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1.1

1.2

2.1

SCHEDULE 6.2 — TESTING

PURPOSE

This Schedule sets out the Testing Process for the relevant Deliverables in respect of the
Transition Services and, where applicable, the Additional Services and Contract Changes.

The relevant Agreed Additional Services Proposal or Agreed Change Authorisation Note
shall set out the extent to which this Schedule applies in respect of Additional Services or
Contract Changes.

TEST STAGES

Unless TfL requires or approves otherwise in writing, the Supplier shall ensure that the
Testing Process shall conform with the following Test Stages where applicable:

211

217

2.1.10

2.1.11

Unit & System Testing: Testing of individual components when operating in
isolation and collections of components organised to accomplish a specific
function or set of functions;

Factory Acceptance Testing: Testing, conducted at the Supplier Site(s) to
determine whether or not a component or Deliverable meets the relevant agreed
requirements for that component or Deliverable;

Integration Testing: Testing of the interoperability of each component of an
Interface operating in isolation;

Joint End-to-End Testing: Testing of the interoperability of the Service System
(where applicable), Interface Layer, Interfacing Systems, IVR System, Call Centre
and Vehicle Inspection Sites to suffice the requirements of the Interfaces;

Regression Testing: Testing to demonstrate that the relevant Deliverable has not
adversely affected any other Deliverables;

Non-Functional Testing, Testing, including load and performance testing, to
demonstrate that the relevant Deliverable meets the Statement of Requirements
and all other applicable obligations within the Agreement (including, but not limited
to the non-functional requirements and the operational requirements (where
applicable));

Site Acceptance Testing: Testing to ensure successful transition such that each
signed-off Deliverable can successfully be migrated with the relevant components;

User Acceptance Testing: Testing to prove or demonstrate that a Deliverable
meets the relevant agreed requirements from a User perspective;

Service Readiness Testing: Testing to ensure a signed-off Deliverable is
supportable in accordance with this Agreement and the Users who will operate
Deliverables on a day to day basis are appropriately trained to carry out their
tasks;

Migration Testing: Testing to ensure that the Migration Phase has been
successful and the Services can now be performed by the Supplier.

Ready for Service Testing (RFS): Testing to ensure that Inspections Sites are
appropriately fit-out, all assets and equipment perform correctly and safely, that
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3.1

3.2

3.3

3.4

3.5

3.6

3.7

Inspections can be undertaken (including demonstrations using real vehicles) and
that all systems and processes meet the applicable functional, non-functional and
operational requirements.

2112 Lot 2 Supplier Contact Centre Testing: Testing to ensure that all telephony
services are working, the Payment Gateway is functioning correctly and all
systems and processes meet the applicable functional, non-functional and
operational requirements.

GENERAL REQUIREMENTS

The Supplier shall ensure that all Supplier Personnel involved in the delivery of Testing are
suitably trained and qualified.

The Supplier Personnel shall be based at TfL Sites alongside the appropriate TfL Personnel
when undertaking the Testing, unless otherwise agreed by TfL in writing (for example where
Testing can only be conducted at a Vehicle Inspection Site or a Supplier Site).

The Supplier shall participate in and shall ensure that suitably trained and qualified Supplier
Personnel shall participate in or undertaking testing required by the Lot 1 Supplier in respect
of the Lot 1 Services.

The following procedures shall apply to the Testing of Deliverables:

3.4.1 the Supplier shall conduct the Testing in accordance with the Test Strategy and
the relevant Test Plan and the timescales specified therein;

3.4.2 the Supplier shall provide TfL with all reasonably necessary assistance and
information in connection with the conduct of the Testing;

343 the Supplier shall undertake Tests in accordance with Good Industry Practice, the
Standards and any agreed methods and processes identified in this Agreement;

344 where Third Parties are involved in a Test, the Supplier shall provide them with all
reasonable assistance and information in connection with the conduct of any such
Tests; and

3.4.5 where the Supplier, in meeting its obligations under this Schedule, consults or
otherwise directly works with Third Parties, the Supplier shall provide TfL with
reasonable visibility of such interaction.

The Supplier shall make available to TfL as and when requested any information produced
in accordance with the obligations set out in this Schedule.

The Supplier shall provide all Test Data that is required to allow Tests to be performed, and
shall ensure that such Test Data is both relevant and adequate for the purposes of the Tests
for which it is being used. The Supplier (or TfL where it has supplied the Test Data in
accordance with paragraph 3.6) shall ensure that the proposed sources and use of Test
Data would cause neither the Supplier nor TfL to breach any of its applicable obligations
under the Data Protection Laws. In particular, the Supplier shall not use any TfL Data for
Test purposes without TfL's prior written consent.

TfL reserves the right to provide Test Data for use within a Test. The Supplier shall consider
and comply with any of TfL's reasonable requirements in this respect when preparing the
Test Plan, and shall allocate the necessary resources and time to achieve this.
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3.8

3.9

3.10

3.11

3.12

3.13

3.14

3.15

3.16

TfL reserves the right to create and conduct its own tests within the Testing Process,
including developing associated Test Specifications and directly managing such tests, and
TfL may consult the Supplier in regards to such tests. The Supplier shall take account of
TfL's requirements in this respect when preparing the Test Plan and allocate the necessary
resources and time, and shall include this additional scope within the entry criteria and exit
criteria in the Test Strategy.

The Supplier shall ensure that to the extent reasonably possible, the Tests set out in the
relevant Test Strategies and Test Plans are designed in such a way as to minimise any
potential disruption to TfL and the Users.

In planning the Tests the Supplier shall consider and agree with TfL what Third Party
involvement is appropriate. The Supplier shall consult with such Third Parties regarding the
planning of Tests accordingly.

The Supplier shall procure and maintain the necessary Test Environments required to fulfil
its obligations in accordance with the Transition Services, excluding the infrastructure and
network components which shall be procured and maintained by TfL, throughout the
Transition Period.

Unless agreed otherwise by TfL in writing, the Supplier shall at no additional cost to TfL
provide and operate all equipment required for Testing, including without limitation the Test
Tools, Test Environments and Test Assets necessary in order to perform its Test
obligations.

The Supplier shall ensure that all Tests are repeatable.
The Supplier shall notify TfL of its Test Manager in accordance with Schedule 9.2 (Key
Personnel) as soon as practicable and in any event prior to the Achievement of Milestone

MS1.

The Supplier shall ensure that the Test Manager is responsible for managing the Supplier's
obligations under this Schedule. This includes:

3.15.1  coordinating the development and Approval of the:

(a) Test Strategy;

(b) Test Plans;

(c) Test Specifications; and
(d) Test Reports;

3.15.2  coordinating the implementation of all Tests and their execution; and

3.15.3 monitoring and reporting on the progress of all Tests in accordance with this
Schedule.

The Supplier shall propose and execute an approach to the Testing which fosters early
identification of Test Issues from a User and technical perspective at the earliest possible
opportunity, leaning on agile development principles and other Good Industry Practice.
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3.17

4.1

4.2

5.1

5.2

The Supplier shall, where appropriate and beneficial in the delivery of Transition Services,
develop and maintain a set of automated Test Scripts throughout the Transition Period, and
shall on completion of the Transition Period hand such automated Test Scripts over to TfL
along with any supporting documentation.

SUPPLIER DOCUMENTATION

The Supplier shall prepare, submit, and maintain as appropriate the following Supplier
Documentation in accordance with this Schedule and Schedules 6.1 (Transition) and 8.6
(Document Management) the proposed:

411 Test Strategy;

412 Test Plan (or set of Test Plans as appropriate); and

4.1.3 Test Scripts.

The Supplier Documentation produced in accordance with this Schedule shall be in an
editable format.

TEST STRATEGY

The Outline Test Strategy is set out at Appendix 1.

In accordance with the timescales specified in Schedule 6.1 (Transition) the Supplier shall
submit for Approval (and subsequently maintain) a Test Strategy which shall set out the
Supplier's strategic approach to Testing and detail at a minimum:

5.21 the scope, requirements and objectives of the Testing, including a high level plan
for the Testing of the Service System (where applicable), IVR System, Call Centre
and Vehicle Inspection Sites;

5.2.2 the Testing methodologies to be used by the Supplier;

523 the types of Testing to be used;

524 the Test Stages to be executed, including:

(a) the objective of each Test Stage;

(b) the order and sequencing of the Test Stages;

(c) the minimum entry criteria for each Test Stage; and
(d) the minimum exit criteria for each Test Stage;

5.2.5 the skills required to deliver the Testing and how these will be fulfilled;

5.2.6 the Test Environments required and how the Test Environments will be managed;
5.2.7 the Test Assets to be produced and maintained during the Testing;

5.2.8 the Test Tools to be used to manage and support the Testing;

5.2.9 the Test Data required and how Test Data will be managed;
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5.2.10

the Test Issue Management approach, including;

(a) the process which TfL will use to review Test Issues and the Supplier's
progress in resolving these in a timely manner;

(b) the process for escalating unresolved Test Issues; and
(c) a common data classification and lifecycle for Test Issues;
5.2.11  the approach to reporting on progress to TfL;
5.2.12 risks associated with the Testing and how such risks will be managed;
5.2.13 any assumptions made by the Supplier; and
5.2.14 dependencies of the Supplier on TfL and any Third Parties to deliver the Testing
and how such dependencies will be managed.
6. TEST PLANS
6.1 In accordance with the timescales specified in Schedule 6.1 (Transition) the Supplier shall

submit for Approval (and subsequently maintain) a draft Test Plan, or set of draft Test Plans
as may be appropriate, which shall set out the scope, methods, means, and timing of all
Testing activities which the Supplier is responsible for in respect of the Transition Services.

6.2 The Supplier shall ensure that the Test Plan, or Test Plans as may be appropriate, covers
the entirety of the scope of Testing related to the Transition Services as outlined in the Test
Strategy.

6.3 Each Test Plan shall be based on the Testing principles set out in the Test Strategy, and

shall include as a minimum:

6.3.1

6.3.2

6.3.3

6.3.4

6.3.5

6.3.6

6.3.7

the scope and objectives of the Test Plan;
the Deliverables to be Tested;
the key deliverables and sequence of activities required to deliver Testing;

the timetable for the Tests, including start and end dates for each Test — at the
point of test entry, this shall be referred to as the "Test Schedule Baseline";

the details of the members of Supplier Personnel who will carry out the Testing,
their qualifications, experience and competence;

a summary showing the total number of all Tests planned for each Test Plan, split
by category if appropriate — this shall clearly list any Tests rolled over from a
previous Test Plan if such rolling over has been approved by TfL with progress
against each to be tracked separately;

the Tests to be executed including for each Test:

(a) purpose of the Test;

(b) the Deliverables to which it relates;
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(c) the scope of requirements being Tested; and

(d) the specific Test Success Criteria to be satisfied;

6.3.8 the specific Test Environments to be used for the conduct of the Tests, including
the configuration details;

6.3.9 the specification of the required Test Data, including its source, scope, volume and
management, a request (if applicable) for relevant Test Data to be provided by
TfL, and the extent to which it is equivalent to TfL Data;

6.3.10 the mechanism for ensuring the quality, completeness and relevance of the Tests;

6.3.11 the Test Tools to be used to support the Testing;

6.3.12 the format and an example of a Test Report;

6.3.13 the meetings to be held during the Testing period to discuss progress, including
the frequency of such meetings and the expected representation required from the
Supplier, TfL, and any Third Parties.

6.3.14 the dates and methods by which TfL can inspect Test results or witness the Tests
in order to establish that the Test Success Criteria have been met;

6.3.15 the Test Issue Management approach, including:
(a) the process which TfL will use to review Test Issues and the Supplier's

progress in resolving these in a timely manner;

(b) the process for escalating unresolved Test Issues; and
(c) a common data classification and lifecycle for Test Issues;

6.3.16 the process and controls for how the configuration of and changes to the
Deliverables and/or the Test Environments will be managed during the Testing;

6.3.17 the re-Test procedure, the timetable and the resources which would be required
for re-Testing;

6.3.18 risks associated with the Testing and how such risks will be managed;

6.3.19 any assumptions made by the Supplier; and

6.3.20 dependencies of the Supplier on TfL and any Third Parties to deliver the Testing
and how such dependencies will be managed.

6.4 The Supplier shall ensure that each Test Plan is proportionate and appropriate to the nature

of the Deliverables being Tested. As such, the Supplier shall consult with TfL and any Third
Parties that may be involved in the Testing regarding the preparation of the relevant Test
Plan. In particular, the Supplier shall consult regarding:

6.4.1

6.4.2

the acceptability and relevance of the proposed scope;

duration and timing of the Tests;
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71

7.2

7.3

8.1

8.2

8.3

9.1

9.2

6.4.3 the proposed Test Stages (if any);
6.4.4 the proposed sources of Test Data, the Test Environments; and

6.4.5 any proposed TfL or Third Party responsibilities in preparing for, monitoring or
undertaking the Tests.

TEST TOOLS

The Supplier shall procure and maintain throughout the Transition Period a set of Test Tools
to be used to manage and support the Supplier's obligations in respect to Testing as set out
in this Schedule.

TfL reserves the right to require the Supplier to provide access for named TfL Personnel to
the Test Tools for audit purposes and joint testing initiatives.

TfL may, from time to time, require that Supplier Personnel access and update TflL's test
tools to support joint testing initiatives.

TEST ENTRY AND EXIT

Prior to the commencement of each Testing phase, the Supplier shall conduct such
activities as are necessary to ensure that the relevant Deliverables are ready for Testing and
demonstrate this to TfL in accordance with any entry criteria specified in the Test Strategy.

The Supplier shall hold a Test readiness review to demonstrate to TfL that all of the entry
criteria specified in the Test Strategy have been successfully met and that the Supplier is
ready to start Testing. A written record of this review (including evidence demonstrating that
each of the entry criteria has been met and how) shall be provided to TfL within two (2) days
following completion of the review.

The Supplier shall hold Testing completion reviews to demonstrate to TfL that the exit
criteria specified in the Test Strategy have been successfully completed and met. A formal
written record of this review (including evidence demonstrating that each of the exit criteria
has been met and how) shall be provided to TfL within two (2) days following completion of
the review.

TEST REPORTING

The Supplier shall, during the conduct of any Tests, maintain an up-to-date record of all Test
results, whether successful or unsuccessful, and shall provide TfL with access to the Test
results on request.

The Test Manager shall produce and maintain a report for the duration of each Test Stage,
which shall include as a minimum:

9.2.1 a brief description of the Test Stage;

9.2.2 the Deliverables to be Tested;

9.2.3 an overview and progress of the Tests, including for each Test:
(a) a brief description;

(b) the status; and
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9.3

9.4

10.

10.1

10.2

9.24

9.25

9.2.6

9.2.7

9.2.8

9.2.9

(c) the outcome (if applicable);

the overview and progress of the Tests shall be presented to show actual progress
of Tests against the Test Schedule Baseline schedule agreed at the point of test
entry;

the latest forecast dates for the execution or resolution of all outstanding Tests and
re-Tests in the Test Plan;

the Test Issues identified during the Testing, including for each Test Issue:

(a) a brief description;

(b) the Test Severity Level assigned;
(c) the status;

(d) the owner; and

(e) estimated time to resolve;

the Test Issue Threshold for the Test Stage as agreed by TfL;
any risks and/or issues relating to the Testing including any mitigations; and

the specification for any Test Environments used throughout the Tests and any
changes that were applied to that Test Environment during the Tests.

The Supplier shall provide to TfL in relation to each Test the final version of the Test Report
within 3 Working Days (or such other period as the Parties may agree in writing) of
completion of Testing.

The final version of the Test Report, which shall accompany any Test Certificate submitted
by the Supplier on completion of the Test Stage, shall also include:

9.4.1

9.4.2

943

9.4.4

identification of the relevant Test Success Criteria that have been satisfied;

identification of the relevant Test Success Criteria that have not been satisfied,
together with the Supplier's explanation of why those criteria have not been met;

the Tests that were not completed together with the Supplier's explanation of why
those Tests were not completed; and

any outstanding Test Issues and for each Test Issue a Test Issues Resolution
Plan including timelines.

TEST WITNESSING

TfL may, in its sole discretion, require the attendance at any Test of one (1) or more Test
Witnesses, each of whom shall have appropriate skills to fulfil the role of a Test Witness.

The Supplier shall provide reasonable notice of no less than twenty (20) Working Days to
TfL prior to Test commencement so that, if necessary, TfL can arrange resources to witness

the Test.
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10.3 The Supplier shall at all times give the Test Witness access to documentation, facilities,
information, Data, Documentation, assistance and Test Environments reasonably necessary
and requested by the Test Witnesses to perform their role as a Test Witness in respect of
the relevant Tests.

10.4 The Test Witness:

10.4.1

10.4.2

10.4.3

10.4.4

10.4.5

10.4.6

10.4.7

may review the Test documentation;

may attend and engage in the performance of the Tests so as to enable TfL to
gain an informed view of whether a Test Issue may be closed or whether the
relevant element of the Test should be re-Tested;

shall not be involved in the execution of any Test;

may be required to verify that the Supplier conducted the Tests in accordance with
the Test Success Criteria and the relevant Test Plan and Test Specification;

may produce and deliver their own, independent reports on the Testing, which
may be used by TfL when determining that the applicable Test Success Criteria
have been met;

may raise Test Issues on the Test Issue Management Log in respect of any
Testing; and

may require the Supplier to demonstrate the modifications made to any
Deliverable before a Test Issue is closed.

10.5 The Supplier shall during the Test Witnessing:

10.5.1 follow the reasonable instructions of the Test Witness in relation to the Test
Witnessing, including
(a) TfL Personnel witnessing of a solution demonstration; and
(b) demonstrate to the reasonable satisfaction of the Test Witness that
adequate modifications and Testing have been performed leading to
closure of the Service Issue, error or the successful completion of
Testing.
11. TEST ISSUE MANAGEMENT
11.1 The Test Manager shall document all Test Issues encountered during the Tests, and shall

categorise each Test Issue as one of the following:

Test Severity Levels Severity Definition

Test Severity Level 1 The failure causes a non-recoverable condition where it is not

possible to continue using a component (or components) of the
Deliverable being Tested and which results (or will result) in a
severe impact to the functionality and/or performance of the
Service System (where applicable), IVR System, Call Centre
and Vehicle Inspection Sites, or any external components for
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Test Severity Levels Severity Definition

which no satisfactory workaround exists.

Test Severity Level 2 The failure causes (or will cause) major impairment to one (1) or
more component(s) of the Deliverable being Tested irrespective
of whether a workaround exists.

Test Severity Level 3 The failure causes minor impairment to one (1) or more
component(s) of the Deliverable being tested irrespective of
whether a workaround exists.

Test Severity Level 4 The failure is a cosmetic inconvenience such that it does not (or
will not) hinder TfL's ability to carry out business functions or
decrease its productivity.

Prior to the commencement of each Test Stage, TfL shall determine the Test Issue
Thresholds for that Test Stage, which shall be no greater than:

11.2.1  zero (0) Test Severity Level 1 Test Issues;
11.2.2  zero (0) Test Severity Level 2 Test Issues; and

11.2.3 Test Severity Level 3 Test Issues and Test Severity Level 4 Test Issues at the
relevant Test Issue Threshold.

As part of the Testing of Deliverables the Supplier shall be responsible for setting-up and
maintaining the Test Issue Management Log and process.

The Supplier shall be responsible for updating the Test Issue Management Log, in respect
of the Test Stage (if any) that is being managed, and for ensuring that its contents
accurately represent the current status of each Test Issue at all times. The Supplier shall
make the Test Issue Management Log available to TfL on request in any format reasonably
requested by TfL.

The Test Manager shall categorise each Test Issue according to the Test Severity Levels
set out in paragraph 11.1 and shall notify TfL of such categorisation. If TfL does not agree
with such categorisation TfL may, acting reasonably, require the Supplier to re-categorise
Test Issues into different Test Severity Levels.

A Test Stage shall be recorded as successful if, having completed all the planned Tests, the
number of Test Issues unresolved at the end of the relevant Test Stage does not exceed the
Test Issue Thresholds for that Test Stage.

Unless otherwise agreed between TfL and the Supplier, a condition of commencing a Test
Stage shall be that any and all preceding Test Stages for the Deliverable were successful,
including that the number of unresolved Test Issues did not exceed the Test Issue
Thresholds for any preceding Test Stage.

Where Test Issues remain unresolved at the end of any Test Stage period, but the Test
Issue Threshold for that Test Stage has not been exceeded, such Test Issues shall carry
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12.

121

12.2

13.

13.1

14.

14.1

14.2

forward into the next required Test Stage and if still unresolved count towards the Test Issue
Thresholds in that next Test Stage (or be reclassified where a different Test Severity Level

applies).

The Test Tools used to support Test Issue Management, and the recording of the Test Issue
Management Log shall be used as the single source of the truth for tracking the progress of
Test Issues.

TEST SUCCESS

Once the Supplier believes that the applicable Test Success Criteria are met for a Test
Stage and there are no outstanding Test Issues in excess of the applicable Test Issue
Threshold, the Supplier shall issue to TfL a Test Certificate together with the relevant Test
Report and any other information required by the relevant Test Strategy. TfL shall promptly
countersign the Test Certificate if it agrees with its content.

If there are any Test Issues outstanding when TfL countersigns the Test Certificate pursuant
to paragraph 12.1 that do not exceed the applicable Test Issue Threshold, the Supplier shall
resolve such Test Issues in accordance with the timescale specified in the relevant Test
Issues Resolution Plan if Approved by TfL.

TEST FAILURE

If the Supplier issues a Test Certificate under paragraph 12.1, TfL shall promptly notify the
Supplier in writing if:

13.1.1  there are outstanding Test Issues which in TfL's reasonable opinion are in excess
of the applicable Test Issue Threshold; or

13.1.2 there are outstanding Test Issues which do not exceed the applicable Test Issue
Threshold, but in respect of which TfL reasonably considers that the outstanding
Test Issues will not be resolved in accordance with the Test Issues Resolution
Plan appended to the Test Certificate, and without prejudice to any other rights
and remedies TfL has under this Agreement (including in relation to Delay and the
Achievement of Milestones):

(a) the Parties shall promptly meet to discuss the status of the Test
Certificate and, acting reasonably, agree next steps; and

(b) TfL shall be entitled to recover from the Supplier any reasonable
additional costs it may incur as a direct result of further review or re-
Testing undertaken to resolve any Test Issue.
TEST QUALITY AUDIT
Without prejudice to its rights pursuant to Clause 10 (Records, Reports, Document
Management, Audits & Open Book Data), TfL may perform on-going quality audits in
respect of any part of the Testing (each a “Testing Quality Audit”’) subject to the
provisions set out in the agreed Quality Plan.
The focus of the Testing Quality Audits shall be on:

14.2.1  adherence to an agreed methodology;

14.2.2 adherence to the agreed Testing process;
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14.3

14.4

14.5

14.6

14.7

14.2.3 adherence to the Quality Plan;
14.2.4  review of status and key development issues; and
14.2.5 identification of key risk areas.

The Supplier shall allow sufficient time in the Test Plan to ensure that adequate responses
to a Testing Quality Audit can be provided.

TfL will give the Supplier at least 5 Working Days' written notice of TfL's intention to
undertake a Testing Quality Audit, and the Supplier may request, following receipt of that
notice, that any Testing Quality Audit be delayed by a reasonable time period if in the
Supplier's reasonable opinion the carrying out of a Testing Quality Audit at the time
specified by TfL will materially and adversely impact the Implementation Plan.

A Testing Quality Audit may involve document reviews, interviews with the Supplier
Personnel involved in or monitoring the activities being undertaken pursuant to this
Schedule, TfL witnessing Tests and demonstrations of the Deliverables to TfL. Any Testing
Quality Audit shall be limited in duration to a maximum time to be agreed between the
Supplier and TfL on a case by case basis (such agreement not to be unreasonably withheld
or delayed). The Supplier shall provide all reasonable necessary assistance and access to
all relevant documentation required by TfL to enable it to carry out the Testing Quality Audit.

If the Testing Quality Audit gives TfL concern in respect of the Testing Procedures or any
Test, TfL shall:

14.6.1 discuss the outcome of the Testing Quality Audit with the Supplier, giving the
Supplier the opportunity to provide feedback in relation to specific activities; and

14.6.2 subsequently prepare a written report for the Supplier detailing its concerns, and
the Supplier shall, within a reasonable timeframe, respond in writing to TflL's
report.

In the event of an inadequate response to TfL's report from the Supplier, TfL (acting
reasonably) may withhold a Test Certificate (and consequently delay the grant of a
Milestone Achievement Certificate) until the issues in the report have been addressed to the
reasonable satisfaction of TfL.
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2. Document Scope

This document’s scope is to define the testing activity that Marston will deliver to support the TfL
TPH Lot 2 deliverables in line with Schedule 6.2 (Testing).

3. Introduction

This document outlines the approach that is planned for testing on the Marston TPH Lot 2
Technology and Service deliverables.

The focus is on testing of the telephony and IVR platforms and joint testing with the Lot 1 provider of
the service system in relation to Vehicle Inspections and Licensing.

The components in scope of the Lot 2 provider are;

The IVR — integrated with the Lot 1 service system

The PCI-DSS component for contact centre payments and

The Automated Payment Platform

Provision of handheld equipment for use within the Vehicle Inspection Site to access the Lot 1
provider software

A\ A A 4

Commercial in Confidence Page 3 of 19
Version 1.0

TPH - LOT 2 — SCHEDULE 6.2 - TESTING
17



4. Functional Overview of the Project

Marston will deliver the Telephony, IVR functionality for the processing and booking of TPH Vehicle
Inspections via our contact centre facilities. The telephony platform is integrated with the Lot 1
provider Service System.

Marston also provide the Handheld hardware devices to facilitate Vehicle Inspections from sites

across London. The handheld devices will be used to access Lot 1 provider Service System Software.

5. Document purpose

This document details a high-level test strategy focussed on the supplier testing and has been
written prior to testing starting. It is not expected to be updated unless a radical change of direction
is taken during testing. It sets out the expectations for the testing phase.

6. Assumptions

The following assumptions have been made:

1. The Lot 1 provider will provide data for testing integration aspects with the service system.
2. It will be possible to access live data which will be obfuscated to ensure personal data is not
accessible.

7. Terminology

Terminology Definition

No industry specific terminology has been used in this document.

8. References | associated documentation

Reference Name Author Version Location/Filename
1.
Commercial in Confidence Page 4 of 19
Version 1.0

TPH - LOT 2 — SCHEDULE 6.2 - TESTING
18



9. Test Approach

The approach used to test the site will be manual functional testing combining scripted and
exploratory testing.

There will be significant focus on a high-quality deliverable and locating issues.

Unit and system testing will be undertaken by the suppliers of the Telephony/IVR and Payment
components, before handover to the Marston team for functional testing.

Our overarching principles of testing are:

Testing will be user centric, using a combination of ‘real-users’ and subject matter experts from
within the Marston business

Testing will focus on a shift-left, trying to locate the defects earlier in the testing process
Regression testing will be delivered by the expert internal Marston team

Testing will be transparent giving TfL the opportunity to review all results

All tests will be repeatable

Following on from the effects of the Covid-19 pandemic, testing will support remote
engagement whilst maintaining the quality objectives of TfL

TfL will be fully informed of defects and will be responsible for reviewing their severity level

vV VVVvVYyYVY V¥

9.1 Impact of Covid

Following on from Covid-19, testing will support remote engagement whilst maintaining the
quality objectives of TfL. Clearly, there may be changes with vaccinations and reductions in

the need for social distancing, but if not, the testing will have a range of features to support
social distancing requirements.

This will primarily include:

» Having a remote team to support testing.
» Completing usability testing with users remotely.
» Working with TfL staff via Microsoft Teams.
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10.

In Scope

The areas in-scope for testing are:

YVYVYVYVVVVVYYYY

‘Static’ Testing (Documentation)
Unit and System testing

Factory Acceptance testing
Integration testing

Joint End-to-End testing
Regression testing
Non-Functional testing

Site Acceptance testing

User Acceptance testing

Service Readiness testing
Migration Testing

Ready for Service testing

Lot 2 Supplier Contact Centre testing

Out of Scope

The following areas are out of scope of this document.

» Testing of elements of the Lot 1 Service system no associated with Vehicle Licensing

12.

Test Types

Below is an overview of the testing that will be completed during the testing window.

Testing Type Planned Usage on this Service Cutcome
Documentation  To aid the shift-to the left of defect finding, the test team will Cost-Saving
Requirements review documentation completing a 7-point INVESTS check on all
Testing requirements as soon as they are available. See section below for
more information on INVESTS
Unit Testing Unit testing is carried out by the component suppliers before Cost-saving
handover to Marston. (Shift-left)
System Testing  System testing will be conducted by Marston test resources and Channel-Shift
SMEs to cover the various functions of the solution. (quality
product)
Factory Factory Acceptance testing to provide confirmation of component Cost-saving
Acceptance availability and connectivity (HHD) (Shift-left)
Testing
Integration Ensuring the integration between the Telephony, IVR and Payment Cost-saving
Testing platforms; and integration of the Lot 1 and Lot 2 components. (Shift-left)
Joint End-to-End  Whilst the System testing will cover each function, end-to-end Quality
Testing testing will be linear scenarios following standard customer product
journeys. These will primarily be manual testing to add variability.
Regression Regression testing will be carried out against each software Cost-saving
Testing release. (Shift-left)
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Testing Type Planned Usage on this Service Outcome

Non-Functional ~ There will be a focus on non-functional testing, including load and Channel-Shift

Testing performance testing. These can be witness ‘live’ if required as all  (usable
components are within use on the Martson business in high system)
volume environments,

Site Acceptance  All software components will be proven as available at each Channel-Shift
Testing Marston site, both Contact centre and Vehicle Inspection sites. (usable
system)
User Acceptance Working in the two areas of: Channel-Shift
Testing s Contact centre testing (usable
s Vehicle Inspection testing system)
Service Readiness Working in conjunction with the other suppliers, Marston will Cost-saving
Testing ensure will complete tests to ensure that the environment and the (Trained staff)

staff who are expected to use the system are able to.

Migration Testing Marston will test at the point of cutover that all Lot 2 components Quality
are functioning and available. We will support the Lot 1 provider in Product
validation of the service system availability and data migration.

Ready for Service Testing that the sites are appropriate fitted out, and inspections Quality
Testing can be undertaken and that all systems and processes meet the Product
applicable functional, non-functional and operational
requirements

Lot 2 Supplier Testing of telephony platforms and accessibility by end users, Quality
Contact Centre  Payment channels, business process and staff are in place and product.
Testing ready for service.

[2.1.1 Documentation Requirements Testing

To ensure that requirements are clear and will suit the needs of developers and testers, each
requirement will undergo the INVESTS review, as shown below, each requirement will be checked
against the following:

» Independent - Independent user stories can assist in reducing unwanted complexities in the
sprint backlog

Negotiable - User stories should not be too precise — details can be captured through
collaboration

Valuable - A user story must be valuable to the business stakeholders

Estimable - Too broad? Difficult to estimate. Too ambiguous? Difficult to estimate.

Small - Small user stories are easier to estimate and can be developed within a sprint

Testable - Good user stories need to have good acceptance criteria. Keep the end test result in
mind.

» Singular - One requirement that does not refer to others or use words like "and".
Incorporating and reporting on this technique will result in a strong base and ensure that any

requirements provided by TfL will be implemented correctly and allow structured analysis of
the requirements.

A4

Y'Y VY
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[2.2 Unit and System Testing

Each component is provided Unit tested by the supplier and having confirmed as meeting

requirements. During unit testing, technical integration tests of the interfaces are performed to

demonstrate compliance with the technical specification, and the testing of all interface failure

conditions, exception conditions and recovery mechanisms are carried out.

The components are then handed over to the Marston test manager to ensure that each component

meets requirements independently.

Example system tests will include:

Make a payment (sunny day)

A\ A A4

Generate refund
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Call routing (Sunny day)
Update to call routing
Messaging and updates to messaging
Call waiting times
Capturing data using DTMF
Capturing phone number
Voice recognition

Call recording

Text transcribes

Call transfer

Web chat

VVVVVVVVVYYY

12.3 Factory Acceptance Testing

Load and performance testing can be proven through live witnessing and reporting as each of the
components both integrated and standalone are in use within Marston in high volume services. Each
of the components are within the same infrastructure as will be for the TfL solution, and are simply
considered a new (segregated) call queue.

2.4 Integration Testing

Integration testing will check that each component interacts correctly with each other. Marston will
own the integration tests of the IVR to the PCI DSS component, and the IVR to the automated
payment platform.

A significant element of the integration will be with the Lot 1 provider so close collaboration in
developing test plans and test data will be required.

12.5 Joint End to End testing

Whilst the System testing will cover each function, end-to-end testing will be linear scenarios
following standard customer journeys. These will primarily be manual to add variability.

Example end-to-end test scenarios which incorporate the IVR, Telephony and Payment platform are:

Customer makes automated vehicle inspection booking and payment without CSR intervention
Customer makes vehicle inspection booking and payment with CSR intervention

Customer cancels vehicle inspection booking and gets refund

Reschedule booking

Book a retest

Transfers of calls to/from TfL

Payments for non-Vehicle Licences e.g. knowledge test on behalf of TfL

VVVVVYVY

However, there are a number of other administrative tasks which will be tested using the Lot 1
Service system such as:

P Workflow: Change of name, change of ownership etc
P Correspondence
P Financial reconciliation
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Joint End-to-End testing will also encompass testing the Vehicle Inspection Process from customer
arrival, through the inspection process and utilising the handheld software/functionality provided by
the Lot 1 provider. We recognise that as the Subject Matter Experts in Vehicle inspection we are best
positioned to support this phase of testing with the Lot 1 provider, and not just UAT.

12.6 Regression Testing

Regression testing will be conducted by the test team as required, following the receipt of new
builds into the testing environment, and after patch fixes. An assumption is that the number of
cycles of regression testing will broadly be driven by the Lot 1 provider and service system as this is
essentially the ‘new’ interface.

12.7 Non- Functional Testing

Each non-functional requirement will be extracted from the requirements traceability matrix and
associated test executed by the Marston test team. There will be a focus on,

Usability

In order to make our service delivery as customer focused as possible and ensure that customers
receive the best experience it's extremely important that we get feedback from them. In partnership
with TfL we will engage the services of a UX consultant such as Nomensa to carry out tailored and
target consultations with TPH customers to better understand customer needs and views that can
be used to inform how we set up and arrange the contact centre and inspection sites to develop the
optimum customer journey. The UX consultant will:

Help identify customers and stakeholders — we accept that there are vast number of customers
50 there will be a focus to ensure the major customer types are represented

Produce customer surveys with the right types of questions that will give ‘rich’ information
Facilitate workshops with customers / stakeholders

Collate data from the above and

Propose possible improvements to improve the customer experience and journey

vVyvyVvyvy Vv

We will then see how we make changes to our service delivery within the parameters of TfL
requirements, as well as suggesting changes that could be made to these requirements and also
make recommendations to Lot 1 Service System provider.

Security testing (inc Pen testing).

Marston will complete a penetration test during the diarised period and provide a certification from
an industry recognised organisation demonstrating that there are no security issues that should
concern TfL with the Service System.

Reporting and management information
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Service Management testing
Service Management Playbook exercises will also be carried out to simulate system failures, and
other scenarios such as contact centre evacuations and check criteria such as:

P> Did the incident log get routed to the correct resolution team?
P Did the correct call script get activated to advise callers the line was closed?
P Did the right people get notified of the incident?

12.8 Site Acceptance Testing

We will demonstrate to TfL that all components are functioning correctly in the environment and
meet all requirements. This will include wifi access at the Vehicle Inspection centres, and access to
the Lot 1 provider software as required from both PCs, Customer terminals and Handheld Devices.

12.9 User Acceptance Testing

UAT will be carried out by ‘customers’ i.e. nominated Marston and TfL representatives to contact the
Contact Centre in the same manner as a customer testing a number of end to end user scenarios.
Additionally, SMEs from the current Contact Centre will be undertake the CSR role in the scenarios
ensuring that the telephony and Lot 1 service system are functioning correctly in a manner that they
would be able to fulfil their role. If possible, and with TfL's agreement, we will invite representatives
from the current customer base i.e. Vehicle Licence holders to also test the end to end usability.

12.10 Service Readiness testing

We have significant experience in on-boarding new contracts and as such have a robust service
readiness process. In the run up to go live of the service we will adopt a series of tried and tested
operational readiness gateways which ensure full transparency of readiness to go live, the status of
any outstanding activities and the current risk profile. We will agree with TfL (and the Lot 1 provider)
the schedule and specific gateway measures in advance so formal agreement can be reached on
whether to proceed to the next gateway or remedial action is required.

The checks will be grouped by workstream: Process, Operations, Technology, and Information
(POTI) Example readiness checks could be:

Process: Have all user manuals and call scripts been prepared?

Process: Have all service management processes been tested?

Operations: Is the training progressing as planned? Will all staff be trained in time for go live?
Operations: Has floor-walking support been identified for go live?

Operations: Do all staff have uniforms?

Technology: How many defects are outstanding from UAT and have fixes or work arounds been
agreed?

Information: Has all customer data been transferred to new Service System?

Information: Have calendar slots been configured to current capacity levels?

VY VVVVYYVYYVY

Each work stream will be given a Red/Amber/Green (RAG) rating depicting its readiness for
operation where:
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On track, no issues

»All activity is progressing as per the plan
*Any risks are low-level with mitigating and containment actions agreed

Minor Risk

sSome activities are off track but recovery actions in place and agreed.
*Any risks are low/medium level and have mitigating and containment actions

in place
Major Risk, Escalation required

sThere is significant issues that require escalation and senior agreement on
the way forward

12.11 Migration Testing

A critical item for the migration to live is the assurance of the bookings made for each inspection
site. We will work closely with the Lot 1 provider to design the data migration strategy in order to
prevent difficulties moving forward, and also provide additional support in validating data and
completing any manual interventions needed at the point of data migration.

Equally in recognition that an interim solution may be required for the taking of early bookings, we
will work closely with the Lot 1 provider to ensure that the solution in place for this has been
thoroughly tested and has no detrimental effect on ongoing service provision during the migration
phase of the project.

12.12 Ready for Service Testing (Inspection Centres)

As well as the service readiness described above there will be specific checks at each site to test
readiness to operate.

Throughout the fit-out period H&S managers will monitor work and the first readiness gateway will
be them signing off the site as safe. And the Vehicle Inspection Site test manager will test the
operability of all on-site equipment as well as coordinating the UAT of the Service System.

Significant focus will be on the customer journey and we will carry out a series of drive-through /
walkthrough exercises simulating and end to end vehicle inspection in order to test not only the
processes but other elements of the customer journey such as signage.

These drive-through/walkthroughs involves us calling upon some of our London based resources
who have no previous involvement in TfL's TPH service to participate in a vehicle inspection from
having an appointment made for a specific time for them to navigate to the site, know where to park
and have their vehicle inspected to prove the end to process and provide feedback from a customer
perspective.
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A key element of the site will be the setting up of the calendars and capacity plans for each of the
sites. In order for service continuity, this will be completed in advance of the site opening so that
advance bookings can be made by the customer

Every site will have an assigned person responsible, as well as a deputy and before the migration to
any new sites, we will carry out an on-site walkthrough of the Site Information Folder (SIF) so not
only has the documentation been made available it had been physically checked on site. For
example, the Team Leader will now only know that there is a security alarm, they will know exactly
where it is and how it is operated.

12.13 Contact Centre Testing

Representatives from TfL are invited to visit our Contact Centre to withess and participate in a
demonstration and testing of the facility. Sector Manager, Daniel Evans, and team manager Zubeda
Khatun, have been in post on the contract since its inception in 2013 and will be able to demonstrate
their deep understanding of the TfL requirements not only in the current service delivery but the to-
be operating model.

As well as core functions and readiness other elements such as operating hours and other
configuration settings will be confirmed.

As an experienced implementor of payment processing, we also recommend the payment platform
is made live around one week before being published for customer use. This allows for some ‘real’
transactions using manufactured test data to be tested end to end through the payment channel.
This is a final test that the live payment function works end to end from customer contact to the
funds hitting the bank account.

13. Entry and Exit Criteria

Entry and Exit Criteria for Each Test Phase will be documented in the Test plan for that Phase.

13.1 Generic: Entry Criteria

Specifications:

» Confirmation that the test scenarios meets TfL requirements.

» Confirmation and evidence from Marston previous test phases have been
completed.

» The defect management process is agreed by all parties.

» Confirmation that the environment is stable, has been smoke tested and is under
change management with no changes unless agreed by the project team.

» Data is available in accordance with the requirements of the test team.

> Data is obfuscated.

> Test cases have been produced and completed and signed-off by TfL (or a plan to
complete them)

» This Test Plan has been agreed by all project stakeholders.

» The test environment has relevant test data allowing the test to take place.
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» Any relevant test data has been provided and is available in a data repository.

» Agreement that no other unplanned disruptive testing is likely to take place during
the window without agreement from the project team and test team.

» An agreed device matrix is available for the relevant devices linked to the test cases.

|3.2 Generic: Exit Criteria

Specifications:

> All agreed test cases have been executed on the agreed device matrix.

» All defects have been triaged and had a priority and type agreed by TfL.

» Marston has no questions on any outstanding and agreed defects that prevent those
defects been fixed or investigated.

» Outstanding defects are within tolerance levels agreed
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14. Test Resources

We will appoint two test managers, who will coordinate resources from the component suppliers,
Lot 1 providers, TfL, the Systems Integration Manager for Lot 2 and SMEs/Users.

s Lee Greenwood will be responsible for the Contact Centre and all the functionality
requirements, both IVR/telephony and payments as well as coordination of testing of the
Lot 1 service system in agreement with the Lot 1 provider.

s The second Test Manager, Leanne Ranger, will have specific focus on the vehicle inspection
sites and in particular the customer journey / customer experience as well as clearly
ensuring that any equipment components function correctly. They will also be responsible
for coordination of UAT for the HHDs and Lot 1 service system where used for Vehicle
Inspections.

I15. Test Environments

Development environments are maintained by the suppliers, meaning no direct management of test
environments are required.

For telephony and IVR, the system/user testing will happen in the pre-production environment
which is part of the current live environment segregated from other contracts.

Payments test environment are provided by the payment provider, which are then promoted to
production as required.

16. Test Data

Test data and the production or usage of test data is going to be important on this project to validate
that the deliverable works in the environment. The following principles will be applied to test data:

1. Testdata from the Lot 1 provider will be required for the end to end testing and integration
testing before moving to UAT. We will work closely with the Lot 1 provider in identifying the test
scenarios and data to be provided. Where possible we would recommend the use of obfuscated
real data to ensure test data integrity. For example inbound customer IDs for customer
recognition via the IVR and outbound transaction ID for payment receipt.

2. Test payment accounts are provided by the Lot 1 provider

3. Test payment cards are available from the Payment provider

17. Test Tools
|7.1 Defect Tools

Defect management will be managed using a common repository for defects raised by Marston or
TfL issues relating to Marston. The Marston Test Manager will be responsible for producing and
circulating appropriate reports and defects logs as required.
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Defects will be recorded on the following Impact by the Testers:

1. Blocker: Issue prevents further testing and of the system or the system cannot
realistically be used for any type of testing or non-functional testing. Examples include:
a. Cannot login.
b. Screen is not visible.
¢. A component does not work that prevents a simple end to end process.
2. Critical: An issue that severely affects, for example, limits test types and has no
workaround, or a Blocker issue that has a work-around.
3. High: An issue that has a major impact on the usability of the system. For example:
a. Does load on a specific device (not multiple devices)
b. A button cannot be pressed.
c. Screen is obscured but journey can be completed.
4. Medium: An issue that is defective but does not have a significant impact on the user
experience. Examples include:
a. Screen jumps.
b. Textis cut off the screen but does not affect working of application.
5. Low: A issue that should be reviewed prior to launch but is not expected to have a
significant effect on any user. Examples include:
a. Typo, spelling or font error.
b. Button is unaligned/misshaped.
c. Button text is difficult to read.

17.2 Automated Testing

It is not expected that automated testing will be used in the delivery of Lot 2 technology.

18. Communication
18.1 Daily

During testing phases a daily email update will be sent to individuals listed in the distribution
list. This will be coupled with a triage call to discuss the defects found on the project.

18.2 Weekly

Weekly reports will not be sent as there is no heed to update over the daily updates sent.

18.3 Test Meetings
Test meetings are not needed other than the previously arranged daily meetings.
19. Defect Management
19.1 Defect Tools

Defects will be managed by the Marston Test Manager(s).
19.2 Defect Reporting standards
Defects will contain details including:

» Actions
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Expected Results

Actual Results

Images or Videos as relevant
Details of the devices affected

YV VY

19.3 Defect Workflow

Please see the proposed workflow below.

. Removed from
‘ TFL confirm ‘—P{ dareeistack

Not valid {Duplicate, out of scope etc)

New Defect

Project team
review

v !

Req Issue Dev Team
(Design Error) (Code Error)

Fix Design Code Fix

Test
(Test Erro r

Update Test
as required

19.4 Root Cause Analysis

Pass Defect Closed

Root cause analysis should be used to ensure that each defect has its origin traced to ensure

that there is no systemic issue, or potentially other issues may be found quickly.

As part of each cycle review, the root analysis must be reviewed to understand if defect can

be better avoided moving forward.

This is part of the shift-left procedure.
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20.

Test Deliverables

The following elements will be delivered by Marston:

VVVVVYVYY

Test Plan

Test Scenarios
Test Cases (documents detailing the test actions)
Test Summary Reports (at the end of each cycle)
Test Exit Report.
Defect and defect descriptions raised on the project.
Go-Live Regression report

21. Dependencies & Assumptions
21.1 Dependencies
Party 1 Give / Party Description When Impact if dependency
Get 2 not met
Lot1 Gives Lot 2 | User training for testers | Before The integration tests
commencement | would not be verified
of integration
testing
All Give ALL | Cooperation and Throughout Coordinated tests are
agreement on test critical for completion.
scheduling and Without careful
interdependencies planning this will cause
delays to the entire
programme,
Lot 2 Gives Lot1 | User scenarios for end to | Before end to Lot 1 provider will be
end testing end testing unable to generate the
correct test data
TfL Give Lot2 | Reviews of defects Throughout Full transparency of
agreeing severity levels defect status will not
where required be in line with test
strategy
212 Assumptions
¢ None at this Time
22. Risk Review

None logged at this time.

23.

Lessons Learnt Register

During each quality gate review, the project team will review any lessons that might be learnt from
this cycle. During this session, the test manager will be responsible for capturing lessons learnt

during this project with a view to feeding them back to subsequent cycles.
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24. Test Execution Suspension/Resumption criteria

Test suspension would not be a desirable situation, however if many test cases are failing, rather
than continuing with testing, it would be prudent to stop test execution. Assuming that this event
occurs, the criteria to make this decision would be as follows:

» More than 50% of planned test cases are failing.

» Ifa fundamental component is broken.

» Ifthe test environment is out for more than 60 minutes consecutively.
>

If in the view of the Marston test team, there has been a code/platform change during the
execution phase.

25. Post Implementation Review

Completing the project, a post implementation review will be completed run facilitated by the
Marston Test Manager. This session will review fault cause analysis on the defects that have been
raised. Following this along with the lessons learnt, Marston will pull together some

recommendations based upon the projects execution and this will form the post implementation
review.
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APPENDIX 2 — TEST CERTIFICATE

To: Transport for London
FROM:
[Date]
Dear Sirs,
TEST CERTIFICATE
Deliverable(s): [insert description]

We refer to the agreement relating to [contract title] between Transport for London and Marston
(Holdings) Limited dated [date] (the Agreement).

Capitalised terms used in this certificate but not defined have the meanings given to them in the
Agreement.

We confirm that the Deliverables listed above have been Tested successfully in accordance with the
Test Plan relevant to those Deliverables.

There are no outstanding Test Issues *OR This Test Certificate is issued on the condition that any
Test Issues are remedied in accordance with the Test Issues Resolution Plan attached to this
certificate. *

*delete as appropriate

Yours faithfully

[Name]

[Position]

acting on behalf of Marston (Holdings) Limited
Approved by:

[Name]

[Position]

acting on behalf of Transport for London
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	SCHEDULE 6.2
	TESTING
	1. PURPOSE
	1.1 This Schedule sets out the Testing Process for the relevant Deliverables in respect of the Transition Services and, where applicable, the Additional Services and Contract Changes.
	1.2 The relevant Agreed Additional Services Proposal or Agreed Change Authorisation Note shall set out the extent to which this Schedule applies in respect of Additional Services or Contract Changes.

	2. TEST STAGES
	2.1 Unless TfL requires or approves otherwise in writing, the Supplier shall ensure that the Testing Process shall conform with the following Test Stages where applicable:
	2.1.1 Unit & System Testing: Testing of individual components when operating in isolation and collections of components organised to accomplish a specific function or set of functions;
	2.1.2 Factory Acceptance Testing: Testing, conducted at the Supplier Site(s) to determine whether or not a component or Deliverable meets the relevant agreed requirements for that component or Deliverable;
	2.1.3 Integration Testing: Testing of the interoperability of each component of an Interface operating in isolation;
	2.1.4 Joint End-to-End Testing: Testing of the interoperability of the Service System (where applicable), Interface Layer, Interfacing Systems, IVR System, Call Centre and Vehicle Inspection Sites to suffice the requirements of the Interfaces;
	2.1.5 Regression Testing: Testing to demonstrate that the relevant Deliverable has not adversely affected any other Deliverables;
	2.1.6 Non-Functional Testing,  Testing, including load and performance testing, to demonstrate that the relevant Deliverable meets the Statement of Requirements and all other applicable obligations within the Agreement (including, but not limited to t...
	2.1.7 Site Acceptance Testing: Testing to ensure successful transition such that each signed-off Deliverable can successfully be migrated with the relevant components;
	2.1.8 User Acceptance Testing: Testing to prove or demonstrate that a Deliverable meets the relevant agreed requirements from a User perspective;
	2.1.9 Service Readiness Testing: Testing to ensure a signed-off Deliverable is supportable in accordance with this Agreement and the Users who will operate Deliverables on a day to day basis are appropriately trained to carry out their tasks;
	2.1.10 Migration Testing: Testing to ensure that the Migration Phase has been successful and the Services can now be performed by the Supplier.
	2.1.11 Ready for Service Testing (RFS):  Testing to ensure that Inspections Sites are appropriately fit-out, all assets and equipment perform correctly and safely, that Inspections can be undertaken (including demonstrations using real vehicles) and t...
	2.1.12 Lot 2 Supplier Contact Centre Testing: Testing to ensure that all telephony services are working, the Payment Gateway is functioning correctly and all systems and processes meet the applicable functional, non-functional and operational requirem...


	3. GENERAL REQUIREMENTS
	3.1 The Supplier shall ensure that all Supplier Personnel involved in the delivery of Testing are suitably trained and qualified.
	3.2 The Supplier Personnel shall be based at TfL Sites alongside the appropriate TfL Personnel when undertaking the Testing, unless otherwise agreed by TfL in writing (for example where Testing can only be conducted at a Vehicle Inspection Site or a S...
	3.3 The Supplier shall participate in and shall ensure that suitably trained and qualified Supplier Personnel shall participate in or undertaking testing required by the Lot 1 Supplier in respect of the Lot 1 Services.
	3.4 The following procedures shall apply to the Testing of Deliverables:
	3.4.1 the Supplier shall conduct the Testing in accordance with the Test Strategy and the relevant Test Plan and the timescales specified therein;
	3.4.2 the Supplier shall provide TfL with all reasonably necessary assistance and information in connection with the conduct of the Testing;
	3.4.3 the Supplier shall undertake Tests in accordance with Good Industry Practice, the Standards and any agreed methods and processes identified in this Agreement;
	3.4.4 where Third Parties are involved in a Test, the Supplier shall provide them with all reasonable assistance and information in connection with the conduct of any such Tests; and
	3.4.5 where the Supplier, in meeting its obligations under this Schedule, consults or otherwise directly works with Third Parties, the Supplier shall provide TfL with reasonable visibility of such interaction.

	3.5 The Supplier shall make available to TfL as and when requested any information produced in accordance with the obligations set out in this Schedule.
	3.6 The Supplier shall provide all Test Data that is required to allow Tests to be performed, and shall ensure that such Test Data is both relevant and adequate for the purposes of the Tests for which it is being used. The Supplier (or TfL where it ha...
	3.7 TfL reserves the right to provide Test Data for use within a Test. The Supplier shall consider and comply with any of TfL's reasonable requirements in this respect when preparing the Test Plan, and shall allocate the necessary resources and time t...
	3.8 TfL reserves the right to create and conduct its own tests within the Testing Process, including developing associated Test Specifications and directly managing such tests, and TfL may consult the Supplier in regards to such tests. The Supplier sh...
	3.9 The Supplier shall ensure that to the extent reasonably possible, the Tests set out in the relevant Test Strategies and Test Plans are designed in such a way as to minimise any potential disruption to TfL and the Users.
	3.10 In planning the Tests the Supplier shall consider and agree with TfL what Third Party involvement is appropriate. The Supplier shall consult with such Third Parties regarding the planning of Tests accordingly.
	3.11 The Supplier shall procure and maintain the necessary Test Environments required to fulfil its obligations in accordance with the Transition Services, excluding the infrastructure and network components which shall be procured and maintained by T...
	3.12 Unless agreed otherwise by TfL in writing, the Supplier shall at no additional cost to TfL provide and operate all equipment required for Testing, including without limitation the Test Tools, Test Environments and Test Assets necessary in order t...
	3.13 The Supplier shall ensure that all Tests are repeatable.
	3.14 The Supplier shall notify TfL of its Test Manager in accordance with Schedule 9.2 (Key Personnel) as soon as practicable and in any event prior to the Achievement of Milestone MS1.
	3.15 The Supplier shall ensure that the Test Manager is responsible for managing the Supplier's obligations under this Schedule. This includes:
	3.15.1 coordinating the development and Approval of the:
	(a) Test Strategy;
	(b) Test Plans;
	(c) Test Specifications; and
	(d) Test Reports;

	3.15.2 coordinating the implementation of all Tests and their execution; and
	3.15.3 monitoring and reporting on the progress of all Tests in accordance with this Schedule.

	3.16 The Supplier shall propose and execute an approach to the Testing which fosters early identification of Test Issues from a User and technical perspective at the earliest possible opportunity, leaning on agile development principles and other Good...
	3.17 The Supplier shall, where appropriate and beneficial in the delivery of Transition Services, develop and maintain a set of automated Test Scripts throughout the Transition Period, and shall on completion of the Transition Period hand such automat...

	4. SUPPLIER DOCUMENTATION
	4.1 The Supplier shall prepare, submit, and maintain as appropriate the following Supplier Documentation in accordance with this Schedule and Schedules 6.1 (Transition) and 8.6 (Document Management) the proposed:
	4.1.1 Test Strategy;
	4.1.2 Test Plan (or set of Test Plans as appropriate); and
	4.1.3 Test Scripts.

	4.2 The Supplier Documentation produced in accordance with this Schedule shall be in an editable format.

	5. TEST STRATEGY
	5.1 The Outline Test Strategy is set out at Appendix 1.
	5.2 In accordance with the timescales specified in Schedule 6.1 (Transition) the Supplier shall submit for Approval (and subsequently maintain) a Test Strategy which shall set out the Supplier's strategic approach to Testing and detail at a minimum:
	5.2.1 the scope, requirements and objectives of the Testing, including a high level plan for the Testing of the Service System (where applicable), IVR System, Call Centre and Vehicle Inspection Sites;
	5.2.2 the Testing methodologies to be used by the Supplier;
	5.2.3 the types of Testing to be used;
	5.2.4 the Test Stages to be executed, including:
	(a) the objective of each Test Stage;
	(b) the order and sequencing of the Test Stages;
	(c) the minimum entry criteria for each Test Stage; and
	(d) the minimum exit criteria for each Test Stage;

	5.2.5 the skills required to deliver the Testing and how these will be fulfilled;
	5.2.6 the Test Environments required and how the Test Environments will be managed;
	5.2.7 the Test Assets to be produced and maintained during the Testing;
	5.2.8 the Test Tools to be used to manage and support the Testing;
	5.2.9 the Test Data required and how Test Data will be managed;
	5.2.10 the Test Issue Management approach, including;
	(a) the process which TfL will use to review Test Issues and the Supplier's progress in resolving these in a timely manner;
	(b) the process for escalating unresolved Test Issues; and
	(c) a common data classification and lifecycle for Test Issues;

	5.2.11 the approach to reporting on progress to TfL;
	5.2.12 risks associated with the Testing and how such risks will be managed;
	5.2.13 any assumptions made by the Supplier; and
	5.2.14 dependencies of the Supplier on TfL and any Third Parties to deliver the Testing and how such dependencies will be managed.


	6. TEST PLANS
	6.1 In accordance with the timescales specified in Schedule 6.1 (Transition) the Supplier shall submit for Approval (and subsequently maintain) a draft Test Plan, or set of draft Test Plans as may be appropriate, which shall set out the scope, methods...
	6.2 The Supplier shall ensure that the Test Plan, or Test Plans as may be appropriate, covers the entirety of the scope of Testing related to the Transition Services as outlined in the Test Strategy.
	6.3 Each Test Plan shall be based on the Testing principles set out in the Test Strategy, and shall include as a minimum:
	6.3.1 the scope and objectives of the Test Plan;
	6.3.2 the Deliverables to be Tested;
	6.3.3 the key deliverables and sequence of activities required to deliver Testing;
	6.3.4 the timetable for the Tests, including start and end dates for each Test – at the point of test entry, this shall be referred to as the "Test Schedule Baseline";
	6.3.5 the details of the members of Supplier Personnel who will carry out the Testing, their qualifications, experience and competence;
	6.3.6 a summary showing the total number of all Tests planned for each Test Plan, split by category if appropriate – this shall clearly list any Tests rolled over from a previous Test Plan if such rolling over has been approved by TfL with progress ag...
	6.3.7 the Tests to be executed including for each Test:
	(a) purpose of the Test;
	(b) the Deliverables to which it relates;
	(c) the scope of requirements being Tested; and
	(d) the specific Test Success Criteria to be satisfied;

	6.3.8 the specific Test Environments to be used for the conduct of the Tests, including the configuration details;
	6.3.9 the specification of the required Test Data, including its source, scope, volume and management, a request (if applicable) for relevant Test Data to be provided by TfL, and the extent to which it is equivalent to TfL Data;
	6.3.10 the mechanism for ensuring the quality, completeness and relevance of the Tests;
	6.3.11 the Test Tools to be used to support the Testing;
	6.3.12 the format and an example of a Test Report;
	6.3.13 the meetings to be held during the Testing period to discuss progress, including the frequency of such meetings and the expected representation required from the Supplier, TfL, and any Third Parties.
	6.3.14 the dates and methods by which TfL can inspect Test results or witness the Tests in order to establish that the Test Success Criteria have been met;
	6.3.15 the Test Issue Management approach, including:
	(a) the process which TfL will use to review Test Issues and the Supplier's progress in resolving these in a timely manner;
	(b) the process for escalating unresolved Test Issues; and
	(c) a common data classification and lifecycle for Test Issues;

	6.3.16 the process and controls for how the configuration of and changes to the Deliverables and/or the Test Environments will be managed during the Testing;
	6.3.17 the re-Test procedure, the timetable and the resources which would be required for re-Testing;
	6.3.18 risks associated with the Testing and how such risks will be managed;
	6.3.19 any assumptions made by the Supplier; and
	6.3.20 dependencies of the Supplier on TfL and any Third Parties to deliver the Testing and how such dependencies will be managed.

	6.4 The Supplier shall ensure that each Test Plan is proportionate and appropriate to the nature of the Deliverables being Tested. As such, the Supplier shall consult with TfL and any Third Parties that may be involved in the Testing regarding the pre...
	6.4.1 the acceptability and relevance of the proposed scope;
	6.4.2 duration and timing of the Tests;
	6.4.3 the proposed Test Stages (if any);
	6.4.4 the proposed sources of Test Data, the Test Environments; and
	6.4.5 any proposed TfL or Third Party responsibilities in preparing for, monitoring or undertaking the Tests.


	7. TEST TOOLS
	7.1 The Supplier shall procure and maintain throughout the Transition Period a set of Test Tools to be used to manage and support the Supplier's obligations in respect to Testing as set out in this Schedule.
	7.2 TfL reserves the right to require the Supplier to provide access for named TfL Personnel to the Test Tools for audit purposes and joint testing initiatives.
	7.3 TfL may, from time to time, require that Supplier Personnel access and update TfL's test tools to support joint testing initiatives.

	8. TEST ENTRY AND EXIT
	8.1 Prior to the commencement of each Testing phase, the Supplier shall conduct such activities as are necessary to ensure that the relevant Deliverables are ready for Testing and demonstrate this to TfL in accordance with any entry criteria specified...
	8.2 The Supplier shall hold a Test readiness review to demonstrate to TfL that all of the entry criteria specified in the Test Strategy have been successfully met and that the Supplier is ready to start Testing. A written record of this review (includ...
	8.3 The Supplier shall hold Testing completion reviews to demonstrate to TfL that the exit criteria specified in the Test Strategy have been successfully completed and met. A formal written record of this review (including evidence demonstrating that ...

	9. TEST REPORTING
	9.1 The Supplier shall, during the conduct of any Tests, maintain an up-to-date record of all Test results, whether successful or unsuccessful, and shall provide TfL with access to the Test results on request.
	9.2 The Test Manager shall produce and maintain a report for the duration of each Test Stage, which shall include as a minimum:
	9.2.1 a brief description of the Test Stage;
	9.2.2 the Deliverables to be Tested;
	9.2.3 an overview and progress of the Tests, including for each Test:
	(a) a brief description;
	(b) the status; and
	(c) the outcome (if applicable);

	9.2.4 the overview and progress of the Tests shall be presented to show actual progress of Tests against the Test Schedule Baseline schedule agreed at the point of test entry;
	9.2.5 the latest forecast dates for the execution or resolution of all outstanding Tests and re-Tests in the Test Plan;
	9.2.6 the Test Issues identified during the Testing, including for each Test Issue:
	(a) a brief description;
	(b) the Test Severity Level assigned;
	(c) the status;
	(d) the owner; and
	(e) estimated time to resolve;

	9.2.7 the Test Issue Threshold for the Test Stage as agreed by TfL;
	9.2.8 any risks and/or issues relating to the Testing including any mitigations; and
	9.2.9 the specification for any Test Environments used throughout the Tests and any changes that were applied to that Test Environment during the Tests.

	9.3 The Supplier shall provide to TfL in relation to each Test the final version of the Test Report within 3 Working Days (or such other period as the Parties may agree in writing) of completion of Testing.
	9.4 The final version of the Test Report, which shall accompany any Test Certificate submitted by the Supplier on completion of the Test Stage, shall also include:
	9.4.1 identification of the relevant Test Success Criteria that have been satisfied;
	9.4.2 identification of the relevant Test Success Criteria that have not been satisfied, together with the Supplier's explanation of why those criteria have not been met;
	9.4.3 the Tests that were not completed together with the Supplier's explanation of why those Tests were not completed; and
	9.4.4 any outstanding Test Issues and for each Test Issue a Test Issues Resolution Plan including timelines.


	10. TEST WITNESSING
	10.1 TfL may, in its sole discretion, require the attendance at any Test of one (1) or more Test Witnesses, each of whom shall have appropriate skills to fulfil the role of a Test Witness.
	10.2 The Supplier shall provide reasonable notice of no less than twenty (20) Working Days to TfL prior to Test commencement so that, if necessary, TfL can arrange resources to witness the Test.
	10.3 The Supplier shall at all times give the Test Witness access to documentation, facilities, information, Data, Documentation, assistance and Test Environments reasonably necessary and requested by the Test Witnesses to perform their role as a Test...
	10.4 The Test Witness:
	10.4.1 may review the Test documentation;
	10.4.2 may attend and engage in the performance of the Tests so as to enable TfL to gain an informed view of whether a Test Issue may be closed or whether the relevant element of the Test should be re-Tested;
	10.4.3 shall not be involved in the execution of any Test;
	10.4.4 may be required to verify that the Supplier conducted the Tests in accordance with the Test Success Criteria and the relevant Test Plan and Test Specification;
	10.4.5 may produce and deliver their own, independent reports on the Testing, which may be used by TfL when determining that the applicable Test Success Criteria have been met;
	10.4.6 may raise Test Issues on the Test Issue Management Log in respect of any Testing; and
	10.4.7 may require the Supplier to demonstrate the modifications made to any Deliverable before a Test Issue is closed.

	10.5 The Supplier shall during the Test Witnessing:
	10.5.1 follow the reasonable instructions of the Test Witness in relation to the Test Witnessing, including
	(a) TfL Personnel witnessing of a solution demonstration; and
	(b) demonstrate to the reasonable satisfaction of the Test Witness that adequate modifications and Testing have been performed leading to closure of the Service Issue, error or the successful completion of Testing.



	11. TEST ISSUE MANAGEMENT
	11.1 The Test Manager shall document all Test Issues encountered during the Tests, and shall categorise each Test Issue as one of the following:
	11.2 Prior to the commencement of each Test Stage, TfL shall determine the Test Issue Thresholds for that Test Stage, which shall be no greater than:
	11.2.1 zero (0) Test Severity Level 1 Test Issues;
	11.2.2 zero (0) Test Severity Level 2 Test Issues; and
	11.2.3 Test Severity Level 3 Test Issues and Test Severity Level 4 Test Issues at the relevant Test Issue Threshold.

	11.3 As part of the Testing of Deliverables the Supplier shall be responsible for setting-up and maintaining the Test Issue Management Log and process.
	11.4 The Supplier shall be responsible for updating the Test Issue Management Log, in respect of the Test Stage (if any) that is being managed, and for ensuring that its contents accurately represent the current status of each Test Issue at all times....
	11.5 The Test Manager shall categorise each Test Issue according to the Test Severity Levels set out in paragraph 11.1 and shall notify TfL of such categorisation. If TfL does not agree with such categorisation TfL may, acting reasonably, require the ...
	11.6 A Test Stage shall be recorded as successful if, having completed all the planned Tests, the number of Test Issues unresolved at the end of the relevant Test Stage does not exceed the Test Issue Thresholds for that Test Stage.
	11.7 Unless otherwise agreed between TfL and the Supplier, a condition of commencing a Test Stage shall be that any and all preceding Test Stages for the Deliverable were successful, including that the number of unresolved Test Issues did not exceed t...
	11.8 Where Test Issues remain unresolved at the end of any Test Stage period, but the Test Issue Threshold for that Test Stage has not been exceeded, such Test Issues shall carry forward into the next required Test Stage and if still unresolved count ...
	11.9 The Test Tools used to support Test Issue Management, and the recording of the Test Issue Management Log shall be used as the single source of the truth for tracking the progress of Test Issues.

	12. TEST SUCCESS
	12.1 Once the Supplier believes that the applicable Test Success Criteria are met for a Test Stage and there are no outstanding Test Issues in excess of the applicable Test Issue Threshold, the Supplier shall issue to TfL a Test Certificate together w...
	12.2 If there are any Test Issues outstanding when TfL countersigns the Test Certificate pursuant to paragraph 12.1 that do not exceed the applicable Test Issue Threshold, the Supplier shall resolve such Test Issues in accordance with the timescale sp...

	13. TEST FAILURE
	13.1 If the Supplier issues a Test Certificate under paragraph 12.1, TfL shall promptly notify the Supplier in writing if:
	13.1.1 there are outstanding Test Issues which in TfL's reasonable opinion are in excess of the applicable Test Issue Threshold; or
	13.1.2 there are outstanding Test Issues which do not exceed the applicable Test Issue Threshold, but in respect of which TfL reasonably considers that the outstanding Test Issues will not be resolved in accordance with the Test Issues Resolution Plan...
	(a) the Parties shall promptly meet to discuss the status of the Test Certificate and, acting reasonably, agree next steps; and
	(b) TfL shall be entitled to recover from the Supplier any reasonable additional costs it may incur as a direct result of further review or re-Testing undertaken to resolve any Test Issue.



	14. TEST QUALITY AUDIT
	14.1 Without prejudice to its rights pursuant to Clause 10 (Records, Reports, Document Management, Audits & Open Book Data), TfL may perform on-going quality audits in respect of any part of the Testing (each a “Testing Quality Audit”) subject to the ...
	14.2 The focus of the Testing Quality Audits shall be on:
	14.2.1 adherence to an agreed methodology;
	14.2.2 adherence to the agreed Testing process;
	14.2.3 adherence to the Quality Plan;
	14.2.4 review of status and key development issues; and
	14.2.5 identification of key risk areas.

	14.3 The Supplier shall allow sufficient time in the Test Plan to ensure that adequate responses to a Testing Quality Audit can be provided.
	14.4 TfL will give the Supplier at least 5 Working Days' written notice of TfL’s intention to undertake a Testing Quality Audit, and the Supplier may request, following receipt of that notice, that any Testing Quality Audit be delayed by a reasonable ...
	14.5 A Testing Quality Audit may involve document reviews, interviews with the Supplier Personnel involved in or monitoring the activities being undertaken pursuant to this Schedule, TfL witnessing Tests and demonstrations of the Deliverables to TfL. ...
	14.6 If the Testing Quality Audit gives TfL concern in respect of the Testing Procedures or any Test, TfL shall:
	14.6.1 discuss the outcome of the Testing Quality Audit with the Supplier, giving the Supplier the opportunity to provide feedback in relation to specific activities; and
	14.6.2 subsequently prepare a written report for the Supplier detailing its concerns, and the Supplier shall, within a reasonable timeframe, respond in writing to TfL's  report.

	14.7 In the event of an inadequate response to TfL's report from the Supplier, TfL (acting reasonably) may withhold a Test Certificate (and consequently delay the grant of a Milestone Achievement Certificate) until the issues in the report have been a...


