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PART A: CHARGES 

1. PURPOSE  

1.1 The purpose of Part A of this Schedule 5.1 is to set out details of the charging 
mechanism for the Services, including details of following provisions anticipated 
by Part A of Schedule 4 (Charges) of the Framework Agreement: 

1.1.1 Milestone Payments; 

1.1.2 Charges for the Operational Services; 

1.1.3 Service Credits; 

1.1.4 Charges for Projects and Delivery Support Services; 

1.1.5 Charges for Catalogue Services; 

1.1.6 Required Third Party Services; 

1.1.7 Management Charge; 

1.1.8 Retentions; 

1.1.9 Delay Payments;  

1.1.10 Changes to and review of the Charges; 

1.1.11 Charges beyond the Initial Term; and 

1.1.12 Indexation. 

1.2 All Charges are expressed in pounds sterling and are exclusive of VAT. 

2. MILESTONE PAYMENTS  

2.1 For each and every Business Group, upon completion by the Contractor of the 
obligations set out in Paragraph 2.12 in the Responsibility Matrix in Schedule 4.5 
(Take-On and Transition Description) and the issue of the associated Milestone 
Achievement Certificate a Milestone Payment shall become due for the 
Implementation of Turrets and Hard Telephony Devices.  

2.2 For each and every Business Group, the Milestone Payment for the 
Implementation of Turrets and Hard Telephony Devices shall include all costs 
directly attributable to bringing each and every Turret and Hard Telephony Device 
to the relevant Customer Authority Sites and making them operational and shall 
include; 

2.2.1 equipment purchase cost, as further described in Paragraph 2.4 below;  

2.2.2 operating software;  

2.2.3 any pre-installed application software; and  
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2.2.4 direct delivery and installation costs whether direct labour or third party 
costs or sub- contractor costs. 

2.3 For each and every Business Group, the Milestone Payment for the 
Implementation of Turrets and Hard Telephony Devices shall not include: 

2.3.1 costs of Operational Services, Transition or Take-On associated with 
the Contact Centre Services or Public Telephony Access Service; 

2.3.2 project management costs associated with Transition or Take-On 
activities; 

2.3.3 decommissioning costs; 

2.3.4 other licensing costs; 

2.3.5 maintenance and support costs; and/or 

2.3.6 other costs not directly associated with the implementation of the 
Turrets and Hard Telephony Devices. 

2.4 The equipment purchase cost of the Turrets and Hard Telephony Devices shall 
not exceed the actual cost paid by the Contractor, net of all discounts plus a 
maximum of a 10% mark up. This information will be treated as Open Book Data 
in accordance with Schedule 5.4 (Financial Model). 

2.5 For each and every Business Group, on the issue by the Customer Authority of 
the Milestone Achievement Certificate for the Implementation of Turrets and Hard 
Telephony Devices, the Contractor shall be entitled to deliver an invoice to the 
Customer Authority in respect of this Milestone Payment. 

2.6 The circumstances in which a Milestone shall be considered to have been 
Achieved are set out in Schedule 4.2 (Testing Procedures).  Payment shall be 
made to the Contractor in accordance with Part B of this Schedule 5.1.  

2.7 For each and every Business Group, the Milestone Payment for the 
Implementation of Turrets and Hard Telephony Devices will be calculated as the 
sum of: 

(Number of Hard Turrets in respect of which Transition has been completed in 
respect of the Business Group) X (Initial Hard Turret Asset charge + Initial Hard 
Turret Installation charge, as shown in Table 5 of Appendix 2 to this Schedule 5.1) 

and 

(Number of Soft Turrets in respect of which Transition has been completed in 
respect of the Business Group) X (Initial Soft Turret Asset charge + Initial Soft 
Turret Installation charge, as shown in Table 5 of Appendix 2 to this Schedule 5.1) 

and 

(Number of Hard Telephony Devices in respect of which Transition has been 
completed in respect of the Business Group) X (Initial Hard Telephony Device 
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Asset charge + Initial Hard Telephony Device Installation charge, as shown in 
Table 5 of Appendix 2 to this Schedule 5.1). 

2.8 For each and every Business Group, upon payment of the Milestone Payment for 
the Implementation of Turrets and Hard Telephony Devices the Turrets and Hard 
Telephony Devices shall be Exclusive Assets and will be flagged in the CMDB as 
fully funded Assets. 

2.9 Upon Achievement of the Milestone CC-P3B associated with “Test Environment 
available for use by the Customer Authority”, a Milestone Payment of £931,236 
shall become due, subject to Paragraph 2.14. 

2.10 Upon Achievement of the Milestone CC-P4 associated with “Platform Build 
Complete”, a Milestone Payment of £3,682,420 shall become due, subject to 
Paragraph 2.14. 

2.11 Upon Achievement of the Milestone CC-P4A associated with “Contractor 
completion of platform acceptance into service”, a Milestone Payment of 
£1,120,223 shall become due, subject to Paragraph 2.14. 

2.12 Upon Achievement of the Milestone associated with Non Siebel Implementation 
for 100 Users Complete, a Milestone Payment of £323,366 shall become due, 
subject to Paragraph 2.14.   

2.13 Upon Achievement of the Milestone associated with Siebel Implementation for 
100 Users Complete, a Milestone Payment of £942,754 shall become due, subject 
to Paragraph 2.14.  

2.14 The Milestone Payments referred to in Paragraphs 2.9, 2.10, 2.11, 2.12 and 2.13 
shall reimburse only the Contractor’s costs of labour and third party professional 
services which are directly attributable to providing fully functioning non-Siebel 
and Siebel instances of the Contact Centre Services and shall not include: 

2.14.1 costs of Operational Services, Transition or Take-On associated with 
the Contact Centre Services or Public Telephony Access Service; 

2.14.2 project management costs associated with Transition or Take-On 
activities; 

2.14.3 decommissioning costs; 

2.14.4 other licensing costs; 

2.14.5 maintenance and support costs; 

2.14.6 other costs not directly associated with the implementation of the non-
Siebel or Siebel Contact Centre Services; and/or 

2.14.7 more than a 10% mark up on the actual cost paid by the Contractor, 
net of all discounts. This information will be treated as Open Book Data 
in accordance with Schedule 5.4. 

2.15 During the Term the Parties may specify Milestone Payments for Implementation 
of a Project or delivery of Delivery Support Services. The number and nature of 
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any such Milestones and the value of applicable Milestone Payments shall be set 
out in the relevant Project Work Order or Consultancy Services Request as further 
described in Paragraph 5.2 below. 

3. SERVICE CHARGES 

3.1 The Service Charges for provision of the Operational Services shall be as set out 
in this Paragraph 3 and shall apply from the Commencement Date until expiry or 
termination of this Agreement. 

3.2 The Service Charges shall be payable in arrears, invoiced at the end of each SMP 
in accordance with Part B of this schedule, based on the method of calculation for 
each element of the Operational Service set out in Table A below.  

3.3 Where an element of the Service Charge is calculated by reference to a Resource 
Unit, that element of the Service Charge shall be calculated in accordance with 
the following formula: 

Service Charge = total Resource Units Consumed in the SMP x Unit Price 

Table A: Calculation of Service Charges 

Element of the 

Operational Service 

Method of calculating Service Charges  

Contact Centre 

Services 

Calculated by reference to the Resource Units set out 

in Table 1 of Appendix 2 and in accordance with the 

method of calculation set out therein, provided that 

such Consumption shall at all times be consistent with 

the volume and type of Resource Unit Consumption 

anticipated in the Site Services Matrix for the relevant 

Service. 

These charges shall be applicable up to the ceiling 

number of Concurrent Voice Agents and Concurrent 

Workforce Management Agents as set out in 

Paragraph 3.9. If volumes rise above this level then in 

accordance with Paragraph 3.9 the Customer Authority 

and the Contractor will both have the right to review 

Charges under the Change Control Procedure. 

Call Charges Call Charges will be calculated by reference to the 

Resource Units in Table 2 of Appendix 2 which are 
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Consumed in the SMP. 

Any additional Call Charges requested by the 

Customer Authority will be agreed in accordance with 

Change Control Procedure. 

There shall be no minimum charges relating to those 

Service Charges, either in total or per call. 

Charges must be charged on a per second basis. 

No call charge shall exceed 3.34p per second. 

Integration Services 

and Legacy Device 

Decommissioning 

Calculated by reference to the volume of Resource 

Units in Tables 3 and 4 of Appendix 2 and in 

accordance with the method of calculation set out 

therein,  provided that such Consumption shall at all 

times be consistent with the volume and type of 

Resource Unit Consumption anticipated in the Site and 

Services Matrix for the relevant Service. 

The actual implementation dates for Integration 

Services are not yet known. The Customer Authority 

envisages that when the implementation dates 

become known any changes to the Charges will be 

agreed in accordance with the Change Control 

Procedure with particular reference to the fixed and 

variable costs that underpin the service. 

Projects and Delivery 

Support Services 

The Service Charges for Projects and Delivery Support 

Services shall be calculated in accordance with the 

arrangements set out in Paragraphs 5 and 6. 

 

3.4 The Service Charges shall constitute full consideration for the provision of the 
Operational Services and are fully inclusive of all costs and expenses incurred in 
performance of the Operational Services including all costs associated with 
provision of assets (including provision of replacement assets where an item is out 
of support), and completion of activities relating to Implementation.  In particular, 
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the Contractor shall not be entitled to make any additional charges for moves, 
change and configuration activity associated with the provision of the Operational 
Services. 

3.4.1 The costs for the Customer Authority performing self-service fulfilment 
and the Contractor costs for the interfaces used must be recovered 
through the Resource Unit Charges for standard Services. 

3.4.2 The costs for the Contractor fulfilling Service Requests in accordance 
with the Service Request Management Policies and Procedures as 
described in Schedule 6.10 (Customer Authority Standards and 
Policies) and any Contractor costs for the interfaces used must be 
recovered through the Resource Unit Charges for standard Services. 

3.4.3 Where the Contractor makes use of Customer Authority Assets, 
including Specified Software, in line with the provisions of Clause 
14.11, any support or upgrade costs associated with these assets must 
be recovered through the Resource Unit Charges for standard 
Services.  

3.5 The Parties have not agreed any minimum or maximum volumes for the Resource 
Units associated with the Services and accordingly subject to Paragraphs 3.9 and 
3.10 the Contractor shall not be entitled to vary the Unit Prices due to any 
variation in anticipated or actual volumes throughout delivery of the Services, 
beyond the banded charges in Table 1 of Appendix 2 to this Schedule, unless 
otherwise agreed by the Parties in a Joint Charges Annual Review Meeting or 
Joint Charges Review Meeting.  

3.6 Not used.  

3.6A The Contractor acknowledges and agrees that the Services (including any 
licences being transferred from ICONS on the Commencement Date of this Call-
Off Contract) will not at any time, as part of the transfer from ICONS to this Call-
Off Contract or otherwise, be charged to the Customer Authority under both 
ICONS and this Call-Off Contract. 

3.7 Not used.  

3.8 Not used.  

3.9 The charges shall apply up to a ceiling of 30,000 Concurrent Voice Agents and a 
ceiling of 30,000 Workforce Management Agents. If the ceiling of 30,000 
Concurrent Voice Agents and/or 30,000 Workforce Management Agents is 
exceeded then each Party reserves the right (subject to Paragraph 3.12) to review 
pricing applicable to the Concurrent Voice Agents and/or Workforce Management 
Agents under the Change Control Procedure.  

3.10 If the volume falls below 5,000 Concurrent Voice Agents then each Party reserves 
the right (subject to Paragraph 3.12) to review pricing applicable to the Concurrent 
Voice Agents under the Change Control Procedure. 

3.11 Where either Party proposes a Change under Paragraph 3.9 or Paragraph 3.10 
above, it shall provide to the other Party a written proposal in respect of such 
Change. No Change to the Charges shall apply unless there is a mutual 
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agreement between the Parties in accordance with the Change Control 
Procedure. 

Joint Review Meetings   

3.12 An annual review meeting of the Service Charges shall be held and attended by 
the Parties in each month of January with the first annual review meeting taking 
place in the January following the first anniversary of the Commencement Date 
(“Joint Charges Annual Review Meeting”). The specific date for the Joint 
Charges Annual Review Meeting shall be agreed by the Parties three (3) months’ 
in advance of the meeting. Each Joint Charges Annual Review Meeting shall be 
merged with the January Monthly Commercial Board. 

3.13 At each Joint Charges Annual Review Meeting, the Parties shall review the usage 
of the Contact Centre Services set out in Table 1 of Appendix 2 (Service Charges 
based on Resource Units) and review the Charges in relation to such usage of the 
Contact Centre Services to determine whether any changes are needed, which 
may include changes to: 

3.13.1 the Service Charges, including any fixed and variable costs and 
associated Resource Unit Prices and whether they can be amended. 
Any such amendment in the Service Charges may be as a result of 
suspension or termination of an agreed number of licences; 

3.13.2 re-set the bandings for the Charges, for example where the Parties 
agree that licences should be suspended or terminated or where the 
Customer Authority has purchased additional licences over and 
above those made available at the Commencement Date; and 

3.13.3 new bandings for Charges, for example where there is a significant 
change to the volume or forecast volume of Outbound or Web Chat 
Agents.  

3.14 By exception and where either Party give one (1) months’ notice to the other Party 
and the other Party agrees, review meeting(s) may be held on an ad hoc basis in 
addition to any Joint Charges Annual Review Meeting (“Joint Charges Review 
Meeting”). Any Joint Charges Review Meeting shall be used to review usage and 
Charges for Contact Centre Services as detailed in Paragraph 3.13 above. Each 
Joint Charges Review Meeting shall be merged with the next scheduled Monthly 
Commercial Board. 

3.15 If it is determined by the Parties at a Joint Charges Annual Review Meeting or a 
Joint Charges Review Meeting that the Service Charges for the Contact Centre 
Services can be amended, the Contractor shall promptly provide full and complete 
details of the costs that would be payable by the Customer Authority in the event 
that it chooses to re-establish any Contact Centre Services suspended or 
terminated as a result of the agreed amendment in the Service Charges. 

3.16 Any Changes to the volumes of and/or Service Charges for the Contact Centre 
Services discussed at a Joint Charges Annual Review Meeting or Joint Charges 
Review Meeting shall be implemented in accordance with the Change Control 
Procedure.  
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3.17 The Joint Charges Annual Review Meeting and any Joint Charges Review 
Meeting shall be attended by the Contractor members and the Customer Authority 
members set out in the Commercial Board table in Appendix 1 of Schedule 6.1 
(Governance) and any other persons considered by the Customer Authority 
necessary for the review.  

4. SERVICE CREDITS 

4.1 The basis for the accrual and calculation of Service Credits is provided for in 
Schedule 2.3 (Service Levels and Related Remedies). 

4.2 Service Credits shall be applied as credit notes against the Charges in 
accordance with Paragraph 16.10. 

5. CHARGES FOR PROJECTS AND DELIVERY SUPPORT SERVICES 

5.1 Charges for Projects and Delivery Support Services shall be payable on the basis 
of the charging mechanism set out in the relevant Project Work Order (for a 
Project) or Consultancy Services Request (for Delivery Support Services). The 
charging mechanism may specify that Charges are to be payable on the basis of 
Milestone Payments or Time and Materials Charges, in addition to any Service 
Charges which may be payable on the basis of Resource Units.  

5.2 Milestone Payments 

5.2.1 Project Work Orders or Consultancy Services Requests that specify 
Charges payable on the basis of Milestone Payments shall set out the 
details of each Milestone Payment, including the Milestone Date, 
amount payable and value of any retention or Delay Payment (if 
applicable). 

5.2.2 The Contractor shall be entitled to deliver an invoice to the Customer 
Authority in respect of each Milestone Payment on the issue by the 
Customer Authority of a Milestone Achievement Certificate for the 
Milestone associated with that Milestone Payment. 

5.2.3 The circumstances in which a Milestone shall be considered to have 
been Achieved are set out in Schedule 4.2 (Testing Procedures).  
Payment shall be made to the Contractor in accordance with Part B of 
this Schedule 5.1.  

5.2.4 Unless otherwise agreed in the Project Work Order or Consultancy 
Services Request, Milestone Payments shall constitute full 
consideration for the Project or provision of the Delivery Support 
Services and shall be fully inclusive of all costs and expenses incurred 
in performance of the Project or those Delivery Support Services. 

 

6.  TIME & MATERIAL CHARGES 

6.1 Where Project Work Orders or Consultancy Services Requests specify Time and 
Materials Charges, such Time and Materials Charges shall be calculated each 
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SMP as the aggregate of Manday Resources Consumed and Reimbursable 
Expenses incurred in delivering the relevant Project or Delivery Support Services 
in that SMP where: 

6.1.1.1 Manday Resources are calculated by reference to:  

(a) the number of Man Days utilised for each grade of 
Contractor Personnel in that SMP; and  

(b) the Manday Rate applicable to the relevant grade of 
Contractor Personnel as set out in Appendix 3 of this 
Schedule 5.1 (Charges and Invoicing), 

provided that where Contractor Personnel work less than a full Man 
Day, the relevant Manday Rate shall be calculated based on one 
eighth of the applicable Manday Rate for each whole hour worked; 
and 

6.1.1.2 Reimbursable Expenses must: 

(a) be agreed and authorised by the Customer Authority in 
advance of performing the relevant Services;  

(b) be consistent with Civil Service Rules in relation to travel 
and subsistence expenses; 

(c) be incurred as a result of Contractor Personnel performing 
the Services at a location which is away from their usual 
place of work at the Contractor's offices and not at the 
Customer Authority premises stated on the Project Work 
Order or Consultancy Services Request as being the 
location(s) for delivery of the Project or Delivery Support 
Services; and 

(d) be supported by appropriate documentary evidence of such 
expenses being incurred. 

6.2 No finance charges, risks or contingencies or any other uplifts shall apply to the 
provision of Services for which Time and Materials Charges apply. 

6.3 The Contractor shall maintain full and accurate records of the time spent by the 
Contractor's Personnel in providing the Services and shall provide such records to 
the Customer Authority with each relevant invoice submitted in accordance with 
Part B of this Schedule 5.1 (Charges and Invoicing). 

7. CATALOGUE PRODUCT AND SERVICE CHARGES 

7.1 The Catalogue Item Charges in each SMP shall be the aggregate of the charges 
arising in respect of Catalogue Items Consumed by the Customer Authority from 
the Contractor’s Call Off Service Catalogue in that SMP. 

7.2 The Customer Authority shall be entitled to purchase each Catalogue Item at the 
price stated in the Contractor’s Call Off Service Catalogue.  
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7.3 The Contractor shall list prices in the Contractor’s Call Off Service Catalogue as 
either: 

7.3.1 a one off charge payable by the Customer upon delivery or delivery 
and Installation (as applicable) of the relevant item;  

7.3.2 a recurring charge payable by the Customer for the relevant period 
referred to in the Contractor’s Call Off Service Catalogue in respect of 
recurring licence fees or maintenance and support charges; or 

7.3.3 a discount applicable to a recurring charge payable by the Customer 
in respect of a Resource Unit.  

7.4 The Contractor shall ensure when proposing prices to be applicable to each new 
or revised Catalogue Item to be added to the Contractor’s Call Off Service 
Catalogue that these prices shall be a maximum of the purchase cost (net of any 
discounts) to the Contractor of the relevant product or service (excluding VAT), 
plus a maximum uplift (incorporating any handling fee, margin and overhead) not 
to exceed 5% of the net purchase cost. 

7.5 Optional charges for support, warranty and/or refresh of a Catalogue Item shall be 
determined by agreement between the Parties where applicable; 

7.6 If the Customer Authority is able to obtain more favourable commercial terms in 
respect of any Catalogue Item, the Customer Authority may require the Contractor 
to enter into more favourable commercial terms as soon as reasonably practicable 
and in any event no later than 30 days after initial notification to the Contractor by:   

7.6.1 requiring the Contractor to replace its existing commercial terms with 
the more favourable commercial terms obtained by the Customer 
Authority in respect of the relevant item; or  

7.6.2 subject to Paragraph 7.8, entering into a direct agreement with the 
supplier of that Catalogue Item in respect of the relevant Catalogue 
Item. 

7.7 If the Customer Authority exercises either of its options pursuant to Paragraph 7.6, 
then the price for that Catalogue Item shall be reduced by an amount that is 
agreed in accordance with the Change Control Procedure, and any Charges 
based on those Catalogue Items shall be reduced accordingly. 

7.8 The Customer Authority's right to enter into a direct agreement for the supply of 
the relevant items is subject to: 

7.8.1 the Customer Authority making the relevant item available to the 
Contractor where this is necessary for the Contractor to provide the 
Services; and 

7.8.2 any reduction in the Charges taking into account any unavoidable 
costs payable by the Contractor in respect of the substituted item, 
including in respect of any licence fees or early termination charges. 

7.9 The Contractor shall not be entitled to add any costs, other than those listed at 
Paragraph 7.4 above, to the charges for Catalogue Items.  
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7.10 The Contractor shall review the prices for Catalogue Items on at least an annual 
basis and any such updates shall be consistent with this Paragraph 7 and applied 
in accordance with Clause 24.2.  

7.11 The Contractor shall identify any relevant lead times for the Installation of each 
Catalogue Item in the Contractor’s Call Off Service Catalogue, such lead times to 
commence upon receipt of a Service Request for the Catalogue Item from the 
Customer.  

7.12 If the Customer Authority purchases Assets from the Catalogue, these shall be 
deemed to be Customer Authority Assets. 

7.13 Where the Customer Authority or a nominated third party has used the Test 

Environment to successfully complete testing of an application in accordance with 

the code of connection principles agreed between the Customer Authority and the 

Contractor under Milestone CC-P3C (as set out in Schedule 4.3 (Outline Take-On 

Plan)) for the integration of Services, the standard charge for Assurance Testing 

set out in the Catalogue reference number CC17 shall apply. Where both Parties 

agree that additional testing is required a request will be made in accordance with 

Schedule 6.11 (Service Requests, Projects and Delivery Support).  

7A SIAM CHARGES 

7A.1  With effect from the Effective Date the Contractor agrees to provide to the 
Customer Authority a credit to the maximum total value of £250,000, excluding 
VAT, in respect of SIAM Charges included in the Contractor’s incremental costs 
for delivery of the Contact Centre Services. The credit shall accrue in accordance 
with the following timetable which is also reflected in the Financial Model: 

No credit available prior to the Commencement Date. 

Year 1 (starting on the Commencement Date) credit of £50,000. 

Year 2 credit of £50,000. 

Year 3 credit of £50,000 

Year 4 credit of £50,000 

Year 5 credit of £50,000. 

7A.2    Any credit(s) that are not used in the year in which they accrue will not be carried 
forward.  

7A.3 The Parties agree that this credit may, at the discretion of the Customer Authority, 
be paid to the Customer Authority or used by way of set-off either in full or part 
against any invoice submitted by the Contractor for Contact Centre Services or to 
purchase additional services.  

7A.4 Where applicable the Customer Authority shall notify the Contractor of the value of 
the credit and the invoice against which the credit shall be set-off. The amount 
payable by the Customer Authority shall be the invoice amount reduced by the 
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value that the Customer Authority has notified as being set-off against that 
invoice.  

7A.5   The Contractor shall develop a credit fund report which shall be capable of tracking 
utilisation of the credit. The credit fund report will be developed and agreed with 
the Customer Authority within one month of the Effective Date. 

8. REQUIRED THIRD PARTY SERVICES 

8.1 Where the Parties agree to the provision of a Required Third Party Service in 
relation to the Services, the Customer Authority shall pay to the Contractor a 
charge equal to the purchase cost to the Contractor of the relevant product or 
service (excluding VAT) plus a maximum uplift (incorporating any handling fee, 
margin and overhead) to be agreed by the Parties but not to exceed 5%. 

9. MANAGEMENT CHARGES 

9.1 The Contractor may issue an invoice to the Customer Authority for the 
Management Charge associated with the Services under this Agreement provided 
that the amount recharged to the Customer Authority under this Paragraph 9.1 
shall not exceed the value of the Management Charge charged to the Contractor 
by the Framework Authority for the same Services under the Framework 
Agreement.  

9.2 No overhead, financing charges, profit or any other uplift or mark-up shall be 
added to any recharged Management Charges.  

9.3 If the Framework Authority changes the basis of calculation of the Management 
Charge, the Contractor shall ensure that such change is passed on promptly and 
in full to the Customer Authority. 

9.4 The Contractor shall disclose and invoice any Management Charges which are to 
be recharged to the Customer Authority under this Paragraph 9 separately from all 
other Charges under this Agreement. 

10. RETENTIONS 

10.1 No retentions shall apply to this Agreement. 

11. DELAY PAYMENTS 

If a Milestone to which Delay Payments apply has not been Achieved by the 
relevant Milestone Date, then save where it is relieved from doing so under this 
Agreement, the Contractor shall pay Delay Payments to the Customer Authority in 
accordance with the methodology at Paragraphs 11.1 to 11.8. 

11.1 Delay Payments applying to the CC-P4 Milestone (plus 2 weeks) associated 
with Take-On 

The following Delay Payments shall apply to the CC-P4 Milestone (plus 2 weeks) 
associated with Take-On: 
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Table B: Calculation of Delay Payments to the CC-P4 Milestone (plus 2 weeks) associated 

with Take-On 

Milestone Delay Payment calculation Fail Date 

Milestone CC-P4 

(plus 2 weeks) in 

the Outline Take 

On Plan in 

Schedule 4.3  

(Outline Take-On 

Plan) 

For each calendar day of Delay: 

£40,000 (forty thousand pounds)  x C x 

D 

Where: 

C = the period of Delay in Achievement 

of CC-P4 Milestone (plus 2 weeks) 

expressed in calendar days 

D = 50% for any Delay of 60 calendar 

days or less, and thereafter  

D= 100%  

If the delay continues 

for six complete SMPs 

after the CC-P4  

Milestone Date (plus 2 

weeks) in the Outline 

Take On Plan in 

Schedule 4.3 (Outline 

Take-On Plan) 

 

11.2 Delay Payments applying to the Milestones associated with Transition 

The following Delay Payments shall apply to the Milestones associated with 
Transition: 

11.2.1 The Contractor shall be liable for Delay Payments in respect of any 
Delay in achieving the Key Milestone Total Volume of Users 
Transitioned for each SMP Quarter as set out in Table 2 of the 
Outline Transition Plan in Schedule 4.4 (Outline Transition Plan). For 
each SMP Quarter where the Key Milestone Total Volume of Users 
Transitioned in Table 2 of the Outline Transition Plan in Schedule 4.4 
(Outline Transition Plan) has not been achieved by the end of the 
applicable SMP Quarter, the Contractor will be liable for a Delay 
Payment in accordance with the calculation set out in Paragraph 
11.2.2 below. The calculation shall be undertaken in each SMP 
Quarter. 

11.2.2 Subject to Paragraph 11.2.3, the Delay Payments in respect of 
Transition shall be calculated in accordance with the calculation (A-B) 
x C, where  A, B and C have the meanings set out in Table C below. 

11.2.3 If at the end of any SMP Quarter the aggregate of the volume of 
Contact Centre Users Transitioned still remaining to be Transitioned 
as set out in the Outline Transition Plan (Table 2 in Schedule 4.4) is 
less than 7,331 and if a Delay Payment in respect of Transition is 
payable in accordance with Paragraph 11.2.1 then the amount 
calculated in accordance with Paragraph 11.2.2 shall be 
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supplemented with a further payment calculated as: 
 
(M – N) x P  
 
where M is the actual number of Contact Centre Users still remaining 
to be Transitioned, N is the planned aggregate of the Volume of 
Contact Centre Users Transitioned still remaining to be Transitioned 
as set out in the Outline Transition Plan (Table 2 in Schedule 4.4) and 
P is £170 (one hundred and seventy pounds).  

Table C: Calculation of Delay Payments to the Milestones associated with Transition 

Delay Payment Calculation Fail Date 

A= B = C =  

Key Milestone Total 

Numbers of  Users 

Transitioned as per 

Outline Transition 

Plan (Table 2 in 

Schedule 4.4) at 

the end of the SMP 

Quarter. 

 

 

 

Total Number of Users 

Transitioned At The End Of 

The SMP Quarter. 

 

Each User will be classified as  

Transitioned where: 

a) All Services required 

by the User are 

available as required 

and fulfil the 

requirements set out 

in Schedule 2.1 

(Service Description) 

and Schedule 4.5 

(Take On and 

Transition 

Description). 

The sum of the 

Resource Unit 

Prices for 

Standard Voice 

User and Voice 

Agent Band 1 (1 – 

9,999 Concurrent 

User band) as set 

out in Table 1 of 

Appendix 2 to this 

Schedule 5.1 

multiplied by 1.5 

Following the first 2 

SMP Quarters of 

Transition, if the Total 

Volume of Users 

Transitioned at the 

end of the SMP 

Quarter falls below 

60% of the cumulative 

Key Milestone 

Volume of Users as 

per Outline Transition 

Plan at the end of the 

SMP Quarter. 
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b) Non Agent Users, 

including any User 

working in the role of 

a supervisor, 

scheduler capacity 

manager or team 

manager, supporting 

an agent have access 

to the Services they 

require and they fulfil 

the requirements set 

out in Schedule 2.1 

(Service Description) 

and Schedule 4.5 

(Take On and 

Transition 

Description).  

 

11.3 In order to allow the Customer Authority to calculate the Delay Payments for 
which the Contractor is liable pursuant to Paragraph 11.2 above, the Contractor 
shall provide the Customer Authority, for each SMP Quarter and no later than five 
(5) working days after the end of the relevant SMP Quarter, with a report detailing 
each of the elements of the calculation set out at Paragraph 11.2 (including all 
Users and Services not transitioned during the SMP Quarter). In addition to its 
obligations under this Paragraph 11.3 to provide a report to the Customer 
Authority, the Contractor shall provide any such additional information as the 
Customer Authority may reasonably request to enable it to verify the accuracy of 
the Delay Payments payable.   

11.4 The Delay Payment shall be presented to the Customer Authority as a credit note 
within one SMP of the presentation of the calculation. 

11.5  Unless otherwise agreed by the Customer Authority, the Contractor shall be 
required to add the number of Users not Transitioned as planned within an SMP 
Quarter to the next SMP Quarter of the Outline Transition Plan.  The calculation 
shall be calculated in accordance with the calculation A-B where A and B have the 
meanings set out under Paragraph 11.2.2. The Contractor shall also update the 
Outline Transition Plan (Schedule 4.4) to reflect the revised number of Users to be 
migrated in the next SMP Quarter. 

11.6  If all Users have not been Transitioned at the end of the agreed transition 
timeframe as set out in the Outline Transition Plan then Delay Payments will apply 
on a per SMP Quarter basis until Transition is complete. 
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11.7 The Parties may specify within a Project Work Order the Delay Payments that are 
to apply to Milestones associated with the relevant Project. 

11.8 Where a Delay to Milestone CC-P4 (“CC-P4 Delay”) (which shall accrue Delay 
Payments in accordance with Paragraph 11.1) causes consequential Delay to 
Milestones KM1 to KM8, any Delay Payments that may accrue for Milestones 
KM1 to KM8 as a result of the CC-P4 Delay shall be waived by the Customer 
Authority provided that the Milestone Dates applicable to Milestones KM1 to KM8 
are extended by the same number of days as the CC-P4 Delay. For the 
avoidance of doubt, if there is any Delay in respect of Milestones KM1 to KM8 
which occurs other than as a result of CC-P4 Delay (and irrespective of whether 
such Milestones have been subject to a previous extension as a result of CC-P4 
Delay) Delay Payments shall accrue and be payable in respect of such Delays in 
accordance with Paragraphs 11.1 and 11.2. 

12. CHANGES TO THE CHARGES  

12.1 The Contractor shall not be entitled to amend the Resource Unit Prices, Manday 
Rates or other Charges except as a result of a proposed Change which is agreed 
with the Customer Authority in accordance with the Change Control Procedure.  

12.2 Where a new Service is introduced during the Term pursuant to the Change 
Control Procedure the Contractor’s margin (expressed as a percentage) for such 
Service shall not exceed the overall margin percentage for all the Services as set 
out in the Financial Model. 

13. CHARGES BEYOND THE INITIAL TERM 

13.1 In the event that the Customer Authority exercises its option to extend the Term of 
this Agreement beyond the Initial Term, the Parties shall discuss in good faith 
(and agree in accordance with the Change Control Procedure) any changes 
required to the Charges in order to reflect the impact (if any) of the extension upon 
those Charges, provided that in considering such changes: 

13.1.1 The Charges in Part A of this Schedule 5.1 shall be used as the 
starting point for discussions between the Parties together with such 
supporting information as the Customer Authority may reasonably 
require from the Contractor to support such consideration; 

13.1.2 The Changes to the Charges shall be calculated by reference to 
Schedule 5.4 (Financial Model), the Open Book Data and any other 
relevant factors that legitimately impact the cost of provision of the 
Services following the Initial Term, including but not limited to any set-
up, transition and asset costs already recovered during the Initial 
Term, the impact of any technology refresh that may be required, and 
the rescheduling of activities and costs associated with Exit 
Management. Any such review shall  be conducted in accordance 
with standard UK generally accepted accounting principles. 

14. INDEXATION 

14.1 No indexation will apply to the Resource Unit Prices, Manday Rates and other 
Charges set out in this Schedule 5.1 (Charges and Invoicing).  
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PART B: INVOICING 

15. PURPOSE 

15.1 The purpose of Part B of this Schedule 5.1 is to set out the method by which the 
Contractor shall raise invoices to the Customer Authority for payment, together 
with the requirements which apply to such invoices, and the payment terms 
thereof. 

16. CONTRACTOR INVOICES  

16.1 The Contractor shall prepare and provide to the Customer Authority for Approval a 
draft pro forma invoice within ten (10) Working Days (or such other period as the 
Parties agree in writing) of the Effective Date which shall include, as a minimum, 
the details set out in Paragraph 16.10 below together with such other information 
as the Customer Authority may reasonably require.  If the draft pro forma invoice 
is not Approved by the Customer Authority then the Contractor shall make such 
amendments as may be reasonably required by the Customer Authority. 

16.2 The Contractor shall be entitled to raise an invoice in respect of any payment 
which falls payable to the Contractor pursuant to this Agreement provided that 
each invoice is delivered to the Customer Authority within ten (10) Working Days 
after either: 

16.2.1 the date on which the Milestone Achievement Certificate is issued    
in  relation to a Milestone; or 

16.2.2 the end of the SMP in respect of Charges for Services Consumed in 
that period; or 

16.2.3 the end of the SMP in the case of the Management Charge. 

16.3 All invoices must be provided to the Customer Authority within three (3) SMPs of 
completion of delivery of the relevant Services to which the invoice relates. 
Subject to Paragraphs 16.4 to 16.6. invoices delivered after expiry of this period 
shall be invalid and the Customer Authority shall have no obligation or liability in 
respect of such invoices. 

16.4 In the event the Contractor is unable to deliver a valid invoice to the Customer 
Authority within ten (10) Working Days of the relevant date specified in Paragraph 
16.2.1 to 16.2.3 the Contractor shall  promptly notify the Customer Authority, 
providing full details of the relevant Charges which it has not been able to invoice 
("Uninvoiced Charges"). 

16.5 The Contractor shall: 

16.5.1 provide an Outstanding Charges Report within 15 Working Days of 
the end of each SMP; 

16.5.2 ensure details of the Uninvoiced Charges are set out in the next 
version of the Outstanding Charges Report and in any event within 
three (3) SMPs of completion of delivery of the relevant Services to 
which the Uninvoiced Charge relates; and 
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16.5.3 seek to resolve the issues which have prevented the Uninvoiced 
Charges from being invoiced and raise a valid invoice for the same 
within a further three (3) SMPs (in circumstances where the relevant 
Uninvoiced Charges are less than or equal to one thousand pounds 
(£1,000)) or within six (6)  SMPs in all other circumstances. 

16.6 The Contractor's Finance Director (or equivalent) shall provide a letter to the 
Customer Authority's finance director within ten (10) Business Days of delivering 
the Outstanding Charges Report for SMP 11 in each Contract Year, appending a 
copy of that report and confirming that: 

16.6.1 Charges for all Services provided under this Agreement up until the 
end of SMP11 have been properly invoiced in accordance with this 
Paragraph 16; or 

16.6.2 Charges for all Services provided under this Agreement up until the 
end of SMP11 have been invoiced in accordance with Paragraph 
16.1 apart from those specifically identified as not invoiced in the 
Outstanding Charges Report as further clarified by additional 
information set out in the letter, such additional information to provide 
sufficient detail of the services that are to be invoiced to enable the 
Customer Authority to make a reasonable estimate of charges which 
are likely to be invoiced including: (i) details of the relevant services, 
(ii) the reasons why this information cannot be provided for these 
services, (iii) where known, an estimate of the level of Charges to be 
invoiced for these services, and (iv) proposals for resolving the issues 
and proposed timescales for invoicing the Charges for these services.  

16.7 The Parties shall work together in good faith to agree a plan to resolve the issues 
raised under Paragraph 16.6 and agree a timetable for invoicing these services. In 
the event that the Parties fail to agree such a plan and timetable within thirty (30) 
days of the date of the letter or the Contractor fails to implement the agreed 
actions within the agreed timescales then the Contractor shall only be entitled to 
raise an invoice for charges related to such services in accordance with the 
process described in Paragraphs 16.8 to 16.9. 

16.8 The Contractor shall only be entitled to raise an invoice in respect of an 
Uninvoiced Charge where the Contractor has notified and invoiced the Customer 
Authority for such Charges in accordance with the timescales set out in Paragraph 
16.5. Invoices delivered after expiry of this period, or which relate to Uninvoiced 
Charges that have not been notified to the Customer Authority within this period 
shall be invalid and the Customer Authority shall have no liability in respect of 
such invoices.  

16.9 The Contractor shall only be entitled to include Uninvoiced Charges within the 
Outstanding Charges Report during the period when the Contractor is entitled to 
raise a valid invoice for those Charges in accordance with Paragraph 16.5 and the 
Contractor shall remove any Uninvoiced Charges from the Outstanding Charges 
Report that remain uninvoiced following expiry of that period. 

16.10 The Contractor shall ensure that each invoice contains the following information: 

16.10.1 the date of the invoice; 
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16.10.2 a unique invoice number; 

16.10.3 the SMP or other period(s) to which the relevant Charge(s) relate; 

16.10.4 the reference number for this Agreement; 

16.10.5 the reference number of the Purchase Order, Special Service 
Request or Project Work Order or Consultancy Services Request to 
which it relates; 

16.10.6  the dates between which the Services subject of each of the Charges 
detailed on the invoice were performed; 

16.10.7   the methodology applied to calculate the Charges; 

16.10.8   (subject to Paragraph 9.4) details of the Management Charge; 

16.10.9   any payments due in respect of Achievement of a Milestone; 

16.10.10   any payments due in respect of assets; 

16.10.11  the total Charges gross and, separately, the amount of any 
disbursements properly chargeable to the Customer Authority under 
the terms of this Agreement and, separately, any VAT or other sales 
tax payable in respect of the same; 

16.10.12 any other adjustment agreed between the Parties as applying to the 
relevant SMP; 

16.10.13 reference to any reports required by the Customer Authority in 
respect of the Services to which the Charges detailed on the invoice 
relate (or in the case of reports issued by the Contractor for validation 
by the Customer Authority, then to any such reports as are validated 
by the Customer Authority in respect of the Services); 

16.10.14 a contact name and telephone number of a responsible person in the 
Contractor's finance department in the event of administrative 
queries; and 

16.10.15 the banking details for payment to the Contractor via electronic 
transfer of funds (i.e. name and address of bank, sort code, account 
name and number). 

16.11 Each invoice shall at all times be accompanied by Billing Management Information 
Reports, as set out in Schedule 6.6 (Records Provision), to enable the Customer 
Authority to reasonably assess whether the Charges detailed thereon are properly 
payable. Any assessment by the Customer Authority of the Billing Management 
Information Reports shall not be conclusive. The Contractor undertakes to provide 
to the Customer Authority any other documentation reasonably required by the 
Customer Authority from time to time to substantiate an invoice including 
information required to enable the Customer Authority to internally or externally 
cross charge. 
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16.12 The Contractor shall submit all invoices and Billing Management Information 
Reports: 

In an electronic format that meets the requirements of the SIAM Financial 
Management Policies and Procedures and RTPi Invoice Specification (or such 
other format as the Customer Authority may specify in writing from time to time) to 
the following email address:   

Customer contact: 

SDD.SERVICECOSTMGT@DWP.GSI.GOV 

            and (hard copy of invoice only) to: 

 SSCL Accounts Payable Team 

 Room 6124 

 Tomlinson House 

 Norcross 

 Blackpool 

 FY5 3TA 

and also to such other person and at such place as the Customer Authority may 
notify to the Contractor from time to time. 

16.12.1 All Contractor invoices shall be expressed in pounds sterling or such 
other currency as shall be permitted by the Customer Authority in 
writing. 

16.13 An invoice shall be valid only if it complies with the provisions of Part B of this  
Schedule 5.1, including the requirements of the SIAM Financial Management 
Policies and Procedures and the RTPi Invoice Specification mentioned in 
Paragraph 16.12. Where any invoice does not conform to the Customer 
Authority's requirements set out in Part B of this Schedule 5.1, the Customer 
Authority shall return the disputed invoice to the Contractor. The Contractor shall 
promptly issue a replacement invoice which shall comply with the same, within 10 
Working Days of the end of the relevant SMP. Should the invoice not be received 
within the 10 Working Days period, it will need to be submitted at the next SMP. 

16.14 If either Party identifies a mistake in the reporting of Charges for the Services 
invoiced to the Customer Authority, they shall inform the other Party within two (2) 
Working Days of identifying the mistake and comply with the Customer Authority’s 
requirements including promptly rectifying the mistake. Any subsequent 
adjustment made to the Charges shall be reconciled in the next invoice issued by 
the Contractor. For the avoidance of doubt, any adjustment, for example a 
supplementary invoice or credit note, should be provided separately from any 
invoice or documentation relating to a subsequent SMP. 

mailto:SDD.SERVICECOSTMGT@DWP.GSI.GOV
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16.15 In respect of each SMP, the Contractor shall submit to the Customer Authority a 
report providing details of all invoices raised by the Contractor in that SMP. 

17. PAYMENT TERMS 

17.1 Subject to the provisions of Paragraph 16 above, the Customer Authority shall 
make payment to the Contractor within thirty (30) days of receipt of a valid invoice 
by the Customer Authority at its nominated address for invoices.  Without 
prejudice to Clause 45.20 (Termination by the Contractor), if the Customer 
Authority believes that it shall be unable to make payment in accordance with this 
Paragraph 17 it shall notify the Contractor in writing and keep the Contractor 
informed of when payment shall be made.



 

 

Appendix 1 

Service Measurement Period (SMP) Calendar 

 
SMP Month Start End Weeks Start End Weeks Start End Weeks Start End Weeks Start End Weeks 

1 April 12 Mar 2012 08 Apr 2012 4 11 Mar 2013 07 Apr 2013 4 10 Mar 2014 06 Apr 2014 4 16 Mar 2015 12 Apr 2015 4 14 Mar 2016 10 Apr 2016 4 
2 May 09 Apr 2012 06 May 2012 4 08 Apr 2013 05 May 2013 4 07 Apr 2014 11 May 2014 5 13 Apr 2015 10 May 2015 4 11 Apr 2016 08 May 2016 4 
3 June 07 May 2012 10 Jun 2012 5 06 May 2013 09 Jun 2013 5 12 May 2014 15 Jun 2014 5 11 May 2015 14 Jun 2015 5 09 May 2016 12 Jun 2016 5 
4 July 11 Jun 2012 08 Jul 2012 4 10 Jun 2013 07 Jul 2013 4 16 Jun 2014 13 Jul 2014 4 15 Jun 2015 12 Jul 2015 4 13 Jun 2016 10 Jul 2016 4 
5 August 09 Jul 2012 05 Aug 2012 4 08 Jul 2013 04 Aug 2013 4 14 Jul 2014 10 Aug 2014 4 13 Jul 2015 09 Aug 2015 4 11 Jul 2016 07 Aug 2016 4 
6 September 06 Aug 2012 09 Sep 2012 5 05 Aug 2013 08 Sep 2013 5 11 Aug 2014 14 Sep 2014 5 10 Aug 2015 13 Sep 2015 5 08 Aug 2016 11 Sep 2016 5 
7 October 10 Sep 2012 07 Oct 2012 4 09 Sep 2013 06 Oct 2013 4 15 Sep 2014 12 Oct 2014 4 14 Sep 2015 11 Oct 2015 4 12 Sep 2016 09 Oct 2016 4 
8 November 08 Oct 2012 04 Nov 2012 4 07 Oct 2013 03 Nov 2013 4 13 Oct 2014 09 Nov 2014 4 12 Oct 2015 08 Nov 2015 4 10 Oct 2016 06 Nov 2016 4 
9 December 05 Nov 2012 09 Dec 2012 5 04 Nov 2013 08 Dec 2013 5 10 Nov 2014 14 Dec 2014 5 09 Nov 2015 13 Dec 2015 5 07 Nov 2016 11 Dec 2016 5 
10 January 10 Dec 2012 06 Jan 2013 4 09 Dec 2013 05 Jan 2014 4 15 Dec 2014 11 Jan 2015 4 14 Dec 2015 10 Jan 2016 4 12 Dec 2016 08 Jan 2017 4 
11 February 07 Jan 2013 03 Feb 2013 4 06 Jan 2014 02 Feb 2014 4 12 Jan 2015 08 Feb 2015 4 11 Jan 2016 07 Feb 2016 4 09 Jan 2017 05 Feb 2017 4 
12 March 04 Feb 2013 10 Mar 2013 5 03 Feb 2014 09 Mar 2014 5 09 Feb 2015 15 Mar 2015 5 08 Feb 2016 13 Mar 2016 5 06 Feb 2017 12 Mar 2017 5 

SMP Month Start End Weeks Start End Weeks Start End Weeks Start End Weeks Start End Weeks 
1 April 13 Mar 2017 09 Apr 2017 4 12 Mar 2018 08 Apr 2018 4 11 Mar 2019 07 Apr 2019 4 16 Mar 2020 12 Apr 2020 4 15 Mar 2021 11 Apr 2021 4 
2 May 10 Apr 2017 07 May 2017 4 09 Apr 2018 06 May 2018 4 08 Apr 2019 12 May 2019 5 13 Apr 2020 10 May 2020 4 12 Apr 2021 09 May 2021 4 
3 June 08 May 2017 11 Jun 2017 5 07 May 2018 10 Jun 2018 5 13 May 2019 16 Jun 2019 5 11 May 2020 14 Jun 2020 5 10 May 2021 13 Jun 2021 5 
4 July 12 Jun 2017 09 Jul 2017 4 11 Jun 2018 08 Jul 2018 4 17 Jun 2019 14 Jul 2019 4 15 Jun 2020 12 Jul 2020 4 14 Jun 2021 11 Jul 2021 4 
5 August 10 Jul 2017 06 Aug 2017 4 09 Jul 2018 05 Aug 2018 4 15 Jul 2019 11 Aug 2019 4 13 Jul 2020 09 Aug 2020 4 12 Jul 2021 08 Aug 2021 4 
6 September 07 Aug 2017 10 Sep 2017 5 06 Aug 2018 09 Sep 2018 5 12 Aug 2019 15 Sep 2019 5 10 Aug 2020 13 Sep 2020 5 09 Aug 2021 12 Sep 2021 5 
7 October 11 Sep 2017 08 Oct 2017 4 10 Sep 2018 07 Oct 2018 4 16 Sep 2019 13 Oct 2019 4 14 Sep 2020 11 Oct 2020 4 13 Sep 2021 10 Oct 2021 4 
8 November 09 Oct 2017 05 Nov 2017 4 08 Oct 2018 04 Nov 2018 4 14 Oct 2019 10 Nov 2019 4 12 Oct 2020 08 Nov 2020 4 11 Oct 2021 07 Nov 2021 4 
9 December 06 Nov 2017 10 Dec 2017 5 05 Nov 2018 09 Dec 2018 5 11 Nov 2019 15 Dec 2019 5 09 Nov 2020 13 Dec 2020 5 08 Nov 2021 12 Dec 2021 5 
10 January 11 Dec 2017 07 Jan 2018 4 10 Dec 2018 06 Jan 2019 4 16 Dec 2019 12 Jan 2020 4 14 Dec 2020 10 Jan 2021 4 13 Dec 2021 09 Jan 2022 4 
11 February 08 Jan 2018 04 Feb 2018 4 07 Jan 2019 03 Feb 2019 4 13 Jan 2020 09 Feb 2020 4 11 Jan 2021 07 Feb 2021 4 10 Jan 2022 06 Feb 2022 4 
12 March 05 Feb 2018 11 Mar 2018 5 04 Feb 2019 10 Mar 2019 5 10 Feb 2020 15 Mar 2020 5 08 Feb 2021 14 Mar 2021 5 07 Feb 2022 13 Mar 2022 5 

Financial Year 2016/17 

Financial Year 2017/18 Financial Year 2018/19 Financial Year 2019/20 Financial Year 2020/21 Financial Year 2021/22 

Financial Year 2012/13 Financial Year 2013/14 Financial Year 2014/15 Financial Year 2015/16 

    
  

  
  

  
  

  
  

  
  

 



 

 

Appendix 2 

Service Charges based on Resource Units 

Table 1: Contact Centre Services 

Redacted 

 



 

 

Table 2: Call Charges 

Table Redacted  
 

 



 

 

Table 3: Integration services 

Table Redacted 

Table 4: Legacy Device Decommissioning 

Table Redacted 

Table 5: Turret and Hard Telephony Devices and other Catalogue Items 

Table Redacted 



 

 

Appendix 3 

Manday Rates 

Table Redacted



 

 

 

 

* The table below provides a summary description of the minimum skills, experience and qualifications that Contractor Personnel are expected 

to have within each grade type for the purpose of calculating the applicable Manday Rate. 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

Programme 
Manager / Director 

 

Managing delivery 
of large-scale 
projects / business 
solutions. 

Projects involve a 
large number of 
dependent 
variables, large-
scale resources and 
have large-scale 
risk. 

Several very large 
projects to deliver 
agreed business 
benefits to client 
companies or own 
business area. 
Typically scoping of 
the proposition, 
winning support for 
implementation 
strategy across 
client and own 

Demonstrable, clear and 
immediate capability to 
manage most complex 
projects in ever changing 
environments. 

Balancing technical, 
organisational, logistic 
and commercial 
complexity. 

Bespoke solution has new 
elements, new suppliers 
to be selected. 

Fully client 
visible - proven 
good customer 
management 
skills, ability to 
build medium 
term 
relationships at 
all levels. 

Not necessarily 
building 
relationships at 
board level but 
expected to 
where 
appropriate. 

Aligning delivery 
with client’s 
business 
objectives but 
not defining 

Extensive 
delivery team 
leadership, (role 
model). 

Expected to 
guide and mentor 
Senior Project 
Managers (SPM) 
and oversee 
delivery of all 
projects 
undertaken by 
SPMs. 

Working typically 
at board level, 
more likely IT 
Director level 
one-to-one in a 
major multi-
national 
company.  Seen 
by that company 
as the single 

Strategic impact 
to client. 

Project contains 
new technical / 
commercial 
elements. 

Individual would 
have an impact 
not at the pan-
Contractor level 
but at line of 
business level. 
Individual would 
some influence 
on the 
implementation 
of strategies. 

Recognised expert in 
project  

delivery outside 
Contractor. 

Experience of major 
delivery related to the 
domain e.g. IT. 

Prince Practitioner, 
Membership of APM, 
IPM or similar 
organisation with strong 
project management 
credentials. 

Degree or MBA, or 
equivalent. 

Experience of creation 
and presentation of 
complex project plans 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

organisation and 
ownership of all 
elements to deliver 
the benefit. 

Relationships will be 
longer term and 
partnership based. 

 

agreeing. 

 

authoritative face 
of Contractor for 
the delivery of a 
determined 
business benefit.  
Team builder at a 
more formal level, 
working across 
disciplines and 
interest groups. 

Comfortable 
where the desired 
outcome is 
understood but 
the route to get 
there is less 
certain. 

to win client confidence. 

Innovates early in the 
cycle to avoid rather 
than solve problems. 

 

Senior Project 
Manager  

Delivery of medium 
to large-scale 
projects. 

Potentially 
responsible for a 
number of varied 
business benefits 
across a contract. 

Relationships 
medium term and 
professionally based 
– e.g. typically 
involved for the 

Clear demonstrable and 
immediate ability to 
manage project of 
medium to high 
complexity. 

Ability to manage in a 
complex changing 
environment. 

Solution has new 
elements and may be 
totally bespoke - new 
suppliers are likely to be 

Fully client 
visible - proven 
good customer 
management 
skills, ability to 
build medium 
term 
relationships / 
not at company 
board level. 

Occasionally 
working at board 
level, but only to 
deliver 

Expected to 
mentor and guide 
Project Manager 
(PM) 4 (may lead 
on portfolio of 
projects). 

Strategic impact 
to client. 

Project contains 
some new 
technical / 
commercial 
elements. 

Individual would 
have an impact 
typically sub line 
of business level 
typically at the 

Some experience of 
large-scale delivery 
related to the domain 
e.g. IT. 

Prince Practitioner, 
Membership of APM, 
IPM or similar. 6 Sigma. 

Typically experience of 
creation of complex 
plans and management 
of teams to deliver 
against them. 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

duration of 
deliverable / project. 

Could be delivering 
a small portfolio of 
projects i.e. could 
have several large 
projects to deliver 
against understood 
and agreed criteria. 

Projects involve a 
number of 
dependent 
variables, medium 
scale resources and 
have medium risk. 

selected and managed. presentations, in 
large national 
companies.  
More often 
working with 
client 
Programme 
Boards, IT or 
communications 
managers. 

Skilled in 
creation of larger 
teams, cross 
discipline and 
multi supplier. 

Comfortable with 
ownership of key 
client 
relationship 
during 
implementation 
phase. 

solutions level. 

 

Innovates to resolve 
major problems and 
has a record of getting 
buy-in to radical 
solutions. 

 

Project Manager  Delivery of medium 
scale projects. 

Where it would be 
deemed that a 
higher level PM is 
required due to the 
higher risk. 

Demonstrable experience 
and capability to manage 
projects of medium 
complexity. 

Accountability for project. 

Solution may have new 
elements but unless 

Fully client 
visible 

Proven ability to 
apply customer 
management 
skills. 

Growing ability 

Co-ordinates and 
leads on all 
elements of. 

Typically working 
to 
Communications 
or IT director 
outside of a 

 Prince Practitioner, 
APMP, or ITIL 
qualification, Risk 
Management 
Qualification, 6 Sigma. 

Experience of medium 
scale delivery related to 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

Impact at sector 
level, failure to 
deliver likely to lead 
to high degree of 
client dissatisfaction. 

Responsibility for 
defined business 
benefit. 

Relationships 
medium term and 
supplier based. 

 

exceptional unlikely to be 
totally bespoke, new 
suppliers may have to be 
selected and managed. 

 

to build and 
develop 
customer 
relationships at 
a senior level 
but often at peer 
level. 

 

Boardroom 
environment.  
Generally seen 
as a key supplier 
in delivery of a 
client or internal 
business benefit. 

Could lead a 
team on a 
portfolio of 
projects. 

Prefers to use 
recognised 
methods and 
processes. 

the domain e.g. IT.  

Has typically worked on 
a range of projects with 
different complexities, 
technologies, lengths 
and client relationships. 

Good all rounder with 
experience of delivering 
to clients directly and 
significant product to 
major programmes.  
Record of innovating to 
resolve problems. 

 

Service/ Task 
Project Delivery 
Manager  

Desk based role. 

Delivery of small or 
medium scale tasks 
within larger scale 
projects. 

Responsibility for a 
well defined existing 
contractual service 
line. 

Responsible for 
financials for own 
task, ownership of 

Demonstrable experience 
and capability to manage 
low risk project tasks – the 
technical solution will be 
well defined. 

Not fully accountable. 

Client visibility 
predominately at 
peer level. 

Developing 
ability to engage 
and inspire 
clients. 

 

Co-ordinates and 
leads primarily on 
a particular task 
within a larger 
project or delivers 
well defined 
existing small 
scale contractual 
services. 

Operates in a 
learning context 
with guidance but 
requires minimal 
supervision. 

Business as 
usual change 
impact to the 
client.   

Commercial 
awareness of 
the client’s 
business 
drivers. 

Impact at 
business unit 
level. 

Prince Foundation  

Limited experience of 
small-scale delivery 
related to the contract 
and Schedule 2.1 
(Services Description) 
services. 

Typically has 
experience of owning a 
few smaller projects 
over a number of years.   

Good record of 
delivering against pre-



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

project suppliers. 

Relationships short 
term and supplier-
based and typically 
reporting to an 
overall project 
manager. 

Could act as a 
mentor for a 
project leader. 

Works best 
where outcomes 
and methods are 
agreed and 
understood by 
both sides. 

 determined 
requirements, within 
contractual timescales. 

Business 
Consultant/Analyst-
Senior  

Input into 
requirements 
capture using tools 
techniques e.g. 
Waterfall, RAD, OO. 

 

Ability to 
document/define 
solutions to relevant 
methodology 
standards and 
experience of a 
range of CASE 
tools. 

Experience of 
estimating. 

Experienced in 
modelling/analysis/design 
techniques covering data, 
process, event, 
requirements and testing. 

Will have 
worked with 
customers and 
been involved in 
building and 
maintaining 
customer 
relationships. 

Provides a role 
for prospective 
and less 
experienced 
business analysts 
and acts as a skill 
mentor. 

Will be able to 
demonstrate to 
clients sufficient 
understanding to 
gain technical 
credibility. 

Has active 
qualifications / 
accreditations in more 
than one design 
method (e.g. SSADM, 
DSDM, BCS). 

 

Technical 
Specialist / 

Owns, designs e.g. 
documentation, 
diagrams, software 

Ability to solve pre defined 
problems, ability to work 
on segmented problems 

Can present 
complex 
technical 

Works as part of 
an integrated 

Ability to take 
the role of 
technical 

Will be sought out by 
projects and will have 
supplied consultancy 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

Designer  & hardware 
components and 
management of 
change control. 

 

and to produce designs 
for components or sub 
sets of larger solutions. 

solution or issue 
to senior 
customer 
representatives. 

 

 

team. authority with 
customer. 

on specialist subject 

Will be able to 
demonstrate the 
presentation of 
alternative solutions for 
major project with 
justification for each 
approach. 

Technical Team 
Leader  

Specialist 
technician/technical 
manager owning 
delivery cycle 
against pre-defined 
specifications 
through 
management of 
integrated 
technical/business 
team. 

Can cope successfully 
with conflicting priorities 
and concurrent tasks. 

Has been 
involved in 
determining 
customer 
requirements. 

Ability to allocate 
work for other 
team members 
and taken 
responsibility for 
ensuring it is 
correctly 
performed. 

Responsible for 
providing hands-
on training for 
new recruits. 

Will be able to 
articulate an 
understanding of 
client’s 
relationship with 
the business. 

Will have a proven 
ability in the 
implementation of 
complex network / 
communications / 
hardware build / 
application solution. 

Will have shown an 
ability to integrate 
disparate products over 
a number of platforms 
and solutions and 
resolve integration 
issues with suppliers / 
designers. 

Technical 
Implementer  

Specialist technician 
operating as part of 
the analysis / 
delivery team. 

Can manage own time 
and workload. 

Can grasp and apply new 
concepts quickly. 

Has the ability to 
liaise with 
customer over 
simple issues. 

Can convey 
guidance where 
appropriate to 
those less 
experienced. 

Can 
demonstrate an 
understanding of 
own business 
area to others. 

Will be able to 
demonstrate an ability 
to make configuration 
changes through the 
use of established 
company tools and 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

systems. 

Service Manager – 
ITIL Function 
owner, Team 
Manager  

 

Management of ITIL 
function in Service 
Organisation. 

Potentially 
responsible for a 
number of varied 
business benefits 
across a contract. 

Relationships 
medium term and 
professionally based 
– e.g. typically 
involved for the 
duration of 
deliverable / project. 

 

 

Clear demonstrable and 
immediate ability to 
manage ITIL function (e.g. 
Problem) within Service 
organisation.  

Ability to manage in a 
complex changing 
environment. 

 

 

Fully client 
visible - proven 
good customer 
management 
skills, ability to 
build medium 
term 
relationships 
with 
counterparts in 
Customer 
Authority and 
other towers.  

Able to deliver 
presentations at 
board level. 
More often 
working with 
client 
Programme 
Boards, IT or 
communications 
managers. 

Comfortable with 
ownership of key 
client 
relationship 
within specific 
ITIL function. 

Expected to 
mentor and guide 
Service Manager 
(SM) 2 and 3s.  

Typically has 
overall 
responsibility for 
an ITIL area and 
responsibility for 
maintaining 
service 
standards/levels 
and contractual 
obligations. 

A higher level of 
commercial 
awareness and 
sensitivity than 
those at SM2 & 
3. 

Some experience of 
large-scale delivery 
related to the domain 
e.g. IT. 

Prince Practitioner, 
APMP, or ITIL 
qualification, Risk 
Management 
Qualification, 6 Sigma. 

Typically experience of 
creation of complex 
plans and management 
of teams to deliver 
against them. 

Innovates to resolve 
major problems and 
has a record of getting 
buy-in to radical 
solutions. 

 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

Service 
Management 
Technician  

 

Team Member 
within a defined ITIL 
function (e.g. 
Change team) 

Responsibility for 
one or more 
deliverables, and for 
meeting workload 
SLAs for that 
function. 

Relationships short 
term and supplier or 
tower based. 

Solution and workload 
would already be largely 
proven and main suppliers 
would have been 
previously used. 

Capable of prioritising 
own workload to pre 
determined processes 
and procedures. 

Will follow pre-determined 
procedures while working 
independently. 

Client visibility 
predominately at 
peer level. 

Developing 
ability to engage 
with clients and 
other towers. 

Will establish 
good 
relationships 
with customers. 

Can handle 
simple queries 
(where 
information is 
readily available 
within team) and 
more complex 
customer 
queries through 
to a satisfactory 
conclusion. 

Operates in a 
learning context 
with guidance but 
requires minimal 
supervision. 

Ability to inspire 
confidence in 
clients or other 
towers at a peer 
level. 

Works best 
where outcomes 
and methods are 
agreed and 
understood by 
both sides. 

Awareness of 
the client’s 
business drivers 
and SLAs. 

Can 
demonstrate an 
understanding of 
own business 
area to others. 

 

Working towards Prince 
or ITIL Foundation 
(possibly practitioner), 6 
Sigma / APMP, 
Presentations Skills. 

Will have shown an 
ability to undertake a 
variety of tasks often for 
a number of different 
people within own 
team. 

Will be able to 
anticipate risks of 
designated tasks and 
put plans in place to 
ensure such risks are 
minimised. 

 

 

Expert Technical 
Support /Team 
Leader  

Specialist 
technician/technical 
manager owning 
specific area or 
function within a 
strand of support. 
(e.g. Gateways etc.) 

Can cope successfully 
with conflicting priorities 
and concurrent tasks. 

Has been 
involved in 
determining 
evaluating, 
understanding 
and 
implementing 
customer 

Ability to allocate 
work to other 
team members 
and take 
responsibility for 
ensuring it is 
correctly 

Will be able to 
articulate an 
understanding of 
client’s 
relationship with 
the business 
and support 

Will have a proven 
ability in the 
implementation and 
support of complex 
network / 
communications / 
hardware build / 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

requirements 
from a support 
team 
perspective. 

performed. 

Responsible for 
providing hands 
on training for 
new recruits. 

service. application solution. 

Will have shown an 
ability to integrate 
disparate products over 
a number of platforms 
and solutions and 
resolve integration 
issues with suppliers / 
designers. 

Technical Support 
Technician  

Specialist Support 
technician operating 
as part of the 
analysis / delivery 
team. 

Can manage own time 
and workload. 

Can grasp and apply new 
concepts quickly. 

 

Has the ability to 
liaise with 
customer over 
simple issues. 

Can convey 
guidance where 
appropriate to 
those less 
experienced. 

Can 
demonstrate an 
understanding of 
own business 
area to others. 

Will be able to 
demonstrate an ability 
to make configuration 
changes through the 
use of established 
Company tools and 
systems. 

Administrator  Provision of 
administrative 
support to sales, 
technical and 
commercial delivery 
teams. 

Ability to analyse and 
redefine processes and 
procedures. 

Ability to produce 
reasoned document in 
support of a business or 
personal requirement (e.g. 
requirement for additional 
equipment, resource, 
training etc) 

Expected to 
represent own 
area at customer 
meetings. 

 
Good customer 
relations and an 
understanding of 
customer 
business. 

Able to organise 
and prioritise own 
and others 
workload, ability 
to multi task. 

Will be able to 
articulate an 
understanding of 
client’s 
relationship with 
the business. 

Will have demonstrated 
an ability to enhance 
existing procedures / 
processes. 

 
Will have shown an 
ability to manage a 
variety of tasks many of 
which require 
networking across the 
business to complete. 

Floorwalker At a Customer 
Authority Site, act as 

Can cope successfully 
with conflicting priorities 

Has the ability to 
liaise with 

Takes ownership 
of User issues 

Has awareness 
of the client’s 

Has undertaken training 
to operate the Services 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

advisor to 
colleagues as they 
become familiar with 
the Services, and to 
resolve minor 
issues. 

Owns, captures and 
coordinates more 
complex incidents 
the Contractor 
Incident Migration 
Team. 

Provide support 
where required with 
elearning. 

Where required, 
issue of IPCC user 
IDs and passwords 
and help Contact 
Centre Agents, 
Team Leaders etc. 
through initial log on 
and changing 
default password. 

Support 
communications on 
site, where required. 

and concurrent tasks. 

Is familiar Services 
provided by the 
Contractor, including 
Agent Services, 
Workforce Management, 
MIS Reporting and Voice 
Recording QM, Voice 
Recording Download and 
co-existence setup with 
Services of the Outgoing 
Service Provider. 

 

customer over 
simple issues. 

Has effective 
customer 
interaction skills 
to handle 
common User 
behaviours 
during 
Transition. 

 

and incidents. 

Able to organise 
and prioritise own 
workload, ability 
to multi task. 

business drivers 
and SLAs. 

Understands 
how the Users 
commonly use 
the Services. 

in an Agent Supervisor 
and Team Leader roles 
including understanding 
how they are used 
within the Customer 
Authority environment. 

Understands how to 
use the Services of the 
Outgoing Provider, 
through spending time 
with Customer Authority 
agents, supervisors and 
team leaders.  

 

Coach A coordinator who 
ensures Users 

Can manage own time Effective 
customer 

Takes ownership 
of User issues 

Can 
demonstrate an 

Understands the 
Contractor Training 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

complete scheduled 
training. 

Addresses any 
issues with training, 
including elearning, 
class room and 
virtual classroom. 

and workload. 

Can coordinate training 
teams and Users. 

interaction skills 
to handle 
common User 
behaviours 
during 
Transition. 

Good customer 
relations and an 
understanding of 
customer 
business. 

and incidents. 

Able to organise 
and prioritise own 
workload, ability 
to multi task. 

understanding of 
own business 
area to others. 

offerings and tracks 
including which apply 
subject to User needs. 

On Site (Customer 
Authority Site) 
Trainer 

Provides training at 
a Customer 
Authority site, for 
one or more 
services. (Note: 
training off site  is at 
the same rate but 
subject to 
Reimbursable 
Expenses) 

Training requested 
may either be role 
based or technology 
service based. 

Adapts training 
content and delivery 
to reflect the 
Services used by 
the Customer 

Has a strong sense of 
purpose and high 
standards with respect to 
train. 

Typically knows more 
about the subject than the 
delegates. 

 

Good customer 
relations and an 
understanding of 
customer 
business. 

Adapts style to 
suit the needs of 
the training 
class. 

Proven 
experience in 
leading and 
managing training 
classes. 

Strong facilitation 
skills. 

Awareness of 
the client’s 
business 
drivers. 

Can 
demonstrate an 
understanding of 
the Customer 
Authority contact 
centre operating 
model. 

 

Holds the relevant 
product training 
qualifications relevant 
to the training being 
provided. 

Proven track record in 
delivering training. 

Has understanding of 
Contact Centre 
operating 
environments. 

Familiar with how the 
Customer Authority 
services are generally 
deployed and setup. 

 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

Authority including 
how they are 
generally deployed 
and setup. 

On Line, Tutor Led 
Trainer 

Provides training 
accessible remotely 
from a Customer 
Authority site, for 
one or more 
services. 

Training requested 
may either be role 
based or technology 
service based. 

 

 

Has a strong sense of 
purpose and high 
standards with respect to 
train. 

Typically knows more 
about the subject than the 
delegates. 

 

Good customer 
relations and an 
understanding of 
customer 
business. 

Adapts style to 
suit the needs of 
the training class 
and delegates. 

Proven 
experience in 
leading and 
managing training 
classes. 

Strong facilitation 
skills. 

Awareness of 
the client’s 
business 
drivers. 

Can 
demonstrate an 
understanding of 
the Customer 
Authority contact 
centre operating 
model. 

 

Holds the relevant 
product training 
qualifications relevant 
to the training being 
provided. 

Proven track record in 
delivering training. 

Has understanding of 
Contact Centre 
operating 
environments. 

Off Site (Contractor 
Site) Classroom 
Trainer 

Provides training at 
a Contractor site, for 
one or more 
services. 

Training requested 
may be either role 
based or technology 
service based. 

Adapts training 
content and delivery 
to reflect the 

Has a strong sense of 
purpose and high 
standards with respect to 
train. 

Typically knows more 
about the subject than the 
delegates. 

 

Good customer 
relations and an 
understanding of 
customer 
business. 

Adapts style to 
suit the needs of 
the training 
class. 

Proven 
experience in 
leading and 
managing training 
classes. 

Strong facilitation 
skills. 

Awareness of 
the client’s 
business 
drivers. 

Can 
demonstrate an 
understanding of 
the Customer 
Authority contact 
centre operating 
model. 

Holds the relevant 
product training 
qualifications relevant 
to the training being 
provided. 

Proven track record in 
delivering training. 

Has understanding of 
Contact Centre 
operating 



 

 

Grade Project Definition Complexity/ 
Ambiguity 

Client 
Relationship 

Leadership Business 
Impact 

Accreditation/Domain 
Experience 

Services used by 
the Customer 
Authority including 
how they are 
generally deployed 
and setup. 

 environments. 

Familiar with how the 
Customer Authority 
services are generally 
deployed and setup. 

 

 

 


