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1. INSTRUCTION AND PAYMENT REQUIREMENTS

1.1. Instruction Requirements

1.1.1. The instruction process for the maintenance and response services are defined
in the Scope and illustrated in Figures 1 to 4.

1.1.2. Cyclic and repair maintenance services are instructed by the Service Manager
throughout the Service Period as required.

1.1.3. The Service Manager’s instructions are issued via the Client’s electronic
ordering system (Confirm or other system as detailed in Annex 6) or other written
means.

1.1.4. Foremergency or urgent works, instructions may be issued by alternative means
and followed up with an electronic works order or other written means.

1.1.5. The Client’s Regional Operations Centre (ROC) operates 24 hours a day. The
Client’s staff operating the ROC have delegated powers to issues instructions
on behalf of the Service Manager.

1.1.6. Roadside Technology defect works orders include the Technology Operations
Capability Centre (TOCC) reference number associated with the defect.

1.1.7. The ROC has delegated powers to issue instructions from the TOCC on behalf
of the Service Manager in respect of any Roadside Technology defects.

1.2. Payment Requirements

1.2.1. The payment process for the maintenance and response services is defined in
the Contract Data and illustrated in Figures 1 to 4.

1.2.2. The Contractor provides all information required by the Service Manager to
demonstrate that the service has been completed in accordance with the contract
to support payment.

1.2.3. Supportive documentation includes all data necessary to update the Client’s
Information Systems and Records in respect of the service as described in Annex
6, Annex 10, Annex 19 and the Asset Data Management Manual (ADMM).

1.2.4. The Service Manager undertakes an on-going programme of inspection and
audits to verify that the service has been completed in accordance with the Scope
and Client Plans.

Note. Further explanation on the payment process (guidance and information purposes
only) is detailed in the “M&R Payment Process — FAQ for Suppliers” (listed in Annex 03).
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1.3. Cyclic Maintenance Process

1.3.1. The instruction and payment process for the cyclic maintenance service is
detailed in Figure 1.

Figure 1: Cyclic Maintenance

INSTRUCTION PROCESS

1. Atleast 16 weeks before the start of each financial year
(or prior to the access date), the Service Manager issues 7. The Contractor acknowledges receipt of
the Maintenance Requirements Plan (as detailed in the instruction and Provides the Service in
GM701: Asset delivery asset maintenance requirements), accordance with the contract.
including the Required Level of Service (RLoS), which
describes the anticipated planned cyclic Interventions for
the next financial year.

Note . . This supports the Confractor in updating its previous
year's (or pre-access date version) Service Plan and Annual

Ciinirerid Dl (an it d i Ao 15 8. The Contractor provides records and other

documentary evidence to the Service Manager to
support:

* The Contractors payment application “detail
2 Atleast 12 weeks before | the start of each compliance” requirements (Refer to Contract
financial year, the Contractor develops, updates Data and Annex 10), and
and submits its Annual Commercial Plan (as + The Client's Defence against Section 58 claims
detailed in Annex 15) and for acceptance by the
Service Manager

9. The Service Manager undertakes on-
going inspections of services to verify
that services are completed in
accordance with the contract.

3. At least 8 weeks before the start of each financial
year (or prior to the access date), the Service Manager,
reviews the Annual Commercial Plan in terms of the
suitability of the Contractors programmed services and
service affordability and either:

¢ Acceptsthe updated Annual Commercial Plan, or
* Instructs the Coniractor to amend its Annual
Commercial Plan and resubmit it.

10. The Contractor uploads all supporiive
documents and records to either CONFIRM

(or other agreed systemin Annex 6) or the
PFP (Area finance and management system)

4. Atleast 4 weeks before the start of each financial R

year (or prior to the access date), IF the Contractor's
Annual Commercial Plan in stage 3 was not accepted by
the Service Manager (as detailed in Annex 15), the
Contractor updates it and resubmits it to the Service
Manager for acceptance.
PAYMENT PROCESS

5. Before the start of each financial year (or prior to the
access date), the Service Manager, accepts the
updated Annual Commercial Plan and re-issues an
updated MRP, including the RLoS to the Contractor.

11. The Service Manager and Contactor
comply with the payment requirements as
defined in the Contract Data.

Note. Further explanation on the payment
process (for guidance and information

} ; purposes only) is detailed in the "M&R
6. The Service Manager instructs the actual Interventions Payment Process — FAQ for Suppliers”

on a monthly (or other agreed frequency) basis via (listed in Annex 03).
electronic work orders using the Clients CONFIRM system
(or other agreed system as detailed in Annex 6)
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1.4. Repair Maintenance Process

1.4.1. The instruction and payment process for the repair maintenance service is

detailed in Figure 2.

Figure 2: Repairs of Defects

INSTRUCTION PROCE

1. Asset defect identified by either Party and
recorded in the Clients CONFIRM system (or
other system as detailed in Annex 6)

2. If the asset defect is identified by the
Contractor, the TOC or Others, the Service
Manager may validate the notified defect using
the Clients inspectors and other means

3. Work order is priced using Price List
Section C (SOR) or Section D (CR)

4. The Service Manager instructs the Contractor to
repair the asset defect via electronic work order
using the Client's CONFIRM system (or other
system as detailed in Annex 6), indicating the
incident reference number (if applicable)

5. Contractor acknowledges receipt of
the instruction and completes the asset
repair in accordance with the contract

6. The Contractor provides records and other
documentary evidence to the Service Manager (or via
the ROC) to support:

e The Contractor’s payment application “detail

compliance” requirements (Refer to Contract
Data and Annex 10), and

e The Client’s defence against Section 58 claims

7. The Service Manager undertakes on-going
inspections of services to verify that services are
completed in accordance with the contract.

Note — For Roadside Technology asset repairs,
the Service Manager also obtains verification
from the TOC.

8. The Contractor uploads all supportive
documents and records to either CONFIRM
{or other agreed system in Annex 6) or the
PFP (Area finance and management system)
as instructed

9. The Service Manager and Contactor
comply with the payment requirements as
defined in the Contract Data.

Note. Further explanation on the payment
process (for guidance and information
purposes only) is detailed in the “M&R
Payment Process — FAQ for Suppliers”

(listed in Annex 03).
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1.5. Incident Response Process

1.5.1. The instruction and payment process for the incident response service is detailed
in Figure 3.

Figure 3: Incident Response

INSTRUCTION PROCESS

1. The Incident is reported to the Service
Manager (generally via the ROC)

2. The Incident is logged in the Client's
electronic CONFIRM system ( or other
system as detailed in Annex 6).

Note — For Roadside Technology assets the
TOC will supply a reference number.

3. The Service Manager (generally via the
ROC) instructs the Contracior to attend to the
Incident in accordance with the Scope.

4. Contractor attends the Incident and
assesses the situation and reports to the
ROC in accordance with the Scope

5. Contractor reports back to ROC with
update on the Incident in accordance
with the Scope

6. The Service Manager via the ROC instructs the
Contractor to undertakes services (making safe and
repairs) at the Incident scene with payment at:

Cost Reimbursable (Section D)— where it is likely that
the Client could recover costs via a Green Claim
Or
Schedule of Rates (Section C) — where it is likely that
the Client is unable to recover costs via a Green Claim.

7. The Contractor acknowledge receipt of
the instruction and undertakes the
services comprising making safe the
Incident scene and asset repairs.

8. The Contractor provides records and other
documentary evidence to the Service Manager (or via
the ROC) to support:

e The Contractor’s payment application “detail

compliance” requirements (Refer to Contract
Data and Annex 10), and

e The Client’s defence against Section 58 claims

9. The Service Manager undertakes on-going
inspections of services to verify that services are
completed in accordance wath the contract.

Note — For Roadside Technology asset repairs,
the Service Manager also obtains verification
from the TOC.

10. The Contractor uploads all supportive
documents and records to either CONFIRM
(or other agreed systemin Annex 6) or the
PFP (Area finance and management system)
as instructed

PAYMENT PROCESS

11. The Service Manager and Contactor
comply with the payment requirements as
defined in the Contract Data.

Note. Further explanation on the payment
process (for guidance and information
purposes only) is detailed in the “M&R
Payment Process — FAQ for Suppliers”

(listed in Annex 03).

M&R Issue 9, Revision 0

Page 7 of 8

July 2021



Highways England
Area 9 Asset Delivery

Scope

Annex 9 Instruction and Payment Requirements

1.6. Task Orders Process

1.6.1. The instruction and payment process for Task Orders is detailed in Figure 4

Figure 4 : Task Orders

INSTRUCTION PROCESS

1. The Service Manager issues Task
brief to the Contractor defining the
services required.

2. The Contractor issues a Task quotation to
the Service Manager for assessment.

3. The Service Manager assesses the Task
quotation and either accepts or rejects it (with
reasons for rejection).

If the Task quotation is rejected, the Contractor
updates it and resubmits it for acce ptance.

4. Following acceptance of the Task
quotation, the Service Manager issues the
Task Order using the Clients CONFIRM
system (or other system as detailed in
Annex 6) or using the Task Order template.

5. The Contractor undertakes the
services in the Task Order in
accordance with the contract

6. The Contractor issues an Early Warning
Notice (NEC4, Clause 15) if the total Pricesin
the Task price list is likely to be exceeded.

7. The Contractor provides records and other
documentary evidence to the Service Manager to
support:

o The Contractor’s payment application “detail

compliance” requirements (Refer to Contract
Data and Annex 10), and

e The Client’s defence against Section 58 claims

8. The Service Manager undertakes on-going
inspections of services to verify that services are
completed in accordance with the contract.

Note — For Roadside Technology asset repairs,
the Service Manager also obtains verification
from the TOC.

9. The Contractor uploads all supportive
documents and records to either CONFIRM
(or other agreed system in Annex 6) or the
PFP (Area finance and management system)
as instructed

PAYMENT PROCESS

10. The Service Manager and Contactor
comply with the payment requirements as
defined in the Contract Data.

Note. Further explanation on the payment
process (for guidance and information
purposes only) is detailed in the "M&R
Payment Process — FAQ for Suppliers”

(listed in Annex 03).
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