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This Schedule 4.3 (Outline Take-On Plan) sets out the Outline Take-On Plan applicable to Take-On.

OUTLINE TAKE-ON PLAN

Milestone

Service Provider Deliverables

Milestone
Date from
the Effective
Date

Customer Authority Responsibilities

Outline Take-On
Plan Milestone
Dependencies

Other Dependencies
on the Customer
Authority, Other PSN
Providers

PROJECT MANAGEMENT
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-P1 Take-On Detailed Implementation Plan 43 Working | work with Contractor to develop Take- None None
developed in accordance with Call-Off Days On Detailed Implementation Plan.

Agreement Terms and Conditions
Section B, Schedule 4.1
(Implementation Plan) and Schedule 4.5
(Take-On and Transition Description).

The Take-On Detailed Implementation
Plan shall also set out Milestone Dates
for following Milestones in this Schedule
(Outline Take-On Plan):

e CC-P2
e CC-P2A
e CC-P3
e CC-P3A
e CC-S3
e CC-S4
e CC-S5
e CC-SB
e CC-S7
e CC-S8

Sign off Take-On
Implementation Plan.

Detailed
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-P2 Take-On Test Strategy developed in | 33 Working | work with Contractor to agree scope None None
accordance with Schedule 4.2 (Testing Days and content of Test Strategy.
Procedure;_) and Sch_eo_lule 4.5 (Take-On Sign-off Test Strategy against
and Transition Description). oo
acceptance criteria agreed and
approved by the Customer Authority.
CC-P2A Agree with the Customer Authority the | 20 Working | praft the Test Success Criteria. CC-P2 None
Take-On Test Success Criteria in | Days prior to
accordance with Schedule 4.2 (Testing | the start of
Procedures). relevant
Testing.
CC-P2B Agree with the Customer Authority the | 20 Working | praft the Test Issue criteria to classify CC-P2 None
Take-On criteria to classify priorities of | Days priorto | priorities and severity levels of Test
Test Issue and severity levels that shall | the startof | sgye.
apply to constitute a Material Test Issue relevant
in accordance with Schedule 4.2 Testing
(Testing Procedures).
CC-P3 Take-On Test Plans developed in | Minimum 15 | \work with Contractor to agree scope CC-P2 None
accordance with Schedule 4.2 (Testing Working and content of Test Plans. CC-P2A
Procedures) and Schedule 4.5 (Take-On | Days prior to Sian.- .
the start of gn-off Test Plans against acceptance CC-P2B

and Transition Description).

relevant
Testing.

criteria agreed and approved by the
Customer Authority.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-P3A Test Specifications for Take-On in | Minimumof | sign off of Test Specification. CC-P3 None
accordance with Schedule 4.2 (Testing | 10 Working
Procedures) and Schedule 4.5 (Take-On | Days prior to
and Transition Description). the start of
relevant
Testing
CC-P3B Test Environment available for use by | 113 Working | sign off of the Test Environment test CC-P3A None
the Customer Authority. Days results.
CC-P3C Agree code of connection principles for 113 Working Agree code of connection principles for None None
the integration of Services. Days the integration of Services.
CC-P4 Platform Build Complete*. 148 Working | sign-off that all Contractor Take-On | All Milestones set None
Days activities are Achieved. out in this Schedule
Sign-off of the Platform build test 43 (Outllne.Take-
On Plan), with the
results. .
exception of CC-
T6, CC-P4, CC-
P4A and CC-P5.
CC-P4A Contractor completion of platform | 203 Working | sjgn-off that all Contractor accept into CC-P4 None
acceptance into service. Days service activities are Achieved.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-P5 Customer Authority Take-On sign-off. 203 Working | Final sign-off that all Take-On Plan CC-P4A Completion of
Days Milestones have been Achieved. successful Testing in
Issue Authority to Proceed confirming Zczo:;nla:nc;;IV|tTf1 i
all Take-On Plan Milestones have PC € du € 4.2 (Testing
been Achieved and consequently the rocedures).
Commencement Date has been
reached.
BUSINESS AS USUAL
CC-B1 Finalise plans with the Customer 83 Working | Work with Contractor and Outgoing None None
Authority and Outgoing Service Provider Days Service Provider to identify any In-

to identify and secure the proper
conduct of any In-Flight Projects and a
process for managing Project Requests,
Special Service Requests or Service
Requests during Transition.

Flight Projects within 10 Working Days
of the Effective Date .Conclude Project
Requests, Special Service Requests or
Service Requests as applicable to
commission any work required from
the Contractor.

Agree process with Contractor and
Outgoing Service Provider to manage
Project Requests, Special Service
Requests or Service Requests during
Transition.

..................................................................................................................................................................................................................................................................................................... PAGE 6 OF 21




DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION —
FOR INFORMATION PURPOSES ONLY

CONTACT CENTRE SERVICES — SCHEDULE 4.3 OUTLINE TAKE-ON PLAN v4.8

Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-B2 Draft Call-Off Operating Manual 63 Working | Work with Contractor to agree scope None None
developed in accordance with Clause Days and content of Call-Off Operating
9.14 of this Call-Off Contract. Manual.
Sign-off Call-Off Operating Manual
against acceptance criteria agreed and
approved by the Customer Authority.
CC-B3 Security Plan developed in accordance 63 Working | Sign-off Security Plan against None None
with Schedule 2.2 (Security Days acceptance criteria agreed and
Requirements and Plan). approved by the Customer Authority.
CC-B4 Contractor's ITSC Plan developed in 63 Working | Sign-off ITSC Plan against acceptance None None
accordance with Schedule 6.5 (IT Days criteria agreed and approved by the
Service Continuity and Disaster Customer Authority.
Recovery Provisions).
CC-B5 Draft Disaster Recovery Plan developed 63 Working | Work with Contractor to agree scope None None
in accordance with Schedule 6.5 (IT Days and content of draft Disaster Recovery

Service Continuity and Disaster
Recovery Provisions).

Plan.

Sign-off draft Disaster Recovery Plan
against acceptance criteria agreed and
approved by the Customer Authority.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-B6 Draft Exit Plan developed in accordance 63 Working | Work with Contractor to develop None None
with Schedule 6.4 (Exit Management). Days content of Exit Plan using the template
in Schedule 6.4 (Exit Management).
Sign-off Exit Plan against acceptance
criteria agreed and approved by the
Customer Authority.
CC-B7 Independent certification of the ISMS to 63 Working | Work with the Contractor as required CCT-B3 None
ISO/IEC 27001 in accordance with Days to achieve certification of the ISMS to

Schedule 2.2 (Security Requirements
and Plan).

ISO/IEC 27001 in accordance with
Schedule 2.2 (Security Requirements
and Plan).
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
FINANCE AND COMMERCIAL
CC-F1 Site Matrix developed in accordance 63 Working | Provide up-to-date Site list and None None
with Clause 9.14 of this Call-Off Days template Site Matrix within 10 Working
Contract. Days of the Effective Date.
CC-F2 Registers and Contractor CMDB 83 Working | Work with Contractor to agree CMDB None None
developed in accordance with Schedule Days Configuration Items format and
6.6 (Records Provisions). assurance processes for ensuring
integrity of data for initial build and
subsequent updates.
CC-F3 Draft pro-forma invoice(s) developed in 83 Working | Work with Contractor to develop pro- None None
accordance with Schedule 5.1 (Charges Days forma invoice(s) for all Resource Units.
and Invoicing).
CC-F4 RTPi Catalogue developed in 83 Working | Facilitate with the SIAM Service Tower None None
accordance with Schedule 6.10 Days Provider.

(Customer Authority Standards and
Policies) and Schedule 6.11 (Service
Requests, Projects and Delivery
Support)
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SOCR (SIAM operational change
request) process.

Provide information of process specific
activities and templates / pro-formas.
Invite Contractor to observe at key
process events.

Provide details / examples of required
Management Information standards /
reporting requirements (content and
frequency).

Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
SERVICE INTEGRATION AND MANAGEMENT
CC-s1 Overall awareness and engagement 43 Working | Provide SIAM Policies and Procedures None None
Days to Contractor process lead.
Schedule high level walkthrough with
Contractor.
Hold high level process walk-through
and requirements confirmation
including presentation of the SIAM
Services framework and compliance
process.
CC-S2 Detailed process understanding 43 Working | Deliver presentation of SIAM Services CC-s1 None
Days framework, compliance process and
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-S3 Create a Controlled Document for Billing | 30 Working | Work with Contractor to develop None None
Management Information Reports in Days before | Controlled Document that describes
accordance with Schedule 6.6 (Records the CC-P4 | the process by which Billing
Provisions) and Schedule 6.10 Milestone Management Information Reports are
(Customer Authority Standards and Date. provided.
Policies). Sign-off Controlled Document.
CC-s4 Draft pro-forma Management 30 Working | Work with Contractor to develop None None
Information reports developed in Days before | Management Information reports for all
accordance with Schedule 6.6 (Records the CC-P4 reports set out in Schedule 6.6
Provisions). Milestone (Records Provisions).
Date. Sign-off pro-forma Management

Information reports against agreed
acceptance criteria.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-S5 Tooling overview 100 Working | schedule overview of process specific None None
Days before | tooling.
the CC-P4 | Hold overview of process specific
Milestone | tooling.
Date. Provide tooling and data feed interface

requirements, to include some or all of
the following:

Service Desk to Service Desk
(Incident, Problem, Change,
Service Requests, knowledge etc);
Security events feed,;

Event feed;

Orchestration instructions and
feedback;

Performance and Availability data
feed,;

Asset and configuration data feed;
Releases for software distribution
and patch management;
Electronic invoices;

Vulnerability scanning allowing the
Customer Authority to remotely
scan devices.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-S6 Implement Customer Authority SIAM 10 Working | Customer Authority-supplied laptops to CC-S5 None
tooling requirements, as agreed with the | Days before | enable supplier access to SIAM tooling
Customer Authority, including: the CC-P4 | (e.g. DWNG (Digital Workflow Next
e Use of the Customer Authority Milestone | Generation).
Date.

Service Desk tool, (used for
incident, problem, change and
knowledge management, as
well as service requests, and
maintenance of a service
catalogue);

¢ An automated feed for filtered
events into the Customer
Authority event management
tool;

e An automated feed into SIAM
for performance and availability
management information;

e An automated interface into the
SIAM Configuration
Management tool; and

e An electronic feed for billing
information into the Customer
Authority.

................................................................................................................................................................................................................................................................................................... PAGE 13 OF 21




DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION —
FOR INFORMATION PURPOSES ONLY

CONTACT CENTRE SERVICES — SCHEDULE 4.3 OUTLINE TAKE-ON PLAN v4.8

Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-S7 Development of Contractor service 40 Working | SIAM Service Tower Provider to work None None
management processes to integrate with | Days before | with Contractor to develop service
the SIAM Policies and Procedures the CC-P4 | management processes to integrate
developed in accordance with Schedule Milestone with the SIAM Policies and
2.1 (Services Description) and Schedule Date. Procedures.
6.10 (Customer Authority Standards and
Policies).
CC-S8 Provide incident case-bases, knowledge 30 Working | SIAM Service Tower Provider to work None None
articles, assignment groups, service Days before | with Contractor to review and agree
level information and RU codes. the CC-P4 | incident case-bases, knowledge
Milestone articles, assignment groups, service
Date. level information and RU codes

documented by the Contractor.

................................................................................................................................................................................................................................................................................................... PAGE 14 OF 21




DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION —
FOR INFORMATION PURPOSES ONLY

CONTACT CENTRE SERVICES — SCHEDULE 4.3 OUTLINE TAKE-ON PLAN v4.8

Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
TRANSITION
CC-T1 Detailed Transition Plan developed in 63 Working | Work with Contractor and review None None
accordance with Clause 3 of this Call- Days Detailed Transition Plan draft(s)

Off Contract and Schedule 4.1
(Implementation Plans) and Schedule
4.5 (Take-On and Transition
Description).

The Detailed Transition Plan shall also
set out Milestone Dates for following

Milestones in this Schedule (Outline
Take-On Plan):

e CC-T3A
e CC-T3B
e CC-T4

e CC-T4A

providing feedback on any areas of
concern.

Sign-off once in agreed form and
review activities complete in
accordance with the process set out in
Clause 3 of this Call-Off Contract.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-T2 High Level Solution Design developed in | 53 Working | Work with Contractor and Outgoing None None
accordance with Clause 3 of this Call- Days Service Provider reviewing High Level
Off Contract and Schedule 4.5 (Take-On Solution Design and providing
and Transition Description). feedback on any areas of concern.
Sign-off once in agreed form and
review activities complete, in
accordance with the process set out in
Clause 3, 38 and 39 of this Call-Off
Contract.
CC-T2A Joint Transition Plan developed in 83 Working | The Customer Authority shall procure CC-T3 None
accordance with Schedule 4.5 (Take-On Days that an appropriate level of

and Transition Description).

engagement, including skilled
representation, is made available from
the Customer Authority, Service Tower
Providers, Outgoing Service Provider
and PSN Service Providers.

Confirm and agree with the Contractor
the dependencies and scope of work
to be performed by the Customer
Authority, Service Tower Providers,
Outgoing Service Provider and PSN
Service Providers, with related
timescales.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-T2B Standard Transition Approach Principles | 63 Working | Secure an appropriate level of None None
developed in accordance with Schedule Days engagement from the Customer
4.5 (Take-On and Transition Authority, subject to being given
Description). reasonable notice by the Contractor.
CC-T3 Test Strategy for Transition developed in | 63 Working | Work with Contractor to agree scope CC-T2 None
accordance with Schedule 4.2 (Testing Days and content of Test Strategy for
Procedures) and Schedule 4.5 (Take-On Transition.
and Transition Description). Sign-off Test Strategy for Transition
against acceptance criteria agreed and
approved by the Customer Authority.
CC-T3A Agree with the Customer Authority the 50 Working | Draft the Test Success Criteria. CC-T2B None
Transition Test Success Criteria in Days prior to CC-T3
accordance with Schedule 4.2 (Testing the start of
Procedures). relevant
Testing.
CC-T3B Agree with the Customer Authority the 50 Working | Draft the Test Issue criteria to classify CC-T2B None
Transition criteria to classify priorities of Days prior to | priorities and severity levels of Test CC-T3

Test Issue and severity levels that shall
apply to constitute a Material Test Issue
in accordance with Schedule 4.2
(Testing Procedures).

the start of
relevant
Testing.

Issue.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-T4 Test Plans for Transition developed in 20 Working | Work with Contractor to agree scope CC-T3 None
accordance with Schedule 4.2 (Testing Days prior to | and content of Test Plans for CC-T2B
Procedures) and Schedule 4.5 (Take-On | the start of | Transition. CC-T3A
and Transition Description). relevant CC-T3B
Testing.
CC-T4A Test Specifications for Transition 20 Working CC-T4 None
developed in accordance with Schedule | Days prior to
4.2 (Testing Procedures) and Schedule the start of
4.5 (Take-On and Transition relevant
Description). Testing.
CC-T5 Communications and Stakeholder Plan 53 Working | Work with Contractor and Outgoing CC-T2 None
developed in in accordance with Days Service Provider, reviewing

Schedule 4.5 (Take-On and Transition
Description).

Communications and Stakeholder Plan
draft(s) and providing feedback on any
areas of concern.

Sign-off once in agreed form and
review activities complete, in
accordance with the process set out in
Clause 3 of this Call-Off Contract.
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Milestone Service Provider Deliverables Milestone | Customer Authority Responsibilities | Outline Take-On Other Dependencies
Date from Plan Milestone on the Customer
the Effective Dependencies Authority, Other PSN
Date Providers
CC-T6 Services, Migration and Co-existence 10 Working | Issue of Milestone Achievement CC-T4 None
Process Testing completed in Days prior to | Certificates by the Customer Authority CC-T4A
accordance with paragraph 1.9 of the CC-P5 to the Contractor on successful

Responsibilities Matrix of Schedule 4.5
(Take-On and Transition Description).
With a Milestone Achievement
Certificate issued by the Customer
Authority, in accordance with Schedule
4.2 (Testing Procedures).

completion of Testing.

* Once Platform Build Complete (CC-P4) has been Achieved, the Contractor shall make the full functionality of the Services, as defined within Schedule 2.1

(Services Description), available to the Customer Authority. From this point the Customer Authority has, at its own risk, and with the conditions of Schedule 2.3

(Service Levels and Related Remedies) suspended, the option to utilise the Services.

If the Customer Authority does choose to use the Services at risk as described above, then in advance of that approach being adopted, the Parties shall jointly

review any resultant impact to platform Testing, in particular, any changes to Testing scope, timescales, risks and costs required in order to Achieve Milestone CC-

P5. Any Changes shall be agreed and implemented in accordance with Schedule 6.2 (Change Control Procedure).
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APPENDIX 1 — APPLICATION PROGRAM INTERFACE (API) CODE OF CONNECTION PRINCIPLES

As at the Effective Date of this Call-Off Contract, the Parties acknowledge and agree that the code of connection principles listed below apply. Prior to
the Achievement of Milestone CC-P3C, by agreement of the Parties the code of connection principles listed below may be updated and / or amended
from time to time. The Parties are required to reach a final agreement of the code of connection principles to Achieve Milestone CC-P3C by the
agreed Milestone Date set out in this Schedule 4.3 (Outline Take-On Plan).

° SDK formal training;

o Use of simulator toolkit;

. Deployment in Contractor test environments;

. Stated deployment volumes;

. Capacity testing at 150% volume load;

. Live deployment;

. Contractor support up to API boundary;

. Application hosting and operation is outside Contractor scope;
. Contractor right to disconnect;
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o Commercial model Resource Units on a per server and/or per user basis; and

. API user Resource Units on top of agent Resource Units.
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