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[bookmark: _heading=h.gjdgxs]ANNEX 1 – TERMS AND CONDITIONS
1 [bookmark: _heading=h.30j0zll]INTERPRETATION
1.1 In these terms and conditions:
	“Agreement” 
	means the contract between (i) the Customer acting as part of the Crown and (ii) the Supplier constituted by the Supplier’s countersignature of the Award Letter and includes the Award Letter;

	“Award Letter”
	means the letter (including the Annexes thereto) from the Customer to the Supplier via the e-Sourcing Suite at the point of award;

	“Central Government Body”
	means a body listed in one of the following sub-categories of the Central Government classification of the Public Sector Classification Guide, as published and amended from time to time by the Office for National Statistics:
(a) Government Department;
(b) Non-Departmental Public Body or Assembly Sponsored Public Body (advisory, executive, or tribunal);
(c) Non-Ministerial Department; or
(d) Executive Agency;

	“Charges”
	means the charges for the Services as specified in the Award Letter; 

	“Confidential Information”
	means all information, whether written or oral (however recorded), provided by the disclosing Party to the receiving Party and which (i) is known by the receiving Party to be confidential; (ii) is marked as or stated to be confidential; or (iii) ought reasonably to be considered by the receiving Party to be confidential;

	“Customer”
	means the Contracting Authority/Customer named in the Award Letter;

	“DPA”
	means the Data Protection Act 2018; 

	“Expiry Date”
	means the date for expiry of the Agreement as set out in the Award Letter;  

	“FOIA”
	means the Freedom of Information Act 2000;

	“Information”
	has the meaning given under section 84 of the FOIA; 

	“Key Personnel” 
	means any persons specified as such in the Award Letter or otherwise notified as such by the Customer to the Supplier in writing;  

	“Party”
	means the Supplier or the Customer (as appropriate) and “Parties” shall mean both of them; 

	“Personal Data”
	means personal data (as defined in the DPA) which is processed by the Supplier or any Staff on behalf of the Customer pursuant to or in connection with this Agreement;

	“Purchase Order Number”
	means the Customer’s unique number relating to the supply of the Services; 

	“Request for Information”
	has the meaning set out in the FOIA or the Environmental Information Regulations 2004 as relevant (where the meaning set out for the term “request” shall apply); 

	“Services”
	means the services to be supplied by the Supplier to the Customer under the Agreement;  

	“Specification”
	means the specification for the Services (including as to quantity, description and quality) as specified in the Award Letter; 

	“Start Date”
	means the commencement date of the Agreement as set out in the Award Letter;

	“Staff”
	means all directors, officers, employees, agents, consultants and contractors of the Supplier and/or of any sub-contractor of the Supplier engaged in the performance of the Supplier’s obligations under the Agreement; 

	“Staff Vetting Procedures”
	means vetting procedures that accord with good industry practice or, where requested by the Customer, the Customer’s procedures for the vetting of personnel as provided to the Supplier from time to time;  

	“Supplier”
	means the person named as Supplier in the Award Letter;

	“Term”
	means the period from the Start Date of the Agreement set out in the Award Letter to the Expiry Date as such period may be extended in accordance with clause 4.2 or terminated in accordance with the terms and conditions of the Agreement; 

	“VAT”
	means value added tax in accordance with the provisions of the Value Added Tax Act 1994; and

	“Working Day”
	means a day (other than a Saturday or Sunday) on which banks are open for business in the City of London.


1.2 In these terms and conditions, unless the context otherwise requires:
1.2.1 references to numbered clauses are references to the relevant clause in these terms and conditions;
1.2.2 any obligation on any Party not to do or omit to do anything shall include an obligation not to allow that thing to be done or omitted to be done;
1.2.3 the headings to the clauses of these terms and conditions are for information only and do not affect the interpretation of the Agreement;
1.2.4 any reference to an enactment includes reference to that enactment as amended or replaced from time to time and to any subordinate legislation or byelaw made under that enactment; and
1.2.5 the word ‘including’ shall be understood as meaning ‘including without limitation’.
2 [bookmark: _heading=h.1fob9te]BASIS OF AGREEMENT
2.1 The Award Letter constitutes an offer by the Customer to purchase the Services subject to and in accordance with the terms and conditions of the Agreement.
2.2 The offer comprised in the Award Letter shall be deemed to be accepted by the Supplier on receipt by the Customer, within 7 days of the date of the award letter, of a copy of the Award Letter countersigned by the Supplier.

3 [bookmark: _heading=h.3znysh7]SUPPLY OF SERVICES
3.1 In consideration of the Customer’s agreement to pay the Charges, the Supplier shall supply the Services to the Customer for the Term subject to and in accordance with the terms and conditions of the Agreement. 
3.2 [bookmark: _heading=h.2et92p0]In supplying the Services, the Supplier shall:
3.2.1 co-operate with the Customer in all matters relating to the Services and comply with all the Customer’s instructions;
3.2.2 perform the Services with all reasonable care, skill and diligence in accordance with good industry practice in the Supplier’s industry, profession or trade;
3.2.3 use Staff who are suitably skilled and experienced to perform tasks assigned to them, and in sufficient number to ensure that the Supplier’s obligations are fulfilled in accordance with the Agreement;
3.2.4 ensure that the Services shall conform with all descriptions, requirements, service levels and specifications set out in the Specification;
3.2.5 comply with all applicable laws; and
3.2.6 [bookmark: _heading=h.tyjcwt]provide all equipment, tools and vehicles and other items as are required to provide the Services.
3.3 The Customer may by written notice to the Supplier at any time request a variation to the scope of the Services.  In the event that the Supplier agrees to any variation to the scope of the Services, the Charges shall be subject to fair and reasonable adjustment to be agreed in writing between the Customer and the Supplier.  
4 [bookmark: _heading=h.3dy6vkm]TERM
4.1 The Agreement shall take effect on the Start Date and shall expire on the Expiry Date, unless it is otherwise extended in accordance with clause 4.2 or terminated in accordance with the terms and conditions of the Agreement.  
5 [bookmark: _heading=h.1t3h5sf]CHARGES, PAYMENT AND RECOVERY OF SUMS DUE
5.1 The Charges for the Services shall be as set out in the Award Letter and shall be the full and exclusive remuneration of the Supplier in respect of the supply of the Services.  Unless otherwise agreed in writing by the Customer, the Charges shall include every cost and expense of the Supplier directly or indirectly incurred in connection with the performance of the Services. 
5.2 All amounts stated are exclusive of VAT which shall be charged at the prevailing rate.  The Customer shall, following the receipt of a valid VAT invoice, pay to the Supplier a sum equal to the VAT chargeable in respect of the Services. 
5.3 The Supplier shall invoice the Customer as specified in the Agreement.  Each invoice shall include such supporting information required by the Customer to verify the accuracy of the invoice, including the relevant Purchase Order Number and a breakdown of the Services supplied in the invoice period.  
5.4 In consideration of the supply of the Services by the Supplier, the Customer shall pay the Supplier the invoiced amounts no later than 30 days after verifying that the invoice is valid and undisputed and includes a valid Purchase Order Number.  The Customer may, without prejudice to any other rights and remedies under the Agreement, withhold or reduce payments in the event of unsatisfactory performance.
5.5 If the Customer fails to consider and verify an invoice in a timely fashion the invoice shall be regarded as valid and undisputed for the purpose of paragraph 5.4 after a reasonable time has passed.
5.6 If there is a dispute between the Parties as to the amount invoiced, the Customer shall pay the undisputed amount. The Supplier shall not suspend the supply of the Services unless the Supplier is entitled to terminate the Agreement for a failure to pay undisputed sums in accordance with clause 16.4.  Any disputed amounts shall be resolved through the dispute resolution procedure detailed in clause 19. 
5.7 If a payment of an undisputed amount is not made by the Customer by the due date, then the Customer shall pay the Supplier interest at the interest rate specified in the Late Payment of Commercial Debts (Interest) Act 1998.  
5.8 Where the Supplier enters into a sub-contract, the Supplier shall include in that sub-contract:
5.8.1 provisions having the same effects as clauses 5.3 to 5.7 of this Agreement; and 
5.8.2 a provision requiring the counterparty to that sub-contract to include in any sub-contract which it awards provisions having the same effect as 5.3 to 5.8 of this Agreement.
5.8.3 In this clause 5.8, “sub-contract” means a contract between two or more suppliers, at any stage of remoteness from the Customer in a subcontracting chain, made wholly or substantially for the purpose of performing (or contributing to the performance of) the whole or any part of this Agreement. 
5.9 If any sum of money is recoverable from or payable by the Supplier under the Agreement (including any sum which the Supplier is liable to pay to the Customer in respect of any breach of the Agreement), that sum may be deducted unilaterally by the Customer from any sum then due, or which may come due, to the Supplier under the Agreement or under any other agreement or contract with the Customer.  The Supplier shall not be entitled to assert any credit, set-off or counterclaim against the Customer in order to justify withholding payment of any such amount in whole or in part. 
6 [bookmark: _heading=h.4d34og8]PREMISES AND EQUIPMENT
6.1 [bookmark: _heading=h.2s8eyo1]If necessary, the Customer shall provide the Supplier with reasonable access at reasonable times to its premises for the purpose of supplying the Services.  All equipment, tools and vehicles brought onto the Customer’s premises by the Supplier or the Staff shall be at the Supplier’s risk.  
6.2 [bookmark: _heading=h.17dp8vu]If the Supplier supplies all or any of the Services at or from the Customer’s premises, on completion of the Services or termination or expiry of the Agreement (whichever is the earlier) the Supplier shall vacate the Customer’s premises, remove the Supplier’s plant, equipment and unused materials and all rubbish arising out of the provision of the Services and leave the Customer’s premises in a clean, safe and tidy condition.  The Supplier shall be solely responsible for making good any damage to the Customer’s premises or any objects contained on the Customer’s premises which is caused by the Supplier or any Staff, other than fair wear and tear.   
6.3 If the Supplier supplies all or any of the Services at or from its premises or the premises of a third party, the Customer may, during normal business hours and on reasonable notice, inspect and examine the manner in which the relevant Services are supplied at or from the relevant premises. 
6.4 The Customer shall be responsible for maintaining the security of its premises in accordance with its standard security requirements.  While on the Customer’s premises the Supplier shall, and shall procure that all Staff shall, comply with all the Customer’s security requirements.
6.5 Where all or any of the Services are supplied from the Supplier’s premises, the Supplier shall, at its own cost, comply with all security requirements specified by the Customer in writing.
6.6 [bookmark: _heading=h.3rdcrjn]Without prejudice to clause 3.2.6, any equipment provided by the Customer for the purposes of the Agreement shall remain the property of the Customer and shall be used by the Supplier and the Staff only for the purpose of carrying out the Agreement.  Such equipment shall be returned promptly to the Customer on expiry or termination of the Agreement.  
6.7 [bookmark: _heading=h.26in1rg]The Supplier shall reimburse the Customer for any loss or damage to the equipment (other than deterioration resulting from normal and proper use) caused by the Supplier or any Staff.  Equipment supplied by the Customer shall be deemed to be in a good condition when received by the Supplier or relevant Staff unless the Customer is notified otherwise in writing within 5 Working Days.  
7 [bookmark: _heading=h.lnxbz9]STAFF AND KEY PERSONNEL
7.1 If the Customer reasonably believes that any of the Staff are unsuitable to undertake work in respect of the Agreement, it may, by giving written notice to the Supplier:
7.1.1 refuse admission to the relevant person(s) to the Customer’s premises; 
7.1.2 direct the Supplier to end the involvement in the provision of the Services of the relevant person(s); and/or
7.1.3 require that the Supplier replace any person removed under this clause with another suitably qualified person and procure that any security pass issued by the Customer to the person removed is surrendered,
[bookmark: _heading=h.35nkun2]and the Supplier shall comply with any such notice. 
7.2 [bookmark: _heading=h.1ksv4uv]The Supplier shall: 
7.2.1 ensure that all Staff are vetted in accordance with the Staff Vetting Procedures;
7.2.2 if requested, provide the Customer with a list of the names and addresses (and any other relevant information) of all persons who may require admission to the Customer’s premises in connection with the Agreement; and
7.2.3 procure that all Staff comply with any rules, regulations and requirements reasonably specified by the Customer.
7.3 Any Key Personnel shall not be released from supplying the Services without the agreement of the Customer, except by reason of long-term sickness, parental leave and termination of employment or other extenuating circumstances.  
7.4 Any replacements to the Key Personnel shall be subject to the prior written agreement of the Customer (not to be unreasonably withheld).  Such replacements shall be of at least equal status or of equivalent experience and skills to the Key Personnel being replaced and be suitable for the responsibilities of that person in relation to the Services. 
8 [bookmark: _heading=h.44sinio]ASSIGNMENT AND SUB-CONTRACTING
8.1 The Supplier shall not without the written consent of the Customer assign, sub-contract, novate or in any way dispose of the benefit and/ or the burden of the Agreement or any part of the Agreement.  The Customer may, in the granting of such consent, provide for additional terms and conditions relating to such assignment, sub-contract, novation or disposal.  The Supplier shall be responsible for the acts and omissions of its sub-contractors as though those acts and omissions were its own.  
8.2 Where the Customer has consented to the placing of sub-contracts, the Supplier shall, at the request of the Customer, send copies of each sub-contract, to the Customer as soon as is reasonably practicable.  
8.3 The Customer may assign, novate, or otherwise dispose of its rights and obligations under the Agreement without the consent of the Supplier provided that such assignment, novation or disposal shall not increase the burden of the Supplier’s obligations under the Agreement. 
9 [bookmark: _heading=h.2jxsxqh]INTELLECTUAL PROPERTY RIGHTS 
9.1 All intellectual property rights in any materials provided by the Customer to the Supplier for the purposes of this Agreement shall remain the property of the Customer or the respective owner of such intellectual property rights but the Customer hereby grants the Supplier a royalty-free, non-exclusive and non-transferable licence to use such materials as required until termination or expiry of the Agreement for the sole purpose of enabling the Supplier to perform its obligations under the Agreement.
9.2 All intellectual property rights in any materials created or developed by the Supplier pursuant to the Agreement or arising as a result of the provision of the Services shall vest in the Supplier.  If, and to the extent, that any intellectual property rights in such materials vest in the Customer by operation of law, the Customer hereby assigns to the Supplier by way of a present assignment of future rights that shall take place immediately on the coming into existence of any such intellectual property rights all its intellectual property rights in such materials (with full title guarantee and free from all third party rights).

9.3 [bookmark: _heading=h.z337ya]The Supplier hereby grants the Customer:
9.3.1 a perpetual, royalty-free, irrevocable, non-exclusive licence (with a right to sub-license) to use all intellectual property rights in the materials created or developed pursuant to the Agreement and any intellectual property rights arising as a result of the provision of the Services; and
9.3.2 a perpetual, royalty-free, irrevocable and non-exclusive licence (with a right to sub-license) to use:
(a) any intellectual property rights vested in or licensed to the Supplier on the date of the Agreement; and
(b) any intellectual property rights created during the Term but which are neither created or developed pursuant to the Agreement nor arise as a result of the provision of the Services,
including any modifications to or derivative versions of any such intellectual property rights, which the Customer reasonably requires in order to exercise its rights and take the benefit of the Agreement including the Services provided.
9.4 [bookmark: _heading=h.3j2qqm3]The Supplier shall indemnify, and keep indemnified, the Customer in full against all costs, expenses, damages and losses (whether direct or indirect), including any interest, penalties, and reasonable legal and other professional fees awarded against or incurred or paid by the Customer as a result of or in connection with any claim made against the Customer for actual or alleged infringement of a third party’s intellectual property arising out of, or in connection with, the supply or use of the Services, to the extent that the claim is attributable to the acts or omission of the Supplier or any Staff. 
10 [bookmark: _heading=h.1y810tw]GOVERNANCE AND RECORDS
10.1 The Supplier shall:
10.1.1 attend progress meetings with the Customer at the frequency and times specified by the Customer and shall ensure that its representatives are suitably qualified to attend such meetings; and
10.1.2 [bookmark: _heading=h.4i7ojhp]submit progress reports to the Customer at the times and in the format specified by the Customer.
10.2 [bookmark: _heading=h.2xcytpi]The Supplier shall keep and maintain until 6 years after the end of the Agreement, or as long a period as may be agreed between the Parties, full and accurate records of the Agreement including the Services supplied under it and all payments made by the Customer.  The Supplier shall on request afford the Customer or the Customer’s representatives such access to those records as may be reasonably requested by the Customer in connection with the Agreement.
11 [bookmark: _heading=h.1ci93xb]CONFIDENTIALITY, TRANSPARENCY AND PUBLICITY
11.1 [bookmark: _heading=h.3whwml4]Subject to clause 11.2, each Party shall:
11.1.1 treat all Confidential Information it receives as confidential, safeguard it accordingly and not disclose it to any other person without the prior written permission of the disclosing Party; and
11.1.2 not use or exploit the disclosing Party’s Confidential Information in any way except for the purposes anticipated under the Agreement.
11.2 [bookmark: _heading=h.2bn6wsx]Notwithstanding clause 11.1, a Party may disclose Confidential Information which it receives from the other Party:
11.2.1 where disclosure is required by applicable law or by a court of competent jurisdiction; 
11.2.2 to its auditors or for the purposes of regulatory requirements; 
11.2.3 on a confidential basis, to its professional advisers; 
11.2.4 to the Serious Fraud Office where the Party has reasonable grounds to believe that the other Party is involved in activity that may constitute a criminal offence under the Bribery Act 2010; 
11.2.5 [bookmark: _heading=h.qsh70q]where the receiving Party is the Supplier, to the Staff on a need to know basis to enable performance of the Supplier’s obligations under the Agreement provided that the Supplier shall procure that any Staff to whom it discloses Confidential Information pursuant to this clause 11.2.5 shall observe the Supplier’s confidentiality obligations under the Agreement; and
11.2.6 where the receiving Party is the Customer:
(a) on a confidential basis to the employees, agents, consultants and contractors of the Customer;
(b) on a confidential basis to any other Central Government Body, any successor body to a Central Government Body or any company to which the Customer transfers or proposes to transfer all or any part of its business;
(c) to the extent that the Customer (acting reasonably) deems disclosure necessary or appropriate in the course of carrying out its public functions; or
(d) in accordance with clause 12 and for the purposes of the foregoing, references to disclosure on a confidential basis shall mean disclosure subject to a confidentiality agreement or arrangement containing terms no less stringent than those placed on the customer under this clause 11.
11.3 [bookmark: _heading=h.3as4poj]The Parties acknowledge that, except for any information which is exempt from disclosure in accordance with the provisions of the FOIA, the content of the Agreement is not Confidential Information and the Supplier hereby gives its consent for the Customer to publish this Agreement in its entirety to the general public (but with any information that is exempt from disclosure in accordance with the FOIA redacted) including any changes to the Agreement agreed from time to time.  The Customer may consult with the Supplier to inform its decision regarding any redactions but shall have the final decision in its absolute discretion whether any of the content of the Agreement is exempt from disclosure in accordance with the provisions of the FOIA.  
11.4 [bookmark: _heading=h.1pxezwc]The Supplier shall not, and shall take reasonable steps to ensure that the Staff shall not, make any press announcement or publicise the Agreement or any part of the Agreement in any way, except with the prior written consent of the Customer.  
12 [bookmark: _heading=h.49x2ik5]FREEDOM OF INFORMATION 
12.1 The Supplier acknowledges that the Customer is subject to the requirements of the FOIA and the Environmental Information Regulations 2004 and shall:


12.1.1 provide all necessary assistance and cooperation as reasonably requested by the Customer to enable the Customer to comply with its obligations under the FOIA and the Environmental Information Regulations 2004;
12.1.2 transfer to the Customer all Requests for Information relating to this Agreement that it receives as soon as practicable and in any event within 2 Working Days of receipt; 
12.1.3 provide the Customer with a copy of all Information belonging to the Customer requested in the Request for Information which is in its possession  or control in the form that the Customer requires within 5 Working Days (or such other period as the Customer may reasonably specify) of the Customer's request for such Information; and
12.1.4 not respond directly to a Request for Information unless authorised in writing to do so by the Customer.
12.2 The Supplier acknowledges that the Customer may be required under the FOIA and the Environmental Information Regulations 2004 to disclose Information concerning the Supplier or the Services (including commercially sensitive information) without consulting or obtaining consent from the Supplier. In these circumstances the Customer shall, in accordance with any relevant guidance issued under the FOIA, take reasonable steps, where appropriate, to give the Supplier advance notice, or failing that, to draw the disclosure to the Supplier’s attention after any such disclosure. 
12.3 Notwithstanding any other provision in the Agreement, the Customer shall be responsible for determining in its absolute discretion whether any Information relating to the Supplier or the Services is exempt from disclosure in accordance with the FOIA and/or the Environmental Information Regulations 2004.
13 [bookmark: _heading=h.2p2csry]PROTECTION OF PERSONAL DATA AND SECURITY OF DATA
13.1 [bookmark: _heading=h.147n2zr]The Supplier shall, and shall procure that all Staff shall, comply with any notification requirements under Data Protection Legislation and both Parties shall duly observe all their obligations under Data Protection Legislation which arise in connection with the Agreement. 
13.2 REPLACED BY ANNEX 6 IN RELATION TO PROTECTION OF PERSONAL DATA 
13.3 [bookmark: _heading=h.3o7alnk]When handling Customer data (whether or not Personal Data), the Supplier shall ensure the security of the data is maintained in line with the security requirements of the Customer as notified to the Supplier from time to time. 
14 [bookmark: _heading=h.23ckvvd]LIABILITY 
14.1 The Supplier shall not be responsible for any injury, loss, damage, cost or expense suffered by the Customer if and to the extent that it is caused by the negligence or wilful misconduct of the Customer or by breach by the Customer of its obligations under the Agreement. 
14.2 [bookmark: _heading=h.ihv636]Subject always to clauses 14.3 and 14.4:
14.2.1 [bookmark: _heading=h.32hioqz]the aggregate liability of the Supplier in respect of all defaults, claims, losses or damages howsoever caused, whether arising from breach of the Agreement, the supply or failure to supply of the Services, misrepresentation (whether tortuous or statutory), tort (including negligence), breach of statutory duty or otherwise shall in no event exceed a sum equal to 125% of the Charges paid or payable to the Supplier; and

14.2.2 except in the case of claims arising under clauses 9.4 and 18.3, in no event shall the Supplier be liable to the Customer for any: 
(a) loss of profits;
(b) loss of business; 
(c) loss of revenue; 
(d) loss of or damage to goodwill;
(e) loss of savings (whether anticipated or otherwise); and/or
(f) any indirect, special or consequential loss or damage.
14.3 [bookmark: _heading=h.1hmsyys]Nothing in the Agreement shall be construed to limit or exclude either Party's liability for:
14.3.1 death or personal injury caused by its negligence or that of its Staff;
14.3.2 fraud or fraudulent misrepresentation by it or that of its Staff; or
14.3.3 any other matter which, by law, may not be excluded or limited.
14.4 [bookmark: _heading=h.41mghml]The Supplier’s liability under the indemnity in clause 9.4 and 18.3 shall be unlimited. 
15 [bookmark: _heading=h.2grqrue]FORCE MAJEURE
	Neither Party shall have any liability under or be deemed to be in breach of the Agreement for any delays or failures in performance of the Agreement which result from circumstances beyond the reasonable control of the Party affected. Each Party shall promptly notify the other Party in writing when such circumstances cause a delay or failure in performance and when they cease to do so. If such circumstances continue for a continuous period of more than two months, either Party may terminate the Agreement by written notice to the other Party.
16 [bookmark: _heading=h.vx1227]TERMINATION
16.1 The Customer may terminate the Agreement at any time by notice in writing to the Supplier to take effect on any date falling at least 1 month (or, if the Agreement is less than 3 months in duration, at least 10 Working Days) later than the date of service of the relevant notice.
16.2 Without prejudice to any other right or remedy it might have, the Customer may terminate the Agreement by written notice to the Supplier with immediate effect if the Supplier:
16.2.1 (without prejudice to clause 16.2.5), is in material breach of any obligation under the Agreement which is not capable of remedy; 
16.2.2 repeatedly breaches any of the terms and conditions of the Agreement in such a manner as to reasonably justify the opinion that its conduct is inconsistent with it having the intention or ability to give effect to the terms and conditions of the Agreement; 
16.2.3 [bookmark: _heading=h.3fwokq0]is in material breach of any obligation which is capable of remedy, and that breach is not remedied within 30 days of the Supplier receiving notice specifying the breach and requiring it to be remedied; 
16.2.4 [bookmark: _heading=h.1v1yuxt]undergoes a change of control within the meaning of section 416 of the Income and Corporation Taxes Act 1988; 
16.2.5 [bookmark: _heading=h.4f1mdlm]breaches any of the provisions of clauses 7.2, 11, 12, 13 and 17; 
16.2.6 [bookmark: _heading=h.2u6wntf]becomes insolvent, or if an order is made or a resolution is passed for the winding up of the Supplier (other than voluntarily for the purpose of solvent amalgamation or reconstruction), or if an administrator or administrative receiver is appointed in respect of the whole or any part of the Supplier’s assets or business, or if the Supplier makes any composition with its creditors or takes or suffers any similar or analogous action (to any of the actions detailed in this clause 16.2.6) in consequence of debt in any jurisdiction; or
16.2.7 fails to comply with legal obligations in the fields of environmental, social or labour law.
16.3 [bookmark: _heading=h.19c6y18]The Supplier shall notify the Customer as soon as practicable of any change of control as referred to in clause 16.2.4 or any potential such change of control.
16.4 [bookmark: _heading=h.3tbugp1]The Supplier may terminate the Agreement by written notice to the Customer if the Customer has not paid any undisputed amounts within 90 days of them falling due.  
16.5 Termination or expiry of the Agreement shall be without prejudice to the rights of either Party accrued prior to termination or expiry and shall not affect the continuing rights of the Parties under this clause and clauses 2, 3.2, 6.1, 6.2, 6.6, 6.7, 7, 9, 10.2, 11, 12, 13, 14, 16.6, 17.4, 18.3, 19 and 20.7 or any other provision of the Agreement that either expressly or by implication has effect after termination.
16.6 [bookmark: _heading=h.28h4qwu]Upon termination or expiry of the Agreement, the Supplier shall:
16.6.1 give all reasonable assistance to the Customer and any incoming supplier of the Services; and
16.6.2 return all requested documents, information and data to the Customer as soon as reasonably practicable. 
17 [bookmark: _heading=h.nmf14n]COMPLIANCE
17.1 The Supplier shall promptly notify the Customer of any health and safety hazards which may arise in connection with the performance of its obligations under the Agreement.  The Customer shall promptly notify the Supplier of any health and safety hazards which may exist or arise at the Customer’s premises and which may affect the Supplier in the performance of its obligations under the Agreement.
17.2 The Supplier shall:
17.2.1 comply with all the Customer’s health and safety measures while on the Customer’s premises; and
17.2.2 notify the Customer immediately in the event of any incident occurring in the performance of its obligations under the Agreement on the Customer’s premises where that incident causes any personal injury or damage to property which could give rise to personal injury.
17.3 [bookmark: _heading=h.37m2jsg]The Supplier shall:
17.3.1 [bookmark: _heading=h.1mrcu09]perform its obligations under the Agreement in accordance with all applicable equality Law and the Customer’s equality and diversity policy as provided to the Supplier from time to time; and
17.3.2 take all reasonable steps to secure the observance of clause 17.3.1 by all Staff.
17.4 [bookmark: _heading=h.46r0co2]The Supplier shall supply the Services in accordance with the Customer’s environmental policy as provided to the Supplier from time to time. 
17.5 The Supplier shall comply with, and shall ensure that its Staff shall comply with, the provisions of:
17.5.1 the Official Secrets Acts 1911 to 1989; and
17.5.2 section 182 of the Finance Act 1989.
18 [bookmark: _heading=h.2lwamvv]PREVENTION OF FRAUD AND CORRUPTION
18.1 [bookmark: _heading=h.111kx3o]The Supplier shall not offer, give, or agree to give anything, to any person an inducement or reward for doing, refraining from doing, or for having done or refrained from doing, any act in relation to the obtaining or execution of the Agreement or for showing or refraining from showing favour or disfavour to any person in relation to the Agreement.
18.2 The Supplier shall take all reasonable steps, in accordance with good industry practice, to prevent fraud by the Staff and the Supplier (including its shareholders, members and directors) in connection with the Agreement and shall notify the Customer immediately if it has reason to suspect that any fraud has occurred or is occurring or is likely to occur.
18.3 [bookmark: _heading=h.3l18frh]If the Supplier or the Staff engages in conduct prohibited by clause 18.1 or commits fraud in relation to the Agreement or any other contract with the Crown (including the Customer) the Customer may:
18.3.1 terminate the Agreement and recover from the Supplier the amount of any loss suffered by the Customer resulting from the termination, including the cost reasonably incurred by the Customer of making other arrangements for the supply of the Services and any additional expenditure incurred by the Customer throughout the remainder of the Agreement; or 
18.3.2 recover in full from the Supplier any other loss sustained by the Customer in consequence of any breach of this clause.
19 [bookmark: bookmark=id.3ygebqi][bookmark: bookmark=id.1x0gk37][bookmark: bookmark=id.3cqmetx][bookmark: bookmark=id.kgcv8k][bookmark: bookmark=id.2zbgiuw][bookmark: bookmark=id.1664s55][bookmark: bookmark=id.2iq8gzs][bookmark: bookmark=id.206ipza][bookmark: bookmark=id.43ky6rz][bookmark: bookmark=id.4h042r0][bookmark: bookmark=id.4k668n3][bookmark: bookmark=id.1jlao46][bookmark: bookmark=id.xvir7l][bookmark: bookmark=id.2r0uhxc][bookmark: bookmark=id.34g0dwd][bookmark: bookmark=id.sqyw64][bookmark: bookmark=id.1rvwp1q][bookmark: bookmark=id.3q5sasy][bookmark: bookmark=id.4bvk7pj][bookmark: bookmark=id.1egqt2p][bookmark: bookmark=id.25b2l0r][bookmark: bookmark=id.2dlolyb][bookmark: bookmark=id.3hv69ve][bookmark: _heading=h.2w5ecyt]DISPUTE RESOLUTION
19.1 [bookmark: _heading=h.1baon6m]The Parties shall attempt in good faith to negotiate a settlement to any dispute between them arising out of or in connection with the Agreement and such efforts shall involve the escalation of the dispute to an appropriately senior representative of each Party.
19.2 If the dispute cannot be resolved by the Parties within one month of being escalated as referred to in clause 19.1, the dispute may by agreement between the Parties be referred to a neutral adviser or mediator (the “Mediator”) chosen by agreement between the Parties.  All negotiations connected with the dispute shall be conducted in confidence and without prejudice to the rights of the Parties in any further proceedings.  
19.3 If the Parties fail to appoint a Mediator within one month, or fail to enter into a written agreement resolving the dispute within one month of the Mediator being appointed, either Party may exercise any remedy it has under applicable law. 
20 [bookmark: _heading=h.3vac5uf]GENERAL
20.1 Each of the Parties represents and warrants to the other that it has full capacity and Customer, and all necessary consents, licences and permissions to enter into and perform its obligations under the Agreement, and that the Agreement is executed by its duly authorised representative.  
20.2 A person who is not a party to the Agreement shall have no right to enforce any of its provisions which, expressly or by implication, confer a benefit on him, without the prior written agreement of the Parties. 
20.3 The Agreement cannot be varied except in writing signed by a duly authorised representative of both the Parties. 
20.4 The Agreement contains the whole agreement between the Parties and supersedes and replaces any prior written or oral agreements, representations or understandings between them. The Parties confirm that they have not entered into the Agreement on the basis of any representation that is not expressly incorporated into the Agreement. Nothing in this clause shall exclude liability for fraud or fraudulent misrepresentation.
20.5 Any waiver or relaxation either partly, or wholly of any of the terms and conditions of the Agreement shall be valid only if it is communicated to the other Party in writing and expressly stated to be a waiver.  A waiver of any right or remedy arising from a breach of contract shall not constitute a waiver of any right or remedy arising from any other breach of the Agreement.
20.6 The Agreement shall not constitute or imply any partnership, joint venture, agency, fiduciary relationship or other relationship between the Parties other than the contractual relationship expressly provided for in the Agreement. Neither Party shall have, nor represent that it has, any Customer to make any commitments on the other Party’s behalf.
20.7 [bookmark: _heading=h.2afmg28]Except as otherwise expressly provided by the Agreement, all remedies available to either Party for breach of the Agreement (whether under the Agreement, statute or common law) are cumulative and may be exercised concurrently or separately, and the exercise of one remedy shall not be deemed an election of such remedy to the exclusion of other remedies. 
20.8 If any provision of the Agreement is prohibited by law or judged by a court to be unlawful, void or unenforceable, the provision shall, to the extent required, be severed from the Agreement and rendered ineffective as far as possible without modifying the remaining provisions of the Agreement, and shall not in any way affect any other circumstances of or the validity or enforcement of the Agreement.
21 [bookmark: _heading=h.pkwqa1]NOTICES
21.1 [bookmark: _heading=h.39kk8xu]Any notice to be given under the Agreement shall be in writing and may be served by personal delivery, first class recorded or, subject to clause 21.3, e-mail to the address of the relevant Party set out in the Award Letter, or such other address as that Party may from time to time notify to the other Party in accordance with this clause:
21.2 [bookmark: _heading=h.1opuj5n]Notices served as above shall be deemed served on the Working Day of delivery provided delivery is before 5.00pm on a Working Day.  Otherwise delivery shall be deemed to occur on the next Working Day. An email shall be deemed delivered when sent unless an error message is received.
21.3 [bookmark: _heading=h.48pi1tg]Notices under clauses 15 (Force Majeure) and 16 (Termination) may be served by email only if the original notice is then sent to the recipient by personal delivery or recorded delivery in the manner set out in clause 21.1.
22 [bookmark: _heading=h.2nusc19]GOVERNING LAW AND JURISDICTION
The validity, construction and performance of the Agreement, and all contractual and non-contractual matters arising out of it, shall be governed by English law and shall be subject to the exclusive jurisdiction of the English courts to which the Parties submit.


[bookmark: _heading=h.1302m92]ANNEX 2 – PRICE BREAKDOWN
REDACTED 
REDACTED 
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[bookmark: _heading=h.3mzq4wv]ANNEX 3 – STATEMENT OF REQUIREMENTS
1. PURPOSE
1.1 [bookmark: _heading=h.cev6acliy91w]The Cabinet Office’s Disability Unit has publicly committed in the National Disability Strategy (NDS) to improve our understanding of disabled people's experiences accessing products and services in the UK. This will include commissioning research.
1.2 Part of this work involves setting a benchmark of what current research is showing us regarding disabled consumers preferences and experiences when accessing products and services. This analysis has real potential to help policy makers identify what insight needs to be gathered in the future to ensure any policy decisions truly reflect disabled people’s experiences. 

2. [bookmark: _heading=h.2250f4o]BACKGROUND TO THE CONTRACTING AUTHORITY
2.1 [bookmark: _heading=h.i9kxr3yg57fo]The Disability Unit is part of the Equalities Hub in the Cabinet Office along with the Race Disparity Unit, the Social Mobility Commission and the Government Equalities Office. The aim of the Disability Unit is to break down barriers faced by disabled people in the UK.
3. [bookmark: _heading=h.haapch]BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT
3.1 [bookmark: _heading=h.319y80a]It is one of the Disability Unit’s commitments within the NDS to commission research to improve our understanding of disabled people's experiences accessing products and services in the UK. 
3.2 Policy officials have completed a literature review/rapid assessment of what is currently known in regards to disabled people’s experiences in accessing products and services. However this is very limited and is often in the form of grey literature and so can be open to interpretation. Within the Disability Unit’s published report Disabled people in the UK: the evidence which set an evidence baseline for future government research it was stated “More evidence is needed about disabled people’s access to, and experience of, physical and digital products and services.” 

3.3 [bookmark: _heading=h.2kbqteibzr4y]The Institute of Customer Service has created an independent, objective benchmark of customer satisfaction on a consistent set of measures for some of the biggest product and service providers in the UK. The Institute of Customer Service will provide the Disability Unit with key analysis of data to indicate disabled consumer’s experiences when coming into contact with an organisation.  Whilst this isn’t going to give a complete picture, policy officials will use this analysis to help shape future insight gathering.


4. [bookmark: _heading=h.1gf8i83]DEFINITIONS 
	Expression or Acronym
	Definition

	NDS
	[bookmark: _heading=h.j1lqkh4zt3t7]National Disability Strategy

	Disability
	[bookmark: _heading=h.pqd4y6be4k7u]Disability is defined as in the Equality Act 2010[footnoteRef:1] and is in line with the UK Census 2021 which asks “Do you have any physical or mental health conditions or illnesses lasting or expected to last 12 months or more?”[footnoteRef:2]. [1:  https://www.gov.uk/definition-of-disability-under-equality-act-2010]  [2:  https://census.gov.uk/help/how-to-answer-questions/paper-questions-help/do-you-have-any-physical-or-mental-health-conditions-or-illnesses-lasting-or-expected-to-last-12-months-or-more] 




5. [bookmark: _heading=h.40ew0vw]SCOPE OF REQUIREMENT 
5.1 The Institute of Customer Service to complete an analysis into disabled consumer’s satisfaction levels using previously collected data from the UK Customer Satisfaction Index. The Disability Unit will utilise this research to further begin to understand disabled people's experience of marketplaces to help shape future thinking in regards to policy development and further research. 
5.2 The research will help identify if there are specific sectors that have high rates of poor customer satisfaction amongst disabled consumers and if there is a particular part of the customer journey that is particularly impacted by accessibility issues.
5.3 The Institute of Customer Service analysis of the UK Customer Satisfaction Index data needs to provide a comprehensive piece of analysis over a time period to highlight any changing trends. The analysis of data will also headline:
5.3.1 Customer satisfaction index scores for each sector for all customers, customers with a disability and other customers
5.3.2 Number of customers with a disability per sector
5.3.3 Customer satisfaction index by customer age group overall and for each sector for all customers, customers with a disability and other customers
5.3.4 Provide scores for each of the 26 UK Customer Satisfaction Index measures, channels used, type of contact, % of customers experiencing a problem, top issues customers believe an organisation should improve at an overall level or by sector. 
5.3.5 [bookmark: _heading=h.7r7wcl3t38h3]Complete a standardised age group score to enable further analysis
5.3.6 To provide the questions asked to customers in the UK Customer Satisfaction Index surveys to Disability Unit officials to draw out next steps regarding research. 
5.3.7 To provide a clear statement of methodology used.
5.3.8 To present findings to Disability Unit officials 
5.4 All of the points in 5.3 are mandatory.
6. [bookmark: _heading=h.2fk6b3p]THE REQUIREMENT
6.1 [bookmark: _heading=h.uycc4lehpc3e]The requirement is as stated in Section 5. We have identified the supplier in this instance due to the nature of the evidence needed. It is the Institute of Customer Service who own the UK Customer Satisfaction Index and who consequently own the data which needs to be analysed for our purposes. This data cannot be obtained anywhere else and is unique to the Institute of Customer Service. 
7. [bookmark: _heading=h.upglbi]KEY MILESTONES AND DELIVERABLES
7.1 The following Contract milestones/deliverables shall apply:
	Milestone/
Deliverable
	Description
	Timeframe or Delivery Date

	1
	The Institute of Customer Service to start analysis of research
	Within week 1 of Contract Award or no later than 30/9/2021

	2
	The Institute of Customer Service to complete analysis of research
	Within week 4 of Contract Award or no later than 30/10/21

	3
	The Institute of Customer Service to write a report on the key findings of the analysis of research
	Within week 4 of Contract Award or no later than 30/10/21


[bookmark: _heading=h.3ep43zb]
8. [bookmark: _heading=h.1tuee74]MANAGEMENT INFORMATION/REPORTING
8.1 [bookmark: _heading=h.2pmonolxwzli]The supplier should expect to update and share their work with the Disability Unit at each of the milestones set out in section 7. In addition to this, fortnightly one-hour meetings are required, to be kept up to date and to allow space for the supplier to ask questions of the Disability Unit and vice versa. The supplier should have availability during normal working hours (9am-5pm, Mon-Fri) for these meetings, and should have some degree of flexibility around the availability of Disability Unit’s staff.
8.2 [bookmark: _heading=h.og5vz63s6puj]The Disability Unit will want to engage their network of disability experts and advisors at some or all of these stages, and the supplier would need to be prepared to have their work scrutinised, validated and challenged by this network.
8.3 [bookmark: _heading=h.vsfbv2sb8ukp]The Disability Unit will designate a primary point of contact for this work, and the supplier should update this contact with any significant changes or developments in between regular meetings. Should any questions arise, the supplier should make contact with the Disability Unit’s primary contact as and when required.
9. [bookmark: _heading=h.4du1wux]VOLUMES
9.1 [bookmark: _heading=h.2szc72q]N/A
10. [bookmark: _heading=h.184mhaj]CONTINUOUS IMPROVEMENT

10.1 The Supplier will be expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.
10.2 The Supplier should present new ways of working to the Authority during monthly Contract review meetings. 
10.3 Changes to the way in which the Services are to be delivered must be brought to the Authority’s attention and agreed prior to any changes being implemented.
11. [bookmark: _heading=h.3s49zyc]SUSTAINABILITY
11.1 N/A
12. [bookmark: _heading=h.279ka65]QUALITY
12.1 The analysis of data should be completed to a high standard using the resources available within the Institute of Customer Service and by individuals with the relevant qualifications and experience to complete it to a high level. The analysis should be presented back to officials within the Disability Unit in an accessible and easy to understand format to ensure officials can take forward key points as appropriate. 
13. [bookmark: _heading=h.meukdy]PRICE
31.1 [bookmark: _heading=h.m7q664i5ugmu]The maximum budget for this work is capped at £10,500 (+VAT). In providing a price, the supplier should make it clear how many persons/day will be devoted to completing this work. If applicable, this should be separated out between different individuals / roles, making clear the skill/experience level and cost of each individual.
31.2 Prices are to be submitted via the e-Sourcing Suite Attachment 4 – Price Schedule excluding VAT and including all other expenses relating to Contract delivery.
14. [bookmark: _heading=h.36ei31r]STAFF AND CUSTOMER SERVICE
14.1 The Supplier shall provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service.
14.2 The Supplier’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract to the required standard. 
14.3 The Supplier shall ensure that staff understand the Authority’s vision and objectives and will provide excellent customer service to the Authority throughout the duration of the Contract.  
15. [bookmark: _heading=h.1ljsd9k]SERVICE LEVELS AND PERFORMANCE
15.1 The Authority will measure the quality of the Supplier’s delivery by:
	KPI/SLA
	Service 
Area
	KPI/SLA description
	Target

	[bookmark: _heading=h.45jfvxd]1
	Delivery timescales 
	Institute of Customer Service to complete the analysis of the research within three weeks
	100%

	2
	Delivery timescales
	Institute of Customer Service to complete a write up on the analysis of research one week after completion of research present it to the Disability Unit in a clear, succinct and professional way
	100%


15.2 [bookmark: _heading=h.2koq656]To incentivise delivery the Disability unit will have regular catch ups with the Institute of Customer Service.
15.3 Due to the length of this contract there are no exit strategies to be applied. 
16. [bookmark: _heading=h.zu0gcz]SECURITY AND CONFIDENTIALITY REQUIREMENTS
16.1 There are no security or confidentiality requirements.
17. [bookmark: _heading=h.3jtnz0s]PAYMENT AND INVOICING 
17.1 To be confirmed.
17.2 Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables. 
17.3 Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs. 
17.4 Invoices should be submitted to: TBC. 
18. [bookmark: _heading=h.1yyy98l]CONTRACT MANAGEMENT 
18.1 Attendance at Contract Review meetings shall be at the Supplier’s own expense.
19. [bookmark: _heading=h.4iylrwe]LOCATION 
19.1 The location of the Services will be carried out virtually via the Institute of Customer Services.







[bookmark: _heading=h.2y3w247]ANNEX 4 – SUPPLIERS RESPONSE
MANDATORY QUESTIONS 
(From the Supplier)
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[bookmark: _heading=h.1d96cc0]
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ANNEX 5 – CLARIFICATIONS
N/A


[bookmark: _heading=h.3x8tuzt]ANNEX 6 – ADDITIONAL TERMS & CONDITIONS
Following the data Protection clauses below (Including Annex 1) - Insert copies of any Customer specific terms & conditions (commencing with the insertion of a Heading 2) which will apply to this Contract.


1. Data Protection
1.1 The Parties acknowledge that for the purposes of the Data Protection Legislation, the Customer is the Controller and the Supplier is the Processor. The only processing that the Supplier is authorised to do is listed in Annex 1 to this Schedule (Processing Personal Data) by the Customer and may not be determined by the Supplier.  
1.2 The Supplier shall notify the Customer immediately if it considers that any of the Customer's instructions infringe the Data Protection Legislation.
1.3 The Supplier shall provide all reasonable assistance to the Customer in the preparation of any Data Protection Impact Assessment prior to commencing any processing.  Such assistance may, at the discretion of the Customer, include:
(a) a systematic description of the envisaged processing operations and the purpose of the processing;
(b) an assessment of the necessity and proportionality of the processing operations in relation to the Services;
(c) an assessment of the risks to the rights and freedoms of Data Subjects; and
(d) the measures envisaged to address the risks, including safeguards, security measures and mechanisms to ensure the protection of Personal Data.
[bookmark: bookmark=id.2ce457m]1.4.	The Supplier shall, in relation to any Personal Data processed in connection with its obligations under this Framework Agreement:
(a) [bookmark: bookmark=id.rjefff]process that Personal Data only in accordance with Annex 1 (Processing Personal Data), unless the Supplier is required to do otherwise by Law. If it is so required the Supplier shall promptly notify the Customer before processing the Personal Data unless prohibited by Law;
(b) [bookmark: bookmark=id.3bj1y38]ensure that it has in place Protective Measures which have been reviewed and approved by the Customer as appropriate to protect against a Data Loss Event having taken account of the:
(i) [bookmark: bookmark=id.1qoc8b1]nature of the data to be protected;
(ii) harm that might result from a Data Loss Event;
(iii) state of technological development; and
(iv) cost of implementing any measures; 
(c) [bookmark: bookmark=id.4anzqyu]ensure that:
(i) the Supplier Personnel do not process Personal Data except in accordance with this Framework Agreement (and in particular Annex 1 (Processing Personal Data));
(ii) it takes all reasonable steps to ensure the reliability and integrity of any Supplier Personnel who have access to the Personal Data and ensure that they:
(A) are aware of and comply with the Supplier’s duties under this Clause;
(B) are subject to appropriate confidentiality undertakings with the Supplier or any Sub-processor;
(C) are informed of the confidential nature of the Personal Data and do not publish, disclose or divulge any of the Personal Data to any third Party unless directed in writing to do so by the Customer or as otherwise permitted by this Contact; and
(D) have undergone adequate training in the use, care, protection and handling of Personal Data; 
(d) [bookmark: bookmark=id.2pta16n]not transfer Personal Data outside of the EU unless the prior written consent of the Customer has been obtained and the following conditions are fulfilled:
(i) [bookmark: bookmark=id.14ykbeg]the Customer or the Supplier has provided appropriate safeguards in relation to the transfer (whether in accordance with GDPR Article 46 or LED Article 37) as determined by the Customer;
(ii) [bookmark: bookmark=id.3oy7u29]the Data Subject has enforceable rights and effective legal remedies;
(iii) [bookmark: bookmark=id.243i4a2]the Supplier complies with its obligations under the Data Protection Legislation by providing an adequate level of protection to any Personal Data that is transferred (or, if it is not so bound, uses its best endeavours to assist the Customer in meeting its obligations); and
(iv) [bookmark: bookmark=id.j8sehv]the Supplier complies with any reasonable instructions notified to it in advance by the Customer with respect to the processing of the Personal Data;
(e) [bookmark: bookmark=id.338fx5o]at the written direction of the Customer, delete or return Personal Data (and any copies of it) to the Customer on termination of the this Contract unless the Supplier is required by Law to retain the Personal Data.
[bookmark: bookmark=id.1idq7dh]1.5 	Subject to Clause 1.7, the Supplier shall notify the Customer immediately if it:
(a) receives a Data Subject Access Request (or purported Data Subject Access Request);
(b) receives a request to rectify, block or erase any Personal Data; 
(c) receives any other request, complaint or communication relating to either Party's obligations under the Data Protection Legislation; 
(d) receives any communication from the Information Commissioner or any other regulatory authority in connection with Personal Data processed under this Contract; 
(e) receives a request from any third Party for disclosure of Personal Data where compliance with such request is required or purported to be required by Law; or
(f) becomes aware of a Data Loss Event.
1.6	The Supplier’s obligation to notify under Clause 1.5 shall include the provision of further information to the Customer in phases, as details become available. 
1.7	Taking into account the nature of the processing, the Supplier shall provide the Customer with full assistance in relation to either Party's obligations under Data Protection Legislation and any complaint, communication or request made under Clause 1.5 (and insofar as possible within the timescales reasonably required by the Customer) including by promptly providing:
(a) the Customer with full details and copies of the complaint, communication or request;
(b) such assistance as is reasonably requested by the Customer to enable the Customer to comply with a Data Subject Access Request within the relevant timescales set out in the Data Protection Legislation; 
(c) the Customer, at its request, with any Personal Data it holds in relation to a Data Subject; 
(d) assistance as requested by the Customer following any Data Loss Event; 
(e) assistance as requested by the Customer with respect to any request from the Information Commissioner’s Office, or any consultation by the Customer with the Information Commissioner's Office.
1.8	The Supplier shall maintain complete and accurate records and information to demonstrate its compliance with this Clause. This requirement does not apply where the Supplier employs fewer than 250 staff, unless:
(a) the Customer determines that the processing is not occasional;
(b) the Customer determines the processing includes special categories of data as referred to in Article 9(1) of the GDPR or Personal Data relating to criminal convictions and offences referred to in Article 10 of the GDPR; and 
(c) the Customer determines that the processing is likely to result in a risk to the rights and freedoms of Data Subjects.
[bookmark: bookmark=id.42ddq1a]1.9	The Supplier shall allow for audits of its Data Processing activity by the Customer or the Customer’s designated auditor.
1.10	The Supplier shall designate a Data Protection Officer if required by the Data Protection Legislation. 
1.11	Before allowing any Sub-processor to process any Personal Data related to this Contract, the Supplier must:
(a) notify the Customer in writing of the intended Sub-processor and processing;
(b) obtain the written consent of the Customer; 
(c) enter into a written agreement with the Sub-processor which give effect to the terms set out in this Clause 1.11 such that they apply to the Sub-processor; and
(d) provide the Customer with such information regarding the Sub-processor as the Customer may reasonably require.
1.12. 	The Supplier shall remain fully liable for all acts or omissions of any Sub-processor.

[bookmark: bookmark=id.2hio093]1.13	The Supplier may, at any time on not less than 30 Working Days’ notice, revise this Clause by replacing it with any applicable controller to processor standard clauses or similar terms forming part of an applicable certification scheme (which shall apply when incorporated by attachment to this Contract).
1.14  The Parties agree to take account of any guidance issued by the Information Commissioner’s Office. The Customer may on not less than 30 Working Days’ notice to the Supplier amend this Contract to ensure that it complies with any guidance issued by the Information Commissioner’s Office. 
1.15 The Parties acknowledge that for the purposes of the Data Protection Legislation, the Customer is the Controller and the Supplier is the Processor. The only processing that the Supplier is authorised to do is listed in Annex 1 (Processing Personal Data) by the Customer and may not be determined by the Supplier.
1.16 The Supplier shall notify the Customer immediately if it considers that any of the Customer’s instructions infringe the Data Protection Legislation.
1.17 The Supplier shall provide all reasonable assistance to the Customer in the preparation of any Data Protection Impact Assessment prior to commencing any processing.  Such assistance may, at the discretion of the Customer, include:
(a) a systematic description of the envisaged processing operations and the purpose of the processing;
(b) an assessment of the necessity and proportionality of the processing operations in relation to the Services;
(c) an assessment of the risks to the rights and freedoms of Data Subjects; and
(d) the measures envisaged to address the risks, including safeguards, security measures and mechanisms to ensure the protection of Personal Data.
1.18	The Supplier shall, in relation to any Personal Data processed in connection with its obligations under this Call Off Contract:
(a) process that Personal Data only in accordance with Annex 1 (Processing Personal Data), unless the Supplier is required to do otherwise by Law. If it is so required the Supplier shall promptly notify the Customer before processing the Personal Data unless prohibited by Law;
(b) ensure that it has in place Protective Measures which have been reviewed and approved by the Customer as appropriate to protect against a Data Loss Event having taken account of the:
(i) nature of the data to be protected;
(ii) harm that might result from a Data Loss Event;
(iii) state of technological development; and
(iv) cost of implementing any measures; 
(c) ensure that:
(i) the Supplier Personnel do not process Personal Data except in accordance with this Call Off Contract (and in particular Annex 1 (Processing Personal Data));
(ii) it takes all reasonable steps to ensure the reliability and integrity of any Supplier Personnel who have access to the Personal Data and ensure that they:
(A) are aware of and comply with the Supplier’s duties under this Clause;
(B) are subject to appropriate confidentiality undertakings with the Supplier or any Sub-processor;
(C) are informed of the confidential nature of the Personal Data and do not publish, disclose or divulge any of the Personal Data to any third Party unless directed in writing to do so by the Customer or as otherwise permitted by this Call Off Contract; and
(D) have undergone adequate training in the use, care, protection and handling of Personal Data; 
(d) not transfer Personal Data outside of the EU unless the prior written consent of the Customer has been obtained and the following conditions are fulfilled:
(i) the Customer or the Supplier has provided appropriate safeguards in relation to the transfer (whether in accordance with GDPR Article 46 or LED Article 37) as determined by the Customer;
(ii) the Data Subject has enforceable rights and effective legal remedies;
(iii) the Supplier complies with its obligations under the Data Protection Legislation by providing an adequate level of protection to any Personal Data that is transferred (or, if it is not so bound, uses its best endeavours to assist the Customer in meeting its obligations); and
(iv) the Supplier complies with any reasonable instructions notified to it in advance by the Customer with respect to the processing of the Personal Data;
(e) at the written direction of the Customer, delete or return Personal Data (and any copies of it) to the Customer on termination of the Call Off Contract unless the Supplier is required by Law to retain the Personal Data.
1.19 	Subject to Clause 1.21, the Supplier shall notify the Customer immediately if it:
(a) receives a Data Subject Access Request (or purported Data Subject Access Request);
(b) receives a request to rectify, block or erase any Personal Data; 
(c) receives any other request, complaint or communication relating to either Party's obligations under the Data Protection Legislation; 
(d) receives any communication from the Information Commissioner or any other regulatory Customer in connection with Personal Data processed under this Call Off Contract; 
(e) receives a request from any third Party for disclosure of Personal Data where compliance with such request is required or purported to be required by Law; or
(f) becomes aware of a Data Loss Event.
1.20 	The Supplier’s obligation to notify under Clause 1.19 shall include the provision of further information to the Customer in phases, as details become available. 
1.21	Taking into account the nature of the processing, the Supplier shall provide the Customer with full assistance in relation to either Party's obligations under Data Protection Legislation and any complaint, communication or request made under Clause 1.19 (and insofar as possible within the timescales reasonably required by the Customer) including by promptly providing:
(a) the Customer with full details and copies of the complaint, communication or request;
(b) such assistance as is reasonably requested by the Customer to enable the Customer to comply with a Data Subject Access Request within the relevant timescales set out in the Data Protection Legislation; 
(c) the Customer, at its request, with any Personal Data it holds in relation to a Data Subject; 
(d) assistance as requested by the Customer following any Data Loss Event; 
(e) assistance as requested by the Customer with respect to any request from the Information Commissioner’s Office, or any consultation by the Customer with the Information Commissioner's Office.
1.22	The Supplier shall maintain complete and accurate records and information to demonstrate its compliance with this Clause. This requirement does not apply where the Supplier employs fewer than 250 staff, unless:
(a) the Customer determines that the processing is not occasional;
(b) the Customer determines the processing includes special categories of data as referred to in Article 9(1) of the GDPR or Personal Data relating to criminal convictions and offences referred to in Article 10 of the GDPR; and 
(c) the Customer determines that the processing is likely to result in a risk to the rights and freedoms of Data Subjects.
1.23	The Supplier shall allow for audits of its Data Processing activity by the Customer or the Customer’s designated auditor.
1.24	The Supplier shall designate a Data Protection Officer if required by the Data Protection Legislation. 
1.25 	Before allowing any Sub-processor to process any Personal Data related to this Call Off Contract, the Supplier must:
(a) notify the Customer in writing of the intended Sub-processor and processing;
(b) obtain the written consent of the Customer; 
(c) enter into a written agreement with the Sub-processor which give effect to the terms set out in this Clause 1.25 such that they apply to the Sub-processor; and
(d) provide the Customer with such information regarding the Sub-processor as the Customer may reasonably require.
1.26	The Supplier shall remain fully liable for all acts or omissions of any Sub-processor.
1.27     The Supplier may, at any time on not less than 30 Working Days’ notice, revise this Clause by replacing it with any applicable controller to processor standard clauses or similar terms forming part of an applicable certification scheme (which shall apply when incorporated by attachment to this Call Off Contract).
1.28	The Parties agree to take account of any guidance issued by the Information Commissioner’s Office. The Customer may on not less than 30 Working Days’ notice to the Supplier amend this Call Off Contract to ensure that it complies with any guidance issued by the Information Commissioner’s Office. 


Annex 1 –Processing Personal Data
Authorised Processing Template

1. The contact details of the Customer’s Data Protection Officer is:
REDACTED 
2. The contract details of the Supplier Data Protection Officer is:
REDACTED 
3. The Processor shall comply with any further written instructions with respect to processing by the Controller.
4. Any such further instructions shall be incorporated into this Annex.


	Contract Reference:
	CCMK21A08

	Date: 
	

	Description Of Authorised Processing
	Details

	Identity of the Controller and Processor
	1.1 OPTION A: Customer as Controller  
The Parties acknowledge that for the purposes of the Data Protection Legislation, the Customer is the Controller and the Supplier is the Processor in accordance with Clause 1.1.
The Supplier is the owner of the original personal data and will process it in line with the contract agreement. The Customer will not have access to this original personal data



	Subject matter of the processing
	[bookmark: _heading=h.x5rgjypihtn7]The Institute of Customer Service is to complete an analysis into disabled consumer’s satisfaction levels using previously collected data from the UK Customer Satisfaction Index. 

	Duration of the processing
	For the duration of the 4 week contract

	Nature and purposes of the processing
	
The nature of the processing is for the Institute of Customer Service to analyse and present data they have previously collected, and therefore own, from the UK Customer Satisfaction Index to the Cabinet Office Disability Unit. 

By the Institute of Customer Service analysing this data it will support the Cabinet Office Disability Unit to utilise this research to further begin to understand disabled people's experience of marketplaces to help shape future thinking in regards to policy development and further research. 


	Type of Personal Data
	No personal data will be supplied to the customer.

	Categories of Data Subject
	Members of the public, data provided to the Cabinet Office Disability Unit is anonymised and is not subject to GDPR requirements. 

	
	The supplier will destroy the personal data collected for the UK Customer Satisfaction Index in line with GDPR requirements as part of their normal business.




FORMATION OF CONTRACT
BY SIGNING AND RETURNING THIS CONTRACT ORDER FORM (which may be done by electronic means) the Supplier agrees to enter a Contract with the Customer to provide the Goods and/or Services in accordance with the terms of the Contract Order Form and the Contract Terms.
The Parties hereby acknowledge and agree that they have read the Contract Order Form and the Contract Terms and by signing below agree to be bound by this Contract.

For and on behalf of the Supplier:
	Name and Title
	REDACTED 

	Signature
	REDACTED

	Date
	4th October 2021



For and on behalf of the Customer:
	Name and Title
	REDACTED

	Signature
	REDACTED

	Date
	[bookmark: _GoBack]11 October 2021




[bookmark: _heading=h.wnyagw]


ANNEX 7 – CHANGE CONTROL FORMS

	CHANGE CONTROL NOTICE (CCN)



	Contract Title:
	Contract for the Provision of Institute of Customer Service analysis and research (The Contract)

	Contract Reference:
	CCMK21A08
	Contract Change Number:
	

	 Date CCN issued:
	
	Date Change Effective from:
	

	
Between: The Cabinet Office (The Customer) and The Institute of Customer Service (The Supplier)

1. The Contract is varied as follows:

1.1. Insert details of changes to the original contract.
2. Words and expressions in this Change Control Notice shall have the meanings given to them in the Contract.
3. The Contract, including any previous Contract changes, authorised in writing by both Parties, shall remain effective and unaltered except as amended by this Change Control Notice.

	 
Change authorised to proceed by: (Customer’s representative): 



                                                                
        Signature                    Print Name and Job Title                  Date

	



Authorised for and on behalf of the Supplier:

                                              Signature                              Print Name and Job Title                  Date

	



Authorised for and on behalf of the Customer:

                                              Signature                                Print Name and Job Title                  Date
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Re the Panel:

Panellists who participate in the UKCS| are recruited though the following methods.

« AdvertsVia adverts for the panels through Google AdWords — adverts appear at the top of pages on Google
depending on what key words consumers type into the search bar (e.g. ‘online surveys’, ‘online market research’,
‘paid surveys' etc.

« ImageVia image and video adverts on Facebook

« Referrals — word of mouth from existing panellists

None of the adverts require anyone to do anything, other than directing the customer to the panel website for more info
and they then have the option o sign up 10 receive surveys from us in future. Once someone has signed up to the panel,
from that point they are invited to take part in available appropriate surveys.
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regards fo polcy development and further
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The Insitute of ustomer Service analysis of the
UK Customer Satisfaction Index data. needs to
provide a comprehensive piece of analysis over a
me period  highlight any changing trends.

“The analyss of data wil also headiine:

" Customer satisfacton indox scores for each
seclor for all Cusiomes, customers with a
disabllty and other custornors

+ Number of customers vith a disabilty per
sector

« Customer satisaction index by customer age
group overall and for each sector for all
customers, customers with a disabilty and
other customers.
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Mandatory Questions and Answers
itute for Custor
Contract Referen:

We require that any potential, actual or perceived conflicts
of interest in respect of this Procurement Opportunity are
identified in writing and that companies outline what
safeguards would be put in place to mitigate the risk of
actual or perceived confiicts arising during the delivery of
these services. Please detail your conflicts of interest if
applicable.

NA

Please provide details of where the Award Outcome
should be directed

REDACTED

Please provide details of any sub-Confraciors you propose
to use in order to meet your obligations should you be
awarded a Contract.

REDACTED

Please confirm pricing is as outined in copy email that is
attached to CCS email contact dated 3 September.

Pricing is as shown in in copy email that is attached to
CCS email contact dated 3 September.

Please provide details of your GDPR Officer.

REDACTED
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