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This Schedule sets out the characteristics of the Goods or Services that the Agency will be required to make available to the Client under this Order Contract

The specification is detailed within the Statement of Requirements.
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1. [bookmark: _heading=h.mloxj34slrm]PURPOSE

1.1 Advertising, media & creative design services are a core element of the Government Recruitment Service (GRS), service offering and are essential to drive attraction and optimise our centralised recruitment service, of attracting and retaining talent. The services provided by the contract are a vital element to support and achieve the government's strategic aims of levelling up through the GRS business as usual service offering, which undertakes recruitment and advertising activities on behalf of Government and Public Sector departments.



1.2 The Buyer is seeking to procure the services of a sole Supplier with the expertise, specialist knowledge and networks to provide Advertising, media buying and creative design services to maximise candidate attraction for roles across the Civil Service (CS) within the UK. GRS will be the main and primarily users of the services, however there may be a requirement for the contract to be accessed by Fast Stream, Early Talent (FSET); also, part of the Cabinet Office (CO) to support the launch of a yearly campaign.

1.3 The Contract will be for a three (3) year term without scope to extend further. 



[bookmark: _heading=h.3dy6vkm]BACKGROUND TO THE CONTRACTING AUTHORITY

1.4 The Buyer (GRS) is a Government Expert Service, forming part of Government Business Services (GBS) within the CO. The customer offers end-to-end recruitment type activities for general, specialist and senior roles up to and including SCS2 on behalf of the core UK Civil Service.  This includes but is not limited to offering recruitment advertising and candidate attraction services. The Buyers customer base spans across Government Departments, Arm’s Length Bodies and the Wider Public Sector. 



[bookmark: _heading=h.1t3h5sf]BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT 

1.5 Advertising and attraction are a vital element of the recruitment process. The Buyer is often required to recruit for niche, difficult and hard to fill roles, through utilising advertising and media services to maximise attraction and as a result increase the number of successful hires.



1.6 All customer requests must be delivered with solutions which are centred around the government priorities and support the objectives of the core Civil Service strategies, notably the Places for Growth Scheme, Build Back Better and the Government's overall commitment to a more inclusive and diverse workforce. All of the above are underpinned by the Declaration of Government Reform.

Government priorities are constantly changing and it is therefore important that the supplier can continue to offer flexible and relevant solutions throughout the duration of the contract.



1.7 Government policy requires that external recruitment should be fair and open and support diversity and as such all advertising and communication services are expected to follow this principle. An important element in the Buyer/ Government future advertising and publicity strategy will be the need to:



1.7.1 increase the quality and diversity of applications received and, at times, the quantity of such applications, and

1.7.2 consistently ensure high quality and cost-effective campaigns through proper consideration of varied strategies and alternative advertising and media solutions, including the use of internet, electronic and/ or social media.



1.8 TUPE implications will apply to this Contract. 



[bookmark: _heading=h.cr05sfs01dev]DEFINITIONS

		Expression or Acronym

		Definition



		Candidate

		Member to be hired into possible role/s



		CS

		Civil Service



		CO

		Cabinet Office



		FSET

		Fast Stream Early Talent



		GDPR

		General Data Protection Regulation



		GRS

		Government Recruitment Service/ Buyer



		GBS

		Government Business Services/ Buyer



		GCS

		Government Communication Services



		MI

		Management Information



		PO

		Purchase Order (number)



		SLA

		Service Level Agreement



		TUPE

		Transfer of Undertakings (Protection of Employment) regulations



		VfM

		Value for Money





[bookmark: _heading=h.th6c2qvaxgzw]SCOPE OF THE REQUIREMENT 

1.9 The main areas of work likely to arise under this Contract are categorised and described below in section 6. The Supplier will, however, additionally be required to handle any activities which may arise that do not fall within these specific headings but within the scope of the requirement and Framework lot.



1.10 The Supplier shall be required to:



1.10.1 Provide strategic advice, identifying and applying the most appropriate media channels/ routes to achieve maximum candidate attraction and ensure a strong pool of eligible applicants is created; 

1.10.2 Have local and national media knowledge and provide guidance and realistic recommendations, inclusive of indicative costs, regarding media options/ routes, taking into account the volume of available vacancies; the target audiences; eligibility requirements of our talent schemes and the demographics of the region or area; 

1.10.3 You will need to have access to a vast range of 100+ advertising and media options/ routes, with acceptable lead in times (with scope to add new options/ routes at short notice) at the Buyer’s request; 

1.10.4 Operate within agreed service levels and standardised GRS processes;



1.10.5 Support levelling up agenda through direct/ sub-contracted use of SMEs and local organisations;



1.10.6 Show measurable and demonstrable Value for Money (VfM), reporting to the customer frequently (minimum monthly);



1.10.7 Provide management information (MI) data monthly - see section 8 for further details;



1.10.8 You may also be asked to provide expert advice on employer branding;



1.10.9 This contract excludes targeted head-hunting type activities and excludes direct candidate interaction or communication.



[bookmark: _heading=h.3rdcrjn]THE REQUIREMENT

1.11 Social Value

 

1.11.1 Social Value is deemed a vital element of delivery in all Government contracts.  We are looking to purchase a service which can make a commitment to report on SME spend, work with regional/ local partners, and includes social values. For this contract we have chosen two (2) themes which are:



Theme 1: Tackling economic inequality - Increase supply chain resilience and capacity;



The supplier will be expected to:



· create a diverse supply chain to deliver the contract with a specific focus on SMEs

· report (monthly as a minimum) how they are delivering against the SME spend

· report how much money they have invested/ spent on SMEs

· demonstrate collaboration throughout the supply chain, and a fair and responsible approach to working with supply chain partners in the delivery of the contract.

· work with regional/ local partners to deliver the contract.



Theme 2: Equal opportunity - Tackle workforce inequality;

With internal strategy having a key focus on diversity & equality in general, this selection will help ensure the supplier aligns with the Government's diversity and inclusion agenda.



The supplier will be expected to:



· demonstrate action to identify and tackle inequality in employment and skills in their own workforce (what could they do better/ differently to tackle workforce inequality).

· support and guide the customer to help them actively tackle workforce inequality through delivery of this contract.

· support in-work progression to help people, including those from disadvantaged or minority groups, to move into higher paid work by developing new skills relevant to the contract. 

· demonstrate action to identify and manage the risks of Modern Slavery in the delivery of the contract, including in the supply chain.



1.11.2 The supplier will be expected to develop a Social Value plan, incorporating both themes above, reporting monthly as a minimum on progress, providing updates, next steps and actions.



1.12 Recruitment Advertising



1.12.1 The Supplier will provide Recruitment Advertising and Media buying services, for the purpose of specific recruitment campaigns/ activity;



· Print Press

· recruitment guides and publications

· television advertisements (including subtitles)

· radio commercials

· digital and social media

· billboards and poster boards

· job boards

· promotional advertising material - specifically flyers, posters or brochures (this excludes memorabilia such as mugs, pens, notepads etc).

· landing pages linked to a specific GRS led advertising campaign only 

· content creation for microsites and landing pages* as part of a specific Buyer led advertising campaign only 



*Hosting and development of microsites and landing pages as part of an advertising or Media campaign - NB: - This element will be used only in exceptional circumstances and where necessary exemption approval has been granted by the Government Digital Service (GDS). As a general rule of practice and aligned with Government Digital Service (GDS) standards and guidelines, GRS will ensure customer departments have navigated the necessary GDS approvals process and determined the appropriate gov.uk domain for hosting of microsites and landing pages. 



Please note: All advertising activities listed above should only be used in instances which relate to a specific recruitment campaign/ activity. This contract cannot be used for general promotion of a customer department.





1.12.2 The Supplier is required to ensure the Buyer achieves VfM from all products and services. This should be achieved through (but not limited to) benchmarking against industry standards, opportunities to achieve volume discounts, and innovative approaches.





1.13 Media Advice and Planning



1.13.1 The supplier shall be required to:



· Provide tailored campaign planning and media buying advice (including tailored market analysis) for all new commissions, incorporating digital, social, print and online media and other specialist channels, job boards, job aggregators, Search Engines, programmatic advertising and channels which will support and deliver better outcomes in government recruitment specifically in relation to: 



a) Improving diversity of recruitment into the Civil Service, including specific reach to underrepresented communities and groups

b) Improving geographical recruitment 

c) Improve attraction to difficult hire groups, including professions



· Diversity and Inclusion strategy/ options - offering innovative ways in which media could help improve diversity within recruitment and provide clear metrics to evidence suitability and success.



· Provide expert advice on the most suitable forms/ types of media to include print, social and digital media to maximise the attraction of suitable quality candidates and which will support the delivery of better recruitment outcomes in government (see section 6.2.1 a). Such advice should take into account, for example:



a) vacancy type and level

b) eligibility requirements and/ or educational attainment level, where applicable

c) location and number of vacancies,

d) evidence based information to support the recommended media – for example. lessons and success of previous and similar campaigns

e) market performance benchmarks for each channel



· Provide a proposed timeline for delivery (being transparent with delivery and/ or go live dates) capturing roles and responsibilities of each party including actions that are required (and by who) to ensure the timeline is achieved. 



· Provide the Customer and Hiring Managers with insight to help understand when campaigns do not achieve the desired candidate pool at the first attempt and the benefit of following alternative media suggestions. Any insight provided should demonstrate the return on investment.



· As a matter of course, provide in-campaign performance reporting against benchmarks and actively manage the performance of each channel, making recommendations about interventions/ shifting investment at necessary intervals, by agreement with the Client, throughout the application window. 



· Provide post campaign performance reporting to demonstrate return on investment made by the strategy utilised.



· Offering advice which reflects current market trends including emerging advertising and media solutions.



· Make recommendations including new and innovative solutions to specifically reach underrepresented communities and groups.



· Make recommendations including new and innovative solutions to specifically attract candidates for difficult to hire and specialist roles/ professions.



· Advise the customer how supplier tracking (if requested) will be utilised for each commission confirming how frequently this will be shared.





1.14 Design, Copy and Draft of Advertisements



1.14.1 The supplier shall be required to:



· provide bespoke copy production, copy-writing, copy editing and creative input, as required by the Buyer.



· draft adverts/ copy to be provided to the client within two (2) working days of the customers initial request. In the event this requirement cannot be met due to the complex nature of the work, the Buyer and the Supplier shall agree on a suitable turnaround time.



· When amendments to draft adverts are required, these amendments are to be processed and the amended draft advert provided to the customer within one (1) working day of the initial request for amendment. In the event this requirement cannot be met due to the complex nature of the amendments, the Customer and the Supplier shall agree a suitable turnaround time.



· When requested, build in tracking to monitor the performance of the advert (clicks, views, conversions etc).



· To improve data quality and accuracy the supplier may be asked to add customer tracking links to adverts*

*Further details will be provided on contract award. However, it is expected the awarded supplier will include utm tags such as utm_source (to distinguish between different advertising sources) and utm_medium. We would also optionally support utm_campaign and would work to ensure best possible tracking through technologies such as Google Analytics 4.



1.15 Media Buying



1.15.1 The supplier shall be required to:



· Provide well evidenced advice and select media providers that offer VfM for the Buyer using a range of advertising channels, continually seek to improve on costs and provide proposals on potential routes to achieve best VfM throughout the term of the contract.



· Advise as to the best channel via that media, for example digital or print advert, employer profile, role profile, banner advertising, video link, blog post and / or direct mail. 



· Provide a written timeline for delivery (being transparent with delivery/ go live dates) capturing roles and responsibilities of all parties, assigning actions that are required to ensure the timeline is achieved. 



· Work with media providers to ensure adverts give clear, consistent and professional messaging to represent the client department and the vacancy. This includes but is not limited to: adherence to gov.uk guidelines; plain English (and/ or Welsh where required), non-gendered language; the use of acronyms and Communication Standards Benchmarks.



· Work with media providers to ensure that advertising campaigns are reaching the intended audience.



· Provide final proof of advert for approval before the advert is placed in the selected media, appropriate to the delivery timeline agreed.



· Confirm selected media channels and then work with customers to agree the go-live dates and duration of advertising.



· Quality assure materials before they launch and check once live to ensure media is error free.



· When requested, track the performance of the media (clicks, views, conversions etc) and report back to the Customer at the agreed intervals, suggesting remedial actions where the advertising route fails to deliver to brief.



· To improve data quality and accuracy the supplier may be asked to add customer tracking links to media*

*Further details will be provided on contract award. However, it is expected the awarded supplier will include utm tags such as utm_source (to distinguish between different advertising sources) and utm_medium. We would also optionally support utm_campaign and would work to ensure best possible tracking through technologies such as Google Analytics 4.





1.16 Creative



1.16.1 The supplier may be required to:



· design and create branding for the customer

· conduct insight interviews and prepare a write up of findings; using those to inform creative plans

· design creative themes based on customer brief

· create promotional videos, including filming, writing of scripts, editing and presenting a finalised product

· create animated promotional videos which may include providing appropriate imagery, music voiceovers and videos 

· writing of promotional pieces (which would be used to showcase the Customer/Civil service or to support a particular department initiative)

creation of social media edits (for example; short 30-40 second video) often used in addition to a longer promotional film

· to increase accessibility, all video edits must include audio-description, subtitle and British Sign Language (BSL) interpretation increases accessibility



1.17 Work Commissioning Process



1.17.1 The supplier shall be required to:



· The supplier will adhere to the Buyer’s established commissioning process which includes receipt of a unique campaign reference number before work can be commissioned. Should the Buyer require, the commissioning process can be changed at any point during the contract term.

· The Supplier will only accept work commissions received directly from the Buyer (GRS) and never directly from another public sector/ civil service department.

· The supplier will engage only with their dedicated GRS account manager and not directly with the end user department (GRS’s customer).





[bookmark: _heading=h.jt1fb2x9bnxu]KEY MILESTONES INCLUDING DELIVERABLES

1.18 The following Contract milestones/ deliverables shall apply:



		Milestone/ Deliverable

		Description

		Timeframe/ Delivery Date



		1

		The Supplier will attend a contract implementation planning meeting to discuss activities required to enable a seamless transition from current contract to new.

		Within 1 week of contract award.



		2

		Work with the Customer to produce draft versions of the MI reports as specified in section 8.

		Within 2 weeks of contract award



		3

		Attend contract management Checkpoint meetings with the Customer, these will be virtual in most instances (via telephone or video-conferencing). 

		Monthly



		4

		Attend service review meetings between the Supplier and the Customer. These may be held face-to-face or virtually (via telephone or video-conferencing) 

		Quarterly



		5

		Produce a continuous improvement plan.

		Within 6 months of contract commencement date and annually thereafter.



		6

		Produce an Exit Plan.

		Within 3 months of contract commencement date, reviewed as appropriate.



		7

		Work with the Customer to ensure all appropriate and required Data Security & Assurance documentation is completed.

		Within 2 weeks of contract award.





[bookmark: _heading=h.lnxbz9]

[bookmark: _heading=h.35nkun2]MANAGEMENT INFORMATION/REPORTING

The Customer will agree the final make-up and format of Management Information (MI) and reports with the Supplier following the contract award.



1.19 The Customer requires the supplier to provide the following MI/ reports:



1.19.1 Tracking data per campaign - to be provided on request from the customer department. This must be agreed to for each individual campaign and as a default/ pre-agreed option



1.19.2 Minimum monthly and ad hoc reporting which must include but is not limited to the following;



· spend reports - itemised spend tracking per commission, monthly spend report broken down by specific department, overall spend against the contract value and spend associated with SMEs.

· work completed and invoiced

· work completed but not yet invoiced

· pipeline - report to show work on hand / in planning including estimated costs - not yet to be billed to customer

· savings reports - itemised saving per commission, overall savings for the month including roll up to overall savings against contract at the point of reporting.

· In addition to the point above, a quarterly report of savings broken down into lower level departmental spend (report content to be discussed further on contract award)

· Trend reporting - content to be agreed on contract award however will include as a minimum - top recruitment/media options/ routes utilised, market trend analysis using supplier expertise, insight into new and emerging markets/trends/advertising & media outlets etc

· A report detailing any Customer and Candidate complaints received, broken down by type, with summary of corrective actions and progress status



Financial report content to be further agreed between the Buyer and the Supplier after award.



1.20 Financial reports & Invoices should clearly detail:



· Volumes

· Unit Cost

· Unique Reference/Identifier Number

· Name of recruiting Department

· GRS Contact

· Purchase Order Number

· Invoice Number



1.21 The Buyer reserves the right to request additional MI data and reports during the course of the contract. The Supplier should be confident they are collecting a sufficient spread of data to meet additional ad hoc requests for MI.



1.22 MI and Reports will be in a Microsoft Excel or Google sheet format by default, unless otherwise requested.



1.23 A Statement of Account should be sent to the GRS Finance Team on a monthly basis. The Statement should outline any outstanding payments due to the supplier.  The statement will need to include the following to allow the GRS Finance Team to identify and update the supplier on the status of the invoices:  



· invoice numbers

· dates the invoice was issued to Cabinet Office

· date payment was due

· customer name and who in GRS commissioned the work

· amount due - Net and Gross.



1.24 Monthly MI should be provided to the Contract Management and Finance teams to show total amount billed against a Purchase Order (PO) and any amounts for work commissioned but not yet invoiced.



[bookmark: _heading=h.p01esc1k3rtp]VOLUMES

1.25 As recruitment is demand driven by our users, it’s not possible to predict the volume of work that the Supplier can expect to receive as a result of this contract. It is not uncommon for work flow to follow a trend of peaks and troughs, sometimes with rapid and significant changes in volume. However, we can say that historically the average number of campaigns commissioned in a previous twelve (12) month period was circa 600. It is also not uncommon for a number of large and complex campaigns to be commissioned at the same time, therefore the ability for a supplier to be adaptable and flexible is necessary.



[bookmark: _heading=h.ffzfe2xdgzyl]CONTINUOUS IMPROVEMENT

1.26 The Supplier will be expected to continually improve the way in which the required Services are to be delivered throughout the contract duration, passing efficiency savings back to the Buyer.



1.27 The Supplier should present new ways of working to the Buyer during monthly contract/ performance review meetings. 



1.28 Changes to the way in which the Services are to be delivered must be brought to the CCS’s attention and agreed prior to any changes being implemented.



[bookmark: _heading=h.wdaobkqv7r3c]SUSTAINABILITY

1.29 The Supplier will be expected to have in place appropriate sustainability policies and procedures.



[bookmark: _heading=h.15wgj0k0yt4y]QUALITY

1.30 All job roles advertised externally must follow the CS Commissioners Recruitment Principles, which explain the legal requirement that selection for appointment to the Civil Service must be on merit on the basis of fair and open competition. 



They also:

· Set out the circumstances in which appointments can be made as exceptions to this requirement.

· Describe the responsibilities of departments and agencies in meeting these requirements.



1.31 All recruitment adverts and media copy must:



· be written in plain English (unless otherwise stated by the customer). See the Plain English campaign guidance for further information, and including examples: 

· use non-gendered language

· avoid acronyms

· adhere to Government Communication Service’s (GCS) style guide for written communication.



1.32 The Civil Service is a Disability Confident Employer. All recruitment advertising content and media copy must adhere to the Disability Confident Employer guidance for inclusive communication with disabled candidates. 



1.33 In addition, the Service Provider must ensure that all content adheres to the Advertising Standards Client’s Rules and Guidance.



1.34 All data must be managed, including obtained, stored and later deleted, in accordance with GDPR legislation. 



1.35 Where creative has been delivered, all content should be error free, all images should be free from colour bleeding and be to a professional standard. 



1.36 Video/ film clips should include audio-description, subtitle and BSL interpretation where possible. 



1.37 Accessible print publications must follow clear print standards



[bookmark: _heading=h.lg9cc58eufnl]PRICE

1.38 Prices are to be submitted via the eSourcing Suite Attachment 4 – Price Schedule excluding VAT and including all other expenses relating to Contract delivery.

1.39 Bidders are asked to submit their most competitive hourly rates and unit costs which will be evaluated and also used to price for ad hoc requirements, including any extension options. The hourly rates and unit costs submitted will remain firm throughout the life of the Contract.

1.40 Bidders are also asked to provide prices against an example scenario. These breakdowns in costs will also be used to benchmark costs for any similar project requirements throughout the life of the Contract.

1.41 The Total Contract Value (excluding VAT) is up to £14,050,913.00

1.42 There is no commitment or guarantees of spend by the Buyer; the Buyer reserves the right not to spend any and/or all of the budget and cannot guarantee a minimum spend.



[bookmark: _heading=h.1y810tw]STAFF AND CUSTOMER SERVICE

1.43 The Supplier shall provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service.

1.44 The Supplier’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract as set out in the SOR (including being able to meet KPIs, SLAs, etc.). 

1.45 The Supplier shall ensure that staff understand the Customer’s vision and objectives and will provide excellent customer service to the Buyer throughout the duration of the Contract.

1.46 The Supplier must provide a clear contact route for customer support including but not limited to; a dedicated shared mailbox, helpdesk/ telephone numbers as well as a set escalation point for urgent enquiries.



[bookmark: _heading=h.xgjv4jiydcdi]SERVICE LEVELS AND PERFORMANCE

1.47 The Supplier is expected to adhere to Key Performance Indicators (KPIs)/ Service Level Agreements (SLAs) as outlined within section 15, specifically 15.1.1 and 15.1.2. The Buyer will also measure the quality of the Supplier’s delivery by using the Key Performance Indicators and Service Level Agreements:

1.47.1 

		KPI

		Service Area

		KPI description

		Target



		1

		Scope of delivery

		The Supplier will only accept work commissions directly from the Customer, not from individual Vacancy Holders or Departments. *

		100%



		2

		MI & Reporting

		MI Provision and reporting will be provided monthly by the Supplier and within no less than 7 days before a scheduled contract management meeting.

		99%



		3

		MI & Reporting

		Ad hoc requests for MI, outside of the regular monthly reports, will be resolved within 2 working days.

		90%



		4

		Key Milestones and Deliverables 

		Achievement of all Key Milestones and Deliverables as stated at section 7.

		100%



		5

		Management Information / Reporting

		Achievement of all Management Information / Reporting tasks as stated at section 8.

		95%



		6

		Quality

		Any/all materials produced must be free of spelling error, colour bleeding and to a high quality.

		99%





[bookmark: _heading=h.sl7y9recurky]* If the supplier delivers services outside of this KPI then these would fall outside of the scope of this contract and as such the Customer accepts no liability either commercially or financially.

[bookmark: _heading=h.ltuxt3e4ono7][bookmark: _heading=h.8kw48xocjqr7][bookmark: _heading=h.2u581c86rkv4][bookmark: _heading=h.guxnvkux3pe1]

1.47.2 

		SLA

		SLA description

		Target



		1

		Request for a planning call to be held within 2 working days of the initial customer request.

		98%



		2

		Turnaround time for cost estimates (including timeline for delivery) and/ or offering advertising or media advice to be within 1 working day.

		95%



		3

		Draft adverts/ copy to be provided to the client within 2 working days of the customers initial request. 

		95%



		4

		On receipt of the live link from the customer (live vacancy links directly to customer portal), publish within 3 working days.

		95%



		5

		Provide error free copy (summary of vacancy opportunity) within 2 drafts of adverts, in line with brief.

		95%



		6

		Turnaround time for advert copy writing to be within 3 working days.

		95%



		7

		Turnaround time for client amendments incorporated into copy/adverts to be within 1 working day.

		95%



		8

		Turnaround time for promotional* materials (including quality checking) to be within 5 working days.

		95%



		9

		Activate the external media upon receipt of the link from the Customer, within;

2 working days 

		100%



		10

		Where supplier tracking** is included, activate the external media upon receipt of the link from the Customer;

up to 3 working days

		100%



		11

		Customer request to extend media to be acknowledged within 1 working day and actioned successfully within 2 working days

		98%



		12

		Tracking reports to be provided to the Customer as a minimum weekly

		95%



		13

		Complaints/issues raised by the Customer will be acknowledged within 1 working day and resolved within 2 working days. 

		100%



		14

		Invoicing queries, errors or requests for additional information must be investigated, updated/amend as necessary and returned to the customer within 5 working days.



		100%



		15

		Credits agreed by the Supplier should be issued to the GRS Finance Team within 5 Working days clearly stating the invoice reference number it refers to.

		98%



		16

		Minuted meetings and telephone conversation notes that involve actions or decisions should be shared with the customer within 2 working days of the conclusion of the corresponding meeting or telephone conversation.



		98%





* Promotional advertising material - specifically flyers, posters or brochures (this excludes memorabilia such as mugs, pens, notepads etc)

**Tracking - The customer may request the supplier to track the success of the requested media, provide reports / visuals (how many views / click / conversions)



1.48 In the event of poor performance, defined as the failure to deliver the KPIs stated at 15.1.1 and 15.1.2 to time and of appropriate quality, the Buyer shall meet with the Supplier to understand the root causes of the issue.  The Buyer reserves the right to negotiate a discount to costs proportionate to the failure encountered.



1.49 In the event of failure to deliver the KPIs stated at 15.1.1 and/or 15.1.2 to time and of appropriate quality, once in any three (3) Month or more than 2 times in a row in any rolling twelve (12) month period, the Buyer shall meet with the Supplier to formulate a Performance Improvement Plan to rectify these issues and meet the requirements stated.



1.49.1 This Performance Improvement Plan must be satisfactorily delivered within 30 days of the agreed plan. Where the Supplier fails to deliver the plan to the required standard, the Customer reserves the right to terminate the services in line with the Terms & Conditions as set by CCS.



1.50 Where the Customer experiences poor performance, the Supplier will receive informal/formal warnings as follows:

· 1st - informal verbal warning

· 2nd - informal written warning

· 3rd - formal written warning



1.51 The Customer reserves the right to make changes to KPIs after selection of the preferred supplier and during the contract. This includes the revision, addition and removal of any KPI’s and the addition of any Service Level Agreements, which are agreed with the supplier.



1.52 Where Contract Exit is required due to poor Supplier performance and early termination of contract, there is still an expectation for the Supplier to assist with service migration.

1.53 Service credits/ discounts will apply to this contract. They will include but not be limited to the following:



		Type of error

		Minimum credit/discount to customer



		Delay with media publication between 1 and 2 working days

		10% discounted from overall media bill



		Delay with media publication between 3 and 4 working days

		15% discounted from overall media bill



		Delays with media publication of more than 5 working days

		To be agreed at the point of delay. If for example the customer paid for 4 weeks of media and only received 3 then the customer will only pay for the 3 weeks received.



		Media / digital content published with major errors

		To be agreed at the point of error. Expected discount to be between 50% and 75% discounted from the media bill. Major errors could be incorrect salary, incorrect department name, missing content.



		Media / digital content published with minor errors

		To be agreed at the point of error. Expected discount to be between 25% and 50% discounted from the media bill. Minor errors could be formatting, spacing, font size, typing errors.







Any other credit/ discount required due to delay/ error to service will be discussed with the supplier at the point of occurrence on a case by case basis.



[bookmark: _heading=h.9ilqw0xeb0q5]SECURITY AND CONFIDENTIALITY REQUIREMENTS

1.54 The Supplier must:

1.54.1 Be certified to ISO27001

1.54.2 conduct an annual ‘CHECK accredited IT Health Check (ITHC)’

1.54.3 Demonstrate Business continuity and/ or Disaster recovery provisions for example. ISO 22301 certification. 

1.55 Not store or use Buyer Data except if necessary to fulfil its obligations. If Buyer Data is processed by the Supplier, the Supplier will supply the data to the Buyer as requested.

1.56 Ensure that any Supplier system which holds any protectively marked Customer Data or other government data will comply with:

· the principles in the Security Policy Framework and the Government Security Classification policy

· guidance issued by the Centre for Protection of National Infrastructure on Risk Management and Protection of Sensitive Information and Assets 

· National Cyber Security Centre’s (NCSC) information risk management guidance, 

· government best practice in the design and implementation of system components, including network principles, security design principles for digital services and the secure email blueprint, 

· the security requirements of cloud services using the NCSC Cloud Security Principles and accompanying guidance.

1.57 The supplier at the end of the contract must ensure all Buyer data and access to data is removed and returned to the Buyer.

1.58 If the supplier becomes aware of a security incident, be this suspected, attempted or successfully exploited, it shall notify the Buyer without undue delay in accordance with agreed incident management processes and/ or data protection legislation. The Supplier shall: 

1.58.1 Immediately take all reasonable steps (which shall include any action or changes reasonably required by the Buyer) necessary to minimise the extent of actual or potential harm caused by such an incident;

1.58.2 Remedy such an incident to the fullest extent possible and protect the integrity of the customers data, ensuring incident logs are captured and updated throughout the incident as this will support lessons learned;

1.58.3 Make suitable adjustments to systems and/ or services to prevent a further incident or attempted incident in the future exploiting the same root cause failure;

1.58.4 Have an agreed Incident Management response process/ plan, detailing reporting mechanisms etc. in place between the supplier and customer to ensure any incident can be tracked and monitored accordingly.

1.59 Data protection 

1.59.1 The Supplier should handle buyer data in accordance with data protection legislation/ regulation and CO guidance. To that end, at all times the Buyer must be able to state to the relevant Customer the physical locations in which buyer data may be Processed from, and any additional legal and regulatory frameworks which Buyer data may be subject to. The supplier shall not process Data outside the European Economic Area.

1.59.2 Appropriate technical and organisational measures should be in place, these may include: pseudonymisation and encryption of Personal Data, ensuring confidentiality, integrity, availability and resilience of systems and services, ensuring that availability of and access to Personal Data can be restored in a timely manner after an incident, and regularly assessing and evaluating the effectiveness of such measures adopted by it.



1.59.3 Delete data as required in line with the Buyers retention and deletion policy.



1.59.4 The contractor should provide reasonable assistance to prepare any data protection impact assessment as may be required (including provision of detailed information and assessments in relation to Processing operations, risks and measures); and



1.59.5 Maintain full and complete records of all Processing carried out in respect of the Personal Data in connection with the Contract, in accordance with the terms of Article 30 GDPR.





[bookmark: _heading=h.wa1w6m4hhsh]PAYMENT AND INVOICING 

1.60 Cabinet Office operates a Single Operating Platform (SOP) and has a strict Purchase Order Mandatory Policy, this will be made available to the Supplier upon award of the Contract. The Supplier will be required to provide information in order that they can be adopted onto the system.



1.61 The Supplier shall invoice the Customer for payment of the Charges at the end of each calendar month OR at the time the Charges are expressed to be payable in accordance with the agreement. Each invoice shall include such supporting information required by the Buyer to verify the accuracy of the invoice including the relevant purchase order number and a breakdown of the Services supplied in the invoice period.



1.62 Invoicing arrangements will be fully agreed between the Buyer and the Supplier between award of contract and commencement of the service, but, as a minimum, invoices should contain the relevant purchase order reference number, a full breakdown of invoiced sums, the department and named lead GRS contact (who commissioned the work), Buyer reference (currently a system reference) if available and the title of the campaign.



1.63 Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables.



1.64 Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs.



1.65 Invoices should be submitted to: Details to be provided upon contract award.



1.66 The supplier will only invoice for activity delivered - payments cannot be taken in advance.



1.67 Payment will be made by BACS within 30 days of receipt of a valid invoice



1.68 Insert any specific requirements the Supplier must adhere to in relation to your organisation’s purchase to pay process.



[bookmark: _heading=h.2bn6wsx]CONTRACT MANAGEMENT 

1.69 Crown Commercial Services are overseeing the tendering exercise and administering the eSourcing Event, however GRS is the sponsor of the Contract and will appoint a contract manager who will be responsible for the day-to-day management of the contract and for reviewing the performance of the Supplier.



1.70   The Supplier will be required to:



1.70.1 Nominate an account manager (and a deputy who will act in his or her absence) who will be the single point of contact for the Buyer. 



1.70.2 Develop a good working relationship with the Buyer and attend ad hoc and scheduled (normally monthly and quarterly) Operational Review meetings to discuss the performance of the Contract and related matters.



1.70.3 Minute all meetings and telephone conversations that involve actions or decisions and, by means to be agreed with the Customer, distribute these minutes to Customer-designated individuals as soon as reasonably practicable and in all cases within two (2) working days of the conclusion of the corresponding meeting or telephone conversation.



1.70.4 Provide ad hoc advice on candidate attraction and related matters to the Buyer’s representatives in a timely manner and within agreed timescales.



1.70.5 Demonstrate at all times a commitment to high quality service provision and continuous improvement, consistently adhering to and providing guidance to the Buyer on best practice and meeting with the Buyer once a year in order to keep them abreast of changes in advertising and media buying growth and to help improve the Civil Service reputation as a forward-thinking employer.



1.70.6 Be proactive in notifying opportunities for improvement to the Buyer and in promptly presenting alternative solutions to the Buyer where the Buyer advises that agreed strategies are not working.



1.70.7 Have a clearly defined complaints system which can be shared with the Buyer



1.70.7.1 The Supplier shall keep a formal log of all complaints, issues and resolutions, raised by the Buyer, so that resolutions can successfully be actioned in appropriate timescales whilst ensuring transparency



1.71 Attendance at Contract and/ or Performance Review meetings shall be at the Supplier’s own expense.



[bookmark: _heading=h.x5ukoei3s2za]LOCATION 

1.72 The location of the Services will be the supplier’s own premises.
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