
 

 

Letter of Appointment Template and Call-Off Schedules (Framework Schedule 6) 

 
Letter of Appointment 
 

The Agency is one of a number of agencies appointed by the Crown Commercial Service (CCS) to the 
Framework Agreement and is therefore able to enter into this Call-Off Contract. 
 
This Letter of Appointment is issued in accordance with the provisions of the CCS Framework 
RM6125- Lot 2 Campaigns Solutions 2 
 
Capitalised terms and expressions used in this letter have the same meanings as in the Call-Off 
Incorporated Terms unless the context otherwise requires. 
 
 
 
CALL-OFF LOT(S): 
 

Order Number: C75858 

From: National Health Service Commissioning Board 
(Known as NHS England) 

To: Wavemaker Limited 

 

Order Start Date: 22 June 2022 

Order Expiry Date:  21 June 2025 

Order Initial Period: 36 months 

Order Optional 
Extension Period: 

12 months 

 

 

   

Deliverables required: 

  

  

Deliverables required are set out in Framework Schedule 1 of the 
Framework Agreement and the relevant Brief and are to be 
delivered in line with the accepted Proposal as detailed at Call-Off 
Schedule 4 (Proposal) of this Letter. 



 

 

Subsequent calls for Deliverables shall be priced and agreed using 
the Statement of Works form used to complete the Statement of 
Work attached as per Annex B of this Letter of Appointment. 
 

  

Key Staff: For the Client: 

 

•  

  

  

  

 

 

 

 
  

Guarantor(s) N/A 

  

Call-Off Contract Charges 
(including any applicable 
discount(s), but excluding 
VAT): 

Contained in Annex A - Day Rates provided. 

Note the maximum value of this contract, including all 
subcontracting, shall be £6,300,000 ex VAT based on the 
projected spend below: 

• 2022  / 2023: £1,500,000 

• 2023  / 2024: £1,500,000 

• 2024  / 2025: £1,600,000 

• 2025/2026: £1,700,000 

Liability See Clause 11 of the Core Terms 

Estimated Year 1 Charges: £1.5m 

Additional Insurance 
Requirements 

None 

Client billing address for 
invoicing: 

NHS England, 

X24 Payables K005, 

Phoenix House, 

Topcliffe Lane, 

Wakefield, 



 

 

WF3 1WE 

  

Special Terms N/A 

 

PROGRESS REPORT FREQUENCY 

Monthly 

 

PROGRESS MEETING FREQUENCY 

Weekly 

 

CONTRACT REVIEW MEETING FREQUENCY 

Six monthly 

 

KEY SUBCONTRACTOR(S) 

To be confirmed during the life of the contract. 

 

COMMERCIALLY SENSITIVE INFORMATION 
Not Applicable 

 
SOCIAL VALUE COMMITMENT 

The Agency agrees, in providing the Deliverables and performing its obligations under the Call-Off 
Contract, that it will comply with the social value commitments in Call-Off Schedule 4 (Call-Off 
Proposal) 
 

CALL-OFF INCORPORATED TERMS 

The following documents are incorporated into this Call-Off Contract. Where numbers are missing we 
are not using those schedules. If the documents conflict, the following order of precedence applies: 

1. This Letter of Appointment including the Call-Off Special Terms and Call-Off Special Schedules. 
2. Joint Schedule 1 (Definitions and Interpretation) RM6125 

3. The following Schedules in equal order of precedence: 
● Joint Schedules for RM6125 

o Joint Schedule 2 (Variation Form) 
o Joint Schedule 3 (Insurance Requirements) 
o Joint Schedule 4 (Commercially Sensitive Information) 
o Joint Schedule 6 (Key Subcontractors)    
o Joint Schedule 10 (Rectification Plan)     

o Joint Schedule 11 (Processing Data)  

● Call-Off Schedules for C75858     

o Call-Off Schedule 1 (Transparency Reports) 







 

 

● a change in the economic balance between the Parties to the detriment of the Client that is 
not provided for in this Call-Off Contract, the relevant term(s) will be dealt with as a proposed 
Variation to this Call-Off Contract in accordance with the Variation procedure set out in Clause 
24. 

 

Project: NHS ENGLAND NATIONAL CAMPAIGNS Media Planning 

Project start Date  
 
 
Notice period for 
cancellation  
 

22 June 2022- 21 June 2025 with an option to extend for an additional 
12 months. 
 

Notice period for cancellation - 3 months 

Overarching 
Brand/Campaign 

NHS England’s ‘Help Us Help You’ (NHS service access) and ‘We Are the 
NHS’ (NHS recruitment). Inclusion of HMG branding may be required. 

Goods or Services As set out in Client’s proposal submitted the 6th May 2022 via the 
Atamis E- 
Tendering portal. 

Project Plan: As set out in the specification in Call-Off Schedule 20 (Call-Off 
Specification). 

Contract Charges: The Contract Charges shall be calculated using the daily charge out 
rates shown in table of rates in Annex A, provided that the total 
Contract Charges shall not exceed £6,300,000 (excluding VAT) over the 
duration of the contract term including  the extension. For  the 
avoidance of doubt, the Contract Charges shall be inclusive of all third- 
party costs. 

Client Assets: To include briefs, insight and operational data. 

International locations: Not applicable 

Client Affiliates: N/A 

Special Terms: None 

 





 

 

Call-Off Schedule 2 (Staff Transfer) 

 

1. Definitions 

1.1 In this Schedule, the following words have the following meanings and they shall supplement 
Joint Schedule 1  (Definitions): 

“Acquired Rights 
Directive” 

1 the  European  Council  Directive 77/187/EEC  on the 
approximation of laws of European member states relating to 
the safeguarding of employees’ rights in the event of transfers 
of undertakings, businesses or parts of undertakings or 
businesses, as amended or re-enacted from time to time; 

2  

"Employee 
Liability" 

3 all claims, actions, proceedings, orders, demands, complaints, 
investigations (save for any claims for personal injury which are 
covered by insurance) and any award, compensation, damages, 
tribunal awards, fine, loss, order, penalty, disbursement, 
payment made by way of settlement and costs, expenses and 
legal costs reasonably incurred in connection with a claim or 
investigation including in relation to the following: 

a) redundancy payments including contractual or enhanced 
redundancy costs, termination costs and notice payments; 

 b) unfair, wrongful or constructive dismissal compensation; 

 c) compensation for discrimination on grounds of  sex, race, 
disability, age, religion or belief, gender reassignment, 
marriage or civil partnership, pregnancy and maternity  or 
sexual orientation or claims for equal pay; 

 d) compensation for less favourable treatment of part-time 
workers or fixed term employees; 

 e) outstanding employment debts and unlawful deduction of 
wages including any PAYE and National Insurance 
Contributions; 

 f) employment claims whether in tort, contract or statute or 
otherwise; 

 g) any investigation relating  to  employment matters by the 
Equality and Human Rights Commission or other 
enforcement, regulatory or supervisory body and of 
implementing any requirements which may arise from 
such investigation; 

"Former Agency" a supplier supplying services to the Client before the Relevant 
Transfer Date that are the same as or substantially similar to the 
Services (or any part of the Services) and shall include any 



 

 

Subcontractor of such supplier (or any Subcontractor of any such 
Subcontractor); 

"New Fair Deal" the revised Fair Deal position set out in the HM Treasury guidance:  
"Fair Deal for Staff Pensions: Staff Transfer from Central 
Government" issued in October 2013 including: 

(i) any amendments to that document immediately 
prior to the Relevant Transfer Date; and 

(ii) any similar pension protection in accordance with 
the Annexes D1-D3 inclusive to Part D of this 
Schedule as notified to the Agency by the Client; 

“Old Fair Deal” HM Treasury Guidance “Staff Transfers from Central Government: 
A Fair Deal for Staff Pensions” issued in June 1999 including the 
supplementary guidance “Fair Deal for Staff pensions: 
Procurement of Bulk Transfer Agreements and Related Issues” 
issued in June 2004; 

"Partial 
Termination" 

the partial termination of the relevant Contract to the extent that 
it relates to the provision of any part of the Services as further 
provided for in Clause 10.4 (When CCS or the Client can end this 
contract) or 10.6 (When the Agency can end the contract); 

"Relevant Transfer" a transfer of employment to which the Employment Regulations 
applies; 

"Relevant Transfer 
Date" 

in relation to a Relevant Transfer, the date upon which the 
Relevant Transfer takes place. For the purposes of Part D: 
Pensions and its Annexes, where the Agency or a Subcontractor 
was the Former Agency and there is no Relevant Transfer of the 
Fair Deal Employees because they remain continuously employed 
by the Agency (or Subcontractor), references to the Relevant 
Transfer Date shall become references to the Start Date; 

"Staffing 
Information" 

in relation to all persons identified on the Agency's Provisional 
Agency Personnel List or Agency's Final Agency Personnel List, as 
the case may be, such information as the Client may reasonably 
request (subject to all applicable provisions of the Data Protection 
Legislation), but including in an anonymised format: 

(a) their ages, dates of commencement of employment or 
engagement, gender and place of work; 

 (b) details of whether they are employed, self-employed 
contractors or consultants, agency workers or otherwise; 



 

 

 (c) the identity of the employer or relevant contracting Party; 

 (d) their relevant contractual notice periods and any other 
terms relating to termination of employment, including 
redundancy procedures, and redundancy payments; 

 (e) their wages, salaries, bonuses and profit sharing 
arrangements as applicable; 

 (f) details of other employment-related benefits, including 
(without limitation) medical insurance, life assurance, 
pension or other retirement benefit schemes, share 
option schemes and company car schedules applicable to 
them; 

 (g) any outstanding or potential contractual, statutory or 
other liabilities in respect of such individuals (including in 
respect of personal injury claims); 

 (h) details of any such individuals on long term sickness 
absence, parental leave, maternity leave or other 
authorised long term absence; 

 (i) copies of all relevant documents and materials relating to 
such information, including copies of relevant contracts of 
employment (or relevant standard contracts if applied 
generally in respect of such employees); and 

 

 

(j) any other "employee liability information" as such term is 
defined in regulation 11 of the Employment Regulations; 

"Agency's Final 
Agency Personnel 
List" 

a list provided by the Agency of all Agency Staff who will transfer 
under the Employment Regulations on the Relevant Transfer 
Date; 

"Agency's 
Provisional Agency 
Personnel List" 

a list prepared and updated by the Agency of all Agency Staff who 
are at the date of the list wholly or mainly engaged in or assigned 
to the provision of the Services or any relevant part of the Services 
which it is envisaged as at the date of such list will no longer be 
provided by the Agency; 

"Term" the period commencing on the Start Date and ending on the 
expiry of the Initial Period or any Extension Period or on earlier 
termination of the relevant Contract; 

"Transferring Client 
Employees" 

those employees of the Client to whom the Employment 
Regulations will apply on the Relevant Transfer Date; 



 

 

"Transferring 
Former Agency 
Employees" 

in relation to a Former Agency, those employees of the Former 
Agency to whom the Employment Regulations will apply on the 
Relevant Transfer Date. 

2. INTERPRETATION 

2.1 Where a provision in this Schedule imposes any obligation on the Agency including (without 
limit) to comply with a requirement or provide an indemnity, undertaking or warranty, the 
Agency shall procure that each of its Subcontractors shall comply with such obligation and 
provide such indemnity, undertaking or warranty to CCS, the Client, Former Agency, 
Replacement Agency or Replacement Subcontractor, as the case may be and where the 
Subcontractor fails to satisfy any claims under such indemnities the Agency will be liable for 
satisfying any such claim as if it had provided the indemnity itself. 

2.2 The provisions of Paragraphs 2.1 and 2.6 of Part A, Paragraph 3.1 of Part B, Paragraphs 1.5, 1.7 
and 1.9 of Part C, Part D and Paragraphs 1.4, 2.3 and 2.8 of Part E of this Schedule (together 
“Third Party Provisions”) confer benefits on third parties (each such person a “Third Party 
Beneficiary”) and are intended to be enforceable by Third Party Beneficiaries by virtue of the 
CRTPA.   

2.3 Subject to Paragraph 2.2 above, a person who is not a Party to this Call-Off Contract has no right 
under the CRTPA to enforce any term of this Call-Off Contract but this does not affect any right 
or remedy of any person which exists or is available otherwise than pursuant to that Act. 

2.4 No Third Party Beneficiary may enforce, or take any step to enforce, any Third Party Provision 
without the prior written consent of the Client, which may, if given, be given on and subject to 
such terms as the Client may determine. 

2.5 Any amendments or modifications to this Call-Off Contract may be made, and any rights created 
under Paragraph 2.2 above may be altered or extinguished, by the Parties without the consent 
of any Third Party Beneficiary.   

3. Which parts of this Schedule apply 

Only the following parts of this Schedule shall apply to this Call Off Contract: 

o Part C (No Staff Transfer on the Start Date) 
o Part E (Staff Transfer on Exit) 



 

 

Part C: No Staff Transfer on the Start Date 
1. What happens if there is a staff transfer 

1.1 The Client and the Agency agree that the commencement of the provision of the Services or of 
any part of the Services will not be a Relevant Transfer in relation to any employees of the Client 
and/or any Former Agency.   

1.2 If any employee of the Client and/or a Former Agency claims, or it is determined in relation to 
any employee of the Client and/or a Former Agency, that his/her contract of employment has 
been transferred from the Client and/or the Former Agency to the Agency and/or any 
Subcontractor pursuant to the Employment Regulations or the Acquired Rights Directive then: 

1.2.1 the Agency shall, and shall procure that the relevant Subcontractor shall, within 
5 Working Days of becoming aware of that fact, notify the Client in writing and, 
where required by the Client, notify the Former Agency in writing; and 

1.2.2 the Client and/or the Former Agency may offer (or may procure that a third party 
may offer) employment to such person within 15 Working Days of the 
notification from the Agency or the Subcontractor (as appropriate) or take such 
other reasonable steps as the Client or Former Agency (as the case may be) it 
considers appropriate to deal with the matter provided always that such steps 
are in compliance with applicable Law. 

1.3 If an offer referred to in Paragraph 1.2.2 is accepted (or if the situation has otherwise been 
resolved by the Client and/or the Former Agency), the Agency shall, or shall procure that the 
Subcontractor shall, immediately release the person from his/her employment or alleged 
employment. 

1.4 If by the end of the 15 Working Day period referred to in Paragraph 1.2.2: 

1.4.1  no such offer of employment has been made; 

1.4.2 such offer has been made but not accepted; or 

1.4.3 the situation has not otherwise been resolved; 

the Agency and/or Subcontractor may within 5 Working Days give notice to terminate the 
employment or alleged employment of such person. 

 

1.5 Subject to the Agency and/or the relevant Subcontractor acting in accordance with the 
provisions of Paragraphs 1.2 to 1.4  and in accordance with all applicable employment 
procedures set out in applicable Law and subject also to Paragraph 1.8 the Client shall: 

1.5.1 indemnify the Agency and/or the relevant Subcontractor against all Employee 
Liabilities arising out of the termination of the employment of any of the Client's 
employees referred to in Paragraph 1.2 made pursuant to the provisions of 
Paragraph 1.4 provided that the Agency takes, or shall procure that the 
Subcontractor takes, all reasonable steps to minimise any such Employee 
Liabilities; and 

1.5.2 procure that the Former Agency indemnifies the Agency and/or any 
Subcontractor against all Employee Liabilities arising out of termination of the 
employment of the employees of the Former Agency referred to in Paragraph 1.2 
made pursuant to the provisions of Paragraph 1.4 provided that the Agency 



 

 

takes, or shall procure that the relevant Subcontractor takes, all reasonable steps 
to minimise any such Employee Liabilities. 

1.6 If any such person as is described in Paragraph 1.2 is neither re employed by the Client and/or 
the Former Agency as appropriate nor dismissed by the Agency and/or any Subcontractor within 
the 15 Working Day period referred to in Paragraph 1.4 such person shall be treated as having 
transferred to the Agency and/or the Subcontractor (as appropriate) and the Agency shall, or 
shall procure that the Subcontractor shall, comply with such obligations as may be imposed upon 
it under Law. 

1.7 Where any person remains employed by the Agency and/or any Subcontractor pursuant to 
Paragraph 1.6, all Employee Liabilities in relation to such employee shall remain with the Agency 
and/or the Subcontractor and the Agency shall indemnify the Client and any Former Agency, 
and shall procure that the Subcontractor shall indemnify the Client and any Former Agency, 
against any Employee Liabilities that either of them may incur in respect of any such employees 
of the Agency and/or employees of the Subcontractor. 

 

1.8 The indemnities in Paragraph 1.5: 

1.8.1 shall not apply to: 

(a)  any claim for: 

(i)     discrimination, including on the grounds of sex, race, disability, age, 
gender reassignment, marriage or civil partnership, pregnancy 
and maternity or sexual orientation, religion or belief; or 

(ii) equal pay or compensation for less favourable treatment of 
part-time workers or fixed-term employees, 

in any case in relation to any alleged act or omission of the Agency and/or 
Subcontractor; or 

(b) any claim that the termination of employment was unfair because the 
Agency and/or any Subcontractor neglected to follow a fair dismissal 
procedure; and 

1.8.2  shall apply only where the notification referred to in Paragraph 1.2.1 is made by 
the Agency and/or any Subcontractor to the Client and, if applicable, Former 
Agency within 6 months of the Start Date. 

1.9 If the Agency and/or the Subcontractor does not comply with Paragraph 1.2, all Employee 
Liabilities in relation to such employees shall remain with the Agency and/or the Subcontractor 
and the Agency shall (i) comply with the provisions of Part D: Pensions of this Schedule, and (ii) 
indemnify the Client and any Former Agency against any Employee Liabilities that either of them 
may incur in respect of any such employees of the Agency and/or employees of the 
Subcontractor. 

2. Limits on the Former Agency’s obligations 

Where in this Part C the Client accepts an obligation to procure that a Former Agency does or 
does not do something, such obligation shall be limited so that it extends only to the extent 
that the Client's contract with the Former Agency contains a contractual right in that regard 



 

 

which the Client may enforce, or otherwise so that it requires only that the Client must use 
reasonable endeavours to procure that the Former Agency does or does not act accordingly. 

Part E: Staff Transfer on Exit – this Part E shall only apply to the extent that a Relevant Transfer is to 
occur in relation to any employees of the Agency 

1. Obligations before a Staff Transfer 

1.1 The Agency agrees that within 20 Working Days of the earliest of: 

1.1.1 receipt of a notification from the Client of a Relevant Transfer or intended Service 
Transfer; 

1.1.2 receipt of the giving of notice of early termination or any Partial Termination of 
the relevant Contract; 

1.1.3 the date which is 12 Months before the end of the Term; and 

1.1.4 receipt of a written request of the Client at any time (provided that the Client 
shall only be entitled to make one such request in any 6 Month period), 

it shall provide in a suitably anonymised format so as to comply with the Data Protection 
Legislation, the Agency's Provisional Agency Personnel List, together with the Staffing 
Information in relation to the Agency's Provisional Agency Personnel List and it shall provide 
an updated Agency's Provisional Agency Personnel List at such intervals as are reasonably 
requested by the Client.   

1.2 At least 20 Working Days prior to the Relevant Transfer Date, the Agency shall provide to the 
Client or at the direction of the Client to any Replacement Agency and/or any Replacement 
Subcontractor (i) the Agency's Final Agency Personnel List, which shall identify the basis upon 
which they are Transferring Agency Employees and (ii) the Staffing Information in relation to the 
Agency’s Final Agency Personnel List (insofar as such information has not previously been 
provided). 

1.3 The Client shall be permitted to use and disclose information provided by the Agency under 
Paragraphs 1.1 and 1.2 for the purpose of informing any prospective Replacement Agency 
and/or Replacement Subcontractor. 

1.4 The Agency warrants, for the benefit of The Client, any Replacement Agency, and any 
Replacement Subcontractor that all information provided pursuant to Paragraphs 1.1 and 1.2 
shall be true and accurate in all material respects at the time of providing the information. 

1.5 From the date of the earliest event referred to in Paragraph 1.1.1, 1.1.2 and 1.1.3, the Agency 
agrees that it shall not, and agrees to procure that each Subcontractor shall not, assign any 
person to the provision of the Services who is not listed on the Agency’s Provisional Agency 
Personnel List and shall not without the approval of the Client (not to be unreasonably withheld 
or delayed): 

 

1.5.1 replace or re-deploy any Agency Staff listed on the Agency Provisional Agency 
Personnel List other than where any replacement is of equivalent grade, skills, 
experience and expertise and is employed on the same terms and conditions of 
employment as the person he/she replaces; 



 

 

1.5.2 make, promise, propose, permit or implement any material changes to the terms 
and conditions of employment of the Agency Staff (including pensions and any 
payments connected with the termination of employment); 

1.5.3 increase the proportion of working time spent on the Services (or the relevant 
part of the Services) by any of the Agency Staff save for fulfilling assignments and 
projects previously scheduled and agreed; 

1.5.4 introduce any new contractual or customary practice concerning the making of 
any lump sum payment on the termination of employment of any employees 
listed on the Agency's Provisional Agency Personnel List; 

1.5.5 increase or reduce the total number of employees so engaged, or deploy any 
other person to perform the Services (or the relevant part of the Services); 

1.5.6 terminate or give notice to terminate the employment or contracts of any 
persons on the Agency's Provisional Agency Personnel List save by due 
disciplinary process; 

 and shall promptly notify, and procure that each Subcontractor shall promptly notify, the Client 
or, at the direction of the Client, any Replacement Agency and any Replacement Subcontractor 
of any notice to terminate employment given by the Agency or relevant Subcontractor or 
received from any persons listed on the Agency's Provisional Agency Personnel List regardless 
of when such notice takes effect. 

1.6 On or around each anniversary of the Start Date and up to four times during the last 12 Months 
of the Term, the Client may make written requests to the Agency for information relating to the 
manner in which the Services are organised.  Within 20 Working Days of receipt of a written 
request the Agency shall provide, and shall procure that each Subcontractor shall provide, to the 
Client  such information as the Client may reasonably require relating to the manner in which 
the Services are organised, which shall include: 

1.6.1 the numbers of employees engaged in providing the Services; 

1.6.2 the percentage of time spent by each employee engaged in providing the 
Services; 

1.6.3 the extent to which each employee qualifies for membership of any of the 
Statutory Schemes or any Broadly Comparable scheme set up pursuant to the 
provisions of any of the Annexes to Part D (Pensions) (as appropriate); and 

1.6.4 a description of the nature of the work undertaken by each employee by 
location. 

1.7 The Agency shall provide, and shall procure that each Subcontractor shall provide, all reasonable 
cooperation and assistance to the Client, any Replacement Agency and/or any Replacement 
Subcontractor to ensure the smooth transfer of the Transferring Agency Employees on the 
Relevant Transfer Date including providing sufficient information in advance of the Relevant 
Transfer Date to ensure that all necessary payroll arrangements can be made to enable the 
Transferring Agency Employees to be paid as appropriate.  Without prejudice to the generality 
of the foregoing, within 5 Working Days following the Relevant Transfer Date, the Agency shall 
provide, and shall procure that each Subcontractor shall provide, to the Client or, at the direction 
of the Client, to any Replacement Agency and/or any Replacement Subcontractor (as 



 

 

appropriate), in respect of each person on the Agency's Final Agency Personnel List who is a 
Transferring Agency Employee: 

1.7.1 the most recent month's copy pay slip data; 

1.7.2 details of cumulative pay for tax and pension purposes; 

1.7.3 details of cumulative tax paid; 

1.7.4 tax code; 

1.7.5 details of any voluntary deductions from pay; and 

1.7.6 bank/building society account details for payroll purposes. 

2. Staff Transfer when the contract ends 

2.1 The Client and the Agency acknowledge that subsequent to the commencement of the provision 
of the Services, the identity of the provider of the Services (or any part of the Services) may 
change (whether as a result of termination or Partial Termination of the relevant Contract or 
otherwise) resulting in the Services being undertaken by a Replacement Agency and/or a 
Replacement Subcontractor.  Such change in the identity of the supplier of such services may 
constitute a Relevant Transfer to which the Employment Regulations and/or the Acquired Rights 
Directive will apply.  The Client and the Agency agree that, as a result of the operation of the 
Employment Regulations, where a Relevant Transfer occurs, the contracts of employment 
between the Agency and the Transferring Agency Employees (except in relation to any contract 
terms disapplied through operation of regulation 10(2) of the Employment Regulations) will 
have effect on and from the Relevant Transfer Date as if originally made between the 
Replacement Agency and/or a Replacement Subcontractor (as the case may be) and each such 
Transferring Agency Employee. 

2.2 The Agency shall, and shall procure that each Subcontractor shall,  comply with all its obligations 
in respect of the Transferring Agency Employees arising under the Employment Regulations in 
respect of the period up to (and including) the Relevant Transfer Date and shall perform and 
discharge, and procure that each Subcontractor shall perform and discharge, all its obligations 
in respect of all the Transferring Agency Employees arising in respect of the period up to (and 
including) the Relevant Transfer Date (including (without limit) the payment of all remuneration, 
benefits, entitlements, and outgoings, all wages, accrued but untaken holiday pay, bonuses, 
commissions, payments of PAYE, national insurance contributions and pension contributions 
and all such sums due as a result of any Fair Deal Employees' participation in the Schemes which 
in any case are attributable in whole or in part to the period ending on (and including) the 
Relevant Transfer Date) and any necessary apportionments in respect of any periodic payments 
shall be made between: (i) the Agency and/or the Subcontractor (as appropriate); and (ii) the 
Replacement Agency and/or Replacement Subcontractor.   

2.3 Subject to Paragraph 2.4, the Agency shall indemnify the Client against any Employee Liabilities 
arising from or as a result of: 

2.3.1 any act or omission of the Agency or any Subcontractor in respect of any 
Transferring Agency Employee or any appropriate employee representative (as 
defined in the Employment Regulations) of any Transferring Agency Employee 
whether occurring before, on or after the Relevant Transfer Date; 

2.3.2 the breach or non-observance by the Agency or any Subcontractor occurring on 
or before the Relevant Transfer Date of: 



 

 

(a) any collective agreement applicable to the Transferring Agency Employees; 
and/or 

(b) any other custom or practice with a trade union or staff association in respect of 
any Transferring Agency Employees which the Agency or any Subcontractor is 
contractually bound to honour; 

2.3.3 any claim by any trade union or other body or person representing any 
Transferring Agency Employees arising from or connected with any failure by the 
Agency or a Subcontractor to comply with any legal obligation to such trade 
union, body or person arising on or before the Relevant Transfer Date; 

2.3.4 any proceeding, claim or demand by HMRC or other statutory authority in 
respect of any financial obligation including, but not limited to, PAYE and primary 
and secondary national insurance contributions: 

(a) in relation to any Transferring Agency Employee, to the extent that the 
proceeding, claim or demand by HMRC or other statutory authority relates to 
financial obligations arising on and before the Relevant Transfer Date; and 

(b) in relation to any employee who is not identified in the Agency’s Final Agency 
Personnel List, and in respect of whom it is later alleged or determined that the 
Employment Regulations applied so as to transfer his/her employment from the 
Agency to the Client and/or Replacement Agency and/or any Replacement 
Subcontractor, to the extent that the proceeding, claim or demand by HMRC or 
other statutory authority relates to financial obligations arising on or before the 
Relevant Transfer Date; 

2.3.5 a failure of the Agency or any Subcontractor to discharge or procure the 
discharge of all wages, salaries and all other benefits and all PAYE tax deductions 
and national insurance contributions relating to the Transferring Agency 
Employees in respect of the period up to (and including) the Relevant Transfer 
Date); 

2.3.6 any claim made by or in respect of any person employed or formerly employed 
by the Agency or any Subcontractor other than a Transferring Agency Employee 
identified in the Agency’s Final Agency Personnel List for whom it is alleged the 
Client and/or the Replacement Agency and/or any Replacement Subcontractor 
may be liable by virtue of the relevant Contract and/or the Employment 
Regulations and/or the Acquired Rights Directive; and 

2.3.7 any claim made by or in respect of a Transferring Agency Employee or any 
appropriate employee representative (as defined in the Employment 
Regulations) of any Transferring Agency Employee relating to any act or omission 
of the Agency or any Subcontractor in relation to its obligations under 
regulation 13 of the Employment Regulations, except to the extent that the 
liability arises from the failure by the Client and/or Replacement Agency to 
comply with regulation 13(4) of the Employment Regulations. 

 

2.4 The indemnities in Paragraph 2.3 shall not apply to the extent that the Employee Liabilities arise 
or are attributable to an act or omission of the Replacement Agency and/or any Replacement 



 

 

Subcontractor whether occurring or having its origin before, on or after the Relevant Transfer 
Date including any Employee Liabilities: 

2.4.1 arising out of the resignation of any Transferring Agency Employee before the 
Relevant Transfer Date on account of substantial detrimental changes to his/her 
working conditions proposed by the Replacement Agency and/or any 
Replacement Subcontractor to occur in the period on or after the Relevant 
Transfer Date); or 

2.4.2 arising from the Replacement Agency’s failure, and/or Replacement 
Subcontractor’s failure, to comply with its obligations under the Employment 
Regulations. 

 

2.5 If any person who is not identified in the Agency's Final Agency Employee List claims, or it is 
determined in relation to any employees of the Agency, that his/her contract of employment 
has been transferred from the Agency to the Replacement Agency and/or Replacement 
Subcontractor pursuant to the Employment Regulations or the Acquired Rights Directive, then: 

2.5.1 the Client shall procure that the Replacement Agency and/or Replacement 
Subcontractor will, within 5 Working Days of becoming aware of that fact, notify 
the Client and the Agency in writing; and 

2.5.2 the Agency may offer (or may procure that a Subcontractor may offer) 
employment to such person, or take such other reasonable steps as it considered 
appropriate to deal the matter provided always that such steps are in compliance 
with Law, within 15 Working Days of receipt of notice from the Replacement 
Agency and/or Replacement Subcontractor. 

2.6 If such offer of is accepted, or if the situation has otherwise been resolved by the Agency or a 
Subcontractor, Client shall procure that the Replacement Agency shall, or procure that the 
and/or Replacement Subcontractor shall, immediately release or procure the release of the 
person from his/her employment or alleged employment; 

2.7 If after the 15 Working Day period specified in Paragraph 2.5.2 has elapsed: 

2.7.1 no such offer has been made: 

2.7.2 such offer has been made but not accepted; or 

2.7.3 the situation has not otherwise been resolved 

the Client shall advise the Replacement Agency and/or Replacement Subcontractor (as 
appropriate) that it may within 5 Working Days give notice to terminate the employment or 
alleged employment of such person; 

2.8 Subject to the Replacement Agency's and/or Replacement Subcontractor acting in accordance 
with the provisions of Paragraphs 2.5 to 2.7 and in accordance with all applicable proper 
employment procedures set out in applicable Law and subject to Paragraph 2.9 below, the 
Agency will indemnify the Client against all Employee Liabilities arising out of the termination of 
the employment of any of the Agency's  employees pursuant to the provisions of Paragraph 2.7 
provided that the Client takes,  and shall procure the Replacement Agency takes, or shall procure 



 

 

that the Replacement Subcontractor takes, all reasonable steps to minimise any such Employee 
Liabilities. 

2.9 The indemnity in Paragraph 2.8: 

2.9.1  shall not apply to: 

(a) any claim for: 

(i) discrimination, including on the grounds of sex, race, 
disability, age, gender reassignment, marriage or civil 
partnership, pregnancy and maternity or sexual 
orientation, religion or belief; or 

(ii) equal pay or compensation for less favourable treatment 
of part-time workers or fixed-term employees, 

In any case in relation to any alleged act or omission of the Replacement 
Agency and/or Replacement Subcontractor, or 

(b) any claim that the termination of employment was unfair because the 
Replacement Agency and/or Replacement Subcontractor neglected to 
follow a fair dismissal procedure; and 

2.9.2 shall apply only where the notification referred to in Paragraph 2.5.1 is made by 
the Replacement Agency and/or Replacement Subcontractor to the Agency 
within 6 months of the Relevant Transfer Date. 

2.10 If any such person as is described in Paragraph 2.5 is neither re-employed by the Agency or any 
Subcontractor nor dismissed by the Replacement Agency and/or Replacement Subcontractor 
within the time scales set out in Paragraphs 2.5 to 2.7, such person shall be treated as a 
Transferring Agency Employee. 

2.11 The Agency shall comply, and shall procure that each Subcontractor shall comply, with all its 
obligations under the Employment Regulations and shall perform and discharge, and shall 
procure that each Subcontractor shall perform and discharge, all its obligations in respect of any 
person identified in the Agency’s Final Agency Personnel List before and on the Relevant 
Transfer Date (including the payment of all remuneration, benefits, entitlements and outgoings, 
all wages, accrued but untaken holiday pay, bonuses, commissions, payments of PAYE, national 
insurance contributions and pension contributions and such sums due as a result of any Fair Deal 
Employees' participation in the Schemes and any requirement to set up a broadly comparable 
pension scheme which in any case are attributable in whole or in part in respect of the period 
up to (and including) the Relevant Transfer Date) and any necessary apportionments in respect 
of any periodic payments shall be made between: 

(a) the Agency and/or any Subcontractor; and 

(b) the Replacement Agency and/or the Replacement Subcontractor. 

 

2.12 The Agency shall, and shall procure that each Subcontractor shall, promptly provide the Client 
and any Replacement Agency and/or Replacement Subcontractor, in writing such information 
as is necessary to enable the Client, the Replacement Agency and/or Replacement 
Subcontractor to carry out their respective duties under regulation 13 of the Employment 



 

 

Regulations. The Client shall procure that the Replacement Agency and/or Replacement 
Subcontractor, shall promptly provide to the Agency and each Subcontractor in writing such 
information as is necessary to enable the Agency and each Subcontractor to carry out their 
respective duties under regulation 13 of the Employment Regulations. 

2.13 Subject to Paragraph 2.14, the Client shall indemnify, and shall procure that the Replacement 
Agency indemnifies, the Agency on its own behalf and on behalf of any Replacement 
Subcontractor and its Subcontractors against any Employee Liabilities arising from or as a result 
of: 

2.13.1 any act or omission of the Replacement Agency and/or Replacement 
Subcontractor in respect of any Transferring Agency Employee in the Agency’s 
Final Agency Personnel List or any appropriate employee representative (as 
defined in the Employment Regulations) of any such Transferring Agency 
Employee whether occurring before, on or after the Service Transfer Date; 

2.13.2 the breach or non-observance by the Replacement Agency and/or Replacement 
Subcontractor occurring on or after the Service Transfer Date of: 

(a) any collective agreement applicable to the Transferring Agency Employees 
identified in the Agency’s Final Agency Personnel List; and/or 

(b) any custom or practice with a trade union or staff association in respect of any 
Transferring Agency Employees identified in the Agency’s Final Agency Personnel 
List which the Replacement Agency and/or Replacement Subcontractor is 
contractually bound to honour; 

2.13.3 any claim by any trade union or other body or person representing any 
Transferring Agency Employees identified in the Agency’s Final Agency Personnel 
List arising from or connected with any failure by the Replacement Agency 
and/or Replacement Subcontractor to comply with any legal obligation to such 
trade union, body or person arising on or after the Service Transfer Date; 

2.13.4 any proposal by the Replacement Agency and/or Replacement Subcontractor to 
change the terms and conditions of employment or working conditions of any 
Transferring Agency Employees identified in the Agency’s Final Agency Personnel 
List on or after their transfer to the Replacement Agency or Replacement 
Subcontractor (as the case may be) on or after the Service Transfer Date, or to 
change the terms and conditions of employment or working conditions of any 
person identified in the Agency’s Final Agency Personnel List who would have 
been a Transferring Agency Employee but for their resignation (or decision to 
treat their employment as terminated under regulation 4(9) of the Employment 
Regulations) before the Service Transfer Date as a result of or for a reason 
connected to such proposed changes; 

2.13.5 any statement communicated to or action undertaken by the Replacement 
Agency or Replacement Subcontractor to, or in respect of, any Transferring 
Agency Employee identified in the Agency’s Final Agency Personnel List on or 
after the Service Transfer Date regarding the Relevant Transfer which has not 
been agreed in advance with the Agency in writing; 



 

 

2.13.6 any proceeding, claim or demand by HMRC or other statutory authority in 
respect of any financial obligation including, but not limited to, PAYE and primary 
and secondary national insurance contributions: 

(a) in relation to any Transferring Agency Employee identified in the Agency’s Final 
Agency Personnel List, to the extent that the proceeding, claim or demand by 
HMRC or other statutory authority relates to financial obligations arising after the 
Service Transfer Date; and 

(b) in relation to any employee who is not a Transferring Agency Employee identified 
in the Agency’s Final Agency Personnel List, and in respect of whom it is later 
alleged or determined that the Employment Regulations applied so as to transfer 
his/her employment from the Agency or Subcontractor, to the Replacement 
Agency or Replacement Subcontractor to the extent that the proceeding, claim or 
demand by HMRC or other statutory authority relates to financial obligations 
arising after the Service Transfer Date; 

2.13.7 a failure of the Replacement Agency or Replacement Subcontractor to discharge 
or procure the discharge of all wages, salaries and all other benefits and all PAYE 
tax deductions and national insurance contributions relating to the Transferring 
Agency Employees identified in the Agency’s Final Agency Personnel List in 
respect of the period from (and including) the Service Transfer Date; and 

2.13.8 any claim made by or in respect of a Transferring Agency Employee identified in 
the Agency’s Final Agency Personnel List or any appropriate employee 
representative (as defined in the Employment Regulations) of any such 
Transferring Agency Employee relating to any act or omission of the 
Replacement Agency or Replacement Subcontractor in relation to obligations 
under regulation 13 of the Employment Regulations. 

 

2.14 The indemnities in Paragraph 2.13 shall not apply to the extent that the Employee Liabilities arise 
or are attributable to an act or omission of the Agency and/or any Subcontractor (as applicable) 
whether occurring or having its origin before, on or after the Service Transfer Date, including any 
Employee Liabilities arising from the failure by the Agency and/or any Subcontractor (as applicable) 
to comply with its obligations under the Employment Regulations. 

 

Call-Off Schedule 3 (Continuous Improvement) 

1. Client’s Rights 

1.1 The Client and the Agency recognise that, where specified in Framework Schedule 4 
(Framework Management), the Client may give CCS the right to enforce the Client's rights 
under this Schedule. 

2. Agency’s Obligations 

2.1 The Agency must, throughout the Contract Period, identify new or potential improvements 
to the provision of the Deliverables with a view to reducing the Client’s costs (including the 



 

 

Charges) and/or improving the quality and efficiency of the Deliverables and their supply to 
the Client.   

2.2 The Agency must adopt a policy of continuous improvement in relation to the Deliverables, 
which must include regular reviews with the Client of the Deliverables and the way it 
provides them, with a view to reducing the Client's costs (including the Charges) and/or 
improving the quality and efficiency of the Deliverables.  The Agency and the Client must 
provide each other with any information relevant to meeting this objective. 

2.3 In addition to Paragraph 2.1, the Agency shall produce at the start of each Contract Year a 
plan for improving the provision of Deliverables and/or reducing the Charges (without 
adversely affecting the performance of this Contract) during that Contract Year 
("Continuous Improvement Plan") for the Client's Approval.  The Continuous Improvement 
Plan must include, as a minimum, proposals: 

2.3.1 identifying the emergence of relevant new and evolving technologies; 

2.3.2 changes in business processes of the Agency or the Client and ways of working that 
would provide cost savings and/or enhanced benefits to the Client (such as methods 
of interaction, supply chain efficiencies, reduction in energy consumption and 
methods of sale); 

2.3.3 new or potential improvements to the provision of the Deliverables including the 
quality, responsiveness, procedures, benchmarking methods, likely performance 
mechanisms and customer support services in relation to the Deliverables; and 

2.3.4 measuring and reducing the sustainability impacts of the Agency's operations and 
supply-chains relating to the Deliverables, and identifying opportunities to assist the 
Client in meeting their sustainability objectives. 

2.4 The initial Continuous Improvement Plan for the first (1st) Contract Year shall be submitted 
by the Agency to the Client for Approval within one hundred (100) Working Days of the first 
Order or six (6) Months following the Start Date, whichever is earlier.   

2.5 The Client shall notify the Agency of its Approval or rejection of the proposed Continuous 
Improvement Plan or any updates to it within twenty (20) Working Days of receipt.  If it is 
rejected then the Agency shall, within ten (10) Working Days of receipt of notice of rejection, 
submit a revised Continuous Improvement Plan reflecting the changes required.  Once 
Approved, it becomes the Continuous Improvement Plan for the purposes of this Contract. 

2.6 The Agency must provide sufficient information with each suggested improvement to enable 
a decision on whether to implement it. The Agency shall provide any further information as 
requested. 

2.7 If the Client wishes to incorporate any improvement into this Contract, it must request a 
Variation in accordance with the Variation Procedure and the Agency must implement such 
Variation at no additional cost to the Client or CCS. 

2.8 Once the first Continuous Improvement Plan has been Approved in accordance with 
Paragraph 2.5: 

2.8.1 the Agency shall use all reasonable endeavours to implement any agreed deliverables 
in accordance with the Continuous Improvement Plan; and 



 

 

2.8.2 the Parties agree to meet as soon as reasonably possible following the start of each 
quarter (or as otherwise agreed between the Parties) to review the Agency's 
progress against the Continuous Improvement Plan. 

2.9 The Agency shall update the Continuous Improvement Plan as and when required but at 
least once every Contract Year (after the first (1st) Contract Year) in accordance with the 
procedure and timescales set out in Paragraph 2.3. 

2.10 All costs relating to the compilation or updating of the Continuous Improvement Plan and 
the costs arising from any improvement made pursuant to it and the costs of implementing 
any improvement, shall have no effect on and are included in the Charges. 

2.11 Should the Agency's costs in providing the Deliverables to the Client be reduced as a result 
of any changes implemented, all of the cost savings shall be passed on to the Client by way 
of a consequential and immediate reduction in the Charges for the Deliverables. 

2.12 If at any time during the Term the Agency reduces its Framework Prices for Deliverables 
provided in accordance with the terms of the Framework Contract, the Agency shall 
immediately reduce the Charges for the Deliverables under the Call-Off Contract by the same 
amount.  This obligation applies whether or not the Deliverables are offered in a catalogue 
provided under the Framework Contract. 

 

 







 

 





 

 

 





 

 

 





 

 

 





 

 

 





 

 

 















 

 

 













 

  



 

 

 

 

 

 

 



 

 

 

Call-Off Schedule 7 (Key Agency Staff) 

1.1 The Order Form (Letter of Appointment) lists the key roles (“Key Roles”) and names of the 
persons who the Agency shall appoint to fill those Key Roles at the Start Date. 

1.2 The Agency shall ensure that the Key Staff fulfil the Key Roles at all times during the Contract 
Period. 

1.3 The Client may identify any further roles as being Key Roles and, following agreement to the 
same by the Agency, the relevant person selected to fill those Key Roles shall be included on the 
list of Key Staff.   

1.4 The Agency shall not and shall procure that any Subcontractor shall not remove or replace any 
Key Staff unless: 

1.4.1 requested to do so by the Client or the Client Approves such removal or replacement 
(not to be unreasonably withheld or delayed); 

1.4.2 the person concerned resigns, retires or dies or is on maternity or long-term sick leave; 
or 

1.4.3 the person’s employment or contractual arrangement with the Agency or 
Subcontractor is terminated for material breach of contract by the employee. 

 

1.5 The Agency shall: 

1.5.1 notify the Client promptly of the absence of any Key Staff (other than for short-term 
sickness or holidays of two (2) weeks or less, in which case the Agency shall ensure 
appropriate temporary cover for that Key Role); 

1.5.2 ensure that any Key Role is not vacant for any longer than ten (10) Working Days; 

1.5.3 give as much notice as is reasonably practicable of its intention to remove or replace 
any member of Key Staff and, except in the cases of death, unexpected ill health or a 
material breach of the Key Staff’s employment contract, this will mean at least three (3) 
Months’ notice; 

1.5.4 ensure that all arrangements for planned changes in Key Staff provide adequate periods 
during which incoming and outgoing staff work together to transfer responsibilities and 
ensure that such change does not have an adverse impact on the provision of the 
Deliverables; and 

1.5.5 ensure that any replacement for a Key Role has a level of qualifications and experience 
appropriate to the relevant Key Role and is fully competent to carry out the tasks 
assigned to the Key Staff whom he or she has replaced. 

 

1.6 The Client may require the Agency to remove or procure that any Subcontractor shall remove 

any Key Staff that the Client considers in any respect unsatisfactory. The Client shall not be 

liable for the cost of replacing any Key Staff. 

Call-Off Schedule 15 (Call-Off Contract Management) 

1. Definitions 



 

 

1.1  In this Schedule, the following words shall have the following meanings and they shall 
supplement Joint Schedule 1 (Definitions): 

"Contract Manager" the manager appointed in accordance with 
paragraph 2.1 of this Schedule; 

 

2. Managing the contract 

2.1  The Agency and the Client shall each appoint a Contract Manager for the purposes of this 
Contract through whom the provision of the Deliverables shall be managed day-to-day. 

2.2  The Parties shall ensure that appropriate resource and expertise is made available to deliver 
the aims, objectives and specific provisions of the Contract. The Client will give the Agency 
instructions as to its requirements for the Deliverables.  These will be included in a Statement of Work 
and may include start and end dates for each stage of the proposed Deliverables. 

2.3 During the Contract Period, the Agency will: 

2.3.1 keep the Client fully informed as to the progress and status of all Deliverables, by preparing 
and submitting written reports at such intervals and in such format as is agreed by the Parties; and 

2.3.2 promptly inform the Client of any actual or anticipated problems relating to provision of the 
Deliverables. Receipt of communication from the Agency by the Client does not absolve the Agency 
from its responsibilities, obligations or liabilities under the Contract. 

2.4 During the Contract Period, the Parties’ respective Contract Managers will arrange and attend 
meetings to review the status and progress of the Deliverables and to seek to resolve any issues that 
have arisen. These meetings will be held at locations and intervals as agreed by the Parties. 

2.5 Unless otherwise agreed in the Statement of Work, the Agency will produce contact reports 
providing each Party with a written record of matters of substance discussed at meetings or in 
telephone conversations between the parties within 3 Working Days of such discussions. If the Client 
does not question any of the subject matter of a contact report within 7 Working Days of its receipt, it 
will be taken to be a correct record of the meeting or telephone conversation. 

3. Approvals and Authority 

3.1 For the purposes of this Contract, any reference to Client Approval means written approval in 
one of the following ways: 

3.1.1 the Client issuing a purchase order bearing the signature of an Authorised Client Approver, or 

3.1.2 e-mail from the individual business e-mail address of an Authorised Client Approver, or 

3.1.3 the signature of an Authorised Client Approver on the Agency’s documentation. 

3.2 Any reference to Agency Approval means written approval in one of the following ways: 

3.2.1 e-mail from the individual business e-mail address of an Authorised Agency Approver, or 

3.2.2 the signature of an Authorised Agency Approver on the Client’s documentation. 

3.3 The Agency will seek the Client’s prior Approval of: 



 

 

3.3.1 any estimates or quotations for any costs to be paid by the Client that are not agreed in a 
Statement of Work; and 

3.3.2 any creative treatments, including but not limited to scripts, messaging, storyboards, copy, 
layouts, design, artwork, or proposed marketing activity. 

3.4 The Agency will seek the Client’s prior Approval of any draft Deliverables. The Client’s Approval 
will be the Agency’s authority to proceed with the use of the relevant Deliverables. 

3.5 If the Client does not approve of any matter requiring Approval, it must notify the Agency of its 
reasons for disapproval within 14 days of the Agency’s request. 

3.6 If the Client delays approving or notifying the Agency as to its disapproval, the Agency will not 
be liable for any resulting delays or adverse impact caused to the delivery of the Statement of Work. 

4. Monitoring Campaign Performance 

4.1 The Agency agrees to provide access to data and support for Audits undertaken by the Client 
and its Auditors under the CRTPA relating to campaign performance under the Contract during and 
after campaigns. 

4.2 The Agency will fully comply with all remote access requests. 

4.3 The Auditor may share data with relevant key stakeholders as necessary to complete the work. 
Where the Client carries out an Audit it will own the resulting report and may share non-sensitive 
outcomes as appropriate. 

4.4 The Agency and the Client will agree a plan to address Audit findings to optimise campaign 
performance. 

5. Contract Risk Management 

5.1 Both Parties will proactively manage risks attributed to them under the terms of this Contract. 

5.2 The Agency will develop, operate, maintain and amend, as agreed with the Client, processes 
for: 

5.2.1 the identification and management of risks; 

5.2.2 the identification and management of issues; and 

5.2.3 monitoring and controlling project plans. 

6. International Work 

6.1 The management and process for Client billing under Statements of Work including 
international work is to be agreed prior to the commencement of the Statement of Work and set out 
in the Statement of Work or Letter of Appointment. 

 

Call-Off Schedule 20 (Call-Off Specification) 

Specification of Requirements  

Background to the requirements 



 

 

 

The NHS England Campaigns Team deliver national social marketing campaigns to support 

the NHS. Our campaigns are delivered under two overarching campaign brands: 

 

• The ‘We are the NHS’ campaign aims to inspire people to join the NHS 

and retain those already working in it. It promotes the NHS as a first- 

choice employer, focusing on priority recruitment of professions includ- 

ing: Nursing; Allied Health Professionals; Healthcare Support Workers; 

and 999 & 111 Call Handlers; also supporting the recruitment of NHS Re-

servists. 

 

• The ‘Help Us, Help You’ campaign is designed to save lives by chang- 

ing the way people access services to reduce pressures on the NHS and 

maintain capacity, by driving effective use of the NHS, encouraging peo- 

ple to get help in the right place and at the right time. 

 

We are seeking an experienced Media Planning agency to support our work across all our 

campaign activity. Previously this work has been subcontracted through the Lead 

Creative Agency working on either the ‘We are the NHS’ or ‘Help Us, Help You’ 

campaigns. 

 

These campaigns are delivered through a number of different phases aimed at differ- ent 

audiences and with separate aims and objectives. 

 

All our campaign activity supports the successful delivery of the organisational priori- ties of 

NHS England and the wider NHS. These are set out in the NHS Long Term Plan and the 

annual NHS Priorities and Operational Planning Guidance. 

Policy Context: ‘We are the NHS’ 

The NHS’s greatest strength is its people, and as demand for healthcare con- tinues to 

grow, there is a need to ensure there are enough people work- ing in the NHS, 

and that they get the support they need to continue deliv- ering the best 

possible care1. Latest data2 shows 110,192 current va- cancies (of which 39,652 

are nurses). Vacancy rates were already an is- sue pre-pandemic, due to a range 



 

 

of factors, and have been further ex- acerbated by extra pressure from the 

pandemic and  burnout.  so ensur- ing a pipeline for NHS recruitment has never 

been more critical. 

 

The ‘We are the NHS’ campaign supports the NHS Long Term Plan, which highlights 

the importance of both recruitment and retention to the suc- cessful delivery 

of the plan, stating that “to make this Long Term Plan a reality, the NHS will 

need more staff, working in rewarding jobs and a more supportive culture”. 

The NHS Long Term Plan recognises the role that national marketing can play 

in supporting recruitment, stating that “national recruitment campaigns are 

effective and take pressure off indi- vidual trusts to develop local campaigns 

that struggle to have the same impact. As a commitment to helping recruit 

more staff, attract returners and retain those we already have, we will develop 

annual campaigns in conjunction with Royal Colleges and the trade unions for 

those roles that the NHS most urgently needs." 

 

To achieve the ambitions in the NHS Long Term Plan,  the Government has three NHS 

workforce commitments: delivering 50,000 new nurses ; in- creasing the 

number of staff working in primary care (including AHPs) by 26,000; and 

maximising  the take up of grants  for nursing  and allied health professional 

training . 

 

The NHS 22-23 Operational Planning Guidance also outlines the need for addi- tional 

workforce (“more people”) to support the restoration  and recovery of services 

post pandemic. 

 

1 NHS Long Term Plan, https://www.longtermplan.nhs.uk/areas-of-work/workforce/ 

2 https://digital.nhs.uk/data-and-information/publications/statistical/nhs-vacancies-survey/april-2015---de- 
cember-2021-experimental-statistics#resources 
 

The recently published NHS Recovery Plan for tackling the Covid-19 backlog of elective care 
also makes a case for the campaign, referencing the need to deploy 17,000 NHS Reservists, 
“alongside recruitment to roles show- cased in the high profile national ‘We are the NHS’ 
advertising and mar- keting campaign, and all of the more than 350 careers across the NHS.” 

 

Policy Context: ‘Help Us, Help You’ 



 

 

 

The ‘Help Us, Help You’ campaign supports the successful delivery of a num- ber of 

the priority areas set out in the NHS Long Term Plan and in an- nual NHS 

Priorities and Operational Planning Guidance managing the impact of the 

pandemic. 

 

All campaign activity is designed to save lives and improve outcomes by chang- ing the 

way people access services to reduce pressures on the NHS and maintain 

capacity, by driving effective use of the NHS, encouraging peo- ple to get help in 

the right  place and at  the right  time. Activity supports the NHS 22/23 Priorities 

and Operational Planning Guidance ambition to “make the most effective use of 

our resources – moving back to and be- yond pre-pandemic levels of 

productivity when the context allows this.” 

 

The campaign is delivered through different phases of activity, which support different 

policy and programme objectives outlined in a range of key pol- icy documents 

including the NHS Long Term Plan and annual NHS Op- erational Planning 

Guidance. 

 

Cancer, which is a key immediate priority for the NHS, as outlined in the NHS 22/23 

Operational Planning Guidance, to help tackle the backlog of at least 36,000 

patients that would have been expected to come forward to start treatment 

during the pandemic, and have not yet done so. Cancer campaigns activity 

supports multiple routes to diagnosis, including via primary care and screening. 

 

 Earlier diagnosis: Activity supports delivery of the NHS Long Term 

Plan ambition that by 2028,  the  proportion  of cancers diagnosed 

at stages  1 and 2 will rise  from around  half now to three-quarters 

of cancer patients. It also supports the NHS 2022-23  Priorities and 

Operational Planning Guidance requirement to “meet the in- creased 

level of referrals and treatment required to reduce the shortfall in 

number of first treatments”. 

 Bowel screening: Activity supports earlier diagnosis targets,  as 



 

 

well as delivery of the NHS Long Term Plan commitment to “mod- 

ernise the Bowel Cancer Screening Programme to detect more 

cancers, earlier”. Activity will support roll out of the new, easier to 

use test (Faecal Immunochemical Test for haemoglobin) and low- 

ering of the starting age for screening from 60 to 50. 

 

Heart Attack: activity supports ambitions to reduce the number of deaths from heart 

attack: 

 NHS Long Term Plan ambition: “Heart and circulatory disease, 

also known as cardiovascular disease (CVD), causes a quarter of 

all deaths in the UK and is the largest cause of premature mortal- 

ity in deprived areas. This is the single biggest  area where the 

NHS can save lives over the next 10 years.” 

 

 Operational planning guidance: Supports the NHS system work im-

plementing new models of care for cardiac care. Through ear- lier 

diagnosis of heart attacks, we support the ambition to provide di-

rect oral anticoagulants to an additional 610,000 patients pre- vent-

ing 21,700 strokes and saving 5,400 lives over the next three 

years (if untreated heart attacks can lead to stroke). 

 

Stroke – activity supports ambitions to reduce the number of deaths from 

strokes: 

 

 NHS Long Term Plan ambition: Stroke, a preventable disease, is 

the fourth single leading cause of death in the UK and the single 

largest cause of complex disability. Stroke mortality has halved in 

the last two decades. However, without further action, due to 

changing demographics, the number of people having a stroke 

will increase by almost half, and the number of stroke survivors 

living with disability will increase by a third by 2035. 

 

 Operational planning guidance: This supports the NHS system 

work implementing new models of care for respiratory, stroke and 



 

 

cardiac care. Through earlier diagnosis of stroke, we support the 

ambition to provide direct oral anticoagulants to an additional 

610,000 patients, preventing 21,700 strokes, and saving  5,400 

lives over the next three years. 

 

Urgent and Emergency Care (NHS 111) - activity supports the NHS in manag- ing the 

demand on urgent and emergency care services: 

 

 NHS Long Term Plan ambition: That by “expanding and reforming urgent 

and emergency care services the practical goal is to en- sure patients get 

the care they need fast, relieve pressure on A&E departments, and better 

offset winter demand spikes.” 

 

 Operational planning guidance: To support increases to capacity 

to NHS 111 “to ensure the service is the credible first option for 

patients, enabling their referral to the most appropriate care set- 

ting”. 

 

GP Access – activity supports the NHS in managing the demand on primary care 

services: 

 NHS Long Term Plan ambition: That digital-first primary care will 

become a new option for every patient improving fast access to 

convenient primary care. 

 

 Operational planning guidance: Exploit the potential of digital tech-

nologies to transform the delivery of care and patient out- comes 

– and support “the commitment that every patient has the right to 

be offered digital-first primary care by 2023/24 is deliv- ered”. 

 

Pharmacy Access – activity supports the NHS in managing the demand on primary 

care services: 

 

 NHS Long Term Plan ambition: to make greater use of commu- 



 

 

nity pharmacy services and reduce pressure on other NHS ser- 

vices. From 2019, NHS 111 has supported direct booking into GP 

practices across the country, as well as refer on to community 

pharmacies who support urgent care and promote patient self - 

care and self-management. 

 

 Operational planning guidance: to support systems in considering 

how community pharmacy can play a greater role in local plans 

and in taking every opportunity to use community pharmacy to 

help tackle health inequalities. 

Norovirus – activity supports: 

 

 NHS Long Term Plan ambition: To reduce winter pressures on NHS services 

- “by expanding and reforming urgent and emer- gency care services the 

practical goal is to ensure patients get the care they need fast, relieve 

pressure on A&E departments, and better offset winter demand spikes.” 

 

 Operational planning guidance: To “maintain maximum possible 

levels of inpatient, day case, outpatient and diagnostic activity” 

during a potentially challenging winter. 

 

Staff winter immunisations - activity will be delivered in alignment with public facing 

winter vaccinations activity, and supports: 

 

 The Health and Social Care Act 2008 (Regulated Activities) (Amendment) 

(Coronavirus) (No. 2) Regulations 2021 which pre- viously required health 

and social care workers who have face-to- face contact with service 

users, including volunteers, to provide evidence that they have been fully 

vaccinated against Covid-19. 

 



 

 

Whilst legislation is being amended so that mandation of vaccination is no longer in place, 

workforce vaccination remains a priority. 

 

 The annual flu letter, which recommends flu vaccination for all 

frontline health and social care workers. 

 

Scope of the Procurement 

 

The appointed agency will be required to deliver the media strategies, plans and buy- ing 

briefs to support the successful delivery of both the ‘We are the NHS’ and ‘Help Us, 

Help You’ campaign activity, which will be measured through each of the campaign’s 

aims and objectives. 

 

Aims & Objectives 

 

The aims and objectives of all the phases of our campaigns are set eac h year, based on 

the insights and evaluation data from previous activity. These will be finalised 

as part of the campaign’s strategic planning process, which will take into 

account evaluation of 2021/22 activity and the changes to the context around 

the NHS as a result of the pandemic. 

These are agreed with the Cabinet Office and the Department of Health 

and Social Care and reported on each quarter. 

 

The provisional aims and objectives of the ‘We are the NHS’ campaign are out- lined 

below. 

 

Our employer perception KPIs are to: 

 

 Increase interest in the NHS as a potential employer 

 

 Increase confidence that the NHS is actively recruiting staff for the 

future of the service 

 



 

 

The overarching objective for recruitment is to increase applications to clinical and 

non-clinical roles. Anticipated roles are listed below – and specific KPIs will be 

set against each specialism as part of our strategic planning process. 

 Increase applications to nursing degrees (via UCAS) by March 

2023. 

 

 Increase applications to AHP courses (via UCAS) by March 2023. 

 

 Increase  applications  for HCSW roles by March 2023. 

 

 Increase applications  for 111/999  roles by March 2023. 

 

 Increase applications to NHS Reservist roles by March 2023. 

 

 Generate eCRM sign ups to the ‘We are the NHS’ email pro- 

gramme. 

 

Additional KPIs for return and retention are: 

 

 Return: encourage former nurses to register their interest in re- 

turning to practice. 

 

 Retention: Increase audience agreement that they would recom- 

mend the NHS as a place to work. 

 

The provisional aims and objectives of the ‘Help Us, Help You’ campaign are 

outlined below: 

 

 Confidence in the NHS: maintain confidence in the NHS 

 

 Cancer earlier diagnosis: Increase urgent referrals for cancer 

 

 Bowel screening: Increase uptake of bowel screening 

 

 Heart attacks: Increase earlier calls to 999 for heart attacks 



 

 

 

 Stroke: Increase earlier calls to 999 for stroke 

 

 NHS 111: Increase use of 111 for urgent but non-life-threatening 

conditions 

 

 GP access: Increase intention to access primary care via digital 

channels 

 

 Pharmacy access: Increase use of community pharmacists for 

minor illnesses 

 

 Norovirus: Reduce access to NHS services when experiencing norovirus 

symptoms 

 Staff winter vaccines (to be delivered in alignment with public 

facing winter vaccinations activity: Increase in intention to receive 

winter vaccines. 

 

Constraints and Dependencies 

 

The media strategies, plans and buying briefs for both ‘We are the NHS’ and ‘Help Us, 

Help You’ campaigns and all activities will need to be approved by NHS England. 

Media releases will need to be approved through the NHS England Media Team 

sign off process. 

The media planning contract will be managed by the Head of Campaigns  for the NHS 

England Campaigns and Social Media Team. The media plan- ning budgets will 

be managed by the relevant Lead Campaign Manag- ers. 

Requirements 

 

Mandatory and Minimum Requirements 

 



 

 

The appointed agency will be required to develop and deliver the media strate- gies, 

media plans and buying briefs to support the successful delivery of the ‘We are 

the NHS’ and ‘Help Us, Help You’ campaigns’ aims and ob- jectives. 

 

The media strategies and plans will need to set out the most effective combina- tion of 

media channels, reach & frequency and new innovations to de- liver the 

behaviour change objectives amongst  the target audiences  for all the different 

phases of both campaigns. This will include how each of the campaign phases 

will work together and highlight how activity will be refined throughout the 

period of the campaigns to improve on effective- ness, based on the insights 

and evaluation of the campaign activity. 

 

The appointed agency will be required to support the NHS England Campaigns Team 

in identifying and targeting appropriate audiences through data analysis and 

use of relevant targeting tools. This will include analysis of NHS operational 

data, where available, such as NHS 111 call data and online usage data. 

 

The strategies will need to ensure that the audiences for each phase of the ‘We are the 

NHS’ and ‘Help Us, Help You’ campaigns are effectively and effi- ciently 

targeted. 

 

The audiences for the established ‘We are the NHS’ campaign phases are as follows. 

Additional audiences may be targeted should operational re- quirements 

change: 

 

 Employer Phase: all adults / teens 

 

 Recruit Phases: 

 

- Nursing / Allied health professionals (AHPs) phase: Teens (all 14-18 

year olds); and career changers (all 20-44 year olds); 

 

- Health care support workers (HCSW) phase: Teens (all 14- 



 

 

18 year olds); and career changers (all 20-44 year olds); 

 

- 111 / 999 call handlers phase: C2DE 18-44 year olds; and 

 

- NHS Reservists phase: all adults. 

 

 Return: Previous NHS nurses/midwives with a lapsed registration 

 

 Retain: current NHS staff especially nurses/midwives. 

 

The audiences for the ‘Help Us, Help You’ campaign phases are as follows. Additional 

audiences may be targeted should operational requirements change: 

• Cancer earlier diagnosis: 50+ C2DE adults. 

 

• Bowel screening: 50+ C2DE, focus on demographics least 

likely to participate. 

 

 Heart attacks: 50+ C2DE, black and south Asian ethnic minori- ties, with 

all adults as secondary ‘heart helper’ audience. 

 

 Stroke: 50+ C2DE, black and south Asian ethnic minorities, all 

adults as secondary ‘stroke saver’ audience. 

 

 NHS 111: Targeting all adults; spend will be upweighted for audi- 

ence segments that are higher users of A&E / EDs: young adults 

(aged 18-30); and parents with children aged under 12. 

 

 GP access: All adults, with a focus on those most likely to be will- 

ing to access primary care services digitally, (i.e. higher SEGs) en-

suring capacity in other routes to access for those who need them 

most. 

 

 Pharmacy access: Parents of 5-12 year olds; and adults aged 



 

 

60+. 

 

 Norovirus: Adults aged 30-60, who are more likely to have older relatives 

who are in hospital and are at risk of visiting them and causing outbreaks 

in a hospital. 

 

 Staff winter vaccines: NHS and social care staff. 

 

The media strategies will need to ensure that the different phases of the 

cam- paigns are effectively sequenced to ensure that the activity 

does not tar- get the same audiences through the same channels 

at the same time. 

 

All media plans will be evaluated using the Cabinet Office evaluation frame- work. 

 

Desirable Requirements 
 

The media strategies should consider making the best use of low-cost commu- 

nication channels, with a focus on the NHS owned channels, including NHS 

estates, and communications to the public from local NHS trusts. 

However, these channels have limited reach, and rely on our audience being 

in contact with the health system. 

 

Our no/low cost activity additionally includes: 

 

 Low-cost partnerships: we work with NHS Trusts, voluntary sec- 

tor and commercial partners by making campaign materials avail- 

able via the Campaign Resource Centre’s  210k  live partners. 

Since 1 April 2021, partners have downloaded over 740,000 cam- 

paign materials. We encourage and support partners, through of- 

fers of co-branded assets and  tweaked key visuals  which allow 

our campaign messaging to be tailored and served to relevant au- 



 

 

diences. 

 

 Other Government Departments and Royal Colleges: leverage 

owned channels through DWP and other government depart- 

ments, as well as those of the Royal Colleges (such as the Royal 

College of Nursing) to reach a wider audience at minimal cost. 

 

 Stakeholders and ambassadors: At a relatively low cost, we lev- 

erage our relationships  with stakeholders  and ambassadors  to 

help us reach our target audiences through trusted voices. Please 

note that we do not pay social media influencers to support our ac-

tivity. 

 

 Strategic partnerships: we leverage maximum impact from our 

low-cost communications. 

 

The media strategies will need to consider how best to deliver ‘always on’ 

activity, such as search, media partnerships, digital and social, to 

support each phase of the campaigns throughout each year. 

 

The appointed agency should consider how to support the continual professional 

development of the NHS England Campaigns and Social Media Team and 

colleagues in the wider NHS communications profession, by: holding training 

sessions; presenting at the Marketing Reference Group meetings; and 

organising events. 

 

Timescales & Implementation 

 

Provisional timings for the campaign phases have been planned, but these are subject 

to change and will be influenced by NHS England’s operational requirements. 

 

The provisional timings of the ‘We are the NHS’ campaign phases in 2022/23 are: 

 



 

 

 June – Sept 2022 ‘Generic role’ employer campaign phase. 

 

 August 2022: Nursing recruitment via UCAS clearing. 

 

 Oct 2022 – March 2023: Nursing recruitment phase. 

 

 Oct 2022 – March 2023: AHP recruitment phase. 

 

 July – Oct 2022: 111/999 call handlers recruitment phase. 

 

 July 2022 – March 2023: NHS Reservists. 

 

 June 2022 – March 2023: HCSW recruitment phase. 

 

The provisional timings of the ‘Help Us, Help You’ campaign phases in 

2022/23 are: 

 

 June – July 2022: Cancer earlier diagnosis (extension to Q4 re- ducing 

barriers activity) 

 

 July – Sept 2022: Cancer earlier diagnosis (symptoms) 
 July – Aug 2022: Heart attack 

 Oct – Dec 2022: Pharmacy access 
 Oct 2022 – March 2023: NHS 111 
 Oct 2022 – Jan 2023 – Staff winter vaccinations 
 Nov 2022 – Jan 2023: Norovirus 
 Dec 2022 – March 2023: Bowel screening 
 Jan – March 2023: Cancer earlier diagnosis (reducing barriers / 

symptoms) 

 Jan - March 2023: Stroke 
 Jan – March 2023: GP access 

 

The media strategies and plans must be developed within a timeframe that allows 

for effective consultation with both internal and external stake- holders. 

 

The buying briefs should be developed within time to enable the most cost ef- 

ficient media buying is achieved. 



 

 

 

Location 
The appointed media planning agency must be located within England, and regular 

meetings with the NHS England Campaigns team (based in Lon- don) will be 

required. These may take place in-person or virtually, de- pendent on need 

and activity. 

 

Roles and Responsibilities 

 

The key roles and responsibilities of the NHS England Campaigns Team in managing 

this work are: 

 



 

 

be responsible for the management of the media planning con- tract. 

 

 

 

 

 

 

Management Information & Governance



 

 

The appointed agency will be required to submit progress reports on a weekly basis 

and participate in regular meetings with the NHS England Cam- paigns Team 

in London. These reports should provide sufficient infor- mation to allow the 

Campaigns Team to review progress against time- lines, identify how costs 

have been apportioned and identify any areas for improvement. 

 

Performance and Measurement 

 

The performance of the agency will be measured against the campaigns’ aims and 

objectives detailed earlier in this document. 

 

Regular review meetings will be held to review the performance of the agency. 

 

The agency will need to provide regular evaluation reports and contribute to the post 

campaign analysis reports after each phase of campaigns. 

Contract Term 

 

The term of this contract is 3 years, with provision for this to be extended for a 

maximum of 12 months (3 +1). 

Budget 

 

The maximum value contract, including all subcontracting, shall be £6,300,000 ex 

VAT based on the projected spend below: 

 

 2022  / 2023: £1,500,000 

 

 2023  / 2024: £1,500,000 

 

 2024  / 2025: £1,600,000 

 

 2025/2026: £1,700,000 

 

Sustainable Development Requirements
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The appointed agency will be required to put in place and implement a Green Plan. Green 

Plans must set out the agency’s detailed plans and actions that support the NHS Long 

Term Plan commitments on: 

 

 reducing air pollution – such as implementing expenses poli-

cies for staff which promote sustainable travel choices; 

 

 cutting carbon emissions – by reducing emissions from the 

pro- vider’s premises; 

 

 reducing the use of single-use plastic products and observing the 

NHS Plastics Pledge to eliminate avoidable single-use plastics in 

NHS catering facilities; and 

 

 reducing levels of waste and water usage. 

 

The agency is expected to quantify its environmental impacts and publish an- nual 

quantitative progress data, covering as a minimum carbon emission in 

tonnes, emissions reduction projections and the way in which those 

projections will be achieved. 

 




