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1. INTRODUCTION 
 
1.1 This Schedule 6.1 (Governance) describes the elements and layers of the 

Governance Structure and each Party’s roles and responsibilities within that 
Governance Structure. 

1.2 The Parties recognise that their relationship needs to be managed in relation to 
this Agreement but also in the context of: 

1.2.1 the Framework Agreement; 

1.2.2 the other PSN Services Agreements; 

1.2.3 the Other PSN Services Contractors; and 

1.2.4 the Wider PSN Contractors. 

1.3 The governance relationships set out in this Agreement therefore form part of 
the overall governance arrangements including those for the PSN programme. 
The Customer Authority is aware that the Contractor is a member of the 
Framework Board. 

1.4 This Schedule describes the procedures that shall be used to manage the 
relationship between the Customer Authority and the Contractor under this 
Agreement. 

1.5 This Schedule (including the Governance Structure) shall be reviewed annually 
in accordance with Paragraph 10 and amended if it is agreed by the Parties that 
amendments are necessary (in order to enable the Parties’ intent described in 
Paragraphs 1.2, 1.3 and 1.4 to continue to be met effectively).  Such 
amendments shall be handled under the Change Control Procedure.   

1.6 Paragraph 7 sets out each Party's obligations in relation to the establishment 
and operation of the Supplier Performance Review Board. 

1.7 Paragraph 8 identifies certain senior client contacts of the Contractor and of the 
Customer Authority who shall be available to be contacted in accordance with 
that Paragraph. 

1.8 Nothing in this Schedule regarding joint activity by the Parties shall be taken to 
lessen or remove the obligations on the Contractor as set out in this Agreement. 

2. GOVERNANCE STRUCTURE 

2.1 The Parties shall establish the Governance Structure described in the diagram 
below and Appendix 1, which comprises the following Boards: 

2.1.1 PSN Framework Board; 
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2.1.2 Joint Strategic Partnership Development Board; 

2.1.3 Supplier Governance Board; 

2.1.4 All Supplier Forum; 

2.1.5 Enterprise Architecture Board; 

2.1.6 Services Board; 

2.1.7 Commercial Board; 

2.1.8 Project Board; 

2.1.9 Exit and Transition Board;  

2.1.10 Service Implementation Board (which shall only operate during the 
implementation of Transition); 

2.1.11 Supplier Performance Review Board (acting as a feeder to the Services 
Board); 

2.1.12 Enterprise Architecture Meetings (acting as a feeder to the Enterprise 
Architecture Board); 

2.1.13 Commercial Review Meetings (acting as a feeder to the Commercial 
Board); 

2.1.14 Project Meetings (acting as a feeder to the Project Board); and  

2.1.15 Work Programme Governance Board (which shall operate during the 
implementation of Take-On for SIAM Service Tower Provider on-
boarding and report into the Services Implementation Board, then 
continue on an ad-hoc basis as part of ongoing supplier category 
management (major/minor). 
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3. BOARD STRUCTURE & REPRESENTATION 

3.1 With the exception of the Framework Board, which is described in Schedule 5 
and Appendix 1 of the Framework Agreement, this Schedule describes in 
relation to each Board: 

3.1.1 the Customer Authority’s Board Members; 

3.1.2 the Contractor’s Board Members; 

3.1.3 the responsibilities and functions of each Board; 

3.1.4 the frequency at which each Board shall meet (unless agreed otherwise) 
including the date, time and location of the first and subsequent 
meetings. 

3.2 The Governance Structure comprises cross-functional and cross-organisational 
representation with the intent that these Representatives shall work co-
operatively to enable successful execution of this Agreement. 

3.3 In addition to the Boards described in Paragraph 2.1, any one or more Sub-
Group(s) may be established in accordance with Paragraph 5. 

3.4 The Customer Authority and the Contractor shall, in addition to the Boards 
identified in Paragraph 2.1, appoint suitably senior and experienced individuals 
to conduct the activities identified in Paragraph 6 of this Schedule 6.1. 

 

3.5 Replacement of Personnel 

3.5.1 Without prejudice to Clauses 26.5 to 26.11 (Key Personnel), if either Party 
wishes to replace any Board Member position, that Party shall notify the other in 
writing of the proposed change for agreement by the other Party (such 
agreement not to be unreasonably withheld or delayed). Notwithstanding the 
foregoing, it is intended that each Customer Authority’s Board Member has at 
all times a counterpart Contractor’s Board Member of equivalent seniority and 
expertise.  

4. BOARD MEETINGS 

4.1 Attendees 

Each Party shall ensure that: 

4.1.1 its Board Members attend each Board meeting at which that Board 
Member's attendance is required, or 
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4.1.2 if any Board Member is not able to attend a Board meeting, that Board 
Member shall use all reasonable endeavours to ensure that: 

4.1.2.1 a delegate attends the relevant Board meeting in his/her place 
who has the same authority in relation to that Board as the Board 
Member and (wherever possible) is properly briefed and 
prepared; and 

4.1.2.2  he/she is debriefed by such delegate after the relevant Board 
meeting.   

4.1.3 Attendance at the Board meetings shall be in person or, where agreed in 
advance by both Parties, by video conference or voice teleconference. 

4.1.4 The Parties may, by mutual agreement and having regard to the items 
for discussion at that Board meeting, invite other attendees to any Board 
meeting where such attendees shall be Customer Authority or 
Contractor employees or employees of any Sub-contractor or third party 
suppliers and these attendees shall be subject to obligations of 
confidentiality no less restrictive than those set out in Clause 34 
(Confidentiality and Publicity).  

4.2 Chairperson 

4.2.1 The Customer Authority shall appoint a chairperson for each Board as 
identified in Schedule 5 of the Framework Agreement (each a 
"Chairperson"). The chairperson (or their nominated representative) 
shall be responsible for:   

(a) scheduling Board meetings according to an agreed rolling 
calendar of dates; 

(b) setting the agenda for the Board meetings and circulating to all 
attendees in advance of such meeting; 

(c) ensuring that all necessary papers and reference documents 
relevant to each agenda item are circulated in accordance with 
the meeting frequency set out in the relevant Meeting Charter;  

(d) ensuring that appropriate notices and (if necessary) reminder 
notices are properly prepared and distributed to all attendees 
sufficiently in advance of the Board meetings; 

(e) where the attendance of any Board Member is described in a 
Meeting Charter as being on an "as appropriate" basis, 
maintaining liaison with the Parties to determine which of those 
attendees is required to attend each Board meeting and ensure 
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that such attendees are notified of the requirement for their 
attendance accordingly; 

(f) chairing the Board meetings; 

(g) monitoring the progress of any follow-up tasks and activities 
agreed to be carried out following the Board meetings; 

(h) ensuring that minutes for the Board meetings are recorded, 
agreed and disseminated electronically to the appropriate 
persons and to all the Board meeting participants promptly within 
seven (7) calendar days after the Board meeting. The Parties 
acknowledge that such minutes do not replace individual Board 
Members’ responsibility to record and progress actions;  

(i) facilitating the process or procedure by which any decision 
agreed at any Board meeting is given effect in the appropriate 
manner and ensuring that appropriate individuals are notified 
accordingly; and 

(j) applying the process in relation to requests for urgent Board 
meetings as set out in Paragraph 4.3.3. 

4.3 General 

4.3.1 Board meetings shall be quorate as long as at least two (2) 
representatives from each Party are present.  Each Board meeting shall 
be convened at the relevant frequency specified in the relevant Meeting 
Charter.  

4.3.2 The Parties shall ensure, as far as reasonably practicable, that all the 
Boards shall as soon as practicably possible resolve the issues and 
achieve the objectives placed before them. Each Party shall use all 
reasonable endeavours to ensure that the Board Members are 
empowered to make relevant decisions or have any necessary access to 
empowered individuals for decisions to be made to achieve this.  

4.3.3 Where either Party becomes aware of an urgent or important issue 
which it has been unable to resolve without calling a meeting of the 
relevant Board it may request an urgent meeting of that Board. Such 
requests shall be made to the Chairperson of the relevant Board who 
shall not unreasonably refuse such request and, if such request is 
granted, shall co-operate with the requesting Party to arrange for a 
meeting of the relevant Board to be convened as soon as reasonably 
practicable. 

4.3.4 Subject to Paragraph 4.3.5, any issue that cannot be resolved between 
the Parties within a Board (other than the Supplier Governance Board 
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and the Joint Strategic Partnership Development Board) shall be 
escalated to the next level for resolution. Any issue that cannot be 
resolved between the Parties within the Supplier Governance Board 
shall be escalated for resolution to the Joint Strategic Partnership 
Development Board. 

4.3.5 Notwithstanding any other provision of this Schedule, the escalation and 
resolution of all Disputes shall be dealt with in accordance with Clause 
25 (Disputes) and Schedule 6.3 (Dispute Resolution Procedure).  

5. SUB-GROUPS 

5.1 The following is a non-exhaustive list of the Sub-Groups which may be 
established in accordance with Paragraph 3.3 along with an indication of the 
areas of responsibility which those Sub-Groups have: 

5.1.1 "Financial Management and Governance Sub-Group", with 
responsibilities in relation to ongoing improvements to financial 
management (e.g. billing, reporting and invoicing processes) and for 
financial governance with responsibilities in relation to financial audits, 
governance, planning and reporting (e.g. for taxation purposes), 
including the Contractor's monitoring of the financial status of Sub-
contractors; 

5.1.2  “Sustainability Sub-Group”, with responsibilities in relation to the 
delivery of a sustainable PSN Contact Centre service; 

5.1.3 “Regulatory Bodies Sub-Group”, with responsibilities in relation to the 
requirements of all relevant regulatory bodies. 

5.2 Each Party shall bear its own costs in relation to the establishment and 
operation of all Sub-Groups and Sub-Group meetings. 

6. CONTACT CENTRE TOWER LEADS 

6.1 The Contractor Contact Centre Tower Lead shall be responsible for resolving 
day-to-day issues affecting the Services, working in good faith with the SIAM 
Service Tower Provider and other Service Tower Providers as necessary to 
deliver the Services in accordance with this Agreement.  These activities shall 
include:  

6.1.1 managing the day-to-day operation of the Services in relation to this 
Agreement including, wherever possible, identification and resolution of 
any operational issues; 

6.1.2 managing such elements of Change and Releases into the Live 
Environment applicable under the terms of this Agreement; 
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6.1.3 monitoring compliance by the Contractor and Sub-contractors with the 
requirements of this Agreement;  

6.1.4 ensuring that the Contractor develops and participates in tests of Exit 
Plans in accordance with Schedule 6.4 (Exit Management); 

6.1.5 assisting the SIAM Service Tower Provider with a review each SMP of 
the fulfilment of the Services, and with implementation of corrective 
action plans arising from such reviews; 

6.1.6 not less than once a Quarter, reviewing the Contractor’s supply chain, 
insofar as it relates to delivery of the Services, with the Customer 
Authority to assess risks and, if necessary, develop risk mitigation plans;  

6.1.7 producing and submitting to the Customer Authority plans to implement 
improvements to the Services identified in accordance with Clause 13 
(Services Improvement), including effort and cost to achieve, potential 
benefits, and estimated timescales; 

6.1.8 producing and submitting to the Customer Authority innovation 
proposals for further discussion at the All Supplier Forum; 

6.1.9 taking part in such activities as the SIAM Service Tower Provider may 
reasonably request which assist the Customer Authority in its operations 
and planning, including (but not limited to) assessments and trend 
analysis for alerts, incidents, risks, capacity and availability; and 

6.1.10 overseeing Projects pursuant to Schedule 6.11 (Service Requests, 
Projects and Delivery Support). 

6.2 The Contractor Contact Centre Tower Lead shall report regularly to the 
Customer Authority Contact Centre Tower Lead on their activities pursuant to 
Paragraph 6.1 and seek the Customer Authority Contact Centre Tower Lead’s 
approval for any major or unresolved changes.  The Contractor Contact Tower 
Lead and the Customer Authority Contact Centre Tower Lead shall work 
together in good faith to: 

6.2.1 assess and manage the impact of any approved or planned Changes to 
the terms of this Agreement including in relation to the Services; 

6.2.2 review audit results and associated management action plans to 
address performance gaps from both a corrective and preventative 
perspective; 

6.2.3 prepare for and take part in any benchmarking exercise carried out in 
accordance with Schedule 5.3 (Value for Money Provisions); 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  

FOR INFORMATION PURPOSES ONLY 

 

CONTACT CENTRE SERVICES – SCHEDULE 6.1 GOVERNANCE v4.2 

10 

6.2.4 raise, document and assess to the extent possible any significant 
identified or emerging risks, in timescales appropriate to the perceived 
impact of the risk occurring; and 

6.2.5 obtaining co-operation as necessary from Third Party Service Providers 
or other suppliers impacting on the Services, develop risk mitigation 
plans and produce and submit to the Customer Authority a report (to be 
referred to as the "Risk Assessment Report"), at least fortnightly, 
summarising active and closed risks and any changes to risks during the 
period. 

6.3 The Contractor Contact Centre Tower Lead or their nominated representative(s) 
(where appropriate) shall also provide secretarial and administrative support to 
the day-to-day operation of the tower and to the Boards, including: 

6.3.1 identifying where products associated with the Services need to be 
reviewed, producing an associated review schedule, producing and 
distributing review material to identified stakeholders (Customer 
Authority, Contractor and other relevant third parties), and maintaining 
agreed final versions of such materials for distribution and/or publication; 

6.3.2 preparing materials as required for presentation to the Boards; 

6.3.3 organisation of meetings, forums and review activities as identified in 
this Schedule 6.1, including incidental activities such as room bookings, 
and organising site access and chairing meetings at the reasonable 
request of the Customer Authority; 

6.3.4 control of master documentation for agreed and specified products 
(including testing documentation, awareness bulletins, training material, 
user guidance, and meeting minutes and actions), arranging reviews 
and updating documentation as necessary; and 

6.3.5 maintaining documentation describing the relationship between the 
Contractor, the Customer Authority, third parties and other Third Party 
Service Providers, including high level process maps, roles and 
responsibilities, contact details and escalation routes and to make such 
documentation available to the Customer Authority Contact Centre 
Tower Lead and the SIAM Service Tower Provider as and when 
reasonably requested.  

7. SUPPLIER PERFORMANCE REVIEWS 

Supplier Performance Review Board meetings shall be held on a monthly basis 
no later than one (1) week following the provision of the Performance 
Monitoring Reports. The Supplier Performance Scorecard shall be the focal 
point of discussion and relevant supporting material shall be presented as 
required. The meeting shall be chaired by the Customer Authority. Agendas 
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shall be distributed three (3) working days before the meeting. A formal note of 
the meeting and the approved Supplier Performance Scorecard shall be issued 
to the authorised recipients within three (3) working days of the Supplier 
Performance Review Board having been held, by the Customer Authority.  

8. CUSTOMER AUTHORITY AND CONTRACTOR CONTACT ROLES 

8.1 Pursuant to Clause 20 (Representatives), the Customer Authority 
Representative and the Contractor Representative shall be as set out in  
paragraphs 8 and 9 of the Call-Off Form. 

8.2 The table below identifies the senior client roles for the Contractor and for the 
Customer Authority who shall meet from time to time and be available for 
escalation as required.   

 Customer Authority Contractor 

Permanent Secretary Account Executive 

Executive Team Chief Operating Officer 

CIO  Director for Contact Centre Services 

Customer Service Delivery 
Director 

Contact Centre Service Manager 

Commercial Director Commercial Director 

Finance Director Chief Financial Officer  

 

9. CONTRACT MANAGEMENT MECHANISMS 

9.1 Both Parties shall pro-actively manage risks attributed to them under the terms 
of this Agreement. 

9.2 The Contractor shall develop, operate, maintain and amend, as agreed with the 
Customer Authority in writing, processes for: 

9.2.1 the identification and management of risks in accordance with 
Paragraph 6.2.4 of this Schedule. The risk register shall be completed 
by the Contractor and submitted for review by both Parties at the 
relevant Board meetings;  

9.2.2 the identification and management of issues; 

9.2.3 monitoring and controlling plans; 

9.2.4 tracking benefits delivered to feed as reasonably requested into the 
Customer Authority’s benefits management processes; and  
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9.2.5 developing and assessing options for improving the operating processes 
and working relationships between the Contractor, the Customer 
Authority, and other Service Tower Providers. 

10. ANNUAL REVIEW 

10.1 In addition to the Boards outlined in this Schedule 6.1, an annual review 
meeting shall be held, on a date to be agreed between the Parties, throughout 
the Term. 

10.2 The meeting shall be attended by the Contractor Representative and the 
Customer Authority Representative and any other persons considered by the 
Parties as necessary for the review. 

10.3 The agenda of the annual review meeting shall be agreed between the Parties 
and shall include (without limitation): 

10.3.1 the Contractor's performance of the Services in accordance with this 
Agreement;  

10.3.2 options for improving relationships and working practices between the 
Parties and with other Service Tower Providers including, if necessary, 
changes to the Governance Structure; 

10.3.3 proposed ways of improving the Service Level Targets, value for money, 
or the effectiveness of the Services in supporting the Customer 
Authority’s business; and 

10.3.4 other matters as communicated in writing by the Customer Authority. 
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APPENDIX 1 

GOVERNANCE 

In accordance with Paragraph 2.1 of this Schedule 6.1 (Governance), the Parties shall 
apply the following Board structures and representations (each a "Meeting Charter"): 

BOARD STRUCTURES AND FUNCTIONS 

PSN Framework Board  

Framework 
Authority Board 
Members 
(together with 
responsibilities) 

As set out in Appendix 1 of Schedule 5 (Governance) of the PSN 
Framework Agreement 

Contractor 
Board 
Members 
(together with 
responsibilities) 

As set out in Appendix 1 of Schedule 5 (Governance) of the PSN 
Framework Agreement 

Date, time and 
location of the 
first PSN 
Framework 
Board meeting 

As set out in Appendix 1 of Schedule 5 (Governance) of the PSN 
Framework Agreement 

Frequency of 
subsequent 
PSN 
Framework 
Board 
meetings 

As set out in Appendix 1 of Schedule 5 (Governance) of the PSN 
Framework Agreement 

Location of 
subsequent 
PSN 
Framework 
Board 
meetings 

As set out in Appendix 1 of Schedule 5 (Governance) of the PSN 
Framework Agreement 
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Joint Strategic Partnership Development Board  

Customer 
Authority 
members 

Permanent Secretary (permanent invitee) 

CIO (Chair) 

Business representative or another member of the Customer 
Authority’s executive team 

Board secretary (Commercial Director/Office) 

Contractor 
members 

VP UK EMEA 

Client Director  

Operations Director 

Service Director 

Technical Director 

Business Development Director (as appropriate) Other Contractor 
Representatives (as appropriate) 

Responsibilities 
and Functions  

Act as forward looking forum to enable IT to deliver its vision and to 
achieve spending review challenges. 

Ensure the strategic alignment of the Customer Authority and 
Contractor businesses. 

Having sight of all the IT deliverables for programmes and Projects 
residing on the Customer Authority portfolio. 

Inform the Contractor of any relevant changes to the Customer 
Authority's business and services strategy. 

Review the overall performance of both the Contractor and the 
Customer Authority. 

Review the overall effectiveness of the Services in meeting the needs 
of the Customer Authority’s business. 

Facilitate the exchange of future directional information. 
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Inform the Customer Authority of any updates to any relevant 
Contractor global technology initiatives. 

Resolve issues relating to this Agreement which are escalated to the 
Joint Strategic Partnership Development Board in accordance with 
Paragraph 4.3.4. 

Making key resource deployment and investment priority decisions. 

Formal escalation body from the Supplier Governance Board. 

Making escalations to the Customer Authority executive team. 

Frequency  Quarterly during the Take-On and Transition periods and bi-annually 
thereafter. 
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Supplier Governance Board  

Customer 
Authority 
members 

IT Board or subset (as determined by the Chairperson) 

CIO - Chair 

Contractor 
members 

 VP UK EMEA 

Client Director  

Account Finance Director 

PMO Director  

Transition Programme Director  

Service Director 

Commercial and Legal (as appropriate)Other Contractor 
Representatives (as appropriate) 

Responsibilities 
and Functions  

Review the relationship between the Customer Authority and the 
Contractor. 

Monitor the alignment of the Customer Authority and Contractor 
objectives. 

Provide direction on activities to drive improvements to the health 
and quality of the relationship via the Supplier Performance Review 
Board.  

Track delivery against the jointly agreed initiatives following the value 
assessment which identifies opportunities from the Supplier 
Performance Review Board to maximise value from the relationship. 

Review the Contractor scorecard to understand how the Contractor is 
performing against its key metrics. 

Serve as an executive escalation forum to resolve issues which have 
not been resolved at the boards below it. 

Escalation point for PSN Services issues to be raised with the PSN 
Framework Board.  

Establish and communicate delivery priorities, based on the needs of 
the Business Groups. 

Review Contractor performance to ensure that aggregate IT service 
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delivery reasonably meets the needs of the Business Groups. 

Carry out activities in relation to audit reviews carried out in 
accordance with this Agreement as appropriate. 

Frequency  Quarterly.  

 

All Supplier Forum  

Customer 
Authority 
members 

CIO (Chair) 

Head of Service Delivery 

Contact Centre Tower Lead 

Contractor 
members 

Contractor Contact Centre Tower Lead (each supplier and/or Sub-
contractor) 

Service Director (each supplier and/or Sub-contractor) 

Technical Director (each supplier and/or Sub-contractor) 

Commercial (each supplier and/or Sub-contractor) 

Other Contractor Representatives (as appropriate) 

Responsibilities 
and Functions  

Forum for dialogue between all suppliers, Sub-contractors and the 
Customer Authority to ensure consistent and clear communications to 
the supply base. 

To identify technical and operational innovations which may bring 
wider benefit to the Customer Authority's IS/IT estate. 

Frequency  Ad hoc 

Discussion and consideration of innovations on a quarterly basis. 
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Enterprise Architecture Board 

Customer 
Authority 
members 

CTO (Chair) 

Head of IT Architecture  

Other IT representatives (as appropriate) Business Group 
representatives (Heads of IS Strategy and Architecture) 

Contractor 
members 

1 x CTO from each major supplier of network services. Other supplier 
representatives (as appropriate) 

Responsibilities 
and Functions  

Coordinate the interface between the various network service 
supplier CTOs. 

Provide the main forum for the Customer Authority to share corporate 
and business unit strategic aims with suppliers. 

Provide a forum for the Customer Authority to issue innovation 
challenges to suppliers, with a view to encouraging collaborative 
working between suppliers in a pre-commercial mode. 

Provide a forum to explain Customer Authority strategic architectural 
direction on capabilities, products and services. 

Formally communicate any changes in the Customer Authority 
Enterprise IT Architecture to suppliers. 

Provide a mechanism for suppliers to challenge the Customer 
Authority Enterprise IT Architecture, and propose new directions, 
approaches and insight to maintain the Enterprise Architecture 
flexibility. 

Provide a mechanism to enable joint horizon scanning to identify and 
business and technology trends the Customer Authority should 
assess. 

Monitor the status of Projects during the Change lifecycle. 

Ensure that the Customer Authority's IT systems, infrastructure and 
network are appropriately secure in accordance with the Security 
Standards, the Security Policies and the Security Processes in so far 
as such IT systems relate to the Services. 

Pre-Gate 0 prioritisation.  
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Frequency  Monthly  

Other 
Comments 

This Board shall be a joint Customer Authority and Contractor forum 
chaired by the Customer Authority CTO with additional 
representatives from IT and the supplier community to provide insight 
to the supplier community on Customer Authority strategic direction, 
and to enable a collaborative approach to the development of 
Enterprise IT Architecture and innovation. 
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Services Board  

Customer 
Authority 
members 

Customer Service Delivery Director (Chair) 

Head of Service Delivery 

CSD Senior Management Team 

Client and Central Group SD managers (as appropriate) from:  
Risk/Quality Director, Corporate Services, Pensions, Working Age, 
Child Support Agency 

Audit representative (as appropriate) 

Other IT groups/functions (as appropriate) 

NISSA representative 

Contractor 
members 

Chief Operating Officer 

Director for Contact Centre Services  

Contact Centre Service Manager 

Other Contractor Representatives (as appropriate) 

Responsibilities 
and Functions  

Monitor compliance by the Contractor with the Policies and 

Procedures. 

Monitor the overall progress of Transition and performance by the 

Contractor and the Customer Authority of their respective obligations 

in relation to the Detailed Transition Plan. 

Act as an escalation point for the Sub-Groups governing lower level 

activities in the Live Environment. 

Resolve all escalations brought and escalate only under exceptional 

circumstances. 

Request reports from the Exit Managers on each Party’s compliance 

with Schedule 6.4 (Exit Management), particularly in relation to the 
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production and updating of the Exit Plan and the provision of any 

Termination Services. 

In the event of any termination or expiry of this Agreement, manage 

performance by the Contractor and the Customer Authority of their 

respective obligations in relation to Schedule 6.4 (Exit Management), 

acting as an escalation point for the Exit and Transition Board. 

Formal escalation body from the Service Implementation Board 
and Exit and Transition Board. 

 

Frequency  Monthly or as required by the Customer Authority from time to time 
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Commercial Board  

Customer 
Authority 
members 

Head of IT Category Infrastructure  (Chair) 

Senior Networks Category Manager  

Contact Centre Category Manager   

Finance Manager 

Contact Centre Tower Lead  

 

 

Other IT or Finance and Commercial Group representatives (as 
appropriate) 

Contractor 
members 

Commercial Director 

Head of Commercial Operations 

Head of Supplier Management 

Finance Director 

Service Manager 

Other Contractor Representatives (as appropriate) 

Responsibilities 
and Functions  

 

 

 

 

 

 

Monitor in relation to this Agreement the overall commercial 
relationship. 

Monitor the alignment of the Customer Authority and Contractor 
commercial objectives. 

Take a pro-active view of commercial impacts, stakeholder 
management and communication issues. 

Discuss and resolve contract compliance and commercial issues 
escalated to the Commercial Board.  

Resolve wherever possible all major Contractor and Customer 
Authority commercial performance issues and Disputes relating to 
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this Agreement as are referred to it. 

Ensure implementation of best practice in contract and compliance 
management.  

Provide a forum for achieving a collective and consistent view of 
compliance against all Agreement obligations. 

Deal with and make decisions on issues identified by the Contractor 
or the Customer Authority that require contract or compliance 
management action, resolution or agreement. 

Monitor the agreed working at risk register. 

Review the Customer Authority commercial risk register (quarterly 
basis). 

Review the continuity of supply in the Contractor’s supply chain 
process. 

Agree actions and improvement plans to address compliance issues. 

Appoint, as and when required, “contract management teams” with 
responsibility for seeking resolution of contractual disputes.  

Review issues in purchase order processing, CCN process and items 
where there are delays or other issues in progress. 

Maintain an overview of contract change control. 

Discuss diversity and equality issues. 

Frequency  Monthly 
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Service Implementation Board 

Customer 
Authority 
members 

Contact Centre Tower Lead (Chair) 

Transition Director 

Customer Authority Transition Manager 

Head of Service Delivery  

Contact Centre Category Manager 

Contractor 
members 

Transition Programme Director 

Contractor Transition Manager 

Service Director 

Technical Director 

Head of Commercial Operations 

Programme Office Manager 

Responsibilities 
and Functions 

Monitor and manage the Take-On activities, including those activities 
managed by the Work Programme Governance Board in connection 
with SIAM Service Tower Provider on-boarding. 

Review the progress of Take-On against the Detailed Take-On Plan. 

Set the objectives for, initiate and monitor the delivery of, an 
education programme agreed between the Contractor and the 
Customer Authority, to ensure that the relevant staff of both Parties 
have a proper understanding of the operation of the commercial 
terms and procedures of the Transition programme to the extent 
necessary for those procedures to operate effectively and for the 
Parties to meet their obligations under the Transition programme. 

Review the progress of the Transition programme against the 
Detailed Transition Plan. 

Review any problem areas, in particular considering any issues and 
risks that might prejudice the success of Take-On and/or the 
Transition programme. 

Review any significant issues arising from meetings between any 
representative from either Party within the Transition programme and 
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other relevant and/or linked programmes. 

Review any risks and issues referred to it by the Transition 
programme risk manager with a view to either or both Parties taking 
steps to mitigate such risks and issues and associated impacts on 
the timely completion of the Transition programme. 

Determine any issues that need to be escalated to the Supplier 
Governance Board. 

Review, and seek to settle at the earliest opportunity, any contractual 
or performance issues between the Parties in accordance with the 
Dispute Resolution Procedure. 

Discuss and agree, through the Change Control Procedure any 
changes to the Detailed Take-On Plan and/or Detailed Transition 
Plan. 

Frequency Monthly (unless otherwise agreed by its members). 
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Exit and Transition Board 

Customer 
Authority 
members 

Contact Centre Tower Lead (Chair) 

Head of Service Delivery  

Contact Centre Category Manager  

IT Future Design 

IT Exit Manager (when Exit activities are to be activated) 

Replacement Contractor(s) (as necessary) 

Contractor 
members 

Service Director 

Technical Director 

Head of Commercial Operations 

Exit Manager 

Responsibilities 
and Functions 

Develop a strategy for exit and transition. 

Manage and review the Exit Plan. 

Oversee the implementation of the Exit Plan until the conclusion of all 
activities set out in the Exit Plan. 

Review the associated registers.  

Review progress on the transition strategy and plan. 

Assess the impact of further technology refresh triggers. 

Frequency No less than once per Contract Year, and as required in order to 
effectively manage updates and implementation of the Exit Plan. 
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Work Programme Governance  Board  

Customer 
Authority 
members 

Contact Centre Tower Lead (Chair) 

Transition Director 

Customer Authority Transition Manager 

Head of Service Delivery  

Contact Centre Category Manager 

Contractor 
members 

Transition Programme Director 

Contractor Transition Manager 

Service Director 

Technical Director 

Head of Commercial Operations 

Programme Office Manager  

Responsibilities 
and Functions 

 Development and management of the Work Programme 
Governance Board. 

 Development and management of the candidate list (potential 
STP Take On). 

 Management reporting of STP (Take On) progress via the 
monthly STP Engagement and Compliance Report.  

 Quarterly review with PTS of the DWP Project Work 
Programme (to identify potential STPs). 

 Initial engagement with new STPs to secure active 
engagement.  

 STP introduction to the SIAM Services Framework as 
referenced in row 4.12 of Table 4 (SIAM Policies and 
Procedures) in Paragraph 2.4 of Schedule 6.10 (Customer 
Authority Standards and Policies) and requirements on STPs. 

 Supporting the Customer Authority and SIAM Service Tower 
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Provider in development of STP Take On Plans. 

 Reviewing STP Take On progress with Ops Leads via 
monthly reviews (or more frequently if required). 

 Resolving any escalations received from Ops Leads in 
connection with the introduction of an STP to the SIAM 
Services Framework as referenced in row 4.12 of Table 4 
(SIAM Policies and Procedures) in Paragraph 2.4 of Schedule 
6.10 (Customer Authority Standards and Policies).  

Frequency Quarterly 

 

 

Supplier Performance Review Board 

Customer 
Authority 
members 

Contact Centre Tower Lead 

Supplier Performance Manager 

Contractor 
members 

Contact Centre Tower Lead  

Supplier Performance Manager 

Service Manager 

Other Contractor nominated representative(s) (as appropriate) 

Responsibilities 
and Functions 

Review the Supplier Performance Scorecard for the Contractor’s 
performance during the preceding SMP. 

Service Performance: 

a) review the Contractor’s performance against Service Levels 
and KPIs set out in Schedule 2.3 (Service Levels and Related 
Remedies);  

b) review all Service Credits due under Schedule 2.3 (Service 
Levels and Related Remedies); 

c) from the SIAM Activation Date, review the Contractor’s 
performance against the end-to-end measures that reflect the 
ITIL processes; 

d) from the SIAM Activation Date, review the Contractor’s 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  

FOR INFORMATION PURPOSES ONLY 

 

CONTACT CENTRE SERVICES – SCHEDULE 6.1 GOVERNANCE v4.2 

29 

Supplier Performance Review Board 

performance against the strategic Customer Authority 
business measures; and 

e) review any draft Supplier Performance Remediation Plans 
submitted by the Contractor to improve their performance. 

Financial Performance: 

a) Review the financial data submitted by the Contractor 
covering: 

a. revenue profile; 

b. profit profile; 

c. new business profile;  

d. account standing; and 

e. contractor investment. 

Supplier Relationship Assessment: 

a) review the monthly survey results for relationship maturity and 
effectiveness; and 

b) review any draft Supplier Performance Remediation Plans 
submitted by the Contractor to improve their performance. 

Collaborative Behaviours: 

a) review the Contractor’s monthly survey from self assessing 
their performance against the Collaborative Behaviours; 

b) review the Contractor’s tri-monthly survey from self assessing 
their performance against the Collaborative Behaviours and 
their perception of the extent to which other Collaborative 
Partners are achieving the same Collaborative Behaviours; 

c) produce an approved Supplier Performance Scorecard for 
publication; 

d) discover and consider service improvements proposed by the 
Contractor; 

e) produce notes of meeting and an action log; and 
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Supplier Performance Review Board 

f) report to the monthly Services Board on Supplier 
Performance Review outcomes, including any Correction 
Plans for improving Contractor performance. 

Frequency Monthly or as required by the Customer Authority from time to time. 

To be held before the monthly Services Board. 

 

 

 

 

 

Project Board  

Customer 
Authority 
members 

Head of Service Delivery (Chair) 

Contact Centre Tower Lead  

ITPD Senior Leadership team representative 

Finance Business Partner 

Senior Engagement Manager 

ITPD Resource Manager 

Contractor 
members 

Contact Centre Tower Lead 

Service Director 

Responsibilities 
and Functions  

Evaluate major change programmes and the associated feasibility 
studies and business cases to support these changes. 

Manage agreed business transformation programmes. 

Provide high level direction, prioritisation, against other current and 
planned activities, integration and co-ordination across all projects. 

Monitor the development and implementation of current and future 
Projects. 
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Project Board  

At the Customer Authority's request, in respect of any one or more 
Projects operate the Gated Review Process in relation to the Change 
Lifecycle. 

Monitor the status of Projects during the Change Lifecycle. 

Identify, monitor and manage risks in the delivery of Projects or the 
Services. 

Monitor the impact of any risks associated with any major changes to 
the Customer Authority's IT systems, architecture and/or network, 
including in relation to Projects and new services in so far as such IT 
systems relate to them. 

Frequency  Monthly 

 


