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SCHEDULE 6.3 – TRAINING 

1. PURPOSE 

This Schedule sets out the requirements for the Supplier to plan and conduct training of 
certain Authorised Users, including the development of associated training documentation.  

2. TRAINING SCOPE 

2.1 During the Transition Period, the Supplier shall be responsible for:  

2.1.1 training up to thirty (30) Super Users  to enable the effective execution of their day 
to day Service System administration, advanced Service System configuration 
duties and Online Portal activities during the Term; 

2.1.2 training of up to four hundred (400) Users to enable the effective execution of their 
day to day Service System activities;   

2.1.3 training of all Lot 2 Supplier Personnel who are Authorised Users to enable the 
effective execution of their day to day Service System activies including user 
access management, Customer portal queries and Customer portal user 
management guidance. 

2.1.4 training up to twenty five (25) members of the Application Support Team so that 
they can effectively and proactively support the Service System in a manner which 
minimises the need to raise Incidents with the Supplier in accordance with 
Schedule 2.2B (Service Management); and 

2.1.5 training of up to twenty (20) TfL Designated Trainers to enable them to properly 
and effectively train Users on the full operation and use of the Service System 
from the Operational Services Commencement Date. 

2.1.6 training of up  to twenty (20) members of the Performance Team so that they can 
effectively and proactively use all required reporting tools available in the Service 
System.  

2.1.7 training of up to (25) Authorised Users with MIS Access Licenses. 

2.1.8 Training of up to ten (10) Scan Supplier staff to enable the effective execution of 
their day to day Service System activities. 

2.2 With effect from the Operational Commencement Date, during the Term, the Supplier shall 
be responsible for ongoing training of TfL Designated Trainers to enable them to properly 
and effectively train Authorised Users on the full operation and use of the Service System 
for the Term in accordance with the Training Strategy, the Training Plans and this 
Agreement. 

3. TRAINING STANDARDS 

3.1 Any training provided by the Supplier pursuant to this Schedule shall: 

3.1.1 be appropriate to the relevant Authorised Users role and level of experience; 

3.1.2 take account of and reflect the variances in use of the Service System functions  
for Authorised Users, conveying real uses of the Service System; 

3.1.3 be provided in accordance with Good Industry Practice; 
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3.1.4 be sufficiently detailed and comprehensive so as to enable TfL to become self-
sufficient in being able to satisfy its own training needs in respect of the Service 
System; and 

3.1.5 be performed with the objective of reducing the frequency of calls by Authorised 
Users to TfL's primary support desk in respect of the Service System.  

4. TRAINING DOCUMENTATION 

4.1 Within the timescales identified in Schedule 6.1 (Transition), the Supplier shall provide to TfL 
for Approval (and subsequently maintain) the proposed: 

4.1.1 Training Strategy; 

4.1.2 Training Plan for Authorised Users;  

4.1.3 Training Log; and 

4.1.4 Training Materials. 

Training Strategy 

4.2 The Training Strategy shall set out the Supplier's strategic approach for the delivery of 
Training for Authorised Users, and shall detail as a minimum: 

4.2.1 the scope and objectives of the training to be undertaken; 

4.2.2 the key deliverables and sequence of activities required to deliver the training; 

4.2.3 any Training Data and Training Environment requirements for training and how 
these will be sufficed; 

4.2.4 the equipment required to deliver training; 

4.2.5 the Training Materials to be produced and used in the delivery of training; and 

4.2.6 proposals for measuring the effectiveness of the Supplier's training and the means 
of incorporating revisions into the training programme to improve it. 

Training Plan 

4.3 Each Training Plan shall: 

4.3.1 be based on the training principles set out in the Training Strategy; 

4.3.2 set out the scope, methods, means and timing of all training activities owned by 
the Supplier in respect of the Transition Services; 

4.3.3 cover the entirety of the scope of training related to the Transition Services as 
outlined in the Training Strategy; and  

4.3.4 in addition detail as a minimum:  

(a) the scope and objectives of the Training Plan; 

(b) the key deliverables and sequence of activities required to deliver the 
training; 
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(c) the details of the members of Supplier Personnel who will carry out the 
training, their qualifications, experience and competence; 

(d) the Authorised Users to be trained; 

(e) the details of interactive virtual training that will be provided, with 
Supplier provided lead trainer/s, to host a number of virtual training 
sessions to interactively train Authorised Users in a classroom style 
model before the end of the Transition Period.  

(f) the tests that need to be undertaken by Authorised Users on completion 
of training, including an objective pass or fail criteria, to ensure 
Authorised Users are suitably qualified and competent to deliver the 
training to the Authorised Users; 

(g) any risks associated with the Training Plan and how such risks will be 
managed; 

(h) any assumptions made by the Supplier; 

(i) any dependencies on TfL or any Third Parties to deliver the training and 
how such dependencies will be managed; and 

(j) details of how Training Data will be produced by the Supplier to be used 
as part of the training of Authorised Users.  

Training Log 

4.4 The Training Log shall maintain a record of all Authorised Users who require training by the 
Supplier, indicating those which have been trained, which shall include as a minimum: 

4.4.1 the details of the Authorised Users that require training and have received training; 

4.4.2 when and where the Authorised Users were trained; 

4.4.3 the scope of the training given; and 

4.4.4 the standard achieved including pass/fail details for the Authorised Users where 
applicable. 

Training Materials 

4.5 The Training Materials shall be used (i) to train Super Users, TfL Designated Trainers and 
Authorised Users; and (ii) by the TfL Designated Trainers to Train the Authorised Users after 
the Transition period, and shall include as a minimum: 

4.5.1 training manuals, which shall include as a minimum: 

(a) the business context for the use of the Service System; 

(b) step by step walkthroughs of the Service System; and 

(c) screenshots of the Service System. 

4.5.2 pre-defined scenario run-throughs which represent real uses of the Service 
System within the group of Authorised Users being trained; and 

4.5.3 interactive quick reference and step by step guides detailing the usage and 
operation of the Service System from an Authorised User perspective using the 
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Learning Management System or alternative as proposed by the Supplier to be 
agreed with TfL. 

4.6 The Training Materials shall be developed and tailored to support role based training and 
take account of the variances in use of similar functions for Authorised Users , conveying 
real up to date uses of the Service System. 

4.7 The Supplier shall keep updated all Training Materials for the Term. 

4.8 TfL shall provide the appropriate Supplier Personnel with access to and training on the 
Learning Management System to ensure they are sufficiently qualified and competent in 
producing the Training Materials for the purpose of paragraph 4.5.3.  

5. TRAINING DELIVERY 

5.1 The Supplier shall notify TfL of its Training Manager as soon as practicable and in any event 
prior to the Achievement of Milestone MS1, who shall be responsible for managing the 
Supplier's responsibilities in respect of training, as set out in this Schedule. 

5.2 The Supplier shall procure the necessary Training Data required to fulfil its obligations in 
accordance with this Schedule. 

5.3 The Supplier shall procure, maintain and keep updated the necessary Training 
Environments, for the Term. 

5.4 The Supplier shall provide Authorised Users with access to the Training Environment to 
enable all Authorised Users to be trained by the Supplier prior to the end of the Transition 
Period and undertake further preparation/knowledge refresh prior to the Operational 
Commencement Date.  

5.5 The Supplier shall continue to provide Authorised Users with access to the Training 
Environment after the end of the Transition Period so that ongoing training can be provided 
by TfL Designated Trainers for the remainder of the Term.  

5.6 TfL shall, where reasonably requested, cooperate with the Supplier in the performance of its 
obligations as set out in this Schedule. Such co-operation may include: 

5.6.1 provision of relevant information where held by TfL and TfL is authorised to 
provide it; 

5.6.2 supporting the development by the Supplier of the relevant Supplier 
Documentation; 

5.6.3 provision of reasonable access to relevant Authorised Users;  

5.6.4 attendance at meetings organised by the Supplier; and 

5.6.5 attendance of Authorised Users at training events organised by the Supplier. 

5.7 The Supplier shall, where reasonably requested, cooperate with TfL in its responsibilities to 
provide training to Authorised Users on the operation of the Service System. Such co-
operation may include: 

5.7.1 provision of relevant information where held by the Supplier and the Supplier is 
authorised to provide it; 

5.7.2 supporting the development of documentation owned by TfL; 

5.7.3 provision of reasonable access to relevant Supplier Personnel; and 
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5.7.4 attendance at meetings organised by TfL. 

6. REPORTS AND MEETINGS 

6.1 The Supplier shall report progress against the Training Plans at the appropriate Transition 
Group meeting in accordance with Schedule 8.1 (Governance).  

6.2 For training purposes, Authorised Users shall have the right to shadow Supplier Personnel 
during the development, testing and implementation of the Service System. 

 


	1. PURPOSE
	This Schedule sets out the requirements for the Supplier to plan and conduct training of certain Authorised Users, including the development of associated training documentation.

	2. TRAINING SCOPE
	2.1 During the Transition Period, the Supplier shall be responsible for:
	2.1.1 training up to thirty (30) Super Users  to enable the effective execution of their day to day Service System administration, advanced Service System configuration duties and Online Portal activities during the Term;
	2.1.2 training of up to four hundred (400) Users to enable the effective execution of their day to day Service System activities;
	2.1.3 training of all Lot 2 Supplier Personnel who are Authorised Users to enable the effective execution of their day to day Service System activies including user access management, Customer portal queries and Customer portal user management guidance.
	2.1.4 training up to twenty five (25) members of the Application Support Team so that they can effectively and proactively support the Service System in a manner which minimises the need to raise Incidents with the Supplier in accordance with Schedule...
	2.1.5 training of up to twenty (20) TfL Designated Trainers to enable them to properly and effectively train Users on the full operation and use of the Service System from the Operational Services Commencement Date.
	2.1.6 training of up  to twenty (20) members of the Performance Team so that they can effectively and proactively use all required reporting tools available in the Service System.
	2.1.7 training of up to (25) Authorised Users with MIS Access Licenses.
	2.1.8 Training of up to ten (10) Scan Supplier staff to enable the effective execution of their day to day Service System activities.

	2.2 With effect from the Operational Commencement Date, during the Term, the Supplier shall be responsible for ongoing training of TfL Designated Trainers to enable them to properly and effectively train Authorised Users on the full operation and use ...

	3. TRAINING STANDARDS
	3.1 Any training provided by the Supplier pursuant to this Schedule shall:
	3.1.1 be appropriate to the relevant Authorised Users role and level of experience;
	3.1.2 take account of and reflect the variances in use of the Service System functions  for Authorised Users, conveying real uses of the Service System;
	3.1.3 be provided in accordance with Good Industry Practice;
	3.1.4 be sufficiently detailed and comprehensive so as to enable TfL to become self-sufficient in being able to satisfy its own training needs in respect of the Service System; and
	3.1.5 be performed with the objective of reducing the frequency of calls by Authorised Users to TfL's primary support desk in respect of the Service System.


	4. TRAINING DOCUMENTATION
	4.1 Within the timescales identified in Schedule 6.1 (Transition), the Supplier shall provide to TfL for Approval (and subsequently maintain) the proposed:
	4.1.1 Training Strategy;
	4.1.2 Training Plan for Authorised Users;
	4.1.3 Training Log; and
	4.1.4 Training Materials.

	Training Strategy
	4.2 The Training Strategy shall set out the Supplier's strategic approach for the delivery of Training for Authorised Users, and shall detail as a minimum:
	4.2.1 the scope and objectives of the training to be undertaken;
	4.2.2 the key deliverables and sequence of activities required to deliver the training;
	4.2.3 any Training Data and Training Environment requirements for training and how these will be sufficed;
	4.2.4 the equipment required to deliver training;
	4.2.5 the Training Materials to be produced and used in the delivery of training; and
	4.2.6 proposals for measuring the effectiveness of the Supplier's training and the means of incorporating revisions into the training programme to improve it.

	Training Plan
	4.3 Each Training Plan shall:
	4.3.1 be based on the training principles set out in the Training Strategy;
	4.3.2 set out the scope, methods, means and timing of all training activities owned by the Supplier in respect of the Transition Services;
	4.3.3 cover the entirety of the scope of training related to the Transition Services as outlined in the Training Strategy; and
	4.3.4 in addition detail as a minimum:
	(a) the scope and objectives of the Training Plan;
	(b) the key deliverables and sequence of activities required to deliver the training;
	(c) the details of the members of Supplier Personnel who will carry out the training, their qualifications, experience and competence;
	(d) the Authorised Users to be trained;
	(e) the details of interactive virtual training that will be provided, with Supplier provided lead trainer/s, to host a number of virtual training sessions to interactively train Authorised Users in a classroom style model before the end of the Transi...
	(f) the tests that need to be undertaken by Authorised Users on completion of training, including an objective pass or fail criteria, to ensure Authorised Users are suitably qualified and competent to deliver the training to the Authorised Users;
	(g) any risks associated with the Training Plan and how such risks will be managed;
	(h) any assumptions made by the Supplier;
	(i) any dependencies on TfL or any Third Parties to deliver the training and how such dependencies will be managed; and
	(j) details of how Training Data will be produced by the Supplier to be used as part of the training of Authorised Users.


	Training Log
	4.4 The Training Log shall maintain a record of all Authorised Users who require training by the Supplier, indicating those which have been trained, which shall include as a minimum:
	4.4.1 the details of the Authorised Users that require training and have received training;
	4.4.2 when and where the Authorised Users were trained;
	4.4.3 the scope of the training given; and
	4.4.4 the standard achieved including pass/fail details for the Authorised Users where applicable.

	Training Materials
	4.5 The Training Materials shall be used (i) to train Super Users, TfL Designated Trainers and Authorised Users; and (ii) by the TfL Designated Trainers to Train the Authorised Users after the Transition period, and shall include as a minimum:
	4.5.1 training manuals, which shall include as a minimum:
	(a) the business context for the use of the Service System;
	(b) step by step walkthroughs of the Service System; and
	(c) screenshots of the Service System.

	4.5.2 pre-defined scenario run-throughs which represent real uses of the Service System within the group of Authorised Users being trained; and
	4.5.3 interactive quick reference and step by step guides detailing the usage and operation of the Service System from an Authorised User perspective using the Learning Management System or alternative as proposed by the Supplier to be agreed with TfL.

	4.6 The Training Materials shall be developed and tailored to support role based training and take account of the variances in use of similar functions for Authorised Users , conveying real up to date uses of the Service System.
	4.7 The Supplier shall keep updated all Training Materials for the Term.
	4.8 TfL shall provide the appropriate Supplier Personnel with access to and training on the Learning Management System to ensure they are sufficiently qualified and competent in producing the Training Materials for the purpose of paragraph 4.5.3.

	5. TRAINING DELIVERY
	5.1 The Supplier shall notify TfL of its Training Manager as soon as practicable and in any event prior to the Achievement of Milestone MS1, who shall be responsible for managing the Supplier's responsibilities in respect of training, as set out in th...
	5.2 The Supplier shall procure the necessary Training Data required to fulfil its obligations in accordance with this Schedule.
	5.3 The Supplier shall procure, maintain and keep updated the necessary Training Environments, for the Term.
	5.4 The Supplier shall provide Authorised Users with access to the Training Environment to enable all Authorised Users to be trained by the Supplier prior to the end of the Transition Period and undertake further preparation/knowledge refresh prior to...
	5.5 The Supplier shall continue to provide Authorised Users with access to the Training Environment after the end of the Transition Period so that ongoing training can be provided by TfL Designated Trainers for the remainder of the Term.
	5.6 TfL shall, where reasonably requested, cooperate with the Supplier in the performance of its obligations as set out in this Schedule. Such co-operation may include:
	5.6.1 provision of relevant information where held by TfL and TfL is authorised to provide it;
	5.6.2 supporting the development by the Supplier of the relevant Supplier Documentation;
	5.6.3 provision of reasonable access to relevant Authorised Users;
	5.6.4 attendance at meetings organised by the Supplier; and
	5.6.5 attendance of Authorised Users at training events organised by the Supplier.

	5.7 The Supplier shall, where reasonably requested, cooperate with TfL in its responsibilities to provide training to Authorised Users on the operation of the Service System. Such co-operation may include:
	5.7.1 provision of relevant information where held by the Supplier and the Supplier is authorised to provide it;
	5.7.2 supporting the development of documentation owned by TfL;
	5.7.3 provision of reasonable access to relevant Supplier Personnel; and
	5.7.4 attendance at meetings organised by TfL.


	6. REPORTS AND MEETINGS
	6.1 The Supplier shall report progress against the Training Plans at the appropriate Transition Group meeting in accordance with Schedule 8.1 (Governance).
	6.2 For training purposes, Authorised Users shall have the right to shadow Supplier Personnel during the development, testing and implementation of the Service System.


