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1.  INTRODUCTION TO CUSTOMER AUTHORITY REQUIREMENTS 

1.1. This Schedule 4.5 (Take-On and Transition Description) provides a 

description of the Take-On and Transition Services that shall be provided by 

the Contractor to the Customer Authority under this Agreement.  These are 

set out in the Responsibility Matrix below. 

1.2. The Contractor and Customer Authority are required to meet the 

responsibilities set out in this Schedule 4.5 (Take-On and Transition 

Description). 

2. RESPONSIBILITY MATRIX OVERVIEW 

2.1. The Responsibility Matrix sets out the obligations of the Contractor in respect 

of the Services and the responsibilities of the Customer Authority (if any) in 

respect of each such obligation. 

2.2. The Take-On and Transition Services are broken out at level 1 of the 

Responsibility Matrix. 

2.3. Each of the key functions at level 1 comprises a number of subsidiary 

functions specified at level 2 in the Responsibility Matrix. 

2.4. The entries at level 1 and level 2 of the Responsibility Matrix are headings, 

for convenience only and shall not affect the interpretation or construction of 

this Schedule 4.5. 

2.5. The obligations of the Contractor in respect of each level 2 heading are 

described in the form of outputs at level 3 together with any qualifications as 

to how the Contractor meets each level 3 obligation which are, where 

applicable, specified at level 4 in the Responsibility Matrix. 

2.6. The Contractor shall perform all obligations at level 3 and shall perform or 

comply with all qualifications specified at level 4 from the Effective Date.   

2.7. Subject to Paragraph 2.8, how the Contractor meets each level 3 obligation 

shall be at the sole discretion of the Contractor except to the extent of any 

qualifications specified at level 4 in respect of that obligation.  For the 

purposes of Paragraph 2.6 and this Paragraph 2.7, all of the provisions at 

level 4 are "qualifications". 

2.8. Nothing in Paragraph 2.7 shall in any way limit the obligation of the 

Contractor to meet its obligations relating to the Services specified elsewhere 

in this Agreement. 
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3. CUSTOMER AUTHORITY RESPONSIBILITIES 

3.1. The Customer Authority Responsibilities (if any) in respect of each 

output from the Contractor specified at level 3 in the Responsibility 

Matrix are specified at level 5 in the Responsibility Matrix. 

3.2. The Customer Authority has no responsibilities to the Contractor in 

respect of the Services other than those specified at level 5 in the 

Responsibility Matrix or in Schedule 3 (Customer Authority 

Responsibilities) to this Agreement. 

3.3. If, and to the extent that, the performance of any level 3 or level 4 

obligation by the Contractor is Delayed by reason of any failure by the 

Customer Authority or by its employees or authorised agents to 

perform: 

3.3.1. a level 5 responsibility specified in a Responsibility Matrix in 

relation to such level 3 or level 4 obligation; or 

3.3.2. a Customer Authority Responsibility set out in Schedule 3 

(Customer Authority Responsibilities), 

(a "level 5 failure"), 

the Contractor shall be entitled to the rights and reliefs in accordance 

with Clause 7 (Delays to Milestones Due to Customer Authority 

Cause) and/or Clause 8 (Delays Not Due to One Party) as applicable. 

This Paragraph 3.3.2 shall provide the Contractor's exclusive remedy 

in respect of any level 5 failure under this Agreement. 

3.4. Wherever the Customer Authority is obliged pursuant to this 

Agreement or any Service Request, Special Service Request, 

Consultancy Services Request or Project Work Order to procure the 

provision of any products, services, information, guidance, support 

and/or assistance from any Service Tower Provider that is, at the 

relevant time: 

3.4.1. a member of the Contractor Group: 

3.4.1.1. the Customer Authority shall be deemed to have 

procured such products, services, information, 

guidance, support and/or assistance sufficient to enable 

the Contractor to perform its obligations save to the 

extent that the procurement requires a purchase to be 

made by the Customer Authority whether of products or 

services or otherwise in which case the Contractor shall 

provide all the information and assistance as is 

reasonably necessary to enable the Customer Authority 

to make that purchase; and 
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3.4.1.2. except where the exemption set out in Paragraph 

3.4.1.1 applies, if that Service Tower Provider is the 

Contractor, there shall, in addition, be deemed to be an 

obligation to be performed by the Contractor (each such 

obligation being referred to herein as a “Deemed 

Obligation”) included in the Responsibility Matrix to 

provide such products, services, information, guidance, 

support and/or assistance to the Contractor; or 

3.4.2. not a member of the Contractor Group, the Customer Authority 

shall procure from such Service Tower Provider (to the extent 

and within such timescales as are necessary to enable the 

Contractor to perform the related level 3 or level 4 obligation in 

question) the relevant products, services, information, 

guidance and/or assistance, as appropriate. 

3.5. The Contractor shall communicate, liaise and co-operate with all 

Service Tower Providers and/or other PSN Service Providers and in 

respect of all Service Tower Providers that are not the Contractor, 

shall use reasonable endeavours to resolve any failures to provide 

products, services, information, guidance, support and/or assistance 

that the Customer Authority is required to procure from them pursuant 

to this Agreement or any Service Request, Special Service Request, 

Consultancy Services Request or Project Work Order, without the 

need to involve the Customer Authority.   

3.6. If the Contractor is unable to resolve any failure or delay of a Service 

Tower Provider pursuant to Paragraph 3.5, it shall refer such failure or 

delay to the Customer Authority or its designated agent for resolution 

in accordance with Clause 25 (Disputes) of the Call-Off Contract. 

3.7. Paragraph 3.4.1.2 and each Deemed Obligation brought into effect by 

that Paragraph 3.4.1.2 shall survive termination of this Agreement for 

any reason, notwithstanding that the obligation of the Customer 

Authority to procure the products, services, information, guidance, 

support and/or assistance to which each Deemed Obligation relates 

shall not survive such termination. 

4. GENERAL 

4.1. The numbering of Customer Authority requirements does not denote 

any relative importance. 

4.2. The headings are for information and ease of use only, they have (or 

shall have) no contractual significance.  
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TAKE-ON AND TRANSITION RESPONSIBILITY MATRIX  

Level Responsibility 

L1 TAKE-ON 

L2 1.1 Joint Transition Plan Developed 

L3 1.1.1 The Contractor shall deliver the Transition within the timescales set 

out in the Outline Take-On Plan (Schedule 4.3) and Outline Transition 

Plan (Schedule 4.4). 

L4 1.1.1.1 The Contractor shall Transition the User volume specified for each 

SMP Quarter in the Outline Transition Plan (Schedule 4.4). 

L4 1.1.1.2 The Contractor shall agree with the Customer Authority which 

Contact Centre Users are Transitioned each SMP Quarter.  This will 

be subject to the volume of Users not exceeding the volume that the 

Contractor has agreed for an SMP Quarter within the Outline 

Transition Plan (Schedule 4.4) except where the Contractor has 

incurred a transition delay and therefore the volume for the SMP 

Quarter accounts for Contact Centre Users not migrated in previous 

SMP Quarters or where the Contractor and Customer Authority 

jointly agree to an increased volume. 

L5 1.1.1.3 The Customer Authority shall give the Contractor details of the 

Transition Groups it requires to be Transitioned, no less than 2 SMP 

Quarters notice prior to the commencement of an SMP Quarter. 

L3 1.1.2 The Contractor shall as an option and at the request of the Customer 

Authority incorporate any requirements for Emerging Services into the 

Transition Plan. 

L4 1.1.3 Any requirements for Emerging Services shall not impact the 

timescales as set out in the Outline Transition Plan (Schedule 4.4) and 

Key Milestone- Total Volume of Users Transitioned in each SMP 

Quarter (Schedule 4.4), unless otherwise agreed with the Customer 

Authority. 

L3 1.1.4 The Contractor shall incorporate any requirements to implement 

Emerging Services as part of Transition Plan subject to: 

a) Any impacted Transition Group(s) having not been Transitioned; 

b) Any impacted Transition Group(s) are not planned to be 

Transitioned within the following 4 SMPs; and 

c) The Customer Authority and Contractor having not agreed to 

different timescales. 

L4 1.1.4.1 The Contractor shall complete any required impact assessment 

within 6 weeks unless otherwise agreed with the Customer Authority 

of a formal request being raised for Emerging Services. 

L5 1.1.4.2 The Customer Authority shall provide the Contractor with a Project 

Request setting out its requirements for Emerging Services.  
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Level Responsibility 

L3 1.1.5 The Contractor’s Joint Transition Plan shall incorporate the following 

assumed timescales: 

a) One calendar month of elapsed time to complete packaging of any 

applications to run on the Customer Authority desktops, from the 

point a formal documented request is submitted by the Contractor 

to the Customer Authority; 

b) 60 calendar days of elapsed time to implement Connectivity 

Services to deliver the Contact Centre Service into the Customer 

Authority PSN community, from the point a formal documented 

request is submitted by the Contractor to the Customer Authority; 

c) 90 calendar days of elapsed time to implement the integration of 

the Contractors Services with Outgoing Service Provider’s IP 

Telephony and Contact Centre Services, including any SIP trunk 

and routing table configuration from the point a formal 

documented request is submitted by the Contractor to the 

Customer Authority; 

d) 90 calendar days of elapsed time to implement the integration of 

the Contractors Services with any IP Telephony provided by PSN 

Service Providers to the Customer Authority, including any SIP 

trunk and routing table configuration from the point a formal 

documented request is submitted by the Contractor to the 

Customer Authority;  

e) 200 Working Days from the Effective Date to schedule and 

complete the testing of any Siebel Agent Desktop Integration 

Service; and 

f) 7 calendar days elapsed time between the commencement of the 

Pilot and any subsequent Migration for each Business Group.   

L4 1.1.5.1 The Contractor shall ensure that their Outline Transition Plan and 

Milestone Dates factor in the dependencies. 

L4 1.1.5.2 The Contractor shall provide information to allow the Customer 

Authority to submit orders to the Customer Authority Connectivity 

Services provider to deliver appropriate WAN services to support 

delivery of the Contact Centre Services via the Customer Authority 

PSN community. Such information to include: 

a) Address and postcode of the locations used to deliver the Contact 

Centre services; 

b) The amount and resilience level of WAN bandwidth needed to 

support the Contact Centre Services, including a clear indication 

of the amount of PSN Service Class 1 to be configured at each 

location; and 

c) A named contact at each location.   

L5 1.1.5.3 The Customer Authority shall procure that each Contact Centre 

delivery location is provided with the required WAN services, 
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Level Responsibility 

including PSN Service Class1 bandwidth. 

L5 1.1.5.4 The Customer Authority shall procure the appropriate WAN services 

to support delivery of the Contact Centre Services via the Customer 

Authority PSN community. 

L3 1.1.6 The Contractor shall work with Customer Authority, Service Tower 

Providers, Outgoing Service Provider, and PSN Service Providers, 

to incorporate any dependencies into the Joint Transition Plan. 

L5 1.1.6.1 The Customer Authority shall procure that an appropriate level of 

engagement, including skilled representation, is made available from 

the Customer Authority, Service Tower Providers, Outgoing Service 

Provider and PSN Service Providers.  

L2 1.2 Detailed Implementation Planning 

L3 1.2.1 The Contractor shall perform Detailed Implementation Planning in 

accordance with Schedule 4.1 (Implementation Plan) for Take-On and 

Transition.  

L4 1.2.1.1 The Contractor shall prepare separate Detailed Implementation 

Plans for Take-On and Transition which shall be known as the 

Detailed Take-On Plan and Detailed Transition Plan respectively. 

L4 1.2.1.2 The Detailed Take-On Plan shall cover the full scope and duration of 

Take-On and also present the following: 

a) all Take-On Milestones and Key Milestones, including related 

Milestone Dates; 

b) all Contractor Take-On activities; 

c) all Customer Authority dependencies; 

d) all SIAM Service Tower Provider dependencies; and 

e) all Service Tower Providers, PSN Service Providers and 

Outgoing Service Provider dependencies. 

L4 1.2.1.3 The initial version of the Detailed Transition Plan shall cover the full 

scope and duration of Transition and also present the following: 

a) all the Milestones and Key Milestones in the Joint Transition 

Plan; and 

b) all Milestone Dates for the Milestones listed in Table 1 of 

Schedule 4.4 (Outline Transition Plan) for each Business Group; 

and 

c) all Customer Authority dependencies. 

L4 1.2.1.4 The Contractor shall maintain the Detailed Transition Plan 

throughout the duration of Transition and provide an update of the 

plan to the Customer Authority within 5 Working Days, or as 

otherwise agreed with the Customer Authority, of any amendments 

being made to the Joint Transition Plan. 
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Level Responsibility 

L4 1.2.1.5 The Contractor shall work with the Customer Authority, Outgoing 

Service Provider, Service Tower Providers and PSN Service 

Providers to incorporate any dependent activities, timescales and 

resource effort into the Detailed Transition Plan including, but not 

limited to: 

a) knowledge transfer requirements; 

b) data gathering and discovery; 

c) planning; 

d) requirements definition; 

e) asset transfer from the Outgoing Service Provider; 

f) authority data requirements; 

g) build and configuration activities; 

h) testing activities, including the integration of test environments; 

i) Cutover and Migration activities; and 

j) any other activities necessary to complete transition. 

L4 1.2.1.6 The Contractor shall define and agree with the Customer Authority 

and Outgoing Service Provider how it will fulfil its Managing Agent 

obligations set out in Schedule 4.1 (Implementation Plan). 

L5 1.2.1.7 The Customer Authority shall procure that an appropriate level of 

engagement, including skilled representation, is made available from 

the Customer Authority, Outgoing Service Provider, Service Tower 

Providers and PSN Service Providers. 

L4 1.2.1.8 The Contractor shall coordinate and oversee the preparation of work 

orders from Service Tower Providers, PSN Service Providers and 

Outgoing Service Provider, to perform any dependent activities. The 

work orders shall exclude any commercials and charges. 

L5 1.2.1.9 The Customer Authority shall be responsible for assuring, agreeing 

any commercials and approving all work orders with the Outgoing 

Service Provider, PSN Service Providers and Service Tower 

Providers. 

L2 1.3 Standard Transition Approach Principles   

L3 1.3.1 The Contractor shall define, document and agree with the Customer 

Authority a set of Standard Transition Approach Principles to be 

commonly applied, where appropriate, to the Transition of each 

Business Group. 

L4 1.3.1.1 The Standard Transition Approach Principles shall set out: 

a) standard delivery approach and set of activities for Transition of 

Business Groups, Transition Groups and Users including, but not 

limited to: 

i. Requirements Definition; 

ii. Design and Planning; 

iii. Build; 
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Level Responsibility 

iv. Siebel Adaptor Reconfiguration;  

v. Testing; 

vi. Migration, including: 

a. communications with the Customer Authority 

Business Groups; 

b. arrangements with the Outgoing Service Provider to 

cease services replaced by the Contractor's 

services; 

c. scheduling and executing training; 

d. handset rollout and configuration; 

e. arrangements, coordination and management of 

Cutover and parallel running activities with the 

Outgoing Service Provider, PSN Service Providers 

and Service Tower Providers; 

f. incident management during the Migration; 

g. coordination with Customer Authority staff. 

vii. formal sign off and acceptance of Users and Transition 

Groups into live service; and 

viii. handover of Transition Groups to the Contractor service 

delivery team. 

b) for each Business Group, the outline timings for each step under 

1.3.1.1 . a) of this Responsibility Matrix; and 

c) the standard business transition approach, including: 

i. outline set of operational changes which will impact the 

contact centre operations of the Business Group during 

Migration, covering: 

a. Agents; 

b. Non Agent users including but not limited to 

supervisors; and 

c. supporting central management functions. 

ii. optimal cutover and migration approach on a site by site 

basis; 

iii. outline approaches as to how service continuity of contact 

centre operations for the Business Group will delivered 

during the Migration from Outgoing Service Provider 

Services to the PSN Services, including constraints and 

workarounds, for the following: 

a. call plans and call delivery; 

b. voice recording access and downloads; 

c. Workforce Management Service resource scheduling, 

forecasting and adherence; 

d. real time reporting; 

e. MIS reporting; 

f. speech analytics; and 

g. outbound dialling, where applicable to the business 
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Level Responsibility 

group. 

outline standard training requirements for each main user 

type, including duration. 

L5 1.3.1.2 The Customer Authority shall provide advice and guidance to define 

the business operational impacts arising from the technical Standard 

Transition Approach Principles for the Services.  

L4 1.3.1.3 The Standard Transition Approach Principles document shall 

incorporate the following: 

a) Customer Authority dependencies and related standard 

timescales, including, but not limited to: 

i. Customer Authority business impact assessment and, 

change implementation planning and communication; 

ii. business communications and governance required in 

advance of performing the rollout, including any required 

trade union engagement; and 

iii. timescales for the Customer Authority to complete 

deliverables required by the Contractor. 

b) Roles and responsibilities for each step in the standard delivery 

approach set out under Paragraph 1.3.1.1 of this Responsibility 

Matrix, for: 

a. Contractor; 

b. Customer Authority; 

c. Outgoing Service Provider; 

d. PSN Service Providers; and  

e. Service Tower Providers. 

L2 1.4 Communication and Stakeholder Plan    

L3 1.4.1 The Contractor shall prepare and agree with the Customer Authority a 

Communications and Stakeholder Plan for the purposes of Transition. 

L4 1.4.1.1 The Communications and Stakeholder Plan shall set out: 

a) stakeholder information requirements; 

b) stakeholder groups and the related communications the 

Contractor shall perform during Transition including 

communication methods and frequency; 

c) communication and stakeholder management approach 

activities preceding and during User Migration; and 

d) Customer Authority and Contractor communication and 

stakeholder management responsibilities. 

L4 1.4.1.2 The scope of the Communication and Stakeholder Plan shall include 

the following stakeholders: 

a) Customer Authority information technology function; 

b) Customer Authority Business Groups;  
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Level Responsibility 

c) Customer Authority Contact Centres and central planning 

functions; 

d) Outgoing Service Provider; 

e) PSN Service Providers; 

f) Service Tower Providers impacted by the Transition; and 

g) Contractor teams. 

L5 1.4.1.3 The Customer Authority shall review, assure and approve the 

Communications and Stakeholder Plan, such approval not to be 

unreasonably withheld. 

L3 1.4.2 The Contractor shall draft all communications materials. 

L5 1.4.2.1 The Customer Authority shall review, assure and approve all 

communications materials. 

L2 1.5 High Level Solution Design 

L3 1.5.1 The Contractor shall prepare a High Level Solution Design. 

L4 1.5.1.1 The High Level Solution Design shall set out the physical and logical 

architecture and design of Services to deliver the Services to the 

Customer Authority, including the integration with dependent 

systems and infrastructure. 

L4 1.5.2 The Contractor shall implement Services that are at least equivalent to 

the Services provided by the Outgoing Service Provider subject to 

meeting the obligations set out in Schedule 2.1 (ServiceS 

Description). 

L3 1.5.3 The Contractor shall perform the role of Systems Integrator for 

Contact Centre Services, leading, coordinating and agreeing any 

technical integration design work required with the Customer 

Authority, Outgoing Service Provider, PSN Service Providers and 

Service Tower Providers. 

L4 1.5.3.1 The Contractor shall ensure that any technical integration design is 

captured in the High Level Solution Design. 

L5 1.5.3.2 The Customer Authority shall procure that an appropriate level of 

engagement, including skilled representation, is made available from 

the Customer Authority, PSN Service Providers, Outgoing Service 

Provider and Service Tower Providers. 

L5 1.5.3.3 The Customer Authority shall review and assure the High Level 

Solution Design to ensure it complies with the Customer Authority 

architecture standards and requirements. 

L2 1.6 Test Strategy    

L3 1.6.1 The Contractor Test Strategy shall comply with the obligations set out 

in Schedule 4.2 (Testing Procedures). 
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Level Responsibility 

L4 1.6.1.1 The Contractor Test Strategy shall include integration testing with 

other Service Tower Providers, the Outgoing Service Provider, and 

PSN Service Providers. 

L5 1.6.1.2 The Customer Authority shall procure that an appropriate level of 

engagement, including skilled representation, is made available from 

the Customer Authority, PSN Service Providers, Outgoing Service 

Provider and Service Tower Providers. 

L3 1.6.2 The Contractor shall define and agree the Contractor Test 

Environment specification and design with other Service Tower 

Providers, PSN Service Providers and the Outgoing Service Provider 

to perform integration testing.   

L4 1.6.2.1 The Contractor Test Environment shall comply with the obligations 

set out in Schedule 4.2 (Testing Procedures). 

L4 1.6.2.2 The Contractor shall ensure that the Contractor Test Environment 

shall reflect live configurations and software builds. 

L4 1.6.2.3 The Contractor shall ensure that the Contractor Test Environment 

has sufficient capabilities and capacity to enable the delivery of the 

outline transition plan including the execution of multiple testing 

activities in parallel. 

L2 1.7 Test Specification 

L3 1.7.1 The Contractor Test Specification shall comply with the obligations set 

out in Schedule 4.2 (Testing Procedures). 

L2 1.8 Test Plan    

L3 1.8.1 The Contractor Test Plan shall comply with the obligations set out in 

Schedule 4.2 (Testing Procedures). 

L4 1.8.1.1 The Contractor shall provide suitably skilled resource to perform the 

testing of configured Services. 

L5 1.8.1.2 The Customer Authority shall define the acceptance criteria for the 

Test Plan. 

L2 1.9 Services, Migration and Co-existence Process Testing 

L3 1.9.1 The Contractor shall execute Testing to demonstrate the Services are 

ready to support the Transition and Migration of Business Groups, 

Transition Groups and Users. 

L3 1.9.2 The scope of Testing shall include: 

a) Proving that services, without specific Customer Authority 

Business Group configurations, are setup to meet the obligations 

set out in Schedule 2.1 (Services Description); 

b) standard Migration processes for each Business Group, including 

but not limited to: 
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Level Responsibility 

i. data capture process for Transition planning and Rollout 

Schedules; 

ii. handset rollout to desks and Agents ,including swap over 

of Outgoing Service Provider handsets, headsets (where 

applicable) login changes and password changes; 

iii. e-learning and desk aid training material; 

iv. migration of calls from Outgoing Service Provider Services 

to PSN Services; 

v. migration of Workforce Management Service schedules 

and forecasts for Agents, service lines and teams; 

vi. migration of voice recording meta-data; and 

vii. incident handling processes of the Contractor during 

migration; 

c) demonstrating Outgoing Service Provider Services and PSN 

Services can co-exist when a Business Group has been partially 

migrated with respect to the following: 

i. call plans, including telephone numbers, intelligent network 

approach and IVR menu options or natural language call 

steering treatments; 

ii. IVR integration; 

iii. agent desktop functionality; 

iv. speech analytics; 

v. voice recording reviewer and download access; 

vi. Workforce Management Service scheduling, forecasting 

and adherence; and 

vii. MIS Reporting. 

d) Live Invoice Delivery; 

e) Performance Monitoring Reporting, in accordance with Schedule 

2.3 (Service Levels and Related Remedies) and Schedule 6.6 

(Records Provisions); 

f) Asset Registers are populated with Services data, in accordance 

with Schedule 6.6 (Records Provisions); and 

g) Customer Portal access and functionality. 

L4 1.9.2.1 The Testing shall support 15 Agent desk positions and 5 Non Agent 

desk position at a Customer Authority nominated location connected 

to the Customer Authority WAN. 

L4 1.9.2.2 The Contractor shall use test data and test users to perform the tests 

set out under Paragraph 1.9.2 of this Responsibility Matrix.. 

L4 1.9.2.3 The Contractor shall maintain the test environment until sign off of 

Milestone CC-T6 in accordance with Schedule 4.3 (Outline Take-On 

Plan). 

L4 1.9.2.4 In accordance with Schedule 4.2 (Testing Procedures) the 

Contractor shall receive a Milestone Achievement Certificate from 
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Level Responsibility 

the Customer Authority.  Until the Milestone Achievement Certificate 

has been received the Contractor shall not be able to perform a Pilot 

or Migration for any Business Group. 

L4 1.9.2.5 The Contractor shall repeat the testing set out under Paragraph 

1.9.2 of this Responsibility Matrix when Siebel Adapter 

Reconfiguration is complete  for the first Business Group planned in 

the Detailed Transition Plan to use the Siebel Telephony Desktop 

Integration.  Until the Milestone Achievement Certificate has been 

received the Contractor shall not be able to perform a Pilot or 

Migration for any Business Group that requires Siebel Agent 

Desktop. 

L5 1.9.2.6 The Customer Authority shall not be able to use the Testing 

environment for production purposes. 

L5 1.9.2.7 The Customer Authority shall procure the appropriate services from 

the Customer Authority, Outgoing Service Provider, Service Tower 

Providers and PSN Service Providers to deliver the tests set out in 

1.9.2 of this Responsibility Matrix. 

L5 1.9.2.8 The Customer Authority shall provide a suitable office environment 

to support up to 20 desk positions to enable the testing scope set out 

under Paragraph 1.9.2 of this Responsibility Matrix to be fulfilled. 

L1 2 TRANSITION 

L2 2.1 Transition Approach 

L3 2.1.1 The Contractor shall prepare a Transition Approach document for 

each Business Group defined in Schedule 4.4 (Outline Transition 

Plan). 

L4 2.1.1.1 The Transition Approach document must be prepared by the 

Contractor and agreed by the Customer Authority prior to executing 

any of the following stages: 

a) Requirements Definition; 

b) Planning and Design; 

c) Build; 

d) Test; 

e) Pilot; and 

f) Migration. 

L4 2.1.1.2 The contents of the Transition Approach document shall include: 

a) The scope of the Business Group, including sites and related 

volumes of users at each site, including: 

i. Agents; 

ii. Non Agent users, including but not limited to supervisors. 
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b) The overall business transition approach for the Business Group 

including: 

i. The outline set of operational changes which will impact 

the contact centre operations of the Business Group, 

covering: 

a. Agents; 

b. Non Agent users including but not limited to 

supervisors;  

ii. The optimal cutover and migration approach on a site by 

site basis across the Business Group 

iii. The outline approaches as to how service continuity of 

contact centre operations for the Business Group will 

delivered during the Migration from Outgoing Service 

Provider Services to the PSN Services, including 

constraints, for the following: 

a. call plans and call delivery; 

b. voice recording access and downloads; 

c. Workforce Management Service resource scheduling 

and forecasting; 

d. real time reporting; 

e. MIS reporting; 

f. speech analytics; and 

g. outbound dialling, where applicable to the business 

group; 

iv. The outline training requirements for each main user type; 

and 

v. An estimate of the floorwalking and coaching resourcing 

requirements for the Contactor and Customer Authority. 

c) The overall timescale of transition for the Business Group, 

including the elapsed time, Deliverables, Milestone Dates for each 

Milestone listed Table 1 of Schedule 4.4 (Outline Transition Plan) 

and the following Customer Authority dependencies, including: 

i. Customer Authority business impact assessment; 

ii. business communications and governance required in 

advance of performing the rollout, including any required 

trade union engagement; 

iii. timescales for the Customer Authority to complete 

deliverables required by the Contractor. 

d) The Contractor, Customer Authority, Outgoing Service Provider, 

PSN Service Providers and Service Tower Providers 

responsibilities for each of the following steps: 

i. Requirements Definition; 

ii. Design and Planning; 

iii. Build; 

iv. Testing; 
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v. Pilot; and 

vi. Migration, including site by site responsibilities. 

e) The key transition risks and issues for the Business Group. 

L4 2.1.1.3 The Contractor shall in the first instance apply the Standard 

Transition Approach Principles to the transition approach for the 

Business Group, making adjustments where applicable to address 

any additional requirements and constraints not covered by the 

Standard Transition Approach Principles. 

L5 2.1.1.4 The Customer Authority shall secure an appropriate level of 

engagement for each Business Group, subject to being given 

reasonable notice by the Contractor. 

L5 2.1.1.5 The Customer Authority shall provide the Contractor with any 

Customer Authority timescale dependencies with respect to 

Paragraph 2.1.1.2 of this Responsibility Matrix. 

L5  2.1.1.6 The Customer Authority shall review and agree the Transition 

Approach document for each Business Group. 

L2 2.2 Requirements Definition 

L3 2.2.1 The Contractor shall perform a discovery and requirements analysis 

exercise, including necessary customer workshops, to support the 

preparation of a Functional Design (Paragraph 2.3.4 of this 

Responsibility Matrix) for each Business Group. 

L4 2.2.1.1 The Contractor shall prepare a requirements definition for each 

Business Group that shall include: 

a) Contact Centre operating models and site types; 

b) call plans, including telephone numbers, natural language call 

steering, treatments and IVR menu options; 

c) call queuing requirements, agent skill groups; 

d) outbound dialling requirements and dialler list import; 

e) workforce management configuration requirements, 

management information reporting requirements and 

management information consistency requirements during 

cutover; 

f) real time reporting requirements and management information 

consistency requirements during cutover; 

g) historic reporting requirements and management information 

consistency requirements during cutover; 

h) speech analytics requirements; 

i) voice recording requirements, including consistency 

requirements during cutover; 

j) co-existence requirements with the Outgoing Service Provider 

and  PSN Service Providers; 

k) Customer Portal requirements; 

l) application integration requirements; and 
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m) any other services which the Business Group will use at the 

point of Migration. 

L5 2.2.1.2 The Customer Authority shall make expert users available who 

understand the current configurations subject to reasonable notice 

being given. 

L5 2.2.1.3 The Customer Authority shall facilitate the release of the following 

documentation from the Outgoing Service Provider and Customer 

Authority including: 

a) site configuration reports; 

b) network call plan design documentation; 

c) user guides; 

d) current real time and historic report formats; and 

e) workforce management schedule structures. 

L2 2.3 Design and Planning 

L3 2.3.1 The Contractor shall provide the Customer Authority with data capture 

tools to enable the capture of the following data for Transition 

planning: 

a) Details of users to be migrated, including: 

i. unique user id; 

ii. telephone number; 

iii. Contact Centre location; 

iv. physical desk location;  

v. handset requirements; 

vi. services required; 

vii. training requirements; 

viii. accessibility requirements. 

b) Details of any desks that require a handset, including type of 

handset; 

c) Details of Customer Authority support staff that require training 

including: 

i. ITSMs; 

ii. coaches; 

iii. floorwalkers; 

iv. Customer Authority support staff; 

d) single point of contact for each Transition Group. 

e) contact details for each Contact Centre including: 

i. Contact Centre site coordination lead; 

ii. single point of contact for each Business Group at each 

Contact Centre; 

iii. details of a contact for the purposes of Contact Centre 

physical site access.  
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L5 2.3.1.1 The Customer Authority shall supply the Contractor with the 

following data: 

a) Management Information concerning the Services provided by the 

Outgoing Provider that each User currently uses, including the 

unique user ID, staff number, telephone number, contact centre 

location, and Services used by each User; 

b) details of the active directory user id for each User; and 

c) type of desktop used. 

L3 2.3.2 The Contractor shall use the data provided by the Customer Authority, 

as set out under Paragraph 2.3.1.1 of this Responsibility Matrix, to 

populate its data capture tool with details of Users to be migrated. 

L5 2.3.2.1 The Customer Authority shall use the data capture tool and 

associated data provided by the Contractor to assure the data 

captured and address any data gaps. 

L5 2.3.2.2 The Customer Authority shall agree Class of Service Restrictions for 

agent and supervisor phone directory numbers.  

L5 2.3.2.3 The Customer Authority shall assure that all floor plans or desk 

positions have been agreed and signed off with the Business Group 

in readiness for handset rollout. 

L3 2.3.3 The Contractor shall prepare a Rollout Schedule for each Business 

Group broken down into Transition Groups. The Rollout Schedule 

shall at any point in time during transition present a forward plan of the 

next 2 SMP Quarters. 

L4 2.3.3.1 The Rollout Schedule shall present the following for each Business 

Group and Transition Group: 

a) configuration activities; 

b) co-existence, cutover and Migration plan, including testing 

activities; 

c) day by day migration plan, with details of Users and associated 

Services to be migrated; 

d) communications activities; 

e) rollback plan, for fallback to legacy services where the Cutover 

or Migration is not successful; 

f) user training schedule; and 

g) list of Contractor and Customer Authority roles and resources. 

L4 2.3.3.2 The Contractor shall consult other Service Tower Providers and the 

Outgoing Service Provider, securing their agreement for each 

Rollout Schedule. 

L5 2.3.3.3 The Customer Authority shall review and approve the Rollout 

Schedule for each Business Group and Transition Group. 

L5 2.3.3.4 The Customer Authority is responsible for commissioning their 

Estates Provider to attend site surveys, agreement of Wayleave & 
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Permit to Work in Customer Authority Sites and assistance 

managing 3rd party landlords. 

 

L3 2.3.4 The Contractor shall prepare a Functional Design for each Business 

Group, which shall include: 

a) call plans, including telephone numbers, intelligent network 

approach and IVR menu options or natural language call steering 

treatments; 

b) IVR integration to deliver the current business functionality as 

currently provided by the Outgoing Service Provider;  

c) Integrated agent desktop functionality for SADI and standard 

agent desktop, as currently provided by the Outgoing Service 

Provider; 

d) outbound dialling and dialler list import requirements; 

e) speech analytics requirements; 

f) voice recording requirements; 

g) call queuing requirements, agent skill groups; 

h) workforce management configuration, and management 

information reporting and consistency during cutover; 

i) real time reporting requirements and management information 

consistency during cutover; 

j) MIS Reporting and historic reporting requirements, including 

information consistency during cutover; 

k) co-existence design; 

l) Cutover and Migration design; 

m) any other services which the Business Group will use at the point 

of Migration. 

L4 2.3.4.1 The Contractor shall consult Service Tower Providers, PSN Service 

Providers and the Outgoing Service Provider and secure their 

agreement for each Functional Design. 

L5 2.3.4.2 The Customer Authority shall assure the Functional Designs 

prepared by the Contractor. 

L2 2.4 Build 

L3 2.4.1 The Contractor shall build and configure all Services in advance of 

any Pilot, Test and Migration activity for each Business Group, to 

reflect the Functional Design.  

L2 2.5 Siebel Adapter Reconfiguration 

L3 2.5.1 The Contractor shall be responsible for leading the project and 

coordinating all activities to perform any required Siebel Adapter 

Reconfiguration including coordinating and managing any dependent 

activity with other Service Tower Providers. 
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L4 2.5.1.1 The Contractor shall prepare and agree with the other Service Tower 

Providers a requirements specification for each instance of the 

Siebel CAM. 

L4 2.5.1.2 The Contractor shall prepare and agree with the other Service Tower 

Providers a detailed interface design for each instance of the Siebel 

CAM. 

L4 2.5.1.3 The Contractor shall prepare and agree with the other Tower 

Providers Test Specifications and Test Plans for the Siebel 

interfaces. 

L4 2.5.1.4 The Contractor shall provide a test environment which can integrate 

with the Desktop Tower Service Provider and Application Tower 

Service Providers test environments for Siebel applications reflecting 

the configuration and software versions of the live environment. 

L4 2.5.1.5 The Contractor shall lead and coordinate all testing. 

L4 2.5.1.6 The Contractor must ensure all testing is completed and faults 

rectified, unless otherwise agreed with the Customer Authority, prior 

to the migration commencing for any Contact Centre Users who 

require the Siebel Agent Desktop Integration Service. 

L5 2.5.1.7 The Customer Authority shall procure that an appropriate level of 

engagement, including skilled representation, is made available from 

the Customer Authority and other Service Tower Providers.  

L5 2.5.1.8 The Customer Authority shall act as the escalation point where there 

is dispute between the Contractor and Service Tower Providers. 

L2 2.6 Test 

L3 2.6.1 The Contractor shall prepare and agree specific Test Plans and Test 

Scripts for each Transition Group. 

L5 2.6.1.1 The Customer Authority shall define the Acceptance Criteria for each 

Test Plan which shall as a minimum include tests for to prove the 

following: 

a) compliance with the agreed Functional Design; 

b) rollback plans; 

c) User Migration; 

d) Customer Portal; 

e) Siebel Adaptor Reconfiguration, where used by the Business 

Group; 

f) Cutover and Service Migration. 

L3 2.6.2 The Contractor shall work with other Service Tower Providers and 

PSN Service Providers to ensure test environments are a 

representation of the live environment with respect to software 

versions and configurations. 
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L4 2.6.2.1 The Contractor shall provide suitably skilled resource to perform the 

testing of Services. 

L5 2.6.2.2 The Customer Authority shall act as the escalation point where there 

is dispute between the Contractor, PSN Service Providers and 

Service Tower Providers. 

L5 2.6.2.3 The Customer Authority shall procure that an appropriate level of 

engagement, including skilled representation, is made available from 

the Customer Authority, other Service Tower Providers, PSN Service 

Provider and the Outgoing Service Provider. 

L2 2.7 Pilot 

L3 
2.7.1 The Contractor shall deliver a production pilot for each Customer 

Authority Business Group to a small number of Users to demonstrate 

the Services are fit for purpose and prove Service Cutover and User 

Migration readiness for each Business Group. A Pilot is a 

demonstration that the Services and associated Transition activities 

meet the Acceptance Criteria of the Customer Authority.  A pilot shall 

include between 50-150 Users, including no less than 50 Agents 

except where the Business Group has less than 50 Agents and then 

the Pilot shall include up to 20 Agents within the Business Group. 

            A Pilot shall encompass, as a minimum, the following: 

a) All Services, including their configuration, to be used by the 

Business Group; 

b) Agent Desktop, including Siebel Adaptor Reconfiguration 

where used by the Business Group; 

c) proving outbound dialling and dialler list import requirements 

are met, where applicable to the business group; 

d) proving the Co-existence design; 

e) proving the Cutover and Migration design activities; 

f) proving rollback plans; 

g) proving User Migration; 

h) proving Customer Portal access and functionality; 

i) proving call plans, including telephone numbers, intelligent 

network approach and IVR menu options or natural language 

call steering treatments; 

j) proving IVR integration to deliver the current business 

functionality as currently provided by the Outgoing Service 

Provider;  

k) proving integrated agent desktop functionality for SADI and 

standard agent desktop, as currently provided by the 
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Outgoing Service Provider; 

l) proving speech analytics requirements have been met; 

m) proving voice recording requirements; 

n) provide call queuing requirements and agent skill groups; 

o) proving workforce management configuration, and 

management information reporting and consistency during 

cutover; 

p) proving real time reporting requirements and management 

information consistency during cutover; 

q) proving MIS Reporting and historic reporting requirements, 

including information consistency during cutover; and 

r) proving any other services which the Business Group will use 

at the point of Migration. 

L4 2.7.1.1 The Pilot must be successfully tested meeting the Customer 

Authority Test Success Criteria and with all incidents resolved prior 

to Migration commencing, unless otherwise agreed with the 

Customer Authority. 

L5 2.7.1.2 The Customer Authority shall provide suitability skilled resource to 

test the pilot. 

L5 2.7.1.3 The Customer Authority shall confirm that the Business Group is 

operationally prepared prior to Migration commencing. 

L5 2.7.1.4 The Customer Authority shall define the Test Success Criteria for the 

Pilot, distinguishing between Contractor responsibilities and 

Customer Authority responsibilities. 

L2 2.8 Live Invoice Delivery 

L3 2.8.1 The Contractor shall demonstrate the Live Invoice Delivery service is 

accurately collating billing information and produce billing 

management information and invoices, including complying with 

Charging and Invoicing Obligations set out in Schedule 5.1 (Charging 

and Invoicing) and Schedule 6.11 (Service Requests), for each 

Transition Group. 

L3 2.8.2 The Contractor shall validate the billing management information from 

the Outgoing Service Provider to ensure Users migrated are no longer 

presented in the billing management information for each Transition 

Group. 

L3 2.8.3 The Contractor shall ensure any Services provided by the Outgoing 

Service Provider that are longer required by Users that have been 

Transitioned are ceased. 

L4 2.8.3.1 The Contractor shall agree with the Customer Authority the elapsed 

timeframe for ceasing Services provided by the Outgoing Service 
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Provider for each Transition Group and User. 

L2 2.9 Performance Monitoring Reports 

L3 2.9.1 The Contractor shall demonstrate that Performance Monitoring 

System is capturing data for each Transition Group in accordance with 

Schedule 6.6 (Records Provisions) for Performance Monitoring and 

Miscellaneous Reports and Schedule 2.1 (Services Description). 

L4 2.9.1.1 The Contractor shall demonstrate that the data being captured by 

the Performance Management System for each Transition Group is 

consistent with data captured by the Outgoing Service Provider 

immediately prior to Transition.  

L5 2.9.1.2 The Customer Authority shall assure the Performance Monitoring 

Reports produced by the Contractor. 

L2 2.10 Asset Register Delivery 

L3 2.10.1 The Contractor shall demonstrate it is collating accurate asset data for 

each Transition Group complying with the Service Asset and 

Configuration Management obligations set out in Paragraph 10.7 of 

Schedule 2.1 (Services Description) and Asset Register obligations 

set out Schedule 6.6 (Records Provisions). 

L2 2.11 Customer Portal Live 

L3 2.11.1 The Contractor shall demonstrate the Customer Portal is functioning 

correctly for each Transition Group. 

L3 2.11.2 The Contractor shall fulfil the Customer Portal obligations set out in 

Schedule 2.1 (Services Description) for each Transition Group. 

L2 2.12 Migration 

L3 2.12.1 The Contractor shall lead the Migration of Users and Transition 

Groups, including coordination and management. 

L4 2.12.1.1 The Contractor shall, as an option and with the agreement of the 

Customer Authority, perform the Migration of Users and Transition 

Groups in multiple Customer Authority Business Groups in parallel.  

L4 2.12.1.2 As an option requested by the Customer Authority, the Contractor 

shall stagger the migration at a Contact Centre Site when the 

Customer Authority does not have sufficient agent fall back capacity 

at another Contact Centre. 

L4 2.12.2 The Contractor shall not commence any Migration of Users until all the 

Milestones in Schedule 4.3 (Outline Take-On Plan) have been 

achieved, unless otherwise agreed by the Customer Authority.  
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L3 2.12.3 The Contractor shall provide eLearning training as standard for all 

users, unless otherwise agreed with the Customer Authority. 

L4 2.12.3.1 The Contractor shall ensure compliance with Customer Authority 

presentation and accessibility standards for all eLearning 

applications and content. In particular any technical solution must be 

compatible with the Customer Authority standards that apply to 

browser delivered applications, in relation to the use of java and 

plug-ins. 

L4 2.12.3.2 The Contractor shall plan and agree with the Customer Authority 

additional training requirements when defining the Rollout Schedule. 

Any additional training will be chargeable based on the rates defined 

in Schedule 5.1 (Charges and Invoicing). 

L4 2.12.3.3 The Contractor shall schedule at least six weeks in advance of 

Migration all training for each Transition Group, unless otherwise 

agreed with the Customer Authority. 

L4 2.12.3.4 The Contractor shall ensure all training for each User shall be 

scheduled to be completed prior to the Migration of that User, unless 

otherwise agreed with the Customer Authority. 

L5 2.12.3.5 The Customer Authority shall be responsible for ensuring Contact 

Centre Users attend any scheduled training. 

L3 2.12.4 The Contractor shall deploy all handsets. 

L4 2.12.4.1 The Contractor shall assume there is no available space at each site 

to store hardware and equipment to support the Migration. 

L4 2.12.4.2 The Contractor shall ensure that all handsets required by a 

Transition Group are deployed outside of Business Working Hours 

and in advance of the Migration that Transition Group, unless 

otherwise agreed by the Customer Authority. 

L3 2.12.5 The Contractor shall ensure that all Services required by a Transition 

Group are configured in advance of the Migration that Transition 

Group. 

L4 2.12.5.1 The Contractor shall provide suitably skilled resource to perform the 

testing of configured Services in advance of any Migration of a 

Transition Group. 

L4 2.12.5.2 The Contractor shall true-up the configuration of the Services one 

week before the migration of each Transition group, such that any 

business-as-usual change implemented by the Transition Group 

between the definition of requirements and the Migration date is 

incorporated into the configuration of the Services for that Transition 

Group, Such configuration true-up to be limited to the business-as-

usual change impacting up to 5% of the agents to be transitioned.   

L5 2.12.5.3 Where business-as-usual change between the definition of 

requirements and the Migration date has impacted more than 5% of 
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transitioning agents, the Customer Authority shall be responsible for 

ensuring that the configuration true-up for the Transition Group 

occurs. 

L3 2.12.6 The Contractor shall perform all business impacting Cutover and 

related Testing activity outside of Business Working Hours, unless 

otherwise agreed with the Customer Authority. 

L4 2.12.6.1 The Contractor shall ensure during Migration that calls are 

distributed between the Outgoing Service Provider Services and 

Contractor Services for each Service Line reflecting the proportion of 

Contact Centre Users that have been migrated to the Contractor’s 

Services and those Contact Centre Users that remain on the 

Outgoing Service Provider’s Services.  

L4 2.12.6.2 The Contractor shall ensure during transition that the Customer 

Authority has the capability to link Voice Recordings for calls 

transferred from the Contractor Services to the Outgoing Service 

Provider Services. 

L4 2.12.6.3 The Contractor shall provide continuity of access to voice recordings 

of both the Outgoing Service Provider and the Contractor during 

throughout Transition and User Migration, complying with the 

obligations set out in Paragraph 1.6.2 of Schedule 2.1 (Service 

Description).  

L4 2.12.6.4 As an option and at the request of the Customer Authority, the 

Contractor shall provide during Transition the capability to create 

single, consistent MIS Reports using data from both the Outgoing 

Service Provider’s Services and the Contractor’s Services.  

L4 2.12.6.5 The Contractor shall ensure during Transition that Workforce 

Management Service schedules and forecasts for each Agent are 

not impacted. 

L4 2.12.6.6 The Contractor shall plan and coordinate with the Outgoing Service 

Provider all Cutover activity for each Transition Group, including: 

a. load balancing calls between the Services of the Outgoing 

Service Provider and Contractor Services; and 

b. changes to IVR rules and services to migrate calls from the 

Services of the Outgoing Service Provider to the Contractor 

Services. 

L4 2.12.6.7 The Contractor shall plan and coordinate with the Customer 

Authority all Cutover activity for each Transition Group, between the 

Outgoing Service Provider’s Services and Contractor Services 

including: 

a. migration of voice recordings; 
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b. changes required to Workforce Management schedules 

forecasts and reports; 

c. changes to MIS reporting; and 

d. changes to central messaging announcements. 

L4 2.12.6.8 The Contractor shall plan and coordinate Cutover activity with other 

Tower Providers. 

L4 2.12.6.9 The Contractor shall assume that the Siebel platform can be 

reconfigured to use the Contractor Services during Cutover and that 

Users can be migrated in groups to enable a staggered cutover. 

L5 2.12.6.10 The Customer Authority shall witness Cutover testing at each 

Site, unless otherwise agreed with the Contractor. 

L3 2.12.7 The Customer Authority shall perform all required and agreed 

communications set out in the Communications and Stakeholder Plan 

advance of Migration of each Transition Group. 

L3 2.12.8 For any Transition activity at a Site the Contractor shall provide an 

Onsite Implementation Team which shall include a Site 

Implementation Manager and sufficient resource to capture incidents 

on the floor and report these to the Contractor Migration Incident 

Team. 

L3 2.12.9 The Contractor shall ensure for each Transition Group that any Non 

Agent Users are migrated in advance of migrating any Users and 

continue to have access to the Services of the Outgoing Provider 

during transition. 

L3 2.12.10 The Contractor shall maintain an effective on-site presence at 

each Site until all Transition incidents impacting that Site have been 

resolved, unless otherwise agreed with the Customer Authority. 

L5 2.12.10.1 The Customer Authority shall provide the following resource 

types for Migration activity at each Site: 

a) Business contact; 

b) floorwalkers; and 

c) coaches. 

L4 2.12.10.2 The Contractor shall as an option provide floorwalkers and 

coaches for each Transition Group.  Any floorwalker or coaches shall 

be chargeable based on the rates defined in Schedule 5.1 (Charges 

and Invoicing). 

L5 2.12.10.3 The Customer Authority is responsible for providing Site 

access for Contractor Personnel and its Third Party Suppliers. 

L3 2.12.11 The Migration of a User will be deemed as successful, where: 

a) Rollout checks are complete;  
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b) Transition incidents have been resolved, unless otherwise agreed 

with the Customer Authority; 

c) known errors signed off by a Customer Authority Representative; 

d) non-agent staff using Contact Centre Services and supporting the 

Transitioned agents have also been migrated successfully; 

e) a formal handover for each Transition Group to the Contractor 

Service Delivery Team has been completed within 5 Working Days 

of the completion of the Cutover. The scope of handover shall 

include as minimum: 

i. incidents and known errors that the Customer Authority 

has accepted and will be resolved by Contractor Service 

Delivery Team; 

ii. new and updated knowledge management scripts; 

iii. site acceptance certificates; 

iv. details of migrated users within the rollout schedule; and 

v. compliance with the Paragraphs 2.9, 2.10 and 2.11 of this 

Responsibility Matrix. 

L3 2.12.12 The Contractor’s Site Implementation Manager shall maintain 

an on-site presence at each Site until the obligations set out in 2.12.11 

of this Responsibility Matrix have been met, unless otherwise agreed 

with the Customer Authority. 

L3 2.12.13 Upon completion of the Migration of a Transition Group the 

Contractor shall lead a lessons learnt workshop with participation from 

the Customer Authority and capture any agreed actions and 

recommendations.    

L3 2.12.14 The Contractor shall apply all agreed actions and 

recommendations to future Transition activity. 

L3 2.12.15 The Contractor shall conduct a Transition Satisfaction Survey 

for each Transition Group undergoing Transition within an SMP 

Quarter.  The Contractor shall agree with the Customer Authority the 

format and questions in the Transition Satisfaction Survey. 

L4 2.12.15.1 The Transition Satisfaction Survey shall include the following 

measures as a minimum: 

a) completeness of preparation including planning, test, 

design and configuration; 

b) professionalism and behaviour of the Contractor team 

performing on site work; 

c) responsiveness of Contractor to resolve transition 

incidents; 

d) Contact Centre operations disruption minimised; 

e) quality of training provided. 
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L4 2.12.15.2 Each measure will be based on percentage figure with a range 

of 0 to 100.  100 will represent the highest satisfaction and 0 the 

lowest satisfaction. 

L4 2.12.15.3 The Transition Satisfaction Survey shall provide suitable free 

text space for additional feedback and comments against each 

measure. 

L3 2.12.16 A Transition Satisfaction Survey will be conducted at the end 

each SMP Quarter until Transition is completed. 

L4 2.12.16.1 The Customer Authority will provide the Contractor Authority a 

nominated business contact for each Transition Group with a survey 

form in an electronic format compatible with the Customer Authority 

presentation and accessibility standards. 

L5 2.12.16.2 The Customer Authority nominated Business Group contacts 

shall complete the Transition Satisfaction Survey within 5 Working 

Days from the point of receipt. 

L3 2.12.17 The Contractor shall prepare a Transition Satisfaction Survey 

report that present both the results from the SMP Quarter for each 

Transition Group and trending information for each previous SMP 

Quarter for each Business Group. 

L4 2.12.17.1 Transition Satisfaction Survey report shall include Incident 

volumes for each Transition Group categorised by Incident Severity 

Level over each SMP Quarter and compare the estate wide per User 

average against equivalent Incident volumes over the preceding 12 

months for the Services of the Outgoing Service Provider.  Incidents 

shall include those recorded both by the Service Desk and 

Contractor Migration Incident Team. 

L5 2.12.17.2 The Customer Authority shall provide the Contractor with 

Incident data for the Services of the Outgoing Service Provider for 

the purposes of Transition Satisfaction Survey. 

 


