
































PROTECT COMMERCIAL 

Schedule 2 - CHARGES SCHEDULE 
1. Introduction

1.1. This schedule sets out the Charges (including VAT) which shall be payable to the Contractor for the Services
over the Term. No provision for indexation is included in the contract pricing structure. 

1.2. Travel and subsistence rates are those applying at the time of contract and in line with internal policy. 
Should that policy change the Contractor shall be informed and any proposed amendment agreed between 
the Parties. 

2. Payments over the Term

2.1. When requested to do so the Contractor shall provide a dedicated team of Caseworkers to Determine the 
volume of cases provided to the Contractor for processing within a Service Period and over the Term. 

2.2. The Contractor shall be entitled to assign a Team Manager to the team where the number of Caseworkers in 
the team is greater than five (5). 

2.3. The Contrator is expected to Determine cases on an average case processing time of ten (10) hours per 
case. 

2.4. Payment for cases Determined in a Service Period is charged on a Billable Hours basis of £[redacted] 
per Caseworker. 

2.5. Billable Hours includes initial set-up training, training associated with increasing the team size at THO's 
request, all productive time spent processing cases, enrichment time and twentyfour (24) minutes of paid 
breaks for every eight (8) hour shift. Holidays, sickness and absence are not chargeable by the Contractor. 

2.6. Following initial set-up training it is expected that c. 80% of Billable Hours will be spent processing cases and. 
therefore, the Contractor is expected to Determine cases on an average Billable Hours time of twelve (12) 
hours and thirty five (35) minutes. 

2.7. The Team Manager is charged on a Billable Hours basis of £XX [redacted] per hour and is expected to 
spend 50% of their time processing cases .. 

2.8. Payments in a Service Period are extrapolated per Caseworker assigned in the Service Period and by the 
number of weeks worked within the Service Period. Charges will include cost of a Team Manager where 
applicable 

Role Weeklv Billable hours Weekly cost 
Caseworker 40 [redacted] 
T earn Manaqer 40 [redacted] 

3. Invoicing

3.1. Invoicing must be submitted to invoices@housing-ombudsman.org.uk. The Order number must be
quoted including sufficient detail to enable the invoice be paid. Payment terms are ten (10) days in arrears. 

6.2 Invoices will only be accepted for payment where the Contractor has updated the Customer's case 
management solution with a Determination and the Determined case reference is included in the 
Contractor's invoice. 
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PROTECT COMMERCIAL 

1. Introduction

Schedule 4 - KEY PERSONNEL 

1. 1 The following named Contractor personnel are, for the purposes of the execution of the Services, regarded
as Key Personnel 

Role Description Contractor Personnel 

Account Manaoer 
Service Delivery Owner 

1.2 The Contractor shall provide a minimum of 1 months notice to the Customer in the event of a change to the 
Key Personnel. 

1.3 The Contractor warrants that any replacement Key Personnel are, as a minimum, qualified and capable of 
performing the services 

1.4 The Customer shall be entitled to approve the appointment of any replacement Key Personnel, its approval 
not to be unreasonably withheld. 
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