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2.1

3.1

3.2

4.1

4.2

INTRODUCTION
The purpose of this Schedule is to:

1.1.1 define a process for the preparation and implementation of the Outline
Implementation Plan and Detailed Implementation Plans to deliver the Services;

1.1.2 identify the Milestones (and associated Deliverables) and Tests including the
Milestones that trigger payment to the Contractor of the applicable Milestone
Payments following the issue of the applicable Milestone Achievement Certificate;
and

1.1.3 set out the Contractor’s roles and responsibilities as agent acting on behalf of the
Customer Authority to secure a smooth transition from the Outgoing Service
Provider to the Contractor during Transition (“Managing Agent”).

OUTLINE IMPLEMENTATION PLAN

The Outline Implementation Plans shall be in the forms set out in:

2.1.1 Schedule 4.3 (Outline Take-On Plan) in respect of Take-On; and
2.1.2 Schedule 4.4 (Outline Transition Plans) in respect of Transition.
MILESTONES AND MILESTONE DATES

The Contractor shall perform its obligations so as to Achieve each Milestone and Test by
the relevant Milestone Date.

Save for any amendments which are of a type identified and notified by the Customer
Authority (at the Customer Authority’s discretion) to the Contractor in writing as not
requiring Approval, changes to the Milestones, Tests and Milestone Dates shall be made
only in accordance with the Change Control Procedure provided that the Contractor shall
not alter or attempt to alter any Milestones, Tests or Milestone Dates except in accordance
with Clauses 7 (Delays to Milestones Due to Customer Authority Cause) and 8 (Delays Not
Due to One Party).

DETAILED IMPLEMENTATION PLANS

The Parties acknowledge the importance of detailed planning for the implementation of all
of the Services under this Agreement and the need to develop the Detailed Implementation
Plans in accordance with this Schedule and Clause 3 (Implementation Plan).

The Contractor shall ensure that the Detailed Implementation Plans it prepares and delivers
to the Customer Authority in accordance with Clause 3 (Implementation Plan) incorporates
all of the Milestones, Tests, Milestone Dates, Customer Authority Responsibilities and
dependencies, and includes (as a minimum) the Contractor's proposed timescales in
respect of the following for each of the Milestones and Tests:

42.1 the completion of any requirements analysis documents, functional design
documents;

4.2.2 the completion of the installation and build phases;
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4.3

4.2.3

42.4

4.2.5

4.2.6

Siebel Adapter Reconfiguration requirements specifications, detailed interface
designs, Test Specifications and Plans;

the completion of Testing of the Services in accordance with Schedule 4.2 (Testing
Procedures) and Schedule 4.5 (Take-On and Transition Description);

rollout schedules, training, Migration, Cutover, rollback plans and roll-out activities;
and

activities to be performed by the Outgoing Service Provider, Service Tower
Providers and PSN Service Providers.

The Contractor shall ensure that the Detailed Implementation Plans:

43.1

4.3.2

4.3.3

434

clearly describes the overall approach to implementation;

clearly outlines in a detailed plan all the steps required to implement the Milestones
and/or Tests to be Achieved in the next twelve (12) months, or such other period
agreed between the Parties, together with a high level plan for the rest of the
programme, in conformity with the Customer Authority's requirements set out in
Schedule 2.1 (Services Description) and the Standards;

clearly outlines the major activities required to Achieve each Milestone including
where relevant:

4.3.3.1 the start and end dates for completion of each Deliverable;

4.3.3.2 the subtasks for each Deliverable and in each case the relevant start and
end dates for completion of each subtask;

4.3.3.3 the roles and responsibilities of the Parties and any Third Party Service
Providers (and for all tasks for which the Contractor identifies that the
Customer Authority or a Third Party Service Provider has a specific
responsibility, the level of resource requirement anticipated to fulfil that
responsibility;

4.3.3.4 security, disaster recovery and contingency plan considerations and
activities;

4.3.3.5 any activities required in relation to Transferring Outgoing Service Provider
Employees;

4.3.3.6 any activities required in relation to the transfer or making available to the
Contractor of premises, software, assets or third party contracts;

4.3.3.7 arrangements for notifying the Customer Authority that services provided by
the Outgoing Service Provider may cease.

clearly outlines the required roles and responsibilities of all persons concerned,
including staffing requirements (subject to the list of Customer Authority
Responsibilities and the roles and responsibilities set out in Paragraphs 8 and 9 of
the Call-Off Form); and



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

CONTACT CENTRE SERVICES — SCHEDULE 4.1 IMPLEMENTATION PLAN v4.3

4.3.5 clearly explains how the Contractor intends to manage programme and project
delivery of Implementation on a co-ordinated basis with the Customer Authority, the
SIAM Service Tower Provider, other Service Tower Providers and PSN Service
Provider and Outgoing Service Provider, including:

4.3.5.1 tracking progress;

4.3.5.2 managing and mitigating key risks and issues;

4.3.5.3 managing Testing and compliance with the Test Strategy;

4.3.5.4 providing complete, accurate and timely reports to the Work Programme
Governance Board and / or the Transition Steering Group (as applicable)
each month containing details of delivery progress and show the impact of
risks and issues that have been identified and how they are being managed

and mitigated;

4.3.5.5 planning and communicating effectively with all relevant persons through
appropriate technical interfaces and reporting lines;

4.3.5.6 escalating issues to the Transition Steering Group;

4.3.5.7 managing the effective transfer of knowledge from the Customer Authority,
the SIAM Service Tower Provider, Outgoing Service Provider and any Third
Party Service Providers;

4.3.5.8 managing the roll out of services to different sites, location, systems etc;

4.3.5.9 managing the deployment of core technology infrastructure and services;
and,

4.3.5.10dealing with the rollback of services if there is a failure in any part of
Implementation;

4.3.5.11 obligations to inform the SIAM Service Tower Provider, on a daily basis or
as otherwise required, of the Sites successfully transitioned to enable the
SIAM Service Tower Provider to:

0] correctly assign any Incidents and/or Problems arising at the
transitioned Site(s);

(i) manage billing consolidation, and
(i)  manage performance reporting consolidation, and
4.3.5.12 obligations on the Contractor to report to the Customer Authority in each
SMP, the number of Users and Sites successfully transitioned during the

relevant SMP.

4.3.6 are produced using a software tool as specified or Approved by the Customer
Authority.

4.4 The Customer Authority shall notify the Contractor in writing if a gateway review is to be
conducted after completion of a Milestone and the Contractor shall provide reasonable

5
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4.5

4.6

4.7

4.8

4.9

assistance as may be required for this purpose.

Before the submission of the Detailed Implementation Plans in accordance with Clause 3
(Implementation Plan), the Customer Authority may, at any time: review any documentation
produced by the Contractor (and request the Contractor to provide to the Customer
Authority without undue delay any documentation which the Customer Authority reasonably
requires): (i) in relation to the development of the Detailed Implementation Plans; and/or
(i) for the purposes of developing the initial draft of the Detailed Implementation Plans into
the agreed Implementation Plans, including:

4.5.1 details of the Contractor's intended approach to the Detailed Implementation Plans
and their development;

4.5.2 copies of any drafts of the Detailed Implementation Plans produced; and
4.5.3 any other work in progress in relation to the Detailed Implementation Plans;

The Customer Authority may require the Contractor to attend review meetings with the
Customer Authority to discuss the proposed contents of the Detailed Implementation Plans;
and/or require the Contractor to include any reasonable changes or provisions in the
Detailed Implementation Plans.

After Approval of the Detailed Implementation Plans by the Customer Authority in
accordance with Clause 3 (Implementation Plan), the Contractor shall maintain and update
it on a weekly basis (or such other period as required by the Customer Authority) as may be
necessary to reflect the then current state of the implementation of the Services. Save for
any amendments which are of a type identified and notified by the Customer Authority (at
the Customer Authority's discretion) to the Contractor in writing as not requiring Approval,
any material amendments to the Detailed Implementation Plans shall be subject to the
Change Control Procedure (and any amendments to elements of the Detailed
Implementation Plans which reflect the contents of the Outline Implementation Plan shall be
deemed to be material amendments) provided that in no circumstances shall the Contractor
alter or attempt to alter any Milestone Date, Milestones and/or Tests except in accordance
with Clauses 7 (Delays to Milestones Due to Customer Authority Cause) and 8 (Delays Not
Due to One Party). Until such time as the updated Detailed Implementation Plans are
Approved by the Customer Authority, the Detailed Implementation Plans then existing (that
is to say before the update) shall apply. A request by the Customer Authority to amend the
date specified within the Detailed Transition Plans for completing transition of Services to a
particular Site shall not be regarded as a material amendment to the Detailed Transition
Plans provided that request is made to the Contractor no later than ten (10) Working Days
in advance of the planned transition date.

The Customer Authority may, at any time while the Contractor maintains and updates the
Detailed Implementation Plans in accordance with Paragraph 4.7 above, review any
documentation produced by the Contractor (and request the Contractor to provide without
undue delay any documentation which the Customer Authority reasonably requires) and
require the Contractor to attend any review meetings with the Customer Authority as the
Customer Authority considers appropriate.

In addition to maintaining and updating the Detailed Implementation Plans in accordance
with Paragraph 4.7 above, the Contractor shall submit an updated Detailed Implementation
Plan to the Customer Authority within twenty (20) Working Days (or such longer period as
the Parties may agree in writing (provided that any failure to agree such longer period shall
be referred to the Dispute Resolution Procedure) of receiving notification from the

6
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4.10

5.1

5.2

5.3

54

Customer Authority of an event reasonably identified by the Customer Authority as
requiring a revised Detailed Implementation Plan.

Any such revised Detailed Implementation Plans shall be submitted by the Contractor for
Approval by the Customer Authority in accordance with the procedure set out in this
Paragraph 4.

MANAGING AGENT

The Customer Authority appoints the Contractor to act as its Managing Agent, to support
the smooth transition of the Services from the Outgoing Service Provider to the Contractor.

In undertaking the Managing Agent role, the Contractor shall ensure that Transition is
delivered in accordance with the milestones, responsibilities and technical requirements set
out in the Joint Transition Plan and Schedule 2.4 (Contractor Services Description). In
fulfilling such responsibilities, the Contractor shall:

5.2.1 be responsible for the sign-off and assurance of the Transition and approach design
provided by the Joint Transition Plan, in order to ensure that it represents a robust
and achievable programme to deliver Transition;

5.2.2 following agreement of the Joint Transition Plan, and sign-off and assurance of
Transition design, take the lead project management role for delivering Transition in
accordance with the Joint Transition Plan;

5.2.3 undertake continuous monitoring of the delivery of Transition against the Joint
Transition Plan;

5.2.4 assume the responsibilities of the Customer Authority described in the Joint
Transition Plan;

5.2.5 undertake management of the Outgoing Service Provider’'s service delivery insofar
as it is relevant to service integration with Transition. Such management shall
include interaction with the SIAM Service Tower Provider as required, but with
responsibility for monitoring the Outgoing Service Provider's performance against its
service level targets to enable transition to the Service Levels set out in Schedule
2.3 (Service Levels and Related Remedies);

5.2.6 manage the implementation of all agreed Testing activities relevant to successful
completion and sign-off of each phase of Transition;

5.2.7 attendance by appropriate Contractor Personnel at any meetings as required to
liaise with and manage the Outgoing Service Provider’s transition responsibilities
pursuant to the obligations set out in this Paragraph 5.

Where there are Delays or failures in Transition resulting from the acts or omissions of the
Outgoing Service Provider (against the responsibilities set out in the Joint Transition Plan or
otherwise), the Contractor shall act as the initial and primary contact for seeking to resolve
the relevant delay or failure without escalation to the Customer Authority.

In the event that any Delay or failure cannot be resolved, the Contractor shall escalate the
delay or failure to the Customer Authority’s exit / Transition management team in
accordance with the escalation provisions set out in the Joint Transition Plan, in order to
seek appropriate resolution of the relevant Delay or failure.
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