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AUTHORITY:  The Secretary of State for the Home Department 

Contract For The Provision Of The Knowledge Of Life In The UK (LitUK) Testing Service 

SCHEDULE 2.1 

STATEMENT OF REQUIREMENTS 
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OVERVIEW OF SERVICES TO BE DELIVERED  

1.1 Introduction  

The Secretary of State for the Home Department, acting through UK Visas and Immigration (UKVI), is the Authority procuring Secure Testing 
Services (STS). UKVI is a department within the Home Office and has Customers in the UK who include but are not limited to:  

• those seeking to extend permissions to work or study in the UK;  

• those seeking to extend permissions to stay or settle with family;  

• those seeking to evidence their rights as European Economic Area nationals and family members; and   

• those progressing from earlier immigration permissions to British nationality. 
 

UKVI is responsible for making millions of decisions every year about who has the right to visit or stay in the country, with a firm emphasis on 
national security and a culture of Customer satisfaction for people who come here legally.   

The Authority’s vision is to be a world-leading immigration service working for a safe and prosperous UK.  To that end, two of our key missions 
are to deliver world-class Customer service and to control migration. The Authority’s challenge is to transform services in a way that enhances 
customer experience and UK border security.  A focus of the Authority’s transformation programme is modernising the services through which its 
Customers interact with us. 

The vast majority of our Customers have common needs that can be delivered in a coherent model, which lends itself to commercial supply. This 
Statement of Requirements (SoR) document has been written with these objectives in mind and describes the Authority’s Business Requirements, 
which shall be fulfilled by the Supplier in providing a solution.  In respect of the Business Requirements set out in this document, the Supplier 
shall ensure that its solution meets:  

• all the Business Requirements set out in this SoR; 

• the Service Agreement of the Agreement; and 

• the requirements of all Schedules in the Agreement. 

1.2 Overview of Business Requirements  

Business Requirements apply across this Lot only.  They represent the core elements of the Authority’s Secure Testing Service (STS) – LitUK 
Process and consist of the below subsets of Service Packages.  Each Service Package contains a set of requirements that must be fulfilled by 
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the Supplier (these individual elements are depicted with an ‘R’ pre-fix): 

Service Package 1 (SP1): Test  

• Test Standards 

• Life in the UK – Test development 

Service Package 2 (SP2): Customer journey 

• Test Points 

• Appointment booking system 

• Fee handling and banking arrangements 

• Cancelled appointments 

• Test assessment  

• Customer results and Unique Reference Number (URN) 

• Communication of results to UKVI 

• Accessibility  

• Respecting religious / cultural sensitivities 

• Safeguarding 

• Customer information 

• Complaints procedure 

• Welsh and Scots Gaelic 

• Language support and Interpreter services 

Service Package 3 (SP3): Service integrity 

• Service delivery and integrity 

• Security and confidentiality 

• Test environment  
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• Customer identity 

• Supply chain management  

• Personnel  

• Data transfer – GDPR  

Service Package 4 (SP4): Audit and Assurance 

• Protecting personal data 

• Compromised Test and Test Point network integrity 

• Investigation  

• Management Information and reporting  

• Audit  

• Independent Audit 

• Mystery shopper 

Service Package 5 (SP5): Added Value Services 

• Added Value Services 

Service Package 6 (SP6): Innovation / Additional services 

• Enhancing the Customer journey 

• Integration with UKVI systems 

Service Package 7 (SP7): General 

• Consistent and professional delivery 

• Continuous improvement 

• Service standards  

• Booking service solution 



OFFICIAL – SENSITIVE 

 

 

LitUK Contract - Schedule 2.1 - Statement of Requirements (PSI - Signed) Page 5 of 24 

• Service management 

• Protection of reputation 

Commercial 

• Mobilisation (including Testing). 

• Risk register 

• BCDR 

• Contract management 

• Sustainability 

1.3 Supporting Schedules 

In the event that there is any conflict between this Schedule 2.1 (Statement of Requirements) and Schedule 4.1 (Supplier’s Solution), then 
Schedule 2.1 shall prevail, in accordance with the Services Agreement. 

1.4 Potential Future Requirements  

Potential Future Requirements are Business Requirements which need not be met by the Supplier at the Effective Date, but which may need to 
be fulfilled in the future, if the Authority requests them (at its sole discretion).  The Authority will require flexibility from the Supplier to respond to 
the changing environment.  These changes will be introduced via the Change Control Procedure as detailed in Schedule 8.2 (Change Control 
Procedures) and the content of the Service Agreement of this contract. 

The Authority has deemed a number of potential Service requirements as Potential Future Requirements. These are requirements for Services 
the Authority is not in a position to define sufficiently to contract for at present, but nevertheless sees the possibility for later in the contract.   

These future services include: 

• Volume fluctuation. 

• Changes to the Test 

• Working with other Her Majesty’s Government Departments and other Government Departments. 

1.5 1.5 Intellectual Property Rights (IPR) 
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In meeting the Authority’s requirements within this SOR, the Supplier will require the use of or generate Authority owned IPR relating to the 
provision of the Services.  By way of example this will include, but not be limited to the LitUK handbook, its content and the question bank 
developed by the Supplier on behalf of the Authority.  When using the Authority’s IPR in the performance of the contract, the Supplier must ensure 
that at all times it remains compliant with The Agreement, Clause 16 (Intellectual Property Rights) in the provision of the Service. 
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BUSINESS REQUIREMENTS 

2.1 Test  
 

 Number Requirement Description 

SP1-01 Test Standards The Supplier shall provide and maintain a Life in the UK Test that assesses a Customer's knowledge of Life in the 
UK (based on the official knowledge in the United Kingdom handbook). 
 
It shall be constructed in a manner that assess Customer’s knowledge of the content of Life in the UK handbook, 
and ensures the integrity of the test content. 
 
Test questions shall be generated to the Customer on:  
a) A random and non-repetitive (per Test) basis; and 

b) An even number of questions from each section area within the handbook. 
 
In the event of a re-Test a Customer cannot be asked the same questions received on previous Tests. 
 

SP1-02 Life in the UK - Test 
development 

The Supplier shall provide proposed Test banks based on the Life in the United Kingdom handbook. 
 
Question banks should be developed, maintained and delivered to test Customer’s understanding and 
knowledge across all aspects of the handbook to promote policy aims and to protect and promote test integrity. 
 
  

 
2.2 Customer journey 
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 Number Requirement Description 

SP2-01 Test Points  The Supplier shall provide a flexible Test Point network with sufficient geographical capacity to deliver LITUK 
Tests. The solution shall link the data room geographical volumes (LitUK data 03 - Settlement + Nationality 

applications by postcode.xlxs) to ensure Customer journey times are kept to a minimum. Other characteristics 
such as but not limited to Customer type/location, seasonality, UK Immigration policy and other global events 
must also be considered in the solution. Test Points can be multi-modal e.g. fixed, mobile, temporary, other. 
 
Test Points shall have core opening and closing times during which a Customer may take a Test, that are Monday 
to Friday (excluding Bank holidays) 1000 to 1600. 
 
Test Points shall be made available in England, Scotland, Wales and Northern Ireland.  
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 Number Requirement Description 

SP2-02 Appointment booking 
system 

The Supplier shall provide and maintain an online appointment booking system (as the primary method)  that is 
available at all times, and that also provides flexibility, accessibility and choice to Customers when booking and 
paying for a Test. 
The Supplier shall have in place a LITUK appointment booking system that allows for: 
a) All Customer types to book and pay for an appointment;  
b) Customers to be able to book an appointment and attend their chosen Test Point within ten (10) working days 
of completing their booking application;  
c) A minimum three (3) month calendar booking outlook; and 
d) Customers to use an alternative (to the online primary method) booking system that is available to book and 
pay for appointments between 08:00 hrs and 20:00 hrs (local time) Monday to Friday. 
 
As a minimum, the Suppliers appointment booking system shall capture the Customers: 
a) Full name (as confirmed on a Government issued Identification Document (ID)); 
b) Date of birth; 
c) Nationality; 
d) ID number;  
e) Type of ID (e.g. Passport, Valid travel document with photograph (excluding Emergency Travel Documents), 
Biometric Residence Permit (BRP), Biometric Residence Card (BRC), EU ID card or Govt ID card (only accepted in 
the country it was issued); and 
f) reason for Test e.g. citizenship, nationality or other. 
 
For the online method, the Supplier shall provide a solution that links from the GOV.UK platform.  As a minimum, 
the solution will communicate availability and locations of the Services.  
Any solution provided by the Supplier will be required to demonstrate it is designed and developed to continually 
meet the Government Digital Service Standards, which can be accessed at https://www.gov.uk/service-

manual/digital-by-default.   

The Supplier shall operate any website 24*7*365 with the availability of 99.5% (excluding outage for planned 
maintenance). 
The response time for page loading and page refreshes from an Authority connection, excluding report 
generation, should not exceed 2 seconds for 95% of requests, with a 99% percentile response time of 5 seconds. 
 

https://www.gov.uk/service-manual/digital-by-default
https://www.gov.uk/service-manual/digital-by-default
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 Number Requirement Description 

SP2-03 Fee handling and 
banking arrangements 
 

The Supplier shall develop and maintain a fee handling and banking arrangement system that:                                                                                                                                                                                                                                                                                                                                                                                            
 

a) Accepts and processes credit/debit card transactions. 
b) Ensures that all fees collected are properly accounted for. 
c) Provides financial information in a format specified by the Authority.   
d) When a credit / debit card remittance has been refused, the Supplier shall cancel the Test for which the fee was 
received.  
e) When the Test has already been conducted, the Supplier must pursue recovery of the debt. 
f) Credit or debit card payments are authorised by using a direct link to a third-party provider.  The Supplier shall 
provide/maintain a link to the approved third-party merchant service, ensuring the transmission of payments for 
crediting to the relevant bank accounts before the close of the next business day. 
g) The Supplier shall be wholly responsible for any losses arising from any fraud or malpractice by its Supplier 
Personnel or Sub-Suppliers or by candidates.   
h) The payment system shall include mandatory fields for card security codes and verification of the cardholder’s 
address.  The card security code and cardholder’s address shall be authorised by the third-party merchant services. 
i) The Supplier is to manage and provide free rebooking or refund payments  
j) The Supplier shall be responsible for dealing with and meeting the costs of all claims for out-of-pocket expenses.  
This shall include but not be limited to where a candidate has incurred reasonable costs due to a test being 
cancelled by the Supplier at short notice.   
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 Number Requirement Description 

SP2-04 Cancelled appointments The Supplier shall ensure that at the time of a Customer booking an appointment, they have in place policies and 

procedures to manage and cater for: 

a) Cancellation of the Test by the Customer; 

b) Cancellation of the Test by the Supplier including notice period;  

c) Refund of Customer fees; and 

d) Working with the Authority when agreement on refunds cannot be reached between the Supplier and 

Customer. 

 

Where the Supplier cancels a Test appointment, for reasons within its own control, they shall offer an alternative 

Test appointment to the Customer within fourteen (14) calendar days of the decision of the Test appointment 

being cancelled. 

 

SP2-05 Test assessment  The Supplier shall undertake assessment of the Test, once the Customer has completed it, in a manner that: 
a) Provides timely, accurate and reliable results (to both Customer and the Authority in accordance with 
Schedule 2.2 (Performance Levels) and Schedule 8.8 (Management Information); 
b) Is secure; and  
c) Enhances the end to end Customer experience. 

SP2-06 Customer results and 
URN 

The Supplier shall provide each Candidate with a unique electronic reference number that can be used to identify 
Customer results.  This reference number shall be in the following format: 
 
HOM/010114/123456/123456789 (i.e. first 3 letters of Supplier’s name/date of Test/Test Centre 
number/Candidate number) 
 
This reference shall be provided on any documentation provided in relation to released Test scores. 
 
For computer marked Tests, the Supplier shall provide a process that allows the Customer to access their results 
and notify them of their unique electronic reference within ten (10) minutes of the Test completion; and also 
provide a process that allows Customers to access their results and notify them of their unique electronic 
reference on an ongoing basis. 
 
For human marked Tests, the Supplier shall provide a process that allows the Customer to access their results 
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 Number Requirement Description 

and notify them of their unique electronic reference within five (5) working days of the Test completion; and also 
provide a process that allows Customers to access their results and notify them of their unique electronic 
reference on an ongoing basis. 

SP2-07 Communication of 
results to UKVI 

The Supplier shall provide a process that allows UKVI to assess customers results and identification via an Online 
Verification System using a unique electronic reference number within twenty-four (24) hours of Customer result 
notification.  
 
As a minimum, the following should be accessible to the Authority: 
a) Test day photograph 
b) Unique electronic reference 
c) Full name (as confirmed on their Government identification document) 
d) Date of birth 
e) Nationality 
f) ID number and ID type 
g) Date of Test(s) 
h) Test Point 
i) Date result issued 
j) Score (including level and %) 
 

SP2-08 Accessibility  The Supplier shall ensure that the Service meets the needs of all Customers with disabilities and where 
applicable, local legislative requirements are met. 
 
Specifically:  
a) Facilities are in place to accommodate Customers with disabilities in accordance with the Equality Act 2010 OR 
local equivalent legislation. The Supplier shall ensure this is adhered to in all UK Test Points; and 
b) Facilities are in place, in locations outside the UK, to accommodate Customers with disabilities. These facilities 
shall be in accordance with local disability regulations and or legislations. 

SP2-09 Respecting religious / 
cultural sensitivities 

The Supplier shall deliver the Services whilst treating Customers in a way that respects any religious or cultural 
sensitivity in adherence with the Equality Act 2010; and or local legislative requirements. 

SP2-10 Safeguarding The Supplier shall implement procedures to safeguard and promote vulnerable adult’s welfare in accordance to 
Section 55 of the Borders, Citizenship and Immigration Act 2009. 
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 Number Requirement Description 

The Supplier shall ensure all Test Points follow the same procedures in relation to safeguarding vulnerable adults. 

SP2-11 Customer information The Supplier shall provide a digital means of maintaining information and managing contact with Customers that 
can be viewed and accessed by the Authority. All interactions will be audited, applying Authority security 
standards in accordance with Schedule 2.4 (Security), including, but not limited to: 
a) Administration, reporting, changes to access privileges, interface and support operations performed and can 
retrieve/view Audit information using search criteria based on; 
b) User name, identity and machine identification; 
c) Date/time; 
d) Test Point Location; 
e) Type of operation and exceptions applied; 
f) Success or fail status and reason why; and or 
g) A combinations of the above. 

SP2-12 Complaints procedure The Supplier shall develop, implement and maintain fair and proper processes, procedures and systems for 
complaint management. 
 
The Supplier shall provide a dedicated telephone number, email and postal address for all enquiries and 
complaints. 
 
The Supplier shall use a correspondence management system for the tracking of all complaints correspondence.  
 

SP2-13 Welsh and Scots Gaelic The Supplier shall develop and maintain the following LitUK Services in Welsh and Scots Gaelic:                                                                                                                                                                                                                                                                                                       
 
a) The appointment booking system; 
b) The Test;  
c) All processes and business activities regarding external Customer communication and correspondence 
(including telephone); 
d) A core personnel team employed in the booking, Test invigilation, Customer services, human marking (where 
required) and IT services. 

SP2-14 Language support and 
Interpreter services 

The Supplier shall provide language support to Customers who do not understand English, Welsh or Scots Gaelic. 
 
Where the Supplier authorises the provision of an Interpreter to support a Customer, only Supplier approved 
Interpreters can be provided. 
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 Number Requirement Description 

 
The Supplier shall ensure that there is no visual or physical contact between the Interpreter and Customer during 
the test.  All communication between the Interpreter and the Customer must be via audio only. 
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2.3 Service integrity 

 Number Requirement Description 

SP3-01 Service delivery and 
integrity 

The Supplier shall ensure that the design, implementation, delivery and assurance of the Test and its outcomes 
across the end-to-end Testing infrastructure promotes integrity and an enhanced Customer experience. 

The Supplier shall also ensure integrity of their processes for Test service delivery, repeat Tests and a wider end-
to-end Customer experience. Specifically, the Supplier shall ensure that appropriate anti-fraud measures are 
applied to prevent unauthorised access, to the extent that security controls cannot be compromised. 

The Supplier shall deal promptly, firmly and fairly with all suspicions and allegations of fraud or corrupt practice. 
Internal control systems shall promote transparency and accountability in managing risk effectively. 

SP3-02 Security and 
confidentiality 

The Supplier shall ensure that the Services are provided and operated in a manner which supports Authority 
compliance with the Her Majesty’s Government (HMG) Security Policy Framework (SPF) 
http://www.gov.uk/government/publications/security-policy-framework . The SPF includes by reference HMG IA 
Standards, Good Practice Guides and other guidance produced by NCSC (National Cyber Security Point).  
 
It is the responsibility of the Supplier to ensure that they understand and apply these Standards and guidance 
and employ appropriately skilled resources (e.g. cyber security specialists) in the interpretation and 
implementation of them. 
 
All digital and data transfer solutions must comply with controls as specified by the Authority in Schedule 2.4 
(Security) and the classification of all data will be OFFICIAL. 
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 Number Requirement Description 

SP3-03 Test environment 
The Supplier shall ensure that appropriate anti-fraud measures are implemented and maintained at all times to 
ensure and protect the integrity of the Test, specifically with regards to: 
a) Registration process (online and physical); 
b) Handling and storage of Test materials; 
c) Test delivery; 
d) Test assessment;  
e) Release of Test result; 
f) Communication of results; 
g) Storage of Test results; and 
h) At each Test Point the Supplier shall provide video monitoring of all areas open to Customers (e.g. waiting 
room, administration desks and Testing room) when Tests are being delivered. Video monitoring shall be kept for 
a minimum three (3) years after the date on which the video recording is made. 

SP3-04 Customer identity The Supplier shall ensure that documented measures are in place to assure, capture and verify Customer identity 
within the end to end Test process in a manner that identifies and prevents fraud, protects personal data and 
enhances the Customer experience.  

As a minimum this shall include: 
a) Verification of identification using a Passport, valid travel document with photograph (excluding Emergency 
Travel Documents), BRP, BRC, EU ID card or Govt ID card (only accepted in countries where it was issued);  
b) A Test day Customer photograph; and                                                                                                                                                                                                                                                                                                                            
c) A Test day Customer signature. 

The Supplier shall ensure that the identification document used by the Customer to reserve the Test 
appointment is the same document used to verify Customer identity when taking the Test. 

SP3-05 Supply chain 
management 

The Supplier shall have a process to monitor and regulate the compliance of any agent, sub-contractor or third 
party providing Tests on its behalf to ensure the security and integrity of Test services at all Test Points. 
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 Number Requirement Description 

SP3-06 Personnel The Supplier shall implement documented processes across all Test points that protect the end to end Test 
integrity pursuant to the Schedule 9  series for Personnel, specifically with regards to: 
a) Selection criteria and vetting for Invigilators/examiners; 
b) Staff training; 
c) Performance monitoring processes;   
d) Appropriate staff/Customer ratio; and 
e) The segregation and separation of duties between Invigilators and assessors, particularly in respect of the 
Test. 

SP3-07 Protecting personal 
data 

The Supplier shall safeguard all data and personal information, in accordance with Schedule 2.4 (Security).  

All Supplier transmission of Test and/or Customer data shall be in accordance with the Authority Schedule 2.4 

(Security).  

The Supplier will report all potential breaches of data to the Authority according to the processes set out at 

Schedule 2.4 (Security). 
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2.4 Audit and Assurance 
 

 Number Requirement Description 

SP4-01 Compromised Test and 
Test Point network 
integrity 

The Supplier will ensure robust processes are in place to identify and report immediately to the Authority all 
confirmed and suspected cases where a Test or Test Point network has been compromised. In any case reporting 
to the Authority shall be no later than 24 hours.  

The Supplier shall maintain assurance monitoring, simultaneous communication and reporting processes across 
its Test Point network to identify irregular or suspicious activity that undermines Test integrity 

The Supplier shall also investigate all confirmed and suspected cases where a Test or Test Point network has or 
may have been compromised and shall apply corrective action to avoid repeated cases occurring.  

 

SP4-02 Investigation Where suspicious activity is identified, the Supplier shall employ a third-party organisation (who are subject to 
approval by the Authority) to:  

a) Ensure processes are in place to investigate individual, and or wider activity that does not undermine the 
integrity of the Test or Authority systems; and                                                                                                                      
b) Prepare a report with findings and recommendations, that shall be made available to the Authority within one 
month of the start of the investigation. 

The Supplier must ensure the Authority is notified of any investigations prior to its commencement.  

SP4-03 Management 
Information and 
reporting 

The Supplier shall provide all Management Information and data as outlined in Schedule 8.8 (Management 
Information). 
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 Number Requirement Description 

SP4-04 Audit  The Supplier shall have in place a comprehensive and objective "Self-Audit" control regime within each Test 
point, and across all Services to maintain and protect the integrity of Test delivery and processes. As a minimum, 
the Supplier shall “Self-Audit” every test point annually. 
 
The Supplier shall also allow access to the Authority on request, to conduct on-site inspections for the purposes 
of fraud prevention, security policy and security requirements and compliance monitoring in line with Schedule 
2.4 (Security) and Schedule 8.4 (Reports and Records Provisions). 

SP4-05 Independent Audit  The Supplier shall appoint Independent auditors that on an annual basis verifies and makes a formal report of:                                                                                                                                                                                                                                      
a) The SP4-04 "Self-Audit" process and deliverables; and 

b) The systems, procedures and internal controls operated either by the Supplier or  by any Sub-contractor are 
adequate, that shall be appropriate and effective in line with the LitUK Service requirements.                                                                                                                                                                                           

The Supplier shall make the formal Independent Audit report, with any recommendations, available for the 
annual Service review or by a date agreed with the Authority. 

SP4-06 Mystery shopper UK  The Supplier shall utilise a third-party mystery shopper event process to measure quality of Service, compliance 
with regulation, and to gather specific information about the Services. The mystery consumer's specific identity 
and purpose should not be known by the Test Point personnel being evaluated. The mystery shopper shall visit 
all Test Points once per year. The Supplier shall report on the Mystery Shopper monthly with the report content 
to be agreed with the Authority.  

The Supplier will develop and maintain the Mystery Shopper event regime, according to Schedule 8.4 (Reports 

and Records Provisions). 
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2.5 Added Value Service 
 

 Number Requirement Description 

SP5-01 Added Value Services The Supplier shall offer and continually evolve a range of Added Value Service (AVS), through insight and their 
knowledge of the market.    

The AVS could offer additional convenience, comfort and assistance to Customers; and could include variations on 
delivery of the core Services such as footfall products or services that may otherwise suit Customer groups. 

Safeguards must be implemented to ensure that Customers are aware when a Test is being booked that the 
purchase of such AVS is not a mandatory requirement of the application process; and is separated from the Test 
Fee collected by the Supplier on behalf of the Authority.   

The Supplier shall ensure AVS do not comprise any age restricted or otherwise illegal or inappropriate services, or 
any services that could be seen as or are detrimental to protect the reputation, brand, security and confidentiality 
of the Authority. 

The Supplier shall adhere to relevant contract schedules when designing and delivering AVS. In respect of 
Schedule 7.1 (Charges and Invoicing), Suppliers shall link by number the explicit AVS types quality line items to 
their respective numbered revenue and direct cost line items in the Financial Model. 
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2.6 Innovation / additional services 
 

 Number Requirement Description 

SP6-01 Enhancing the customer 
Journey 

The Supplier will implement continuous improvement initiatives through the life of the Concession Agreement 
focused on enhancing the Customer journey. 

SP6-02 Integration with UKVI IT 
systems 

During the life of this Contract the Authority, at its sole discretion, may require the Supplier to adopt an  
Application Program Interface (API)  solution with its case-working system to replace Contracted mechanisms for 
the transfer of information between the Parties to this Contract. 
 
Any requirement placed on the Supplier to implement an API solution will be subject to Schedule 8.2 (Change 
Control Procedure) 
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2.7 General  
 

Number Requirement Description 

SP7-01 Consistent and 
professional delivery 

The Supplier shall observe the following relationship principles throughout the duration of the Agreement:  
 
(a) That the Supplier and Authority will operate under shared objectives, values and behaviours which will be 
agreed between the parties from time to time;  
(b) Mutual trust based on openness and honesty about how the relationship is working and what issues in 
relation to it need to be resolved;  
(c) Recognition that the successful delivery of the Services relies on the strength of the relationships between the 
parties and a commitment to work together to deliver the Services and any agreed or required Service 
improvements; 
d) The Supplier shall work collaboratively with the Authority to ensure the Services do not comprise  any age 
restricted or otherwise illegal or inappropriate services, or any services that could be seen as or are detrimental 
to protect the brand, reputation, security and confidentiality of the Authority; and 
e) The Supplier shall implement continuous improvement initiatives through the life of the Contract Agreement 
focused on enhancing the Customer journey. 

SP7-02 Continuous 
improvement 

The Supplier shall demonstrate and utilise Customer insight techniques to continually improve its current and 
future services provision.  
 
The Supplier shall work with the Authority to develop and propose future solutions for all aspects of the Services. 

SP7-03 Service Standards The Supplier shall identify and maintain Service standards across all Test points in line with Schedule 2.1 
(Statement of Requirements) and Schedule 2.2 (Performance Levels). 

SP7-04 Service management • The Supplier shall attend all meetings as outlined in Schedule 8.1 (Governance).  

The Supplier shall identify and maintain at least one point of contact who will be oversee Service delivery of 

Services under this agreement. 

SP7-05 Protection of reputation • The Supplier shall ensure that they do not make any statement, communication or act likely to damage the 

reputation of the Crown.  Where the Supplier becomes aware of any statement, communication or act, whether 

having occurred or likely to occur, they are obliged to inform the Authority immediately, and in any event within 

24 hours of being made aware of it. The Supplier when informing the Authority of such an event, is also obliged 

to confirm what action they are taking in response to it. 



OFFICIAL – SENSITIVE 

 

 

LitUK Contract - Schedule 2.1 - Statement of Requirements (PSI - Signed) Page 23 of 24 

2.7 Commercial  
 

Number Requirement Description 

Commercial 
1 

Mobilisation (including 
Testing). 

The Supplier shall support the Testing of all solutions and will provide appropriate IT support services during the 
installation/Testing phase in accordance with Schedule 6.1 (Implementation Plan) and in line with the required 
timescales for Permit to Operate. 
 
The Supplier shall have and fully implement an Implementation plan which details how it will work towards 
obtaining the Permit to Operate during the Mobilisation Period. The plan shall cover the following: 
a) Resourcing;  
b) Key milestones; and 
c) Contingency plans. 

Commercial 
2 

Risk register • The Supplier shall develop and maintain both its own and a joint Authority detailed risk register, to include 

current and future risks and significant issues. The risk registers shall include for assessment, probability, time 

and cost impact where appropriate, mitigation; and an indication of where such risks and issues may require 

Authority activity. The risk registers shall be made available to the Authority on a monthly basis. 

Commercial 
3 

Supplier contingency 
plan 

The Supplier shall provide a contingency plan as part of the Supplier’s solution detailing how the Services will 
continue to be provided during business disruptions, disasters and emergencies in line with Schedule 8.6 
(Business Continuity Disaster Recovery).  
 
The Supplier shall outline how the Services will continue to be provided during these incidents and follow the 
processes outlined at Schedule 8.6 (Business Continuity/Disaster Recovery.  
 

• The Supplier shall document their Business Continuity and Disaster Recovery plan (BCDR). The BCDR Plan will 

clearly set out the conditions and/or circumstances under which it will be invoked and will specify the Supplier’s 

approach to recovering the Services in the event of disruptive incidents, including recovery timescales and 

strategies and crisis management processes. 

Commercial 
4 

Governance and 
Contract Management 

• The Supplier shall ensure they develop and maintain an effective to Contract Management as outlined in 

Schedule 8.1 (Governance). 
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Commercial 
5 

Sustainability • The Supplier shall develop and maintain an effective approach to Sustainability as outlined in Schedule 2.6 

(Sustainability and CSR). 

 


