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Schedule 10 (Service Levels)

1. Definitions

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

“Asset Register”

means a detailed list compiled of all Buyer's Assets
and includes but not limited to details on assets
such as location, condition, and owner;

“Balance
Scorecard"

" means the scorecard used by the Buyer to
calculate the value of any Service Credits;

"Critical Service
Level Failure"

means the occurrence of any of the following:
1.1.1 Service failure results in:

a) Post closure;
b) physical harm; or
C) breach of the buyer’s health

and safety policy or
applicable health and safety
laws;

d) avoidable failure of an
Buyer’s Asset;

e) high impact or persistent
security breach; or

1.1.2 if a Service Credit applies for three
(3) successive months.

Monitoring Report

“KPI” means Key Performance Indicator and is used to
measure performance against defined metrics, as
further detailed in Annex A to Part A of this
Schedule 10 (Service Levels);

Performance shall have the meaning given to such term in

paragraph 1.2 of Part B (Performance Monitoring
and Performance Review);

"Service Credits"

any service credits specified in the Annex to Part A
of this Schedule being payable by the Supplier to
the Buyer in respect of any failure by the Supplier to
meet one or more Service Levels;

"Service Credit
Cap"

has the meaning given to it in the Award Form;
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"Service Level
Failure"

means a failure to meet the Service Level
Performance Measure in respect of a Service Level;

"Service Level
Performance
Measure"

shall be as set out against the relevant Service
Level in the Annex to Part A of this Schedule in the
column titled “Target”;

"Service Level

shall be as set out against the relevant Service

Management Fee”

Threshold" Level in the Annex to Part A of this Schedule in the
column titled “Threshold”;

“Service means a line item entitled “Service Management” in

Management” Table 1: Charges Overview of Annex 1 to Schedule
3 (Charges); and

“Service means a line item entitled “Service Management

Fee” in Table 1: Charges Overview of Annex 1 to
Schedule 3 (Charges).

2. What happens if you don’t meet the Service Levels

2.1 The Supplier shall at all times provide the Deliverables to meet or exceed
the Service Level Performance Measure for each Service Level.

2.2 The Supplier acknowledges that any Service Level Failure shall entitle the
Buyer to the rights set out in Part A of this Schedule including the right to
any Service Credits and that any Service Credit is a price adjustment and
not an estimate of the Loss that may be suffered by the Buyer as a result of
the Supplier’s failure to meet any Service Level Performance Measure.

2.3 The Supplier shall send Performance Monitoring Reports to the Buyer
detailing the level of service which was achieved in accordance with the
provisions of Part B (Performance Monitoring) of this Schedule.

2.4 A Service Credit shall be the Buyer’s exclusive financial remedy for a
Service Level Failure except where:

2.4.1 the Supplier has over the previous (twelve) 12 Month period
exceeded the Service Credit Cap; and/or

2.4.2 the Service Level Failure:

a) exceeds the relevant Service Level Threshold;

b) has arisen due to a Prohibited Act or wilful Default by the
Supplier;

C) results in the corruption or loss of any Government Data,;
and/or

d) results in the Buyer being required to make a compensation

payment to one or more third parties; and/or

2.4.3 the Buyer is also entitled to or does terminate this Contract pursuant
to Clause 14.4 of the Core Terms (When the Buyer can end the

contract).
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2.5 Not more than once in each Contract Year, the Buyer may, on giving the
Supplier at least three (3) Months’ notice, change the weighting of Service
Level Performance Measure in respect of one or more Service Levels and
the Supplier shall not be entitled to object to, or increase the Charges as a
result of such changes, provided that:

2.5.1 the total number of Service Levels for which the weighting is to be
changed does not exceed the number applicable as at the Start
Date;

2.5.2 the principal purpose of the change is to reflect changes in the
Buyer's business requirements and/or priorities or to reflect
changing industry standards; and

2.5.3 there is no change to the Service Credit Cap.
3. Critical Service Level Failure

On the occurrence of a Critical Service Level Failure:

3.1 any Service Credits that would otherwise have accrued during the relevant
Service Period shall not accrue; and

3.2 the Buyer shall (subject to the Service Credit Cap) be entitled to withhold
and retain as compensation a sum equal to any Charges which would
otherwise have been due to the Supplier in respect of that Service Period
("Compensation for Critical Service Level Failure"),

provided that the operation of this Paragraph 3 shall be without prejudice to the
right of the Buyer to terminate this Contract and/or to claim damages from the
Supplier for material Default.
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Part A: Service Levels and Service Credits

1. Service Levels

If the level of performance of the Supplier:
1.1 s likely to or fails to meet any Service Level Performance Measure; or
1.2 islikely to cause or causes a Critical Service Level Failure to occur,

the Supplier shall immediately notify the Buyer in writing and the Buyer, in its
absolute discretion and without limiting any other of its rights, may:

1.2.1 require the Supplier to immediately take all remedial action that is
reasonable to mitigate the impact on the Buyer and to rectify or
prevent a Service Level Failure or Critical Service Level Failure from
taking place or recurring;

1.2.2 instruct the Supplier to comply with the Rectification Plan Process;

1.2.3 if a Service Level Failure has occurred, deduct the applicable
Service Level Credits payable by the Supplier to the Buyer; and/or

1.2.4 if a Critical Service Level Failure has occurred, exercise its right to
Compensation for Critical Service Level Failure (including the right
to terminate for material Default).

2. Service Credits

2.1 The Buyer shall use the Performance Monitoring Reports supplied by the
Supplier to verify the calculation and accuracy of the Service Credits, if any,
applicable to each Service Period.

2.2 Service Credits are a reduction of the amounts payable in respect of the
Deliverables and do not include VAT. The Supplier shall set-off the value of
any Service Credits against the appropriate invoice in accordance with
calculation formula in the Balanced Scorecard.

2.3 Service Credits are only chargeable against the Service Management
portion of the total monthly invoiced value and are limited to a maximum fifty
(50) percent of the Service Management Fee.
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Annex A to Part A: Service Levels and Service
Credits Table

The below table is for reference purposes only and outlines the defined
Service Levels outlining the target scores, threshold, applied weighting and
associated measurements. Ongoing management of Service Levels will be
conducted utilising a balanced scorecard system, an example of the balanced
scorecard will be available for reference during the ITT period within the online
data room.

TWS
CONTRACT-DRAFT KF

[REDACTED]
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Annex B to Part A: Service Levels and Service

Credits Table
Ref:
Home/Visit (delete as necessary) Report | Page: Pa:cgle17
Insert Post : 0
Version:
7
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Pre agreed objectives with the TWS Regional Manager for this reporting period may
be viewed within. Annex A of this report. They will define the scope of the TWS
support visits & outline the works that are required in each location.

1. EXECUTIVE SUMMARY

2. OBSERVATIONS / RECOMMENDATIONS /ACTIONS
Para
1.

RECOMMENDATIONS (* indicates recommendations unresolved from previous
reports)

Recommendation | Para | Priority | Action | Costs | Resolved
to
1
Peer Review conducted by RM:
Name: Date:
Received by Post:
Name: Date:

Role:
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Distribution

Base Post / Outstation:

Buyer: Estates Operations [REDACTED]
Buyer: TWS Contract Manager

Buyer: Commercial Finance Manager

FCDO Services: Regional Technical Lead (RTL)

Completed by

Name: .......ccooviiiiiinnn..
Role: Technical Works Supervisor (M&E/B&C)
Post:
Annex A
AGREED OBJECTIVES
[REDACTED]
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Part B: Performance Monitoring

1. Performance Monitoring and Performance Review

1.1 Within twenty (20) Working Days of the Start Date the Supplier shall provide
the Buyer with details of how the process in respect of the monitoring and
reporting of Service Levels will operate between the Parties and the Parties
will endeavour to agree such process as soon as reasonably possible.

1.2 The Supplier shall provide the Buyer with performance monitoring reports
("Performance Monitoring Reports") in accordance with the process and
timescales agreed pursuant to Paragraph 1.1 of Part B of this Schedule
which shall contain, as a minimum, the following information in respect of
the relevant Service Period just ended:

1.2.1 for each Service Level, the actual performance achieved over the
Service Level for the relevant Service Period,;

1.2.2 asummary of all failures to achieve Service Levels that occurred
during that Service Period,

1.2.3 details of any Critical Service Level Failures;

1.2.4 for any repeat failures, actions taken to resolve the underlying cause
and prevent recurrence;

1.2.5 the Service Credits to be applied in respect of the relevant period
indicating the failures and Service Levels to which the Service
Credits relate; and

1.2.6 such other details as the Buyer may reasonably require from time to
time.

1.3 The Parties shall attend meetings to discuss Performance Monitoring
Reports ("Performance Review Meetings") on a Monthly basis. The
Performance Review Meetings will be the forum for the review by the
Supplier and the Buyer of the Performance Monitoring Reports. The
Performance Review Meetings shall:

1.3.1 take place within one (1) week of the Performance Monitoring
Reports being issued by the Supplier at such location and time
(within normal business hours) as the Buyer shall reasonably
require;

1.3.2 be attended by the Supplier's Representative and the Buyer's
Representative; and

1.3.3 be fully minuted by the Supplier and the minutes will be circulated
by the Supplier to all attendees at the relevant meeting and also to
the Buyer’'s Representative and any other recipients agreed at the
relevant meeting.
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1.4 The minutes of the preceding Month's Performance Review Meeting will be

agreed and signed by both the Supplier's Representative and the Buyer's
Representative at each meeting.

1.5 The Supplier shall provide to the Buyer such documentation as the Buyer
may reasonably require in order to verify the level of the performance by the
Supplier and the calculations of the amount of Service Credits for any
specified Service Period.

2. Satisfaction Surveys

2.1 The Buyer may undertake satisfaction surveys in respect of the Supplier's
provision of the Deliverables. The Buyer shall be entitled to notify the
Supplier of any aspects of their performance of the provision of the
Deliverables which the responses to the Satisfaction Surveys reasonably
suggest are not in accordance with this Contract.
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