaning given to it in paragraph 2(k) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Component”
	any constituent parts of the infrastructure for the Services, hardware, Software or Documentation;

	“Conditional Milestone Achievement Certificate”
	the certificate that may be granted by the Customer Relationship Manager in accordance with the provisions of paragraph ‎13 of this schedule which, for the avoidance of doubt, shall be in substantially the same form as that set out in Annex 3 of Schedule 6.3 (Testing Procedures);

	“Data”
	data, text, drawings, diagrams, maps, process models, forecast volumes, photographic images or sounds (together with any database made up of any of the foregoing) which are embodied in any electronic or tangible medium including without limitation Personal Data;

	“Data Migration” 
	the process of transferring data from one system to another, including carrying out Data checking, verification, cleansing, review, quality analysis and assurance, integrity testing and migration in accordance with the Customer Requirements and so as to ensure that the Data is in a suitable state to be utilised in the receiving system, at the required time;

	“Data Migration Testing”
	has the meaning given to it in paragraph 2(e) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Detailed Design Documents”
	documentation describing all of the individual Components, including off-the-shelf products, Software and systems, that will be needed to provide the Services; the interfaces between Components; and the configuration details of each Component;

	“Factory Acceptance Tests”
	has the meaning given to it in paragraph 2(b) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Material Test Issue”
	a Test Issue of Severity Level 1 or Severity Level 2;

	“Ready for Service Testing”
	has the meaning given to it in paragraph 2(h) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Regression Testing”
	has the meaning given to it in paragraph 2(j) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Severity Level”
	the level of severity of a Test Issue, the criteria for which are described in Annex 1;

	“Static Testing”
	has the meaning given to it in paragraph 2(i) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Sub-system”
	has the meaning given to it in paragraph 2(c) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“System Integration Testing”
	has the meaning given to it in paragraph 2(d) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“System Testing”
	has the meaning given to it in paragraph 2(c) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Technical Proving”
	has the meaning given to it in paragraph 2(g) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures);

	“Test Certificate”
	a certificate materially in the form of the document contained in Annex 2 issued by the Customer Relationship Manager when a Deliverable has satisfied its relevant Test Success Criteria;

	“Test Issue”
	any variance or non-conformity of a Deliverable from its requirements (such requirements being set out in the relevant Test Success Criteria);

	“Test Issue Management Log”
	a log for the recording of Test Issues as described further in Paragraph ‎9.1;

	“Test Plan”
	a plan:
(a) for the Testing of Deliverables; and
(b) setting out other agreed criteria related to the achievement of Milestones,
as described further in Paragraph ‎5;

	“Test Reports”
	the reports to be produced by the Service Provider setting out the results of Tests;

	“Test Specification”
	the specification that sets out how Tests will demonstrate that the Test Success Criteria have been satisfied, as described in more detail in Paragraph ‎7;

	“Test Stages”
	the test stages listed in Annex 5 of this Schedule 6.3 (Testing Procedures);

	“Test Strategy”
	a strategy for the conduct of Testing as described further in Paragraph ‎4;

	“Test Success Criteria”
	in relation to a Test, the test success criteria for that Test as referred to in Paragraph ‎6;

	“Test Witness”
	any person appointed by the Customer Relationship Manager pursuant to Paragraph ‎10.1; 

	“Testing Procedures” 
	the applicable testing procedures and Test Success Criteria set out in this Schedule 6.3 (Testing Procedures); 

	“Unit Testing”
	has the meaning given to it in paragraph 2(a) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures); and

	“User Acceptance Testing” or “UAT”
	has the meaning given to it in paragraph 2(f) of Annex 5 (Test Stages) to this Schedule 6.3 (Testing Procedures).



2 RISK
2.1 The issue of a Test Certificate, a Milestone Achievement Certificate and/or a Conditional Milestone Achievement Certificate shall not:
(a) operate to transfer any risk that the relevant Deliverable or Milestone is complete or will meet and/or satisfy the Customer's requirements for that Deliverable or Milestone; or
(b) affect the Customer's or Customer Relationship Manager’s right subsequently to reject:
(i) all or any element of the Deliverables to which a Test Certificate relates; or
(ii) any Milestone to which the Milestone Achievement Certificate relates.
2.2 Notwithstanding the issuing of any Milestone Achievement Certificate (including the Milestone Achievement Certificate in respect of Authority to Proceed), the Service Provider shall remain solely responsible for ensuring that:
(a) the Service Provider Solution as designed and developed is suitable for the delivery of the Services and meets the Customer Requirements;
(b) the Services are implemented in accordance with this Agreement; and
(c) each Target Performance Level is met from the relevant Operational Service Commencement Date.
3 TESTING OVERVIEW
3.1 [bookmark: _Ref16078081]All Tests conducted by the Service Provider shall be conducted in accordance with the Test Strategy for the Transition Phase or the Test Strategy for the Transformation Phase (as applicable), the Test Plans, the Test Specifications and Annex 5 to this Schedule 6.3 (Testing Procedures).
3.2 [bookmark: _Ref46758067]The Service Provider shall not submit any Deliverable for Testing:
(a) unless the Service Provider is reasonably confident that it will satisfy the relevant Test Success Criteria;
(b) until the Customer Relationship Manager has issued a Test Certificate in respect of any prior, dependant Deliverable(s); and
(c) until the Customer Relationship Manager has approved the Test Plan and the Customer Relationship Manager and the Service Provider have agreed the Test Specification relating to the relevant Deliverable(s).
3.3 The Service Provider shall use all reasonable endeavours to submit each Deliverable for Testing or re-Testing by or before the date set out in the Transition Plan or Transformation Plan (as applicable) for the commencement of Testing in respect of the relevant Deliverable.
3.4 Prior to the issue of a Test Certificate, the Customer Relationship Manager shall be entitled to review the relevant Test Reports and the Test Issue Management Log.
3.5 Any Disputes between the Customer Relationship Manager and the Service Provider regarding Testing shall be referred to the Dispute Resolution Procedure, however until it is resolved through the Dispute Resolution Procedure the Service Provider shall comply with the Customer Relationship Manager’s instruction.
4 [bookmark: _Ref99973534]TEST STRATEGY
4.1 [bookmark: _Ref529161503]The Service Provider shall:
(a) develop the final Test Strategy for the Transition Phase for Approval by the Customer Relationship Manager as soon as practicable after the Effective Date but in any case no later than 20 (twenty) Working Days (or such other period as the Customer Relationship Manager may agree in writing) after the Effective Date; and
(b) develop the initial Test Strategy for the Transformation Phase for Approval by the Customer Relationship Manager as part of the Transformation Plan Milestone (2.1) set out in Schedule 6.2 (Milestones and Deliverables).
4.2 Each Test Strategy shall include:
(a) an overview of how Testing will be conducted in accordance with the Transition Plan or Transformation Plan (as applicable) including the entry and exit criteria of each test phase;
(b) the process to be used to capture and record Test results and the categorisation of Test Issues;
(c) the method for mapping the expected Test results to the Test Success Criteria;
(d) the procedure to be followed if a Deliverable fails to satisfy the Test Success Criteria or produces unexpected results, including a procedure for the resolution of Test Issues;
(e) the procedure to be followed to sign off each Test;
(f) the process for the production and maintenance of Test Reports and reporting, including templates for the Test Reports and the Test Issue Management Log, and a sample plan for the resolution of Test Issues;
(g) the names and contact details of the Customer's and the Service Provider's Test representatives;
(h) a high level identification of the resources required for Testing, including facilities, infrastructure, personnel and Customer and/or Customer Relationship Manager and/or third party involvement in the conduct of the Tests;
(i) the technical environments required to support the Tests including details such as parameters and sizing information (to ensure that the Tests are conducted in the appropriate environments); and
(j) the procedure for managing the configuration of the Test environments including details on what will happen if a defect is identified in the production environment.
4.3 The Customer Relationship Manager shall not unreasonably withhold or delay its Approval of the Test Strategy for the Transition Phase or the Test Strategy for the Transformation Phase (as applicable) and in any case shall use reasonable endeavours to ensure that the Approval process takes no longer than ten (10) Working Days from the date of its first submission to the Customer Relationship Manager, provided that the Service Provider shall incorporate any requirements of the Customer Relationship Manager in the relevant Test Strategy.
5 [bookmark: _Ref99900195]TEST PLANS
5.1 [bookmark: _Ref57077724]The Service Provider shall develop Test Plans and submit these for the Approval of the Customer Relationship Manger as soon as practicable but in any case no later than twenty (20) Working Days (or such other period as the Customer Relationship Manager may agree in the Test Strategy for the Transition Phase or the Test Strategy for the Transformation Phase (as applicable) or otherwise agree in writing) prior to the start date for the relevant Testing (as specified in the Transition Plan or Transformation Plan (as applicable)).
5.2 [bookmark: _Ref56590465]Each Test Plan shall include as a minimum:
(a) [bookmark: _Ref125873126]the relevant Test definition and the purpose of the Test, the Milestone to which it relates, the requirements being tested, entry criteria, expected behaviour and, for each Test, the specific Test Stages included and the Test Success Criteria to be satisfied;
(b) a detailed procedure for the Tests to be carried out, including:
(i) the timetable for the Tests, including start and end dates;
(ii) the Testing mechanism;
(iii) dates and methods by which the Customer Relationship Manager and/or the Test Witness can inspect Test results or witness the Tests in order to establish that the Test Success Criteria have been met;
(iv) the mechanism for ensuring the quality, completeness and relevance of the Tests;
(v) the format and an example of Test progress reports and the process with which the Customer Relationship Manager and/or the Test Witness accesses daily Test schedules;
(vi) the process which the Customer will use to review Test Issues and the Service Provider’s progress in resolving these in a timely basis;
(vii) the Test Schedule;
(viii) the re-Test procedure, the timetable and the resources which would be required for re-Testing; and
(ix) the process for escalating Test Issues from a re-test situation to the taking of specific remedial action to resolve the Test Issue.
5.3 The Customer Relationship Manager shall not unreasonably withhold or delay its Approval of the Test Plans and in any case shall use reasonable endeavours to ensure that the Approval process takes no longer than ten (10) Working Days from the date of its first submission to the Customer Relationship Manager provided that the Service Provider shall incorporate any requirements of the Customer Relationship Manager in the Test Plans.
6 [bookmark: _Ref423353218][bookmark: _Ref99900264]TEST SUCCESS CRITERIA
The Test Success Criteria for:
(a) each Test that must be Achieved for the Service Provider to Achieve a Milestone shall be set out in Annex 4 to this Schedule 6.3 (Testing Procedures); and
(b) all other Deliverables shall be agreed between the Parties and documented in the relevant Test Plan pursuant to Paragraph ‎5.
7 [bookmark: _Ref423353182]TEST SPECIFICATION
7.1 [bookmark: _Ref529161629][bookmark: _Ref56350647]Following approval of a Test Plan by the Customer Relationship Manager, the Service Provider shall develop the Test Specification for the relevant Deliverables as soon as reasonably practicable and in any event at least ten (10) Working Days (or such other period as the Parties may agree in the Test Strategy for the Transition Phase or the Test Strategy for the Transformation Phase (as applicable) or otherwise agree in writing) prior to the start of the relevant Testing (as specified in the Transition Plan or Transformation Plan (as applicable)).
7.2 Each Test Specification shall include as a minimum:
(a) the specification of the Test data, including its source, scope, volume and management, a request (if applicable) for relevant Test data to be provided by the Customer Relationship Manager and the extent to which it is equivalent to live operational data;
(b) any risks related to creating the Test data which might result in delays to start the Test;
(c) [bookmark: _Ref125885746]a plan to make the resources available for Testing;
(d) Test scripts;
(e) Test pre-requisites and the mechanism for measuring them; and
(f) expected Test results, including:
(i) a mechanism to be used to capture and record Test results; and
(ii) a method to process the Test results to establish their content.
7.3 The Customer Relationship Manager shall not unreasonably withhold or delay its Approval of the Test Specification and in any case shall use reasonable endeavours to ensure that the Approval process takes no longer than ten (10) Working Days from the date of its first submission to the Customer Relationship Manager, provided that the Service Provider shall incorporate any requirements of the Customer Relationship Manager in the Test Specification.
8 TESTING
8.1 Before submitting any Deliverables for Testing the Service Provider shall subject the relevant Deliverables to its own internal quality control measures and have taken all reasonable actions to be confident that the Deliverable will pass the Tests.
8.2 The Service Provider shall manage the progress of Testing in accordance with the relevant Test Plan and shall carry out the Tests in accordance with the relevant Test Specification.  Tests may be witnessed by the Test Witnesses in accordance with Paragraph ‎10.
8.3 The Service Provider shall notify the Customer Relationship Manager and the Test Witness at least ten (10) Working Days (or such other period as the Customer Relationship Manager may agree in writing) in advance of the date, time and location of the relevant Tests and the Customer Relationship Manager shall ensure that the Test Witnesses attend the Tests, except where the Customer Relationship Manager has specified in writing that such attendance is not necessary.
8.4 The Customer Relationship Manager or Test Witness may raise and close Test Issues during the Test witnessing process.
8.5 [bookmark: _Ref529164457][bookmark: _Ref57125970]The Service Provider shall provide to the Customer Relationship Manager and Test Witness in relation to each Test:
(a) a draft Test Report not less than two (2) Working Days (or such other period as the Customer Relationship Manager may agree in writing) prior to the date on which the Test is planned to end; and
(b) the final Test Report within five (5) Working Days (or such other period as the Parties may agree in writing) of completion of Testing.
8.6 Each Test Report shall provide a full report on the Testing conducted in respect of the relevant Deliverables, including:
(a) an overview and walkthrough of the Testing conducted;
(b) identification of the relevant Test Success Criteria that have been satisfied;
(c) identification of the relevant Test Success Criteria that have not been satisfied together with the Service Provider's explanation of why those criteria have not been met;
(d) the Tests that were not completed together with the Service Provider's explanation of why those Tests were not completed;
(e) the Test Success Criteria that were satisfied, not satisfied or which were not tested, and any other relevant categories, in each case grouped by Severity Level in accordance with Paragraph ‎9.1; 
(f) the specification for any hardware and software used throughout Testing and any changes that were applied to that hardware and/or software during Testing; and
(g) any challenges experienced during the Test.
9 [bookmark: _Ref529189486]TEST ISSUES
9.1 [bookmark: _Ref99937869][bookmark: _Ref423353163][bookmark: _Ref99901132][bookmark: _Ref531679953]Where a Test Report identifies a Test Issue, the Customer Relationship Manager and the Service Provider shall agree the classification of the Test Issue using the criteria specified in Annex 1 and the Test Issue Management Log maintained by the Service Provider shall log Test Issues reflecting the Severity Level allocated to each Test Issue.
9.2 The Service Provider shall be responsible for maintaining the Test Issue Management Log and for ensuring that its contents accurately represent the current status of each Test Issue at all relevant times.  The Service Provider shall make the Test Issue Management Log available to the Customer Relationship Manager or Test Witness upon request.
9.3 [bookmark: _Ref57126011]The Customer Relationship Manager shall confirm the classification of any Test Issue unresolved at the end of a Test in consultation with the Service Provider.  If the Parties are unable to agree the classification of any unresolved Test Issue, the Dispute shall be dealt with in accordance with the Dispute Resolution Procedure, however until it is resolved through the Dispute Resolution Procedure the Service Provider shall comply with the Customer Relationship Manager’s classification of any Test Issue.
10 [bookmark: _Ref99937795]TEST WITNESSING
10.1 [bookmark: _Ref56350927][bookmark: _Ref99900301]The Customer Relationship Manager may, in its sole discretion, require the attendance at any Test of one or more Test Witnesses selected by the Customer Relationship Manager, each of whom shall have appropriate skills to fulfil the role of a Test Witness.
10.2 The Service Provider shall give the Test Witnesses access to any documentation and Testing environments reasonably necessary and requested by the Test Witnesses to perform their role as a Test Witness in respect of the relevant Tests.
10.3 The Test Witnesses:
(a) shall actively review the Test documentation;
(b) will attend and engage in the performance of the Tests on behalf of the Customer and Customer Relationship Manager so as to enable the Customer Relationship Manager to gain an informed view of whether a Test Issue may be closed or whether the relevant element of the Test should be re-Tested;
(c) shall not be involved in the execution of any Test;
(d) shall be required to verify that the Service Provider conducted the Tests in accordance with the Test Success Criteria and the relevant Test Plan and Test Specification;
(e) may produce and deliver their own, independent reports on Testing, which may be used by the Customer Relationship Manager to assess whether the Tests have been Achieved;
(f) may raise Test Issues on the Test Issue Management Log in respect of any Testing; and
(g) may require the Service Provider to demonstrate the modifications made to any defective Deliverable before a Test Issue is closed.
11 TEST QUALITY AUDIT
11.1 [bookmark: _Ref56390168][bookmark: _Ref78088946][bookmark: _Ref531681003]Without prejudice to its rights pursuant to Clause 17 (Records, Reports, Audits & Open Book Data), the Customer Relationship Manager may perform on-going quality audits in respect of any part of the Testing (each a “Testing Quality Audit”).
11.2 The focus of the Testing Quality Audits shall be on:
(a) adherence to an agreed methodology;
(b) adherence to the agreed Testing process;
(c) adherence to the Quality Plan;
(d) review of status and key development issues; and
(e) identification of key risk areas.
11.3 The Service Provider shall allow sufficient time in the Test Plan to ensure that adequate responses to a Testing Quality Audit can be provided.
11.4 The Customer Relationship Manager will give the Service Provider at least five (5) Working Days' written notice of the Customer Relationship Manager’s intention to undertake a Testing Quality Audit and the Service Provider may request, following receipt of that notice, that any Testing Quality Audit be delayed by a reasonable time period if in the Service Provider’s reasonable opinion, the carrying out of a Testing Quality Audit at the time specified by the Customer Relationship Manager will materially and adversely impact the Transition Plan or Transformation Plan (as applicable).
11.5 A Testing Quality Audit may involve document reviews, interviews with the Service Provider Personnel involved in or monitoring the activities being undertaken pursuant to this Schedule, the Customer Relationship Manager witnessing Tests and demonstrations of the Deliverables to the Customer Relationship Manager.  The Service Provider shall provide all reasonable necessary assistance and access to all relevant documentation required by the Customer Relationship Manager to enable it to carry out the Testing Quality Audit.
11.6 If the Testing Quality Audit gives the Customer Relationship Manager concern in respect of the Testing Procedures or any Test, the Customer Relationship Manager shall:
(a) discuss the outcome of the Testing Quality Audit with the Service Provider, giving the Service Provider the opportunity to provide feedback in relation to specific activities; and
(b) subsequently prepare a written report for the Service Provider detailing its concerns,
and the Service Provider shall, within a reasonable timeframe, respond in writing to the Customer Relationship Manager’s report.
11.7 In the event of an inadequate response to the Customer Relationship Manager’s report from the Service Provider, the Customer Relationship Manager may withhold a Test Certificate (and consequently delay the grant of a Milestone Achievement Certificate) until the issues in the report have been addressed to the reasonable satisfaction of the Customer Relationship Manager.
12 [bookmark: _Ref56910309][bookmark: _Toc58339172]OUTCOME OF TESTING
12.1 [bookmark: _Ref13669893]The Customer shall issue a Test Certificate when the Deliverables satisfy the Test Success Criteria in respect of that Test without any Test Issues.
12.2 If the Deliverables (or any relevant part) do not satisfy the Test Success Criteria then the Customer Relationship Manager shall notify the Service Provider and:
(a) the Customer Relationship Manager may issue a Test Certificate conditional upon the remediation of the Test Issues;
(b) where the Customer Relationship Manager and the Service Provider agree that there is sufficient time prior to the relevant Milestone Date, the Customer Relationship Manager may extend the Test Plan by such reasonable period or periods as the Parties may reasonably agree and require the Service Provider to rectify the cause of the Test Issue and re-submit the Deliverables (or the relevant part) to Testing; or
(c) where, in the opinion of the Customer Relationship Manager (in his or her absolute discretion), the failure to satisfy the Test Success Criteria results, or is likely to result, in the failure (in whole or in part) by the Service Provider to meet a Milestone, then without prejudice to the Customer’s other rights and remedies, such failure shall constitute a Notifiable Default for the purposes of Clause 35 (Rectification Plan Process).
12.3 The Customer shall be entitled, without prejudice to any other rights and remedies that it has under this Agreement, to recover from the Service Provider any reasonable additional costs or Losses it may incur as a direct result of further review or re-Testing which is required for the Test Success Criteria for that Deliverable to be satisfied.
13 [bookmark: _Ref423352967]ISSUE OF MILESTONE ACHIEVEMENT CERTIFICATE OR CONDITIONAL MILESTONE ACHIEVEMENT CERTIFICATE
13.1 The Customer Relationship Manager shall issue a Milestone Achievement Certificate in respect of a given Milestone as soon as is reasonably practicable following:
(a) the issuing by the Customer Relationship Manager of Test Certificates in respect of all Deliverables related to that Milestone which are due to be Tested; and
(b) performance by the Service Provider to the satisfaction of the Customer Relationship Manager of any other tasks identified in the Transition Plan or Transformation Plan (as applicable) as associated with that Milestone (which may include the submission of a Deliverable that is not due to be Tested, such as the production and issue of Documentation).
13.2 If a Milestone is not Achieved, the Service Provider shall promptly issue a report, (a “Milestone Test Failure Report”) to the Customer Relationship Manager for his approval setting out:
(a) the applicable Test Issues; and
(b) any other reasons for the relevant Milestone not being Achieved.
13.3 The Customer Relationship Manager shall be entitled to review the relevant Milestone Test Failure Report (and any subsequent resubmission) and pass comment to the Service Provider.  The Service Provider shall revise the Milestone Test Failure Report in line with the Customer Relationship Manager’s comments and resubmit it for review.
13.4 If there is one or more Test Issue(s), the Customer Relationship Manager may:
(a) refuse to issue a Milestone Achievement Certificate and, without prejudice to the Customer’s other rights and remedies, such failure shall constitute a Notifiable Default for the purposes of Clause 35.1 (Rectification Plan Process); or
(b) [bookmark: _Ref13669929]at its discretion (without waiving any rights in relation to the other options) choose to issue a Conditional Milestone Achievement Certificate, conditional on the remediation of the Test Issues in accordance with an agreed Rectification Plan provided that:
(i) any Rectification Plan shall be agreed before the issue of a Conditional Milestone Achievement Certificate; and
(ii) where the Customer Relationship Manager issues a Conditional Milestone Achievement Certificate, it may (but shall not be obliged to) revise the failed Milestone Date and any subsequent Milestone Date
13.5 For the avoidance of doubt, the issue of a Conditional Milestone Achievement Certificate shall:
(a) not mean the Milestone has been Achieved;
(b) not prejudice or prevent in any way the Customer from receiving Delay Payments or recovering of Losses associated with the failure to Achieve the Milestone by the Milestone Date; and
(c) not prejudice or prevent in any way the Customer from recovering Service Credits due in accordance with this Agreement. 
[bookmark: _Toc58339178]

ANNEX 1
Test Issues – Severity Levels
1. Severity Level 1 Test Issue: a Test Issue that causes non-recoverable conditions, e.g. it is not possible to continue using a Component, a Component crashes, there is database or file corruption, or data loss;
1. Severity Level 2 Test Issue: a Test Issue for which, as reasonably determined by the Customer Relationship Manager, there is no practicable workaround available, and which:
(a) causes a Component to become unusable;
(b) causes a lack of functionality, or unexpected functionality, that has an impact on the current Test; or
(c) has an adverse impact on any other Component(s) or any other area of the Services;
1. Severity Level 3 Test Issue: a Test Issue which:
(a) causes a Component to become unusable;
(b) causes a lack of functionality, or unexpected functionality, but which does not impact on the current Test; or
(c) has an impact on any other Component(s) or any other area of the Services;
but for which, as reasonably determined by the Customer Relationship Manager, there is a practicable workaround available;
1. Severity Level 4 Test Issue: a Test Issue which causes incorrect functionality of a Component or process, but for which there is a simple, Component based, workaround, and which has no impact on the current Test, or other areas of the Services; and
1. Severity Level 5 Test Issue: a Test Issue that causes a minor problem, for which no workaround is required, and which has no impact on the current Test, or other areas of the Services


ANNEX 2
Test Certificate
To:		[NAME OF SERVICE PROVIDER] 
FROM:	[NAME OF CUSTOMER]
[Date]
Dear Sirs,
TEST CERTIFICATE
Deliverables: [insert description of Deliverables]
We refer to the agreement (the “Agreement”) relating to the provision of the Services between the [name of Customer] (the “Customer”) and [name of Service Provider] (the “Service Provider”) dated [date].
Capitalised terms used in this certificate have the meanings given to them in Schedule 1 (Definitions) or Schedule 6.3 (Testing Procedures) of the Agreement.
[We confirm that the Deliverables listed above have been tested successfully in accordance with the Test Plan relevant to those Deliverables.]
OR
[This Test Certificate is issued pursuant to Paragraph ‎12.1 of Schedule 6.3 (Testing Procedures) of the Agreement on the condition that any Test Issues are remedied in accordance with the Rectification Plan attached to this certificate.]*
*delete as appropriate
Yours faithfully
[Name]
[Customer Relationship Manager]
acting on behalf of [name of Customer]

ANNEX 3
Milestone Achievement Certificate
To:		[NAME OF SERVICE PROVIDER] 
FROM:	[NAME OF CUSTOMER]
[Date]
Dear Sirs,
MILESTONE ACHIEVEMENT CERTIFICATE
Milestone: [insert description of Milestone]
We refer to the agreement (the “Agreement”) relating to the provision of the Services between the [name of Customer] (the “Customer”) and [name of Service Provider] (the “Service Provider”) dated [date].
Capitalised terms used in this certificate have the meanings given to them in Schedule 1 (Definitions) or Schedule 6.3 (Testing Procedures) of the Agreement.
[We confirm that all the Deliverables relating to Milestone [number] have been tested successfully in accordance with the Test Plan relevant to this Milestone [or that a conditional Test Certificate has been issued in respect of those Deliverables that have not satisfied the relevant Test Success Criteria.]]
Yours faithfully
[Name]
Customer Relationship Manager

acting on behalf of [Customer]


Conditional Milestone Achievement Certificates
[bookmark: Start]
To:		[NAME OF SERVICE PROVIDER] 
FROM:	[NAME OF CUSTOMER]
[Date]
Dear Sirs,
MILESTONE ACHIEVEMENT CERTIFICATE
Milestone: [insert description of Milestone]

This Conditional Milestone Achievement Certificate is granted pursuant to Paragraph ‎13.4(b) of Schedule 6.3 (Testing Procedures) of the Agreement on the condition that any Test Issues and the non-conformities [of the Deliverables set out] in the Rectification Plan are remedied in accordance with the Rectification Plan attached to this certificate.

[In circumstances where [Name of Service Provider] has failed to achieve successive Milestones and [two] Warning Notices have already been issued in accordance with paragraph 5 of Part B of Schedule 2.2, it is vital that [Name of Service Provider] ensure that the agreed Rectification Plans appended to this Conditional Milestone Achievement Certificates are met. [Name of Service Provider] needs to monitor progress against such Rectification Plans on a continuous basis and keep me as Customer Relationship Manager informed of progress on at least a weekly basis and in particular as soon as [Name of Service Provider] becomes aware that it may not comply in full with such Rectification Plans, providing full details of any issues which have arisen]. 

The Conditional Milestone Achievement Certificates for Milestones [x] and [x]. is issued on the following basis:

1.	The Milestone Achievement Certificates are conditional upon remediation of the Test Issues [and non-conformities of the Deliverables] contained in the relevant agreed Rectification Plan.

2.	[Name of Service Provider] has not achieved Milestones [Insert Milestone References] and the relevant Milestone shall not be treated as having been achieved until

0. [Name of Service Provider] has complied in full with the relevant Rectification Plan in accordance with the timescale contained therein, or, if later, 
0. has satisfied the testing requirements contained in Schedule 6.3.

3.	[A significant number of the Deliverables in Milestone [x] which have not yet been achieved have a consequential impact on Deliverables in Milestones [x] and [x].  As a consequence, Milestones [x] and [x] cannot be achieved until the relevant Deliverables in Milestone [x] have been achieved.  These non-conformities are included within the relevant Rectification Plan].     

4.	Some of the Test Issues [and non-conformities of the Deliverables] in the Rectification Plans [have been classified as Level 1 or Level 2 Test Issues within the meaning of Schedule 6.3 (Testing Procedures)] and the issue of the Conditional Milestone Achievement Certificates shall not treated as a waiver of the Customer’s rights to maintain that such Test Issues [and non-conformities] are material.

5.	The Customer expressly reserves all of its rights under the Agreement, and the issue of Conditional Milestone Achievement Certificates on the basis contained in this Certificate shall not be treated as a waiver of any rights under the Agreement.


[I should be grateful if you could confirm [Name of Service Provider]’s agreement to the basis upon which the conditional Milestone Achievement Certificates have been issued.  Subject to the above, I confirm that [Name of Service Provider] has Authority to Proceed with the delivery of the Operational Services with immediate effect]

Yours faithfully
[Name]
Customer Relationship Manager

acting on behalf of [Customer]
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ANNEX 4
Test Success Criteria
1. Tests to be Achieved in order to Achieve the Mobilisation Milestone (1.1)

	Test
	Pre-conditions*
	Test Success Criteria

	1.1 Detailed Transition Plan
	The Detailed Transition Plan and Transition PIDs are submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements of the Detailed Transition Plan set out in this Agreement, practicable and a realistic representation of the Service Provider’s plans.
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	1.2 Quality Plan
	A Quality Plan is submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements of the Quality Plan set out in this Agreement, including all items listed in Schedule 12 (Quality Plan).
Test Certificate issued by the Customer Relationship Manager for the Quality Plan.

	1.3 Test Strategy, Test Plans and Test Specifications
	A Test Strategy for the Transition Phase and any associated Test Plans and Test Specifications due for submission are submitted to the Customer Relationship Manager. 
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in this Schedule 6.3 (Testing Procedures).
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	1.4 Key Personnel 
	Confirmation that:
a) all Key Personnel listed in Schedule 9.2 (Key Personnel) and relevant to the Transition Phase have been mobilised; and
b) all other roles identified in the Detailed Transition Plan are appropriately resourced.
	Receipt of the confirmation by the Customer Relationship Manager that all Key Personnel relevant to Transition have been mobilised and all other roles identified in the Detailed Transition Plan are appropriately resourced. 

	1.5 Insurance
	Evidence of the Insurances in full force (e.g. certificates) is submitted to the Customer Relationship Manager, having been requested in accordance with Clause 34.7 through this Schedule 6.3.
	Receipt of the evidence by the Customer Relationship Manager. The evidence proves that all the necessary insurances are in full force.

	1.6 Key Sub-contractors
	Confirmation of the appointment of the Notified Key Sub-contractors listed in Schedule 4.3 (Notified Key Sub-contractors) and relevant to the Transition Phase.
	Receipt of the confirmation by the Customer Relationship Manager, supported by receipt by the Customer Relationship Manager of Key Sub-contracts.

	1.7 Template invoice
	An invoice format template submitted, covering as a minimum, the details set out in Part E paragraph 1.3 of Schedule 7.1 (Charges and Invoicing).
	Receipt and approval by the Customer Relationship Manager together with such other information as the Customer may reasonably require to assess whether the Charges that will be detailed therein are properly payable.

	1.8 Project Bank Account
	Project Bank Account established in accordance with Part F paragraph 2.1 of Schedule 7.1 (Charges and Invoicing).
	Receipt by and approval by the Customer Relationship Manager of details of the banking arrangements for the Project Bank Account.
Copies of all communications with the Project Bank in connection with the Project Bank Account to the Customer Relationship Manager (if applicable).

	1.9 Service Continuity
	Confirmation on whether or not the Service Provider is a Public Sector Dependent Supplier in accordance with Schedule 8.6 (Service Continuity Plan and Corporate Resolution Planning) paragraph 10.2.
	Receipt of the confirmation by the Customer Relationship Manager.





1. Tests to be Achieved in order to Achieve the Service commencement (ATP1) Milestone (1.2)

	Test
	Pre-conditions*
	Test Success Criteria

	2.1 Mobilisation Milestone
	Mobilisation Milestone (1.1) Achieved.
	Milestone Achievement Certificate issued by the Customer Relationship Manager in respect of the Mobilisation Milestone.

	2.2 Test Plans and Test Specifications
	Any additional Test Plans and Test Specifications due for submission are submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in this Schedule 6.3 (Testing Procedures).
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	2.3 Operational readiness
	Readiness to provide the Operational Services post Transition described in Schedule 2.1 (Services Description) including:
a) health, safety and well-being management;
b) quality management in accordance with the Quality Plan;
c) communications and stakeholder engagement;
d) IT Service Management; and
e) Staff induction.
	Structured walk-through with the Customer Relationship Manager to demonstrate understanding of transferred processes and systems, and related Documentation. Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.
Documents reviewed and approved by the Customer Relationship Manager as being compliant with the relevant requirements of this Agreement.
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	2.4 Risk Management Documentation
	The Risk Management Documentation is submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in Schedule 2.4 (Security Management).
[bookmark: _Hlk39150083]Risk Management Approval Statement issued by the Customer Relationship Manager.

	2.5 Service Continuity
	A Service Continuity Plan is submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as compliant with the service continuity requirements set out in Schedule 2.1 (Services Description) and Schedule 8.6 (Service Continuity Plan and Corporate Resolution Planning). 

	2.6 Asset, Data, Documentation, Sub-contract and Software transfer
	Readiness to receive Assets, Data, Documentation, Sub-contracts and Software from the Outgoing Service Provider with adequate provision for ongoing licensing and support. 
	Structured walk-through with the Customer Relationship Manager to demonstrate the transfer of Assets, Data, Documentation, Sub-contracts and Software is complete and that support contracts and licenses are in place. Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.

	2.7 Staff transfer
	Readiness to complete relevant Staff transfers on time.
	Actual organisation matches the planned organisation in the Detailed Transition Plan.

	2.8 Exit Plan
	An Exit Plan is submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements for the Exit Plan set out in this Agreement, including all items listed in Schedule 8.5 (Exit Management).
Exit Plan Test Certificate issued by the Customer Relationship Manager.




1. Tests to be Achieved in order to Achieve the Transition complete (CPP1) Milestone (1.3)

	CPP Milestone No.
	Test
	Test Success Criteria

	1
	Effective operation of the Operational Services post Transition.
	Three (3) consecutive Service Periods, excluding the first Service Period, in which the Service Provider Achieves:
i) No Serious KPI Failures;
ii) No Severe KPI Failures; and
iii) No breaches of the KPI Service Thresholds,
for KPIs being measured for the Operational Services post Transition (First Performance Indicators Period) in accordance with Schedule 2.2 (Performance Levels).

	1
	Completion of actions from Rectification Plans relevant to the Transition Phase.
	All actions in Rectification Plans relevant to the Transition Phase have been completed.

	1
	ISO/IEC 27001:2013 certification and Cyber Essentials Plus certification.
	Receipt of the certification required by Schedule 2.4 (Security Management) by the Customer Relationship Manager.




1. Tests to be Achieved in order to Achieve the Transformation Plan Milestone (2.1)

	Test
	Pre-conditions*
	Test Success Criteria

	4.1 Detailed Transformation Plan
	The Detailed Transformation Plan and Transformation PIDs are submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements of the Detailed Transformation Plan set out in this Agreement, practicable and a realistic representation of the Service Provider’s plans.
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	4.2 Test Strategy, Test Plans and Test Specifications
	A Test Strategy for the Transformation Phase and any associated Test Plans and Test Specifications due for submission are submitted to the Customer Relationship Manager. 
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in this Schedule 6.3 (Testing Procedures).
Test Certificate issued by the Customer Relationship Manager for each document submitted.







1. Tests to be Achieved in order to Achieve the high-level design for Transformation Milestone (2.2)

	Test
	Pre-conditions*
	Test Success Criteria

	5.1 Transformation Plan Milestone
	Transformation Plan Milestone (2.1) Achieved.
	Transformation Plan Milestone Achievement Certificate issued by the Customer Relationship Manager.

	5.2 Test Strategy, Test Plans and Test Specifications
	Any additional Test Strategy for the Transformation Phase, Test Plans and Test Specifications due for submission are submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in this Schedule 6.3 (Testing Procedures).
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	5.3 High-level design document
	Completion and submission to the Customer Relationship Manager of a high-level design document, using the Customer’s high-level design template as set out in Schedule 2.3 (Standards), which sets out and develops the Service Provider’s high-level design for the Service Provider Solution post Transformation.
	Structured walk-through with the Customer Relationship Manager to demonstrate the high-level design for the Service Provider Solution post Transformation for all pre-production and production environments . Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.


	5.4 Resourcing and training plan
	A detailed Service Provider Staff resourcing and training plan for the delivery of the Transformed Operational Services is submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in Schedule 2.1 (Services Description), practicable and realistic.
Test Certificate issued by the Customer Relationship Manager for each document submitted.




1. Tests to be Achieved in order to Achieve the Transformation release Milestones (2.3a to 2.3h (inclusive))

	Test
	Applicability
	Pre-conditions*
	Test Success Criteria

	6.1 High-level design for Transformation Milestone
	Applies to the first Transformation release Milestone only
	High-level design for Transformation Milestone (2.2) Achieved.
	High-level design for Transformation Milestone Achievement Certificate issued by the Customer Relationship Manager.

	6.2 Previous Transformation release Milestone
	Applies to the second and any subsequent Transformation release Milestones.
	Previous Transformation release Milestone Achieved.
	Milestone Achievement Certificate issued by the Customer Relationship Manager for the previous Transformation release Milestone.

	6.3 Test Strategy, Test Plans and Test Specifications
	Applies to all Transformation release Milestones.
	Any additional Test Strategy for the Transformation Phase, Test Plans and Test Specifications due for submission are submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in this Schedule 6.3 (Testing Procedures).
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	6.4 Detailed Design Documents
	Applies where the production of Detailed Design Documents forms part of a Transformation release Milestone.
	Completion of Detailed Design Documents which demonstrate how the Service Provider will Achieve the requirements listed in Schedule 2.1 (Services Description) for the Operational Services post Transformation, including, where applicable to the Transformation release:
a) Users’ requirements;
b) design of data flows;
c) design of business processes;
d) design and technical specification of all Delivery Channels;
e) design and technical specification of the Network Model;
f) design and technical specification of the Service Provider System and Sub-systems including:
i) cloud service models (e.g. SaaS, PaaS, IaaS);
ii) cloud service deployment models (e.g. public cloud, private cloud, hybrid cloud);
iii) Software;
iv) interfaces between components of the Service Provider System and between the Service Provider System and the Customer System; and
v) the integration of off-the-shelf products;
g) through-life planning for all development environments;
h) Data Migration planning;
i) cut-over planning and
j) design of all IT Service Management arrangements for the Transformed service.
	Structured walk-through with the Customer Relationship Manager to demonstrate the Detailed Design Documents and their compliance with the requirements of Schedule 2.1 (Services Description). Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.
Documents reviewed and approved by the Customer Relationship Manager as being capable of meeting all the requirements of Schedule 2.1 (Services Description) to the performance levels set out in Schedule 2.2 (Performance Levels).
Test Certificate issued by the Customer Relationship Manager for each document submitted.

	6.5 Traceability matrix
	Applies to the final Transformation release Milestone.
	An up-to-date traceability matrix, which maps the requirements in Schedule 2.1 (Services Description) to Tests and Test Success Criteria in accordance with Schedule 6.3 (Testing Procedures) has been prepared and submitted to the Customer Relationship Manager.
	Structured walk-through with the Customer Relationship Manager to demonstrate the traceability matrix and its completeness with respect to the requirements of Schedule 2.1 (Services Description). Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.

	6.6 Testing environments
	Applies where Testing of hardware or Software forms part of a Transformation release Milestone. 
	Provision of environments for Testing
	Demonstration of the working Testing environments along with a structured walk-through of the associated documentation and Approval by the Customer Relationship Manager.  Documentation must set out all Testing environments and Testing harnesses, testing simulators, including a hardware listing, Software listing and whether the facility is dedicated, or shared in accordance with the Test Strategy for the Transformation Phase.

	6.7 Unit Testing
	Applies to each Software unit being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Record of unit testing made available to the Customer Relationship Manager.

	6.8 Factory Acceptance Tests
	Applies to each item of manufactured equipment being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in the relevant Test Plan have been passed with no Test Issue Level 1 and Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification.

	6.9 System Testing
	Applies to each Sub-system being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in the relevant Test Plan have been passed with no Test Issue Level 1 and/or Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification

	6.10 System Integration Testing
	Applies to the Service Provider System being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in the relevant Test Plan have been passed with no Test Issue Level 1 and/or Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification.

	6.11 User Acceptance Testing (UAT)
	Applies where new or improved Services to the Users. as defined in Schedule 2.1 (Services Description), are being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in relevant Test Plan have been passed with no Test Issue Level 1 and/or Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification.

	6.12 Technical Proving
	Applies where new or improved Operational Services are being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in the relevant Test Plan have been passed with no Test Issue Level 1 and/or Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification.

	6.13 Ready for Service Testing
	Applies where new or improved Operational Services are being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in the relevant Test Plan have been passed with no Test Issue Level 1 and/or Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification.

	6.14 Data Migration Testing
	Applies to each Data Migration being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for the relevant Test Plan.
	Receipt by the Customer Relationship Manager of Test Report indicating all Tests described in the relevant Test Plan have been passed with no Test Issue Level 1 and/or Test Issue Level 2 Test Issues and no more than the number of Test Issue Level 3, Test Issue Level 4 and/or Test Issue Level 5 Test Issues specified in the Test Specification.

	6.15 Data Migration completed
	Applies to each Data Migration being delivered as part of a Transformation release Milestone.
	Test Certificate issued by the Customer Relationship Manager for Data Migration Testing.
	Evidence provided to the Customer Relationship Manager of successful Data Migration.
Data Migration Milestone Achievement Certificate issued by the Customer Relationship Manager.

	6.16 Information security
	Applies to the final Transformation release Milestone.
	Confirmation of ISO/IEC 27001:2013 certification and Cyber Essentials Plus certification submitted to the Customer Relationship Manager.
	Receipt of the certification required by Schedule 2.4 (Security Management) by the Customer Relationship Manager.

	6.17 Risk Management Documentation
	Applies to every Transformation release Milestone.
	The Risk Management Documentation is up-to-date and has been submitted to the Customer Relationship Manager.
	Up-to-date Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements set out in Schedule 2.4 (Security Management).
Risk Management Approval Statement issued by the Customer Relationship Manager.

	6.18 Documentation
	Applies to every Transformation release Milestone.
	Up-to-date Documentation necessary for the delivery of the Transformed Operational Services prepared.
	Up-to-date Documentation available in the Virtual Library.
Structured walk-through with the Customer Relationship Manager to demonstrate the completeness of Documentation necessary for the delivery of the Transformed Operational Services. Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.

	6.19 Asset Register
	Applies to the final Transformation release Milestone (ATP3) and other Transformation release Milestones where the Transformation release impacts the Asset Register in place.
	An up-to-date Asset Register that reflects the Assets and Customer Assets being used for the Transformed Operational Services is submitted to the Customer Relationship Manager
	Up-to-date Asset Register received by the Customer Relationship Manager.

	6.20 Service planning and processes
	Applies to the final Transformation release Milestone (ATP3) and other Transformation release Milestones where the Transformation release impacts the plans, processes and procedures in place for IT Service Management of the Transformed Operational Services.
	Plans, processes and procedures for IT service management of the Transformed Operational Services prepared. 
	Up-to-date Documentation available in the Virtual Library.
Structured walk-through with the Customer Relationship Manager to demonstrate the completeness of plans, processes and procedures for IT service management of the Transformed Operational Services. Walk-through shows no Level 1 and Level 2 Test Issues and no more than the agreed number of level 3, 4 and 5 Test Issues.

	6.21 Operational resourcing
	Applies to the final Transformation release Milestone (ATP3) and other Transformation release Milestones where the Transformation release impacts the number or skills of the Service Provider Staff required to deliver the Transformed Operational Services.
	The Service Provider has appropriate numbers of skilled and trained Service Provider Staff in place to deliver the Transformed Operational Services.
	Documents reviewed and approved by the Customer Relationship Manager as showing that appropriate Service Provider Staff numbers are in place for the predicted operation volumes and that these Service Provider Staff have been trained.

	6.22 Exit Plan
	Applies to the final Transformation release Milestone (ATP3).
	An updated Exit Plan is submitted to the Customer Relationship Manager.
	Documents reviewed and approved by the Customer Relationship Manager as being compliant with the requirements for the Exit Plan set out in this Agreement, including all items listed in Schedule 8.5 (Exit Management).
Exit Plan Test Certificate issued by the Customer Relationship Manager.



1. Tests to be Achieved in order to Achieve the Transformation complete (CPP2) Milestone (2.4)

	CPP Milestone No.
	Test
	Test Success Criteria

	2
	Effective operation of the Operational Services post Transformation.
	Three (3) consecutive Service Periods in which the Service Provider Achieves:
i) No Serious KPI Failures;
ii) No Severe KPI Failures; and
iii) No breaches of KPI Service Thresholds,
for KPIs being measured for the Operational Services post Transformation (Second Performance Indicators Period) in accordance with Schedule 2.2 (Performance Levels).

	2
	Completion of actions from Rectification Plans relevant to the Transformation Phase.
	All actions in Rectification Plans relevant to the Transformation Phase have been completed.
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ANNEX 5
Test Stages
1 For each Test, the Service Provider shall consult with the Customer Relationship Manager to establish what Test Stages are required. The Customer Relationship Manager, acting reasonably, reserves the right to require any combination, or all, of the following Test Stages to be undertaken, and the Service Provider shall incorporate the Customer Relationship Manager’s requirements in this respect into the relevant Test Plan and will discuss and agree any consequential impact on resources and other Test Plans. 

2 Each Test may include but not be limited to the following Test Stages: 

(a) Unit Testing - to demonstrate that each of the Software units included in the Service Provider System (including the lowest level of those units) complies with the relevant Test Specification envisaged under paragraph ‎3.1 of this Schedule and meets the Customer Requirements, including but not limited to ensuring that:  

(i) those units meet the technical specification for the relevant unit;  

(ii) Data and input validation works in accordance with the Customer Requirements and meets the technical specification for the relevant unit;  

(iii) Data display formatting works in accordance with the Customer Requirements and meets the technical specification for the relevant unit;  

(iv) screen/report layout are in accordance with the Customer Requirements and meets the technical specification;  

(v) all boundary value Data conditions and equivalence partitions including, but not limited to, maximum, minimum, null and zero (0) Data values are processed correctly;  

(vi) process and screen navigation and the management of context Data meets the technical specification and works in accordance with the Customer Requirements;  

(vii) defects and exceptions are handled and reported correctly;  

(viii) Data contention and Data locking are correctly handled;  

(ix) transactional integrity and Data integrity and Data replication work correctly; and

(x) Regression Testing is performed;

(b) Factory Acceptance Tests are performed to demonstrate that manufactured equipment conforms to the Customer Requirements before delivery of the equipment to the Service Provider; 

(c) System Testing of each element comprised in the Service Provider System (“Sub-system”) prior to integration of the Service Provider System in order to demonstrate that the features, functions and facilities associated with the hardware, Software, equipment and all other constituent parts of the Service Provider System (including but not limited to all interfaces to the Customer System), are in accordance with the the relevant Test Specification and meet the Customer Requirements, including to ensure that:  

(i) Data and process flows across each Sub-system are in accordance with the Test Specification and meet the Customer Requirements;  

(ii) Data and process integrity across each Sub-system works in accordance with the Test Specification and the Customer Requirements;  

(iii) continuity of processing across the Sub-system works in accordance with the Test Specification and the Customer Requirements;  

(iv) negative and positive Tests for all functionality implemented within each Sub-system are performed;  

(v) defined Tests are performed to verify that potentially damaging transactions cannot be performed;  

(vi) the handling of maximum, minimum, null and zero (0) Data values across each Sub-system and with the relevant Customer System works in accordance with the Test Specification and the Customer Requirements;  

(vii) Data representative of operational conditions are used for the Testing;  

(viii) technical integration Tests of the interfaces between each Sub-system and the Customer System and between each Sub-system and the Customer’s other service providers, using Test harnesses where necessary, are performed to demonstrate compliance with the Test Specification and the Customer’s Requirements, and the Testing of all failure conditions for the interfaces with the Customer System, exception conditions and recovery mechanisms is carried out;  

(ix) load and stress Tests are performed to establish that the Sub-systems can reliably process the maximum expected volumes of events or transactions to at least meet the Target Performance Levels and to establish that the Customer Requirements regarding scalability can be met;  

(x) all Management Information is correctly recorded, stored and reported on;  

(xi) all systems, security, access and audit trail logs are appropriately and correctly updated; and

(xii) Regression Testing is performed; 

(d) System Integration Testing, at a location to be agreed with the Customer Relationship Manager, in order to demonstrate that all of the Sub-systems fully integrate and fully inter-operate with each other, and with the Customer System, and that the Service Provider System operates in accordance with the Customer Requirements and complies with the relevant Test Specification, including by ensuring that:

(i) Data constructed to cover normal and exception conditions, including but not limited to boundary values, null values and maximum length values, are passed between the components, that all Customer System interface failure conditions and recovery from failure are Tested and that the Data is correctly stored by the Service Provider System;

(ii) demonstrate the full end-to-end integration of the Service Provider System and its interfaces with the Customer System by executing Tests based on end-to-end business processes and Data flows across all of those elements as set out in the Customer Requirements, so as to demonstrate compliance with the Customer Requirements;

(iii) load and stress Tests are performed in a Testing environment on hardware representative of live operations to establish that the Service Provider System can reliably process the normal and maximum expected volumes of events or transactions to meet the relevant Target Performance Levels and to establish that the Customer Requirements regarding scalability can be met;

(iv) Tests are performed to ensure and assure compliance with the security requirements set out in Schedule 2.3 (Standards) and Schedule 2.4 (Security Management) and other obligations set out in this Agreement;  

(v) all Management Information is correctly accumulated, stored and reported; and

(vi) Regression Testing is performed; 

(e) Data Migration Testing to demonstrate that legacy Data is correctly transferred to and stored by the Service Provider System in accordance with the Data Migration Plan set out in the relevant Test Plan and Test Specification envisaged under this Schedule including ensuring that:  

(i) Testing of any required Data cleansing scripts is performed on manufactured Data to validate that such scripts operate correctly prior to being used in connection with legacy Data;  

(ii) the integrity of the legacy Data is tested to ensure that it is of the correct format, structure and content;  

(iii) Testing of the Data transformation and transfer scripts is performed on manufactured Data to validate that such scripts operate correctly prior to being used in connection with cleansed legacy Data;  

(iv) reconciliation of the migrated legacy Data is performed to verify that the source and target Data reconcile; and  

(v) migrated Data is used during System Integration Testing to demonstrate compliance with the Customer Requirements when processing migrated legacy Data;  

(f) User Acceptance Testing is performed to demonstrate that the needs of Users, as defined in Schedule 2.1 (Services Description), are met by the Service Provider System;

(g) Technical Proving on the Service Provider System to be used operationally in its final location and involving a period of extended and continuous operation in order to: 

(i) provide assurance to the Customer of the reliability and maintainability of the Service Provider System through extended and continuous operation; 

(ii) demonstrate the full end-to-end integration of the operational Service Provider System, and with the Customer System, so as to demonstrate compliance with the Customer Requirements; and  

(iii) ensure that:  

(A) the Service Provider shall, at the Service Provider’s cost, arrange and participate fully in independent external penetration Tests to demonstrate the security of the Service Provider System from intrusion via networks external to those of the Service Provider (including without limitation promptly upon written request from the Customer Relationship Manager from time to time);  

(B) all components making up the operational Service Provider System have been correctly installed, built and configured and comply with the relevant Test Specification envisaged under paragraph ‎7 of this Schedule and meets the Customer Requirements, including by ensuring that:

1) Tests are performed to demonstrate complete network connectivity, capacity and performance between the components of Service Provider System, and between the Service Provider System and the Customer System;  

2) configuration Tests are performed in relation to all Software in the Service Provider System;  

3) Tests are performed to ensure that all Software is properly installed and functions, interoperates, integrates, interfaces and co-exists with all other relevant elements of the Service Provider System;  

4) Testing of the technical aspects of the security requirements set out in Schedule 2.4 (Security Management);  

5) all Service Provider System back-ups and Service Continuity Services comply with the provisions of this Agreement including without limitation the security requirements in Schedule 2.3 (Standards) and Schedule 2.4 (Security Management) and the Service Continuity Plan (as applicable);  

6) fail-over Tests of all relevant Sub-systems are performed successfully;  

7) load balancing Tests (where relevant) are performed successfully;  

8) Management Information produced is complete and accurate, and to the satisfaction of the Customer Relationship Manager;  

9) operational Data from any other supplier is accepted and processed correctly whenever possible using the appropriate interface;  

10) all Tests necessary or desirable to demonstrate that Ready for Service Testing will be representative of live operations are performed; and 

11) Regression testing is performed;

(h) Ready for Service Testing involving Tests of business process scenarios (including without limitation as reasonably specified by the Customer Relationship Manager) using the Service Provider System in the operational environment in order to simulate and prove the Operational Services are in accordance with the relevant Test Plan and Test Specification envisaged under paragraph ‎7 of this Schedule and to demonstrate compliance with the Customer Requirements, including without limitation ensuring that:  

(i) full completion of all Technical Proving has occurred;  

(ii) relevant Service Provider Staff are appropriately trained, used and involved in order to provide the Services;  

(iii) all Management Information is provided;  

(iv) appropriate operational procedures for the Service Provider to perform its obligations under this Agreement are used and complied with and all other processes and procedures are sufficient to support the Service Provider System to meet the required Target Performance Levels;  

(v) sufficient business input volumes are used to demonstrate that the Target Performance Levels can be reliably achieved for all key business processes (as specified in advance of any such Ready for Service Testing by the Customer Relationship Manager in its absolute discretion but consistent with the Target Performance Levels in Schedule 2.2 for the relevant services and the Customer Requirements regarding scalability);  


(vi) Testing of the Service Provider’s Service Continuity Plan, Business Continuity Services and other back-up continuity procedures in accordance with Schedule 8.6 (Service Continuity Plan and Corporate Resolution Planning), recovery work areas and overflow resources and premises is complete, including without limitation the Testing of these aspects to confirm that they comply with the requirements of Schedule 2.3 (Standards) and 2.4 (Security Management) as confirmed by an external independent ISO 27001 audit, and in each case has been approved by the Customer Relationship Manager;  

(vii) it has been demonstrated to the Customer Relationship Manager  that all audit mechanisms and trails are operational and adequate including by way of an external independent ISO 27001 audit (to be carried out by the National Computing Centre or such other suitably qualified third party as the parties may agree in writing), the cost of which shall be borne by the Service Provider and the Service Provider shall at its own cost and expense promptly rectify any failing areas identified during the course of any such audit;  

(viii) it has been demonstrated to the Customer Relationship Manager that the data retention mechanisms are in compliance with Data Protection Legislation, the data retention policy in Schedule 2.3 (Standards) and all other policies and procedures of the Customer from time to time with which the Service Provider is under an obligation to comply under this Agreement; and  

(ix) it has been demonstrated to the Customer Relationship Manager that the Services will be provided in accordance with this Agreement. 

(i) Static Testing involving reviews of all written programme deliverables by stakeholders and technical experts to identify defects, or the source of subsequent defects, at the earliest opportunity.  For business requirements and technical specification documents, a formal static review should be held and attended by subject matter experts. For other deliverables, a less formal document review process may be adopted. 

(j) Regression Testing in relation to each change to the Service Provider System during Transition or Transformation, Change or corrected Defect to demonstrate that each alteration to the Service Provider System has not affected aspects of the Service Provider System not subject to the alteration;  

(k) 	Acceptance Testing in relation to each Change, corrected Defect or Innovation Proposal to demonstrate to the Customer that the Change, corrected Defect or Innovation Proposal: 

(i) is in accordance with the relevant Test Specification envisaged under paragraph 8 of this Schedule and the Customer Requirements; 

(ii) is consistent with the agreed Change Authorisation Note pursuant to the Change Control Procedure;  

(iii) is in accordance with the Customer Requirements in Schedule 2.4 (Security Management);  

(iv) complies with and does not prejudice the Service Provider’s Service Continuity Plan, Business Continuity Services and other back-up continuity procedures, recovery work areas and overflow resources and premises, including Testing these aspects against the Customer Requirements in Schedule 2.4 (Security Management) in respect of that Change, corrected Defect or Innovation Proposal (unless otherwise agreed in writing between the Parties);  

(v) is consistent with the Target Performance Levels; and  

(vi) is in accordance with Good Industry Practice.

