
Order Form

CALL-OFF REFERENCE: WP2074.2 Outsourced Contact Centre Services

THE BUYER: Government Digital Services

BUYER ADDRESS The Whitechapel Building, 10 Whitechapel High
Street, London E1 8QS

THE SUPPLIER: Hinduja Global Solutions UK Ltd

SUPPLIER ADDRESS: Vantage London Great West Road Brentford TW8
9AG

REGISTRATION NUMBER: 03017799

DUNS NUMBER: 777547712

APPLICABLE FRAMEWORK CONTRACT

This Order Form is for the provision of the Call-Off Deliverables and is dated the date
on which both parties have signed this Order Form (being the Start Date).

It is issued under the Framework Contract with the reference number RM6181 for
the provision of Outsourced Contact Centre Services.

CALL-OFF LOT(S):
Lot 1 Contact Centres

CALL-OFF INCORPORATED TERMS
The following documents are incorporated into this Call-Off Contract. Where the
words “NOT USED” appear we are not using those schedules. Where the word
"REPLACED" appears there is a replacement Call Off Special Schedule. If the
documents conflict, the following order of precedence applies:

1. This Order Form including the Call-Off Special Terms and Call-Off Special
Schedules.

2. Joint Schedule 1 (Definitions and Interpretation)
3. Paragraph 9 and Annex 2 of Framework Schedule 3 (Framework Prices).
4. Call Off Special Terms and (subject to Call Off Special Term 6) Call Off

Special Schedules.



5. The following Schedules in equal order of precedence:

● Joint Schedules for RM6181
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 7 (Financial Difficulties) [including Annex 5 –

Optional Terms for Bronze Contracts]
o Joint Schedule 8 (Guarantee) - NOT USED
o Joint Schedule 9 (Minimum Standards of Reliability) - NOT USED
o Joint Schedule 10 (Rectification Plan)
o Joint Schedule 11 (Processing Data)
o Joint Schedule 12 (Supply Chain Visibility)

● Call-Off Schedules for Call-Off reference number: 2074.2.
o Call-Off Schedule 1 (Transparency Reports) – REPLACED
o Call-Off Schedule 2 (Staff Transfer)
o Call-Off Schedule 3 (Continuous Improvement) – REPLACED
o Call-Off Schedule 5 (Pricing Details)
o Call-Off Schedule 6 (ICT Services)
o Call-Off Schedule 7 (Key Supplier Staff)
o Call-Off Schedule 8 (Business Continuity and Disaster Recovery)

[amended for a Bronze Contract as per paragraph 10 of Part A of
that Schedule]

o Call-Off Schedule 9 (Security) - REPLACED

o Call-Off Schedule 10 (Exit Management)
o Call-Off Schedule 12 (Clustering) - NOT USED

o Call-Off Schedule 11 (Installation Works)
o Call-Off Schedule 13 (Implementation Plan and Testing) -

REPLACED
o Call-Off Schedule 14 (Service Levels) – REPLACED
o Call-Off Schedule 15 (Call-Off Contract Management) –

REPLACED
o Call-Off Schedule 16 (Benchmarking)
o Call-Off Schedule 17 (MOD Terms) - NOT USED
o Call-Off Schedule 18 (Background Checks) - NOT USED
o Call-Off Schedule 19 (Scottish Law) - NOT USED
o Call-Off Schedule 20 (Call-Off Specification) – REPLACED

o Call-off Schedule 21 (Northern Ireland Law) - NOT USED
o Call-Off Schedule 22 (Lease Terms) - NOT USED
o Call-Off Schedule 23 (HMRC Terms)
o Call-Off Schedule 24 (Supplier Furnished Terms)   
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6. CCS PSC Outsourcing Core Terms (Version 1)
7. Joint Schedule 5 (Corporate Social Responsibility)
8. Call Off Special Schedule 3 (Supplier Solution) as long as any parts that offer

a better commercial position for the Buyer (as decided by the Buyer) take
precedence over the documents above.

No other Supplier terms are part of the Call-Off Contract. That includes any terms
written on the back of, added to this Order Form, or presented at the time of delivery.

CALL-OFF SPECIAL TERMS
The following Special Terms are incorporated into this Call-Off Contract:

Special Term 1 - The Buyer is only liable to reimburse the Supplier for any expense
or any disbursement which is

(i) specified in this Contract; or
(ii) which the Buyer has Approved prior to the Supplier incurring
that expense or that disbursement. The Supplier may not
invoice the Buyer for any other expenses or any other
disbursements.

Special Term 2 – For the period of one year commencing with the Start Date,
Clause 2.8 of the Core Terms shall be deleted and replaced with the following:

2.8“The Supplier will not be excused from any obligation, or be entitled to
additional Costs or Charges because it failed to either:

(a) verify the accuracy of the Due Diligence Information; or
(b) properly perform its own adequate checks,

unless, notwithstanding Clause 2.7, the Supplier demonstrates that its failure
would not have occurred but for an error, which was the responsibility of the
Relevant Authority, in the Due Diligence Information. From the first anniversary of
the Start Date, Clause 2.8 of the Core Terms v3.0.11 shall be reinstated.”

Special Term 3 – Where, within one year of the Start Date, it is identified
that there has been any error in the Due Diligence Information provided by
the Buyer to the Supplier, at the next meeting of the Operational and
Service Review Board (as described in Call Off Special Schedule 8 (Call Off
Contract Management)), the Operational and Service Review Board shall
discuss and agree any adjustments required to the Contract and/or the Due
Diligence Information as a result of such error and shall appoint
representatives of each of the Buyer and the Supplier to implement those
adjustments. If the Operational and Service Review Board cannot agree on
the adjustments required, the matter shall be dealt with in accordance with
the dispute resolution procedure set out in Clause 34 of the Core Terms.
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Special Term 4 - Security

1. The Supplier shall engage and collaborate with GDS Security Working Group
reviews led by Digital Identity security leads.

2. The Supplier shall comply with Call Off Special Schedule 1 (Security
Management Schedule - Supplier Led Assurance). For the purposes of that
schedule this Contract is a “higher- risk agreement”.

Special Term 5 - Data Protection

1. Paragraph 6(d) of Joint Schedule 11 shall be replaced with the following
paragraph:

“(d) not transfer Personal Data outside of the UK unless the prior written
consent of the Controller has been obtained and the following conditions are
fulfilled:

(i) the destination country has been recognised as adequate by the UK
government in accordance with Article 45 UK GDPR or section 74 of
the DPA 2018;

(ii) the Controller or the Processor has provided appropriate safeguards
in relation to the transfer (whether in accordance with UK GDPR Article
46 or section 75 DPA 2018) as determined by the Controller;

(iii) the Data Subject has enforceable rights and effective legal
remedies;

(iv) the Processor complies with its obligations under the Data
Protection Legislation by providing an adequate level of protection to
any Personal Data that is transferred (or, if it is not so bound, uses its
best endeavours to assist the Controller in meeting its obligations); and

(v) the Processor complies with any reasonable instructions notified to
it in advance by the Controller with respect to the Processing of the
Personal Data; and”

Special Term 6 – Replacement Call-Off Schedules

1. The Parties agree that for the purpose of this Call-Off Contract the following Call
Off Special Schedules shall replace the corresponding Call-Off Schedules in full:
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Call Off Special Schedule Call-Off Schedule Being Replaced

Call Off Special Schedule 1 – Security
Management

Call-Off Schedule 9 – Security

Call Off Special Schedule 2 – Buyer
Requirements

Call-Off Schedule 20 – Specification

Call Off Special Schedule 3 – Supplier
Solution

Call-Off Schedule 4 – Call-Off Tender

Call Off Special Schedule 4 –
Continuous Improvement

Call-Off Schedule 3 – Continuous
Improvement

Call Off Special Schedule 5 –
Implementation Plan and Testing

Call-Off Schedule 13 – Implementation
Plan and Testing

Call Off Special Schedule 6 – Service
Levels

Call-Off Schedule 14 – Service Levels

Call Off Special Schedule 7 – Pricing
Details

Call-Off Schedule 5 – Pricing Details

Call Off Special Schedule 8 – Call Off
Contract Management

Call-Off Schedule 15 – Call Off Contract
Management
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Call Off Special Schedule 9 –
Transparency Reports

Call-Off Schedule 1 – Transparency
Reports

2. For the purpose of the order of precedence set out on p2 above, the Call Off
Special Schedules listed in the table above shall be treated as being the relevant
Call-Off Schedules and not Call Off Special Schedules.

3. In this Call-Off Contract references to any Call-Off Schedule that is being replaced
(as set out in the table above) shall be deemed to be references to the relevant Call
Off Special Schedule.

CALL-OFF START DATE: The date on which both parties sign this
Call-Off Contract.

CALL-OFF EXPIRY DATE: Three years from the Start Date.

CALL-OFF INITIAL PERIOD: 3 Years.

CALL-OFF OPTIONAL EXTENSION PERIOD
Up to two one-year periods.

CALL-OFF DELIVERABLES
See details in Call Off Special Schedule 2 (Buyer Requirements)

MAXIMUM LIABILITY
The limitation of liability for this Call-Off Contract is £10 million for each party in each
Contract Year for the purposes of Clause 12.2 of the Core Terms.

Clause 12.6 of the Core Terms is replaced with the following clause for the purpose
of this Call-Off Contract: "In spite of Clauses 12.1 and 12.2 but subject to Clauses
12.3 and 12.4, the Supplier's aggregate liability under Clause 15.8 in respect of this
Call-Off Contract shall in no event exceed £17 million for the term of this Call-Off
Contract. For the avoidance of doubt, such liability shall not count towards the
Supplier’s annual liability cap in Clause 12.2."

The Estimated Year 1 Charges used to calculate liability in the first Contract Year is
£2,028,584.

CALL-OFF CHARGES

Option B: See details in Call-Off Schedule 5 (Pricing Details)
All changes to the Charges must use procedures that are equivalent to those in
Paragraphs 4, 5 and 6 (if used) in Framework Schedule 3 (Framework Prices)
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REIMBURSABLE EXPENSES
None.

PAYMENT METHOD
The Supplier will issue valid electronic invoices monthly in arrears. Each invoice shall
be accompanied by a breakdown of the deliverables and services, quantity thereof,
applicable unit charges and total charge for the invoice period, in sufficient detail to
enable the Buyer to validate the invoice. Please ensure the invoice has the PO
number and WP2074.2.

The Supplier will send reporting data via .CSV file as well as the PDF invoice so
invoices can be automatically reconciled by GDS Systems.

BUYER’S INVOICE ADDRESS:

All invoices to be sent to:

PDF Invoices and .CSV reports will be sent to:

di-invoices@digital.cabinet-office.gov.uk and also to
gdsbusinessops@digital.cabinet-office.gov.uk and
APinvoices-CAB-U@gov.sscl.com

COLLABORATIVE WORKING PRINCIPLES
The Collaborative Working Principles apply to this Call-Off Contract.

FINANCIAL TRANSPARENCY OBJECTIVES
The Financial Transparency Objectives apply to this Call-Off Contract.

BUYER’S AUTHORISED REPRESENTATIVE
Name: Jill Kay
Role: Head of Programme Delivery
Email address: jill.kay@digital.cabinet-office.gov.uk
Main Address: 1 Horse Guards Road, London, SW1A 2HQ.
Based: The White Chapel Building, 10 Whitechapel High Street, London, E1 8QS

BUYER’S ENVIRONMENTAL POLICY
Please find below the link to the GDS sustainable development policy:
https://intranet.cabinetoffice.gov.uk/task/sustainable-development/
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BUYER’S SECURITY POLICY
Not applicable.

SUPPLIER’S AUTHORISED REPRESENTATIVE
Mark Hooper
mark.hooper@teamhgs.com
Vantage London Great West Road Brentford TW8 9AG

SUPPLIER’S CONTRACT MANAGER
Rob Irons
Public Sector Development Director
rob.irons@teamhgs.com
Vantage London Great West Road Brentford TW8 9AG

PROGRESS REPORT FREQUENCY
See Call Off Special Schedule 2 (Buyer Requirements), Section 2.15 Contract
Management and Reporting.

PROGRESS MEETING FREQUENCY
Call Off Special Schedule 2 (Buyer Requirements), Section 2.15 Contract
Management and Reporting.

STAFF TRANSFER - CALL OFF SCHEDULE 2
The Buyer does not consider that there will be any transfer of staff under TUPE at
the commencement of the Call Off Contract. Therefore Parts C and E of Call Off
Schedule 2 (Staff Transfer) will apply.

KEY STAFF

Elaine Kelly
Operations Director
elaine.kelly@hgsuk.com
Vantage London Great West Road Brentford TW8 9AG

Mark Wilds
Data Protection Officer / Head of GRC (Governance, Risk and Compliance) and
Security
Mark.Wilds@teamhgs.com
Unit D
West Strand Business Park
Preston
PR1 8UY
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KEY SUBCONTRACTOR(S)

Key Contact / Named Representative: Darren Eagles, Finance Director

THE SUPPLIER: Mission Labs Ltd

SUPPLIER ADDRESS: The Scalpel, 18th Floor, 52 Lime Street,
London, United Kingdom, EC3M 7AF

REGISTRATION NUMBER: 10040088

DUNS NUMBER: 22-161-1840

COMMERCIALLY SENSITIVE INFORMATION
Subject to and in accordance with paragraph 1.3 of Joint Schedule 4 (Commercially
Sensitive Information), the Buyer agrees to (in its sole discretion and acting
reasonably) seek to apply the relevant exemption set out in the FOIA to the following
Information:

Document Section Supplier Reason for
Redaction

Order Form Special Terms when they
are agreed as being
commercially sensitive

Redacted Under FOIA
Section 43, Commercial
Interests

Order Form Buyers Authorised
Representative

Redacted Under FOIA
Section 40, Personal
Information

Order Form Suppliers Authorised
Representative

Redacted Under FOIA
Section 40, Personal
Information

Order Form Suppliers Contract
Manager

Redacted Under FOIA
Section 40, Personal
Information
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Order Form Key Staff Redacted Under FOIA
Section 40, Personal
Information

Order Form Commercially Sensitive
Information

Redacted Under FOIA
Section 43, Commercial
Interests

Order Form Contract Signatories for
all parties ie name /
signature / designation

Redacted Under FOIA
Section 40, Personal
Information

Joint Schedule 4
(Commercially
Sensitive
Information)

What is the Commercially
Sensitive Information (all
information unique to
HGS)

Redacted Under FOIA
Section 43, Commercial
Interests

Joint Schedule 6 (Key
Subcontractors)

Remove details, names,
addresses etc of any
Subcontractors, employed
by HGS in respect of this
contract.

Redacted Under FOIA
Section 40, Personal
Information

And/or

Redacted Under FOIA
Section 43, Commercial
Interests

Joint Schedule 7
(Financial Difficulties)

Remove any information /
details pursuant to HGS
and/or any of our
Sub-Contractors.

Redacted Under FOIA
Section 40, Personal
Information

And/or

Redacted Under FOIA
Section 43, Commercial
Interests
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Joint Schedule 11
(Processing Data)

Annex 1 – Processing
Personal Data

Remove any information /
details pursuant to HGS
and/or any of our
Sub-Contractors.

Redacted Under FOIA
Section 40, Personal
Information

And/or

Redacted Under FOIA
Section 43, Commercial
Interests

Call-Off Schedule 2
(Staff Transfer)

Remove any information /
details pursuant to HGS
and/or any
Sub-Contractors staff.

Redacted Under FOIA
Section 40, Personal
Information

Call Off Special
Schedule 7 – Pricing
Details

Remove any pricing
details / information
supplied by HGS and/or
subcontractors.

Redacted Under FOIA
Section 43, Commercial
Interests

Call-Off Schedule 7
(Key Supplier Staff)

Key staff details redacted. Redacted Under FOIA
Section 40, Personal
Information

Call Off Special
Schedule 1 – Security
Management

Any Supplier personal
information

Redacted Under FOIA
Section 40, Personal
Information

Call Off Special
Schedule 5 –
Implementation Plan
and Testing

Any details pursuant to
HGS and/or
sub-contractor to be
removed leaving table
uncompleted and just with
column headings.

Redacted Under FOIA
Section 43, Commercial
Interests

Call Off Special
Schedule 6 – Service
Levels

Any information on HGS
and/or sub-contractor
performance inc actual

Redacted Under FOIA
Section 43, Commercial
Interests
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reports and service
credits accumulated to be
redacted ie leaving
schedule as was at
Tender stage.

Call Off Special
Schedule 8 – Call Off
Contract
Management

Any personal information
to be redacted.

Redacted Under FOIA
Section 40, Personal
Information

Call Off Special
Schedule 3 – Supplier
Solution

Details of Supplier
solution.

Redacted Under FOIA
Section 43, Commercial
Interests

SERVICE CREDITS
Service Credits will accrue in accordance with Call Off Special Schedule 6 (Service
Levels).

The Service Credit Cap is: 10% of the Monthly Service Fee.

The Service Period is one month.

ADDITIONAL INSURANCES
Data Protection and Cyber Security Insurance, with a limit of indemnity of £10
million.

GUARANTEE
Not applicable.

SOCIAL VALUE COMMITMENT
The Supplier agrees, in providing the Deliverables and performing its obligations
under the Call-Off Contract, that it will comply with the social value requirements in
Call Off Special Schedule 2 (Buyer Requirements).

PERSONAL DATA
The Parties agree that Annex 1 of Joint Schedule 11 (Processing Data) shall be
replaced with the following:

Annex 1 - Processing Personal Data

This Annex shall be completed by the Controller, who may take account of the view
of the Processors, however the final decision as to the content of this Annex shall be
with the Relevant Authority at its absolute discretion.
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1.1 The contact details of the Relevant Authority’s Data Protection Officer are:
DPO@cabinetoffice.gov.uk

1.2 The contact details of the Supplier’s Data Protection Officer are: Mark Wilds
(mark.wilds@teamhgs.com)

1.3 The Processor shall comply with any further written instructions with
respect to Processing by the Controller.

1.4 Any such further instructions shall be incorporated into this Annex.

Description Details

Identity of
Controller for
each Category of
Personal Data

The Relevant Authority is Controller and the Supplier is
Processor

The Parties acknowledge that in accordance with paragraph
2 to paragraph 15 and for the purposes of the Data Protection
Legislation, the Relevant Authority is the Controller and the
Supplier is the Processor of the following Personal Data:

The Supplier will provide Contact Centre services for the
Authority.

Duration of the
Processing

For the duration of this Call-Off Contract.

Nature and
purposes of the
Processing

The Supplier will provide Contact Centre requirements for the
Buyer which includes automated systems and direct contact
between the citizen and the One Log in service.
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Description Details

Type of Personal
Data

● Names

● Email address

● Home address

● Telephone number

● Date of Birth

● NI Numbers

● biometric data

● Identity Data

Categories of
Data Subject

Citizens

Administrative staff providing the service

Plan for return
and destruction
of the data once
the Processing is
complete

UNLESS
requirement
under Union or
Member State law
to preserve that
type of data

Data destruction and deletion to be agreed prior to exit of the
contract and whereby the Buyer will instruct and identify the
data sets appropriate for deletion within a year period for end
of the contract. An assurance statement to be provided by the
Supplier will be sought. This will include any data held by the
Supplier on their own systems related to the Buyer data.

DEFINITIONS
In this Call-Off Contract the following terms shall have the following meanings:

Service Commencement Date means the start date for the relevant
operational Service once implementation and
transition is complete and from which the
Supplier is responsible for the delivery of the
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Service (in each case in accordance with this
Call-Off Contract)

User means an individual or entity that uses or
interacts with the service to seek assistance,
guidance or resolution from the customer
support service, either through a customer
support agent, team or representative (e.g. an
automated system). The term can encompass
various types of users, including end users who
are UK citizens and government departments

Additional defined terms are set out in Joint Schedule 1 (Definitions and
Interpretation) and elsewhere in this Contract.

For and on behalf of the Supplier: For and on behalf of the Buyer:

Signature: Signature:

Name: Name:

Role: Role:

Date: Date:
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Call Off Special Schedule 1 – Security Management Schedule: Supplier Led
Assurance

Security Schedule: (Security
Management: Supplier-led
Assurance)
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1 Buyer Options

1.1 Where the Buyer has selected an option in the table below, the Supplier must comply with the
requirements relating to that option set out in the relevant Paragraph:

Locations (see paragraph 1 of the Security Requirements)

The Supplier and Sub-Contractors may
store, access or Process Buyer Data in:

the United Kingdom only ✠

the United Kingdom and European
Economic Area only ◻

anywhere in the world not prohibited
by the Buyer ◻

Support Locations (see paragraph 1 of the Security Requirements)

The Supplier and Sub-Contractors may
operate Support Locations in:

the United Kingdom only ✠

the United Kingdom and European
Economic Area only ◻

anywhere in the world not prohibited
by the Buyer ◻

Locations for Development Activity (see paragraph 1 of the Security Requirements)

The Supplier and Sub-Contractors may
undertake Development Activity in:

the United Kingdom only ✠

the United Kingdom and European
Economic Area only ◻

anywhere in the world not prohibited
by the Buyer ◻

2 Definitions

“Anti-virus
Software”

means software that:

(a) protects the Supplier Information Management
System from the possible introduction of
Malicious Software;

(b) scans for and identifies possible Malicious
Software in the Supplier Information
Management System;

(c) if Malicious Software is detected in the
Supplier Information Management System, so
far as possible:
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(i) prevents the harmful effects of the
Malicious Software; and

(ii) removes the Malicious Software
from the Supplier Information
Management System;

”Buyer Data” as defined in Schedule 1 (Definitions)

means (a) the data (which shall include biometric data),
text,drawings, diagrams, images or sounds (together with any
database made up of any of these) which are embodied in any
electronic, magnetic, optical or tangible media, and which are: (i)
supplied to the Supplier by or on behalf of the Buyer; or (ii)
which the Supplier is required to generate, process, store or
transmit pursuant to this Contract; and (b) any Personal Data for
which the Buyer is the Controller, and, for the avoidance of doubt,
shall include any meta data relating to categories of data referred to
in paragraphs (a) or (b), the Code and any meta data relating to the
Code;

“Buyer Data
Register”

means the register of all Buyer Data the Supplier, or any
Sub-contractor, receives from or creates for the Buyer, produced
and maintained in accordance with paragraph 15 of the Security
Requirements;

”Buyer Premises” as defined in Schedule 1 (Definitions);

“Buyer System” means the Buyer's computing environment (consisting of hardware,
software and/or telecommunications networks or equipment) used
by the Buyer or the Supplier in connection with this Contract which
is owned by or licensed to the Buyer by a third party and which
interfaces with the Supplier System or which is necessary for the
Buyer to receive the Services;

“Breach Action
Plan”

means a plan prepared under paragraph 14.3 of the Security
Requirements addressing any Breach of Security;

“Breach of
Security”

for the purposes of this Security Schedule, means the occurrence
of:

(a) any unauthorised access to or use of the
Services, the Buyer Premises, the Sites, the
Supplier Information Management System
and/or any information or data used by the
Buyer, the Supplier or any Sub-contractor in
connection with this Contract, including the
Buyer Data and the Code;

(d) the loss (physical or otherwise), corruption
and/or unauthorised disclosure of any
information or data, including copies of such
information or data, used by the Buyer, the
Supplier or any Sub-contractor in connection
with this Contract, including the Buyer Data
and the Code; and/or
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(e) any part of the Supplier Information
Management System ceasing to be compliant
with the Certification Requirements;

(f) the installation of Malicious Software in the:

(i) Supplier Information Management
System;

(ii) Development Environment; or

(iii) Developed System;

(g) any loss of operational efficiency or failure to
operate to specification as the result of the
installation or operation of Malicious Software
in the:

(i) Supplier Information Management
System;

(ii) Development Environment; or

(iii) Developed System; and

(h) includes any attempt to undertake the activities
listed in sub-paragraph (a) where the Supplier
has reasonable grounds to suspect that
attempt:

(i) was part of a wider effort to access
information and communications
technology by or on behalf of
Central Government Bodies; or

(ii) was undertaken, or directed by, a
state other than the United
Kingdom

“Certification
Requirements”

means the requirements set out in paragraph 12.3.

“CHECK Scheme” means the NCSC’s scheme under which approved companies can
conduct authorised penetration tests of public sector and critical
national infrastructure systems and networks

“CHECK Service
Provider”

means a company which, under the CHECK Scheme:

(a) has been certified by the National Cyber
Security Centre;

(b) holds “Green Light” status; and

(c) is authorised to provide the IT Health Check
services required by paragraph 10 of the
Security Requirements;

“Code” means, in respect of the Developed System:

(a) the Source code;
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(b) the Object code;

(c) third-party components, including third-party
coding frameworks and libraries; and

(d) all supporting documentation.

“Code Review” means a periodic review of the Code by manual or automated
means to:

(a) identify and fix any bugs; and

(b) ensure the Code complies with

(i) the requirements of this Security
Schedule  ; and

(ii) the Secure Development
Guidance;

“Code Review
Plan”

means the document agreed with the Buyer under paragraph 5.2 of
the Security Requirements setting out the requirements for, and
frequency of, Code Reviews;

“Code Review
Report”

means a report setting out the findings of a Code Review;

“Cyber Essentials” means the Cyber Essentials certificate issued under the Cyber
Essentials Scheme;

“Cyber Essentials
Plus”

means the Cyber Essentials Plus certificate issued under the Cyber
Essentials Scheme;

“Cyber Essentials
Scheme”

means the Cyber Essentials scheme operated by the National
Cyber Security Centre;

“Developed
System”

means any software or system that the Supplier will develop under
this Contract either:

(a) as part of the Services; or

(b) to create or modify Software to:

(i) provide the Services; or

(ii) Process Buyer Data,;

“Development
Activity”

means any activity relating to the development, deployment
maintenance and upgrading of the Developed System, including:

(a) coding;

(b) testing;

(c) code storage; and

(d) deployment.

“Development
Environment”

means any information and communications technology system
and the Sites forming part of the Supplier Information Management
System that the Supplier or its Sub-contractors will use to provide
the Development Activity;

“EEA” means the European Economic Area;
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“End-user Device” means any personal computers, laptops, tablets, terminals,
smartphones or other portable electronic device used in the
provision of the Services.

“Email Service” means a service that will send, or can be used to send, emails from
the Buyer’s email address or otherwise on behalf of the Buyer;

“Higher Risk
Sub-contractor”

means a Sub-contractor that Processes Buyer Data, where that
data includes either:

(a) the Personal Data of 1000 or more individuals in
aggregate during the period between the first
Operational Service Commencement Date and the
date on which this Contract terminates in
accordance with Clause 4.1(b); or

(b) any part of that Buyer Data includes any of the
following:

(i) financial information (including any tax
and/or welfare information) relating to any
person;

(ii) any information relating to actual or alleged
criminal offences (including criminal
records);

(iii) any information relating to children and/or
vulnerable persons;

(iv) any information relating to social care;

(v) any information relating to a person’s
current or past employment; or

(vi) Special Category Personal Data; or

(c) the Buyer in its discretion, designates a
Sub-contractor as a Higher Risk Sub-Contractor:

(i) in any procurement document related to
this Contract; or

(ii) during the Term;

“HMG Baseline
Personnel Security
Standard”

means the employment controls applied to any individual member
of the Supplier Personnel that performs any activity relating to the
provision or management of the Services, as set out in “HMG
Baseline Personnel Standard”, Version 6.0, May 2018
(https://assets.publishing.service.gov.uk
/government/uploads/system/uploads/attachment_data/file/714002/
HMG_Baseline_Personnel_Security_Standard_-_May_2018.pdf),
as that document is updated from time to time;

“Independent
Security Adviser”

means the independent and appropriately qualified and
experienced security architect or expert appointed under
Paragraph 18;
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“Information
Management
System”

means the Supplier Information Management System and the
Wider Information Management System;

“IT Health Check” means testing of the Supplier Information Management System by
a CHECK Service Provider;

International Data
Transfer
Agreement
(IDTA’s)

Replaces Standard Contract Clauses under UK GDPR for
International data transfers/restricted data transfers, and
processing of data outside the UK

“Malicious
Software”

means any software program or code intended to destroy, interfere
with, corrupt, or cause undesired effects on program files, data or
other information, executable code or application software macros,
whether or not its operation is immediate or delayed, and whether
the malicious software is introduced wilfully, negligently or without
knowledge of its existence;

“Medium Risk
Sub-contractor”

means a Sub-contractor that Processes Buyer Data, [where that
data

(a) includes the Personal Data of between 100 and
999 individuals (inclusive) in the period between
the first Operational Service Commencement Date
and the date on which this Contract terminates in
accordance with Clause 4.1(b); and

(b) does not include Special Category Personal Data;

“Modules
Register”

means the register of Third-party Software Modules required by
paragraph 7.2 of the Security Requirements;

“NCSC” means the National Cyber Security Centre;

“NCSC Cloud
Security
Principles”

means the NCSC’s document “Implementing the Cloud Security
Principles” as updated or replaced from time to time and found at
https://www.ncsc.gov.uk/collection/cloud-security/
implementing-the-cloud-security-principles.

“NCSC Device
Guidance”

means the NCSC’s document “Device Security Guidance”, as
updated or replaced from time to time and found at
https://www.ncsc.gov.uk/collection/device-security-guidance;

“NCSC Protecting
Bulk Personal Data
Guidance”

means the NCSC’s document “Protecting Bulk Personal Data”, as
updated or replaced from time to time and found at
https://www.ncsc.gov.uk/collection/protecting-bulk-personal-data

“NCSC Secure
Design Principles”

means the NCSC’s document “Secure Design Principles”, as
updated or replaced from time to time and found at
https://www.ncsc.gov.uk/collection/cyber-security-design-principles.

“OWASP” means the Open Web Application Security Project Foundation;

“OWASP Secure
Coding Practice”

means the Secure Coding Practices Quick Reference Guide
published by OWASP, as updated or replaced from time to time and
found at
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https://owasp.org/www-project-secure-coding-practices-quick-refer
ence-guide/migrated_content;

“OWASP Top Ten” means the list of the most critical security risks to web applications
published annually by OWASP and found at
https://owasp.org/www-project-top-ten/;

“Privileged User” means a user with system administration access to the Supplier
Information Management System, or substantially similar access
privileges;

“Process” means any operation performed on data (which includes without
limitation, Personal Data), whether or not by automated means,
including collection, recording, organisation, structuring, storage,
adaptation or alteration, retrieval, consultation, use, disclosure by
transmission, dissemination or otherwise making available,
alignment or combination, restriction, erasure or destruction of that
data, and “Processing” shall be interpreted accordingly”;

“Prohibited
Activity”

means the storage, access or Processing of Buyer Data prohibited
by a Prohibition Notice;

“Prohibition
Notice”

means a notice issued under paragraph 1.8 of the Security
Requirements.

“Protective
Monitoring
System”

means the system implemented by the Supplier and its
Sub-contractors under paragraph 12.1 of the Security
Requirements to monitor and analyse access to and use of the
Supplier Information Management System, the Development
Environment, the Buyer Data and the Code

“Register of
Support Locations
and Third-Party
Tools”

means the part of the Security Management Plan setting out, in
respect of Support Locations and Third-Party Tools:

(a) the nature of the activity performed at the
Support Location or by the Third-Party Tool on
the Code or the Buyer Data (as applicable);

(b) where that activity is performed by individuals,
the place or facility from where that activity is
performed; and

(c) in respect of the entity providing the Support
Locations or Third-Party Tools, its:

(i) full legal name;

(ii) trading name (if any)

(iii) country of registration;

(iv) registration number (if applicable);
and

(v) registered address.

“Relevant
Activities”

means those activities specified in paragraph 1.1 of the Security
Requirements.

“Relevant
Certifications”

means:
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(a) in the case of the Supplier, any SIMS
Sub-contractor and any Sub-contractor that
Processes Buyer Data:

(i) ISO/IEC 27001:2013 by a
UKAS-approved certification body
in respect of the Supplier
Information Management System,
or the Supplier Information
Management System is included
within the scope of a wider
certification of compliance with
ISO/IEC 27001:2013; and

(ii) Cyber Essentials Plus; and

(b) for all other Sub-contractors means Cyber
Essentials Plus;

“Relevant
Convictions”

means any previous or pending prosecution, conviction or caution
(excluding any spent conviction under the Rehabilitation of
Offenders Act 1974) relating to offences involving dishonesty,
terrorism, immigration, firearms, fraud, forgery, tax evasion,
offences against people (including sexual offences) or any other
offences relevant to Services as the Buyer may specify

“Remediation
Action Plan”

means the plan prepared by the Supplier in accordance with
Paragraph 10.20 to 10.24, addressing the vulnerabilities and
findings in a IT Health Check report

“Risk Management
Approval
Statement”

the statement issued by the Buyer under Paragraph 15.2 following
the Buyer-led Assurance of the Supplier Information Management
System;

“Secure
Development
Guidance”

means the Supplier’s secure coding policy required under its
ISO27001 Relevant Certification;

“Security
Management Plan”

means the document prepared in accordance with the
requirements of Paragraph 13 and in the format, and containing the
information, specified in Annex 2.

“Security
Requirements”

mean the security requirements in Annex 1 to this Security
Schedule 

“Security
Requirements for
Development”

means the security requirement Annex 2 to this Security Schedule 

"Security Test" means:

(a) an Buyer Security Test;

(b) an IT Health Check; or

(c) a Supplier Security Test.
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"Security Working
Group"

means the Board established under Paragraph 8 or Call Off Special
Schedule 8 (Call Off Contract Management), as applicable;

“SIMS
Sub-contractor”

means a Sub-contractor designated by the Buyer that provides or
operates the whole, or a substantial part, of the Supplier
Information Management System;

“Sites” means any premises (including the Buyer Premises, the Supplier’s
premises or third-party premises):

(a) from, to or at which:

(i) the Services are (or are to be)
provided; or

(ii) the Supplier manages, organises
or otherwise directs the provision
or the use of the Services; or

(b) where:

(i) any part of the Supplier System is
situated; or

(ii) any physical interface with the
Buyer System takes place;

“SMP
Sub-contractor”

means a Sub-contractor with significant market power, such that:

(c) they will not contract other than on their own
contractual terms; and

(d) either:

(i) there are no other substitutable
suppliers of the particular services
other than SMP Sub-contractors;
or

(ii) the Sub-contractor concerned has
an effective monopoly on the
provision of the Services.

“Statement of
Information Risk
Appetite”

means the statement provided by the Buyer under Paragraph 7.1
setting out the nature and level of risk that the Supplier accepts
from the operation of the Supplier Information Management
System.

“Sub-contractor” as defined in Schedule 1 (Definitions) and includes, for the
purposes of this Security Schedule , any individual or entity that:

(a) forms part of the supply chain of the Supplier;
and

(b) has access to, hosts, or performs any
operation on or in respect of the Supplier
Information Management System, the
Development Environment, the Code and the
Buyer Data;

“Sub-contractor
Personnel”

means:

(c) any individual engaged, directly or indirectly, or
employed, by any Sub-contractor; and
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(d) engaged in or likely to be engaged in:

(i) the performance or management
of the Services;

(ii) or the provision of facilities or
services that are necessary for the
provision of the Services.

"Sub-contractors’
Systems"

means the information and communications technology system
used by a Sub-contractor in implementing and performing the
Services, including:

(a) the Software;

(b) the Supplier Equipment;

(c) configuration and management utilities;

(d) calibration and testing tools;

(e) and related cabling; but

does not include the Buyer System;

"Supplier
Information
Management
System"

means

(a) the Supplier System;

(b) the Sites;

(c) any part of the Buyer System the Supplier or
any Sub-contractor will use to Process Buyer
Data, or provide the Services; and

(d) the associated information management
system, including all relevant:

(i) organisational structure diagrams,

(ii) controls,

(iii) policies,

(iv) practices,

(v) procedures,

(vi) processes; and

(vii) resources;

“Supplier
Personnel”

means Supplier Staff as defined in Schedule 1 (Definitions);

“Supplier System” means the information and communications technology system
used by the Supplier in performing the Services including software
(but excluding the Authority System);

“Support
Location”

means a place or facility where or from which individuals may
access or Process the Code or the Buyer Data;
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“Support Register” means the register of all hardware and software used to provide the
Services produced and maintained in accordance with paragraph 4
of the Security Requirements.

“Third-party
Software Module”

means any module, library or framework that:

(a) is not produced by the Supplier or a
Sub-contractor as part of the Development
Activity; and

(b) either:

(i) forms, or will form, part of the
Code; or

(ii) is, or will be, accessed by the
Developed System during its
operation.

“Third-party Tool” means any activity conducted other than by the Supplier during
which the Code or the Buyer Data is accessed, analysed or
modified or some form of operation is performed on it;

“UKAS” means the United Kingdom Accreditation Service;

"Wider Information
Management
System”

means

(e) any:

(i) information assets,

(ii) IT systems,

(iii) IT services; or Sites

that:

(f) the Supplier or any Sub-contractor will use to:

(i) Process, or support the
Processing of, Buyer Data; or

(ii) provide, or support the provision
of, the Services; or

(g) any IT systems controlled or operated by the
Supplier or any Sub-contractor that interface
such;

together with the associated information management
system, including all relevant:

(i) organisational structure diagrams,

(ii) controls,

(iii) policies,

(iv) practices,

(v) procedures,

(vi) processes; and

(vii) resources.
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3 Introduction

3.1 This Security Schedule  sets out:

(a) the Buyer’s decision on where the Supplier may:

(i) store, access or process Buyer Data;

(ii) undertake the Development Activity;

(iii) host the Development Environment; and

(iv) locate Support Locations,

(in Paragraph 1)

(b) the principles of security that apply to this Contract (in Paragraph 4);

(c) the requirement to obtain a Risk Management Approval Statement (in Paragraphs 6
and 15;

(d) the annual confirmation of compliance to be provided by the Supplier (in
Paragraph 7);

(e) the governance arrangements for security matters, where these are not otherwise
specified in Call Off Special Schedule 8 (Call Off Contract Management) (in
Paragraph 8);

(f) access to personnel (in Paragraph 9);

(g) obligations in relation to Sub-contractors (in Paragraph 10);

(h) the responsibility of the Buyer to determine the Supplier Information Management
System that will be subject to Buyer-led Assurance (in Paragraph 11);

(i) the Certification Requirements (in Paragraph 12);

(j) the development, monitoring and updating of the Security Management Plan by the
Supplier (in Paragraphs 13, 14 and 15);

(k) the granting by the Buyer of approval for the Supplier to commence:

(i) the provision of Services; and/or

(ii) Processing Buyer Data (in Paragraph 6);

(l) the management of changes to the Supplier Information Management System (in
Paragraph 16); and

(m) the Buyer’s additional remedies for breach of this Security Schedule  ), including:

(i) the requirement for Remediation Action Plans (in Paragraph 17);

(ii) the appointment of Independent Security Advisers (in Paragraph 18); and

(iii) the withholding of Charges by the Buyer (in Paragraph 19).
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4 Principles of security

4.1 The Supplier acknowledges that the Buyer places great emphasis on the confidentiality,
integrity and availability of the Buyer Data and, consequently, on the security of:

(a) the Buyer System;

(b) the Supplier System;

(c) the Sites;

(d) the Services; and

(e) the Supplier Information Management System.

4.2 The Parties shall share information and act in a co-operative manner at all times to further the
principles of security in Paragraph 4.1.

5 Security requirements

5.1 The Supplier must, unless otherwise agreed in writing with the Buyer:

(a) comply with the Security Requirements; and

(b) subject to Paragraph 5.2, ensure that Sub-contractors comply with the Security
Requirements.

5.2 Where a Sub-contractor is a SMP Sub-contractor, the Supplier shall:

(a) use best endeavours to ensure that the SMP Sub-contractor complies with the
Security Requirements;

(b) document the differences between Security Requirements the obligations that the
SMP Sub-contractor is prepared to accept in sufficient detail to allow the Buyer to
form an informed view of the risks concerned;

(c) take such steps as the Buyer may require to mitigate those risks.

5.3 Where the Supplier or any Sub-contractor undertakes Development Activity the Supplier must
(where applicable) comply, and ensure that any applicable Sub-contractor complies, with the
Security Requirements for Development.

6 Buyer to proceed

6.1 Notwithstanding anything in this Contract, the Supplier may not:

(a) commence the provision of any Services; or

(b) Process any Buyer Data using the Supplier Information Management System,

unless:

(c) the Supplier has, and ensured that Sub-contractors have, obtained the Relevant
Certifications under Paragraph 12;

(d) the Supplier has completed an IT Health Check in accordance with paragraph 10 of
the Security Requirements; and
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(e) the Buyer has provided a Risk Management Approval Statement under
Paragraph 13.

7 Supplier confirmation

7.1 The Supplier must, no later than the last day of each Contract Year, provide to the Buyer a
letter from its Chief Executive Officer (or equivalent officer) confirming that, having made due
and careful enquiry:

(a) the Supplier has in the previous year carried out all tests and has in place all
procedures required in relation to security matters required by this Contract;

(b) subject to Paragraph 7.2:

(i) it has fully complied with all requirements of this Security Schedule  ; and

(ii) all Sub-contractors have complied with the requirements of this Security
Schedule  with which the Supplier is required to ensure they comply;

(c) the Supplier considers that its security and risk mitigation procedures remain
effective.

7.2 Where the Buyer has, in respect of the period covered by the confirmation provided under
Paragraph 7.1 agreed in writing that the Supplier need not, or need only partially, comply
within any requirement of this Security Schedule :

(a) the confirmation must include details of the Buyer’s agreement; and

(b) confirm that the Supplier has fully complied with that modified requirement.

7.3 The Supplier must:

(a) keep and maintain a register setting out all agreements referred to in Paragraph 7.2;
and

(b) provide a copy of that register to the Buyer on request.

8 Governance

8.1 This Paragraph 8 applies where a Security Working Group, or other board under this Call-Off
Contract with a similar remit, is not provided for otherwise in this Contract.

8.2 The Buyer must establish a Security Working Group on which both the Buyer and the
Supplier are represented.

8.3 The notice or other document establishing the Security Working Group must set out:

(a) the Buyer members;

(b) the Supplier members;

(c) the chairperson of the Security Working Group;

(d) the date of the first meeting;

(e) the frequency of meetings; and
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(f) the location of meetings

8.4 The Security Working Group has oversight of all matters relating to the security of the Buyer
Data and the Supplier Information Management System.

8.5 The Security Working Group meets:

(a) once every Contract Year following the review of the Security Management Plan by
the Supplier under Paragraph 14 and before the Buyer has completed its review of
the updated Security Management Plan under Paragraph 15; and

(b) additionally when required by the Buyer.

8.6 The Supplier must ensure that the Supplier Personnel attending each meeting of the Security
Working Group:

(a) have sufficient knowledge and experience to contribute to the discussion of the
matters on the agenda for the meeting;

(b) are authorised to make decisions that are binding on the Supplier in respect of those
matters, including any decisions that require expenditure or investment by the
Supplier; and

(c) where relevant to the matters on the agenda for the meeting, include representatives
of relevant Sub-contractors.

8.7 Any decisions, recommendations or advice of the Security Working Group:

(a) are not binding on the Supplier; and

(b) do not limit or modify the Supplier’s responsibilities under this Security Schedule 

8.8 Appendix 3 applies to the Security Working Group.

9 Personnel

9.1 The Supplier must ensure that at all times it maintains within the Supplier Personnel sufficient
numbers of qualified, skilled security professionals to ensure the Supplier complies with the
requirements of this Security Schedule.

9.2 To facilitate:

(a) the Buyer’s oversight of the Supplier Information Management System; and

(b) the Supplier's design, implementation, operation, management and continual
improvement of the Security Management Plan and the security of the Services and
Information Management System and otherwise,

at reasonable times and on reasonable notice:

(c) the Supplier shall provide access to the Supplier Personnel responsible for
information assurance; and

(d) the Buyer shall provide access to its personnel responsible for information assurance.
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10 Sub-contractors

SIMS Sub-contractor

10.1 Notwithstanding anything else in this Contract but subject to Paragraph , a SIMS
Sub-contractor shall be treated for all purposes as a Key Sub-contractor.

10.2 In addition to the obligations imposed by this Contract on Key Sub-contractors, the Supplier
must ensure that the Key Subcontract with each SIMS Sub-contractor:

(a) contains obligations no less onerous on the Key Sub-contractor than those imposed
on the Supplier under this Security Schedule  ; and

(b) provides for the Buyer to perform Buyer-led Assurance of any part of the Supplier
Information Management System that the SIMS Sub-contractor provides or operates
that is not otherwise subject to Buyer-led Assurance under this Security Schedule ).

10.3 Where a SIMS Sub-contractor is also a SMP Sub-contractor, the Supplier shall:

(a) use best endeavours to ensure that the SMP Sub-contractor complies with the
requirements of this Contract relating to Key Sub-contractors;

(b) document the differences between the Key Sub-contractor obligations imposed by
this Contract and the Key Sub-contractor obligations that the SMP Sub-contractor is
prepared to accept in sufficient detail to allow the Buyer to form an informed view of
the risks concerned;

(c) take such steps as the Buyer may require to mitigate those risks.

Sub-contractors

10.4 Unless otherwise set out in the table in Appendix 4 (Sub-contractor Security Requirements
and Security Requirements for Development), the Supplier must ensure that Sub-contractors
comply with all Security Requirements and Security Requirements for Development that apply
to the activities that the Sub-contractor performs under its Sub-contract with the Supplier.

10.5 The Supplier must, before entering into a binding Sub-contract with any Sub-contractor:

(a) undertake sufficient due diligence of the proposed Sub-contractor to provide
reasonable assurance that the proposed Sub-contractor can perform the obligations
that this Schedule requires the Supplier ensure that the proposed Sub-contractor
performs;

(b) keeps adequate records of the due diligence it has undertaken in respect of the
proposed Sub-contractors; and

(c) provides those records to the Buyer on request.

11 Supplier Information Management System

11.1 The Supplier must determine:

(a) the scope and component parts of the Supplier Information Management System;
and

(b) the boundary between the Supplier Information Management System and the Wider
Information Management System.
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11.2 Before making the determination under Paragraph 11.1, the Supplier must consult with the
Buyer and in doing so must provide the Buyer with such documentation and information that
the Buyer may require regarding the Wider Information Management System.

11.3 The Supplier shall reproduce its determination under Paragraph 11.1 as a diagram
documenting the components and systems forming part of the Information Management
System and the boundary between the Supplier Information Management System and the
Wider Information Management System.

11.4 The diagram prepared under Paragraph 11.3 forms part of the Security Management Plan.

11.5 Any proposed change to:

(a) the component parts of the Supplier Information Management System; or

(b) the boundary between the Supplier Information Management System and the Wider
Information Management System,

is:

(a) an Operational Change to which the Change Control Procedure applies;

(b) requires approval by the Buyer under Paragraph 16; and

(c) the Buyer may require the appointment of an Independent Security Adviser to advise
on the proposed change.

12 Certification Requirements

12.1 The Supplier shall ensure that, unless otherwise agreed by the Buyer, both:

(a) it; and

(b) any Sub-contractor,

are certified as compliant with the Relevant Certifications, that is to say:

(c) in the case of the Supplier, any SIMS Sub-contractor and any Sub-contractor that
Processes Buyer Data:

(i) ISO/IEC 27001:2013 by a UKAS-approved certification body in respect of the
Supplier Information Management System, or the Supplier Information
Management System is included within the scope of a wider certification of
compliance with ISO/IEC 27001:2013; and

(ii) Cyber Essentials Plus; and

(d) for all other Sub-contractors, Cyber Essentials Plus.

12.2 Unless otherwise agreed by the Buyer, before it begins to provide the Services, the Supplier
must provide the Buyer with a copy of:

(a) the Relevant Certifications for it and any Sub-contractor; and

(b) the relevant scope and statement of applicability required under the ISO/IEC
27001:2013 Relevant Certifications.
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12.3 The Supplier must ensure that at the time it begins to provide the Services, the Relevant
Certifications for it and any Sub-contractor are:

(a) currently in effect;

(b) cover at least the full scope of the Supplier Information Management System; and

(c) are not subject to any condition that may impact the provision of the Services or the
Development Activity,

(the “Certification Requirements”).

12.4 The Supplier must notify the Buyer promptly, and in any event within 3 Working Days, after
becoming aware that, in respect of it or any Sub-contractor:

(a) a Relevant Certification has been revoked or cancelled by the body that awarded it;

(b) a Relevant Certification expired and has not been renewed by the Supplier;

(c) a Relevant Certification no longer applies to the full scope of the Supplier Information
Management System; or

(d) the body that awarded a Relevant Certification has made it subject to conditions, the
compliance with which may impact the provision of the Services (each a
“Certification Default”)

12.5 Where the Supplier has notified the Buyer of a Certification Default under Paragraph 12.4:

(a) the Supplier must, within 10 Working Days of the date in which the Supplier provided
notice under Paragraph 12.4 (or such other period as the Parties may agree) provide
a draft plan (a “Certification Rectification Plan”) to the Buyer setting out:

(i) full details of the Certification Default, including a root cause analysis;

(ii) the actual and anticipated effects of the Certification Default;

(iii) the steps the Supplier and any Sub-contractor to which the Certification
Default relates will take to remedy the Certification Default;

(b) the Buyer must notify the Supplier as soon as reasonably practicable whether it
accepts or rejects the Certification Rectification Plan;

(c) if the Buyer rejects the Certification Rectification Plan, the Supplier must within
5 Working Days of the date of the rejection submit a revised Certification Rectification
Plan and Paragraph 12.5(b) will apply to the re-submitted plan;

(d) the rejection by the Buyer of a revised Certification Rectification Plan is a material
Default of this Contract;

(e) if the Buyer accepts the Certification Rectification Plan, the Supplier must start work
immediately on the plan.

13 Security Management Plan

Purpose of Security Management Plan

13.1 The Buyer may, at any time, provide the Supplier with a Statement of Risk Appetite.
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13.2 The Supplier must document in the Security Management Plan how the Supplier and its
Sub-contractors will:

(a) comply with the requirements set out in this Security Schedule  and the Contract in
order to ensure the security of the Buyer Data and the Supplier Information
Management System; and

(b) ensure that the operation of the Supplier Information Management System and the
provision of the Services does not give risk to any information security risks greater
than those set out in that Statement of Information Risk Appetite (where one has
been provided).

13.3 The Supplier must ensure that:

(a) the Security Management Plan accurately represents the Supplier Information
Management System;

(b) the Supplier Information Management System will meet the requirements of this
Security Schedule and the Statement of Risk Appetite (where one has been
provided); and

(c) the residual risks of the Supplier Information Management System are no greater
than those provided for in the Statement of Risk Appetite (where one has been
provided).

Preparation of Security Management Plan

13.4 The Supplier must prepare and submit the Security Management Plan to the Buyer:

(a) by the date specified in the Detailed Implementation Plan; or

(b) if no such date is specified, in sufficient time to allow for the Buyer to review and
approve the Security Management Plan before the first Operational Service
Commencement Date.

13.5 If Paragraph 13.4(b) applies, and any delay resulting from the Buyer’s review and approval of
the Security Management Plan causes or contributes to Supplier Non-Performance under
Clause 32.1, that delay is not a Buyer Cause and the Supplier shall not be entitled to any
relief or compensation under Clause 32.

Contents of Security Management Plan

13.6 The Security Management Plan must use the template in Appendix 5 and must include:

(a) a formal risk assessment of, and a risk treatment plan for, the Supplier Information
Management System;

(b) a completed ISO/IEC 27001:2013 statement of applicability for the Supplier
Information Management System;

(c) the process for managing any security risks from Sub-contractors and third parties
with access to the Services, the Supplier Information Management System or the
Buyer Data;

(d) unless such requirement is waived by the Buyer, the controls the Supplier will
implement in respect of the Services and all processes associated with the delivery of
the Services, including:

(i) the Buyer Premises;
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(ii) the Sites;

(iii) the Supplier System;

(iv) the Buyer System (to the extent that it is under the control of the Supplier);
and

(v) any IT, Information and data (including the Confidential Information of the
Buyer and the Buyer Data) to the extent used by the Buyer or the Supplier:

(A) in connection with this Contract or

(B) in connection with any system that could directly or indirectly have an
impact on that Information, data and/or the Services;

(e) evidence that the Supplier and each applicable Sub-contractor is compliant with the
Certification Requirements; and

(f) the diagram documenting the Supplier Information Management System, the Wider
Information Management System and the boundary between them (created under
Paragraph 11).

(g) an assessment of the Supplier Information Management System against the
requirements of this Security Schedule , including the Security Requirements and the
Security Requirements for Development (where applicable);

(h) the process the Supplier will implement immediately after it becomes aware of a
Breach of Security to restore normal operations as quickly as possible, minimising
any adverse impact on the Buyer Data, the Buyer, the Services and/or users of the
Services; and

(i) the following information, so far as is applicable, in respect of each Sub-contractor:

(i) the Sub-contractor’s:

(A) legal name;

(B) trading name (if any); and

(C) registration details (where the Sub-contractor is not an individual);

(ii) the Relevant Certifications held by the Sub-contractor;

(iii) the Sites used by the Sub-contractor;

(iv) the Services provided, or contributed to, by the Sub-contractor;

(v) the access the Sub-contractor has to the Supplier Information Management
System;

(vi) the Buyer Data Processed by the Sub-contractor;

(vii) the Processing that the Sub-contractor will undertake in respect of the Buyer
Data; and

(viii) the measures the Sub-contractor has in place to comply with the
requirements of this Security Schedule );
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(j) the Register of Support Locations and Third Party Tools;

(k) the Modules Register;

(l) the Support Register; and

(m) details of the protective monitoring that the Supplier will undertake in accordance with
paragraph 12 of the Security Requirements, including:

(i) the additional audit and monitoring the Supplier will undertake of the Supplier
Information Management System; and

(ii) the retention periods for audit records and event logs.

14 Monitoring and updating Security Management Plan

Updating Security Management Plan

14.1 The Supplier shall regularly review and update the Security Management Plan, and provide
such to the Buyer, at least once each year and as required by this Paragraph.

Monitoring

14.2 The Supplier, where it plans to undertake, or after becoming aware of, any of the following:

(a) a significant change to the components or architecture of the Supplier Information
Management System;

(b) a significant change in the boundary between the Supplier Information Management
System and the Wider Information Management System;

(c) a significant change in the operation of the Supplier Information Management
System;

(d) the replacement of an existing, or the appointment of a new:

(i) SIMS Sub-contractor; or

(ii) Sub-contractor that Processes Buyer Data;

(e) a significant change in the quantity of Personal Data held within the Service; and/or

(f) where the Supplier has previously Processed Buyer Data that is Personal Data, not
including Special Category Personal Data, it proposes to start to Process Buyer Data
that is Special Category Personal Data under this Contract;

must:

(g) within 2 Working Days notify the Buyer; and

(h) within 10 Working Days, or such other timescale as may be agreed with the Buyer,
update the Security Management Plan and provide the Buyer with a copy that
document for review and approval.

14.3 Paragraph 14.2 applies in addition to, and not in substitution of, the Parties’ obligations to
comply with the Change Control Procedure for any Contract Change or Operational Change.
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14.4 Any proposed change under Paragraph 14.2(a), 14.2(b) or 14.2(f) is a Contract Change to
which the Change Control Procedure applies.

15 Review and approval of Security Management Plan

15.1 Where the Supplier has prepared or updated the Security Management Plan the Buyer may
review the plan and to do so may request such further information as the Buyer considers
necessary or desirable.

15.2 At the conclusion of that review, it may issue to the Supplier:

(a) where satisfied that the:

(i) identified risks to the Supplier Information Management System are
adequately and appropriately addressed; and

(ii) that the residual risks are:

(A) either:

(1) where the Buyer has provided a Statement of Information
Risk Appetite, reduced to the level anticipated by that
statement; or

(2) where the Buyer has not provided a Statement of Information
Risk Appetite, reduced to an acceptable level;

(B) understood and accepted by the Buyer; and

(C) recorded in the Residual Risk Statement;

a Risk Management Approval Statement; or

(b) where the Buyer considers that:

(i) the identified risks to the Supplier Information Management System have not
been adequately or appropriately addressed; or

(ii) the residual risks to the Supplier Information Management System have not
been reduced:

(A) where the Buyer has Provided a Statement of Information Risk
Appetite, to the level anticipated by that statement; or

(B) where the Buyer has not Provided a Statement of Information Risk
Appetite, to an acceptable level,

a Risk Management Rejection Notice, with the reasons for its decision.

16 Changes to the Supplier Information Management System

16.1 Notwithstanding anything in this Contract, the Supplier must obtain the approval of the Buyer
before making any of the following changes to the Supplier Information Management
System:

(a) a significant change in the systems or components making up the Supplier
Information Management System;

38



(b) a significant change in the operation or management of the Supplier
Information Management System; or

(c) the appointment of a new, or the replacement of an existing:

(i) SIMS Sub-contractor; or

(ii) Sub-contractor that Processes Buyer Data.

16.2 In seeking the Buyer’s approval to a proposed changes to the Supplier Information
Management System, the Supplier must:

(a) prepare a proposal for the Buyer setting out:

(i) details of the proposed changes to the Supplier Information Management
System;

(ii) an assessment of the security implications of the proposed change;

(iii) a risk assessment of the proposed change;

(b) provide that paper to the Buyer no later than 30 Working Days before the date on
which the Supplier proposes to implement those changes.

16.3 The Buyer:

(a) may request such further information as the Buyer considers necessary or desirable;

(b) must provide its decision within 20 Working Days of the later of:

(i) the date on which it receives the proposal; or

(ii) the date on which it receives any requested further information;

(c) must not:

(i) unreasonably refuse any proposal by the Supplier; and

(ii) must not make any approval subject to unreasonable conditions.

16.4 If the Buyer does not provide a decision within the period specified in Paragraph 16.3(b), the
proposal shall be deemed to have been accepted.

Implementation of changes

16.5 Where the Supplier implements a necessary change to the Supplier Information Management
System to address a security related risk or vulnerability, the Supplier shall effect such change
at its own cost and expense.

16.6 If the Supplier does not implement a necessary change to the Supplier Information
Management System to address a security related risk or vulnerability:

(a) that failure is a material Default; and

(b) the Supplier shall:

(i) immediately cease using the Supplier Information Management System to
Process Buyer Data either:
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(A) until the Default is remedied, or

(B) unless directed otherwise by the Buyer in writing and then only in
accordance with the Buyer's written directions; and

(ii) where such material Default is capable of remedy, remedy such material
Default within the timescales set by the Buyer (considering the security risks
the material Default presents to the Services and/or the Supplier Information
Management System).

17 Remediation Action Plan

Preparation of Remediation Action Plan

17.1 Where:

(a) the Buyer issues a Risk Management Rejection Notice; or

(b) the Supplier receives a Security Test report identifies vulnerabilities in, or makes
findings in respect of, the Supplier Information Management System,

the Supplier must within 20 Working Days of receiving the notice or report, as
applicable, prepare a plan addressing the matters raised in the notice or report, as applicable
(a “Remediation Action Plan”).

17.2 The Remediation Action Plan must, in respect of each matter raised by Risk Management
Rejection notice or the Security Test report:

(a) how the matter will be remedied;

(b) the date by which the matter will be remedied; and

(c) the tests that the Supplier proposes to perform to confirm that the matter has been
remedied.

Consideration of Remediation Action Plan

17.3 The Supplier must

(a) provide the Buyer with a copy of any Remediation Action Plan it prepares; and

(b) have regarded to any comments the Buyer provides in the Remediation Action Plan.

Implementing an approved Remediation Action Plan

17.4 In implementing the Remediation Action Plan, the Supplier must conduct such further tests on
the Supplier Information Management System as are required by the Remediation Action
Plan to confirm that the Remediation Action Plan has fully and correctly implemented.

17.5 If any such testing identifies a new risk, new threat, vulnerability or exploitation technique with
the potential to affect the security of the Supplier Information Management System, the
Supplier shall within 2 Working Days of becoming aware of such risk, threat, vulnerability or
exploitation technique:

(a) provide the Buyer with a full, unedited and unredacted copy of the test report;

(b) implement interim mitigation measures to vulnerabilities in the Information System
known to be exploitable where a security patch is not immediately available;
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(c) as far as practicable, remove or disable any extraneous interfaces, services or
capabilities not needed for the provision of the Services within the timescales set out
in the test report or such other timescales as may be agreed with the Buyer.

18 Independent Security Adviser

18.1 The Buyer may require the appointment of an Independent Security Adviser where:

(a) there is a proposed change to the Supplier Information Management System (see
Paragraph 11.5);

(b) the Buyer issues two or more Risk Management Rejection Notices (see
Paragraph 15.2(b)); or

(c) a Security Test (see paragraph 10 of the Security Requirements) report identifies
more than 10 vulnerabilities classified as either critical or high; or

18.2 Where the Buyer requires the appointment of an Independent Security Adviser the
Independent Security Adviser shall be:

(a) a person selected by the Supplier and approved by the Buyer; or

(b) where

(i) the Buyer does not approve the persons selected by the Supplier; or

(ii) the Supplier does not select any person within 10 Working Days of the date
of the notice requiring the Independent Security Adviser’s appointment,

a person selected by the Buyer.

18.3 The terms of the Independent Security Adviser’s appointment shall require that person to:

(a) undertake a detailed review, including a full root cause analysis where the
Independent Security Adviser considers it appropriate to do so, of the circumstances
that led to that person’s appointment; and

(b) provide advice and recommendations on:

(i) steps the Supplier can reasonably take to improvement the security of the
Supplier Information Management System; and

(ii) where relevant, how the Supplier may mitigate the effects of, and remedy,
those and to avoid the occurrence of similar circumstances to those leading
to the appointment of the Independent Security Adviser in the future.

18.4 The Supplier must permit, and must ensure that relevant Sub-contractors permit, the
Independent Security Adviser to:

(a) observe the conduct of and work alongside the Supplier Personnel to the extent that
the Independent Security Adviser considers reasonable and proportionate having
regard to reason for their appointment;

(b) gather any information the Independent Security Adviser considers relevant in the
furtherance their appointment;
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(c) write reports and provide information to the Buyer in connection with the steps being
taken by the Supplier to remedy the matters leading to the Independent Security
Adviser’s appointment;

(d) make recommendations to the Buyer and/or the Supplier as to how the matters
leading to their appointment might be mitigated or avoided in the future; and/or

(e) take any other steps that the Buyer and/or the Independent Security Adviser
reasonably considers necessary or expedient in order to mitigate or rectify matters
leading to the Independent Security Adviser’s appointment.

18.5 The Supplier must, and ensure that relevant Sub-contractors:

(a) where relevant, work alongside, provide information to, co-operate in good faith with
and adopt any reasonable methodology in providing the Services recommended by
the Independent Security Adviser in order to mitigate or rectify any of the
vulnerabilities that led to the appointment of the Independent Security Adviser;

(b) ensure that the Independent Security Adviser has all the access it may require in
order to carry out its objective, including access to the Assets;

(c) submit to such monitoring as the Buyer and/or the Independent Security Adviser
considers reasonable and proportionate in respect of the matters giving rise to their
appointment;

(d) implement any recommendations (including additional security measures and/or
controls) made by the Independent Security Adviser that have been approved by the
Buyer within the timescales given by the Independent Security Adviser; and

(e) not terminate the appointment of the Independent Security Adviser without the prior
consent of the Buyer (unless such consent has been unreasonably withheld).

18.6 The Supplier shall be responsible for:

(a) the costs of appointing, and the fees charged by, the Independent Security Adviser;
and

(b) its own costs in connection with any action required by the Buyer and/or the
Independent Security Adviser.

If the Supplier or any relevant Sub-contractor:

(c) fails to perform any of the steps required by the Buyer in the notice appointing the
Independent Security Adviser; and/or

(d) is in Default of any of its obligations under this Paragraph 18,

this is a material Default that is capable of remedy.

19 Withholding of Charges

19.1 The Buyer may withhold some or all of the Charges in accordance with the provisions of this
Paragraph 19 where:

(a) the Supplier is in material Default of any of its obligations under this Security
Schedule ; or
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(b) any of the following matters occurs (where those matters arise from a Default by the
Supplier of its obligations under this Security Schedule ):

(i) the Buyer is entitled to terminate the Contract for material Default on any of
the grounds set out in Clause 35.2.1 (a) to (e) inclusive; or

(ii) the Supplier commits a material Default that is capable of remedy and the
Buyer is entitled to step-in pursuant to Clause 31.13(b) or (c).

19.2 The Buyer may withhold an amount of the Charges that it considers sufficient, in its sole
discretion, to incentivise the Supplier to perform the obligations it has Defaulted upon.

Before withholding any Charges under Paragraph 19.1 the Buyer must

(a) provide written notice to the Supplier setting out:

(i) the Default in respect of which the Buyer has decided to withhold some or all
of the Charges;

(ii) the amount of the Charges that the Buyer will withhold;

(iii) the steps the Supplier must take to remedy the Default;

(iv) the date by which the Supplier must remedy the Default;

(v) the invoice in respect of which the Buyer will withhold the Charges; and

(b) consider any representations that the Supplier may make concerning the Buyer’s
decision.

19.3 Where the Supplier does not remedy the Default by the date specified in the notice given
under Paragraph 19.3(a), the Buyer may retain the withheld amount.

The Supplier acknowledges:

(a) the legitimate interest that the Buyer has in ensuring the security of the Supplier
Information Management System and the Buyer Data and, as a consequence, the
performance by the Supplier of its obligations under this Security Schedule ; and

(b) that any Charges that are retained by the Buyer are not out of all proportion to the
Buyer’s legitimate interest, even where:

(i) the Buyer has not suffered any Losses as a result of the Supplier’s Default; or

(ii) the value of the Losses suffered by the Buyer as a result of the Supplier’s
Default is lower than the amount of the Charges retained

19.4 The Buyer’s right to withhold or retain any amount under this Paragraph 19 are in addition to
any other rights that the Buyer may have under this Contract or in Law, including any right to claim
damages for Losses it suffers arising from the Default.

20 Access to Buyer System

Where the Supplier, a Sub-contractor or any of the Supplier Personnel is granted access to
the Buyer System or to the Buyer Equipment, it must comply with and ensure that all such
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Sub-contractors and Supplier Personnel comply with, all rules, policies and guidance provided to it
and as updated from time to time concerning the Buyer System or the Buyer Equipment.

44



Appendix 1 Security Requirements

1. Location

Location for Relevant Activities

1.1 Unless otherwise agreed with the Buyer, the Supplier must, and ensure that its
Sub-contractors, at all times:

(a) store, access or process Buyer Data;

(b) undertake the Development Activity; and

(c) host the Development Environment,

(together, the “Relevant Activities”)

only in or from the geographic areas permitted by the Buyer in Paragraph 1.

1.2 Where the Buyer has permitted the Supplier and its Sub-contractors to perform the Relevant
Activities outside the United Kingdom or European Economic Area, the Supplier must, and
must ensure that its Sub-contractors undertake the Relevant Activities in a facility operated by
an entity where:

(a) the entity has entered into a binding Contract with the Supplier or Sub-contractor (as
applicable);

(b) that binding Contract includes obligations on the entity in relation to security
management equivalent to those imposed on Sub-contractors in this Security
Schedule ;

(c) the Supplier or Sub-contractor has taken reasonable steps to assure itself that the
entity complies with the binding Contract;

(d) the Supplier has provided the Buyer with such information as the Buyer requires
concerning:

(i) the entity;

(ii) the arrangements with the entity; and

(iii) the entity’s compliance with the binding Contract; and

(e) the Buyer has not given the Supplier a Prohibition Notice under paragraph 1.8.

1.3 Where the Supplier cannot comply with one or more of the requirements of paragraph 1.2:

(a) it must provide the Buyer with such information as the Buyer requests concerning:

(i) the security controls in places at the relevant location or locations; and

(ii) where certain security controls are not, or only partially, implemented the
reasons for this;
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(b) the Buyer may grant approval to use that location or those locations, and that
approval may include conditions; and

(c) if the Buyer does not grant permission to use that location or those locations, the
Supplier must, within such period as the Buyer may specify:

(i) cease to store, access or process Buyer Data at that location or those
locations;

(ii) sanitise, in accordance with instructions from the Buyer, such equipment
within the information and communications technology system used to store,
access or process Buyer Data at that location, or those locations, as the
Buyer may specify.

Support Locations

1.4 The Supplier must ensure that all Support Locations are located only in the geographic areas
permitted by the Buyer.

1.5 Where the Buyer has permitted the Supplier and its Sub-contractors to operate Support
Locations outside the United Kingdom or European Economic Area, the Supplier must, and
must ensure that its Sub-contractors operate the Support Locations in a facility operated by
an entity where

(a) the entity has entered into a binding Contract with the Supplier or Sub-contractor (as
applicable);

(b) the binding Contract includes obligations in relations to security management at least
as onerous as those imposed on any Sub-contractor by this Security Schedule  ;

(c) the Supplier or Sub-contractor has taken reasonable steps to assure itself that the
entity complies with the binding Contract;

(d) the Supplier has provided the Buyer with such information as the Buyer requires
concerning:

(i) the entity;

(ii) the arrangements with the entity; and

(iii) the entity’s compliance with the binding Contract; and

(iv) the Buyer has not given the Supplier a Prohibition Notice under
paragraph 1.8.

Third-party Tools

1.6 The Supplier must use, and ensure that Sub-contractors use, only those Third-party Tools
included in the Register of Support Locations and Third-party Tools.

1.7 The Supplier must not, and must not allow Sub-contractors to, use:

1.7.1 a Third-party Tool other than for the activity specified for that Third-party Tool in
the Register of Support Locations and Third-party Tools; or

1.7.2 a new Third-party Tool, or replace an existing Third-party Tool, without the
permission of the Buyer.
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Prohibited Activities

1.8 The Buyer may by notice in writing at any time give notice to the Supplier that it and its
Sub-contractors must not undertake or permit to be undertaken some or all of the Relevant
Activities or operate Support Locations (a “Prohibited Activity”).

1.8.1 in any particular country or group of countries;

1.8.2 in or using facilities operated by any particular entity or group of entities; or

1.8.3 in or using any particular facility or group of facilities, whether operated by the
Supplier, a Sub-contractor or a third-party entity,

(a “Prohibition Notice”).

1.9 Where the Supplier or Sub-contractor, on the date of the Prohibition Notice undertakes any
Relevant Activities or operates any Support Locations affected by the notice, the Supplier
must, and must procure that Sub-contractors, cease to undertake that Prohibited Activity
within 40 Working Days of the date of the Prohibition Notice.

1.10 Nothing in this Paragraph 1 shall affect the Parties obligations to comply with Clause 34.7.4
and the conditions set out therein shall continue to apply in addition to the requirements of
this Paragraph 1.

2. Vetting, Training and Staff Access

Vetting before performing or managing Services

2.1 The Supplier must not engage Supplier Personnel, and must ensure that Sub-contractors do
not engage Sub-contractor Personnel in:

2.1.1 Development Activity;

2.1.2 any activity that provides access to the Development Environment; or

2.1.3 any activity relating to the performance and management of the Services

unless:

2.1.4 that individual has passed the security checks listed in paragraph 2.2; or

2.1.5 the Buyer has given prior written permission for a named individual to perform a
specific role.

2.2 For the purposes of paragraph 2.1, the security checks are:

2.2.1 The checks required for the HMG Baseline Personnel Security Standard (BPSS)
to verify:

2.2.1.1 the individual’s identity;

2.2.1.2 where that individual will work in the United Kingdom, the individual’s
nationality and immigration status so as to demonstrate that they
have a right to work in the United Kingdom;

2.2.1.3 the individual’s previous employment history; and

2.2.1.4 that the individual has no Relevant Convictions;
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2.2.2 national security vetting clearance to the level specified by the Buyer for such
individuals or such roles as the Buyer may specify; or

2.2.3 such other checks for the Supplier Personnel of Sub-contractors as the Buyer
may specify.

Annual training

2.3 The Supplier must ensure, and ensure that Sub-contractors ensure, that all Supplier
Personnel, complete and pass security training at least once every calendar year that covers:

2.3.1 General training concerning security and data handling; and

2.3.2 Phishing, including the dangers from ransomware and other malware.

Staff access

2.4 The Supplier must ensure, and ensure that Sub-contractors ensure, that individual Supplier
Personnel can access only the Buyer Data necessary to allow individuals to perform their role
and fulfil their responsibilities in the provision of the Services.

2.5 The Supplier must ensure, and ensure that Sub-contractors ensure, that where individual
Supplier Personnel no longer require access to the Buyer Data or any part of the Buyer Data,
their access to the Buyer Data or that part of the Buyer Data is revoked immediately when
their requirement to access Buyer Data ceases.

2.6 Where requested by the Buyer, the Supplier must remove, and must ensure that
Sub-contractors remove, an individual Supplier Personnel’s access to the Buyer Data, or part
of that Buyer Data specified by the Buyer, as soon as practicable and in any event within 24
hours of the request.

Exception for certain Sub-contractors

2.7 Where the Supplier considers it cannot ensure that a Sub-contractors will undertake the
relevant security checks on any Sub-contractor Personnel, it must:

2.7.1 as soon as practicable, and in any event within 20 Working Days of becoming
aware of the issue, notify the Buyer;

2.7.2 provide such information relating to the Sub-contractor, its vetting processes and
the roles the affected Sub-contractor Personnel will perform as the Buyer
reasonably requires; and

2.7.3 comply, at the Supplier’s cost, with all directions the Buyer may provide
concerning the vetting of the affected Sub-contractor Personnel and the
management of the Sub-contractor.

3. End-user Devices

3.1 The Supplier must manage, and must ensure that all Sub-contractors manage, all End-user
Devices on which Buyer Data or Code is stored or processed in accordance the following
requirements:

3.1.1 the operating system and any applications that store, process or have access to
Buyer Data or Code must be in current support by the vendor, or the relevant
community in the case of open source operating systems or applications;

3.1.2 users must authenticate before gaining access;

48



3.1.3 all Buyer Data and Code must be encrypted using a encryption tool agreed to by
the Buyer;

3.1.4 the End-under Device must lock and require any user to re-authenticate after a
period of time that is proportionate to the risk environment, during which the
End-user Device is inactive;

3.1.5 the End-User Device must be managed in a way that allows for the application of
technical policies and controls over applications that have access to Buyer Data
and Code to ensure the security of that Buyer Data and Code;

3.1.6 the Supplier or Sub-contractor, as applicable, can, without physical access to the
End-user Device, remove or make inaccessible all Buyer Data or Code stored on
the device and prevent any user or group of users from accessing the device;

3.1.7 all End-user Devices are within the scope of any Relevant Certification.

3.2 The Supplier must comply, and ensure that all Sub-contractors comply, with the
recommendations in NCSC Device Guidance as if those recommendations were incorporated
as specific obligations under this Contract.

3.3 Where there any conflict between the requirements of this Security Schedule  and the
requirements of the NCSC Device Guidance, the requirements of this Schedule take
precedence.

4. Hardware and software support

4.1 The Supplier must ensure that all software used to provide the Services remains at all times
in full security support, including any extended or bespoke security support.

4.2 The Supplier must produce and maintain a register of all software that form the Supplier
Information Management System (the “Support Register”).

4.3 The Support Register must include in respect of each item of software:

4.3.1 the date, so far as it is known, that the item will cease to be in mainstream
security support; and

4.3.2 the Supplier’s plans to upgrade the item before it ceases to be in mainstream
security support.

4.4 The Supplier must:

4.4.1 review and update the Support Register:

4.4.1.1 within 10 Working Days of becoming aware of the date on which, or
any change to the date on which, any item of software will cease to
be in mainstream security report;

4.4.1.2 within 10 Working Days of introducing new software, or removing
existing software, from the Supplier Information Management
System; and

4.4.1.3 at least once every 12 months;

4.4.2 provide the Buyer with a copy of the Support Register:

4.4.2.1 whenever it updates the Support Register; and
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4.4.2.2 otherwise when the Buyer requests.

4.5 Where any element of the Developed System consists of COTS Software, the Supplier shall
ensure:

4.5.1 those elements are always in mainstream or extended security support from the
relevant vendor; and

4.5.2 the COTS Software is not more than one version or major release behind the
latest version of the software.

4.6 The Supplier shall ensure that all hardware used to provide the Services, whether used by the
Supplier or any Sub-contractor is, at all times, remains in mainstream vendor support, that is,
that in respect of the hardware, the vendor continues to provide:

4.6.1 regular firmware updates to the hardware; and

4.6.2 a physical repair or replacement service for the hardware.

5. Encryption

5.1 Before Processing any Buyer Data, the Supplier must agree with the Buyer the encryption
methods that it and any Sub-contractors that Process Buyer Data will use to comply with this
paragraph 5.

5.2 Where this paragraph 5 requires Buyer Data to be encrypted, the Supplier must use, and
ensure that Subcontractors use, the methods agreed by the Buyer under paragraph 5.1.

5.3 Notwithstanding anything in the specification for the Developed System or this Contract, the
Supplier must ensure that the Developed System encrypts Buyer Data:

5.3.1 when the Buyer Data is stored at any time when no operation is being performed
on it; and

5.3.2 when the Buyer Data is transmitted.

5.4 Unless paragraph 5.5 applies, the Supplier must ensure, and must ensure that all
Sub-contractors ensure, that Buyer Data is encrypted:

5.4.1 when stored at any time when no operation is being performed on it, including
when stored on any portable storage media; and

5.4.2 when transmitted.

5.5 Where the Supplier, or a Sub-contractor, cannot encrypt Buyer Data as required by
paragraph 5.4, the Supplier must:

5.5.1 immediately inform the Buyer of the subset or subsets of Buyer Data it cannot
encrypt and the circumstances in which and the reasons why it cannot do so;

5.5.2 provide details of the protective measures the Supplier or Sub-contractor (as
applicable) proposes to take to provide equivalent protection to the Buyer as
encryption;

5.5.3 provide the Buyer with such information relating to the Buyer Data concerned, the
reasons why that Buyer Data cannot be encrypted and the proposed protective
measures as the Buyer may require.

50



5.6 The Buyer, the Supplier and, where the Buyer requires, any relevant Sub-contractor shall
meet to agree appropriate protective measures for the unencrypted Buyer Data.

5.7 Where the Buyer and Supplier reach agreement, the Supplier must update the Security
Management Plan to include:

5.7.1 the subset or subsets of Buyer Data not encrypted and the circumstances in
which that will occur;

5.7.2 the protective measure that the Supplier and/or Sub-contractor will put in place in
respect of the unencrypted Buyer Data.

5.8 Where the Buyer and Supplier do not reach Contract within 40 Working Days of the date on
which the Supplier first notified the Buyer that it could not encrypt certain Buyer Data, either
party may refer the matter to be determined by an expert in accordance with the Dispute
Resolution Procedure.

6. Email

6.1 Notwithstanding anything in the specification for the Developed System or this Contract, the
Supplier must ensure that where the Developed System will provide an Email Service to the
Buyer, the Developed System:

6.1.1 supports transport layer security (“TLS”) version 1.2, or higher, for sending and
receiving emails;

6.1.2 supports TLS Reporting (“TLS-RPT”);

6.1.3 is capable of implementing:

6.1.3.1 domain-based message authentication, reporting and conformance
(“DMARC”);

6.1.3.2 sender policy framework (“SPF”); and

6.1.3.3 domain keys identified mail (“DKIM”); and

6.1.4 is capable of complying in all respects with any guidance concerning email
security as issued or updated from time to time by:

6.1.4.1 the UK Government (current version at
https://www.gov.uk/guidance/set-up-government-email-services-secu
rely; or

6.1.4.2 the NCSC (current version at
https://www.ncsc.gov.uk/collection/email-security-and-anti-spoofing).

7. DNS

Unless otherwise agreed by the Buyer, the Supplier must ensure that the Developed System
uses the UK public sector Protective DNS (“PDNS”) service to resolve internet DNS queries.

8. Malicious Software

8.1 The Supplier shall install and maintain Anti-virus Software or procure that Anti-virus Software
is installed and maintained on the Supplier Information Management System.
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8.2 The Supplier must ensure that such Anti-virus Software:

8.2.1 prevents the installation of the most common forms of Malicious Software in the
Supplier Information Management System and the Development Environment;

8.2.2 is configured to perform automatic software and definition updates;

8.2.3 provides for all updates to be the Anti-virus Software to be deployed within
10 Working Days of the update’s release by the vendor;

8.2.4 performs regular scans of the Supplier Information Management System to check
for and prevent the introduction of Malicious Software; and

8.2.5 where Malicious Software has been introduced into the Supplier Information
Management System, identifies, contains the spread of, and minimises the
impact of Malicious Software.

8.3 If Malicious Software is found, the Parties shall cooperate to reduce the effect of the Malicious
Software and, particularly if Malicious Software causes loss of operational efficiency or loss or
corruption of Buyer Data, assist each other to mitigate any Losses and to restore the Services
to their desired operating efficiency.

8.4 The Supplier must at all times, during and after the Term (up to the statutory limitation period
of 6 + 1 year after contract), on written demand indemnify the Buyer and keep the Buyer
indemnified, against all Losses incurred by, awarded against or agreed to be paid by the
Buyer arising from any Breach of Security caused by Malicious Software where the Breach of
Security arose from a failure by the Supplier, or a Sub-contractor, to comply with this
paragraph .

9. Vulnerabilities

9.1 Unless the Buyer otherwise agrees, the Supplier must ensure that it or any relevant
Sub-contractor applies security patches to any vulnerabilities in the Supplier Information
Management System no later than:

9.1.1 7 days after the public release of patches for vulnerabilities classified as “critical”;

9.1.2 30 days after the public release of patches for vulnerabilities classified as
“important”; and

9.1.3 60 days after the public release of patches for vulnerabilities classified as “other”.

9.2 The Supplier must:

9.2.1 scan the Supplier Information Management System and the Development
Environment at least once every month to identify any unpatched vulnerabilities;
and

9.2.2 if the scan identifies any unpatched vulnerabilities ensure they are patched in
accordance with paragraph 9.1.

9.3 For the purposes of this paragraph 9, the Supplier must implement a method for classifying
vulnerabilities to the Supplier Information Management System as “critical”, “important” or
“other” that is aligned to recognised vulnerability assessment systems, such as:

9.3.1.1 the National Vulnerability Database’s vulnerability security ratings; or

9.3.1.2 Microsoft’s security bulletin severity rating system.
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10. Security testing

Responsibility for security testing

10.1 The Supplier is solely responsible for:

(a) the costs of conducting any security testing required by this paragraph 10 (unless the
Buyer gives notice under paragraph 10.2); and

(b) the costs of implementing any findings, or remedying any vulnerabilities, identified in
that security testing.

Security tests by Buyer

10.2 The Buyer may, where it has significant concerns relating to the security of the Supplier
Information Management System, give notice to the Supplier that the Buyer will undertake the
Supplier Security Tests.

10.3 Where the Buyer gives notice under paragraph 10.2:

(a) the Supplier shall provide such reasonable co-operation as the Buyer requests,
including:

(i) such access to the Supplier Information Management System as the Buyer
may request; and

(ii) such technical and other information relating to the Information Management
System as the Buyer requests;

(b) the Buyer must provide a full, unedited and unredacted copy of the report relating to
the IT Health Check as soon as reasonably practicable after the Buyer receives a
copy of the report; and

(c) for the purposes of paragraphs 10.18 to 10.27:

(i) the Supplier must treat any IT Health Check commissioned by the Buyer as if
it were such a report commissioned by the Supplier; and

(ii) the time limits in paragraphs 10.18 and 10.20 run from the date on which the
Buyer provides the Supplier with the copy of the report under paragraph (b).

10.4 In addition to its rights under paragraph 10.2, the Buyer and/or its authorised representatives
may, at any time and without giving notice to the Supplier, carry out such tests (including
penetration tests) as it may deem necessary in relation to:

(a) the Service;

(b) the Supplier Information Management System; and/or

(c) the Supplier's compliance with the Security Management Plan,

(“Buyer Security Tests”).

10.5 The Buyer shall take reasonable steps to notify the Supplier prior to carrying out such Buyer
Security Tests to the extent that it is reasonably practicable for it to do so taking into account
the nature of the Buyer Security Tests.
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10.6 The Buyer shall notify the Supplier of the results of such Buyer Security Tests after completion
of each Buyer Security Test.

10.7 The Buyer shall design and implement the Buyer Security Tests to minimise their impact on
the delivery of the Services.

10.8 If an Buyer Security Tests causes Supplier Non-Performance, the Buyer Security Tests shall
be treated as an Buyer Cause, except where the root cause of the Supplier Non-Performance
was a security-related weakness or vulnerability exposed by the Buyer Security Tests.

Security tests by Supplier

10.9 The Supplier must:

(a) before submitting the draft Security Management Plan to the Buyer for an Assurance
Decision;

(b) at least once during each Contract Year; and

(c) when required to do so by the Buyer;

undertake the following activities:

(d) conduct security testing of the Supplier Information Management System, insofar as it
relates to the Developed System but excluding the Development Environment (an “IT
Health Check”) in accordance with paragraphs 10.15 to 10.17; and

(e) implement any findings, and remedy any vulnerabilities identified by the IT Health
Check in accordance with paragraphs 10.18 to 10.27.

10.10 In addition to its obligations under paragraph 10.9, the Supplier must undertake any tests
required by:

(a) any Remediation Action Plan;

(b) the ISO27001 Certification Requirements;

(c) the Security Management Plan; and

(d) the Buyer, following a Breach of Security or a significant change, as assessed by the
Buyer, to the components or architecture of the Supplier Information Management
System,

(each a “Supplier Security Test”).

10.11 The Supplier must

(a) design and implement the Supplier Security Tests so as to minimise the impact on the
delivery of the Services;

(b) agree the date, timing, content and conduct of such Supplier Security Tests in
advance with the Buyer.

10.12 Where the Supplier fully complies with paragraph 10.11, if a Supplier Security Test causes a
Performance Failure in a particular Measurement Period, the Supplier shall be entitled to
relief in respect of such Performance Failure for that Measurement Period.

10.13 The Buyer may send a representative to witness the conduct of the Supplier Security Tests.
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10.14 The Supplier shall provide the Buyer with a full, unedited and unredacted copy of the results
of such Security Tests (in a form approved by the Buyer in advance) as soon as practicable,
and in any case within 10 Working Days, after completion of each Supplier Security Test

IT Health Checks

10.15 In arranging an IT Health Check, the Supplier must:

(a) use only a CHECK Service Provider to perform the IT Health Check;

(b) design and plan for the IT Health Check so as to minimise the impact of the IT Health
Check on the Supplier Information Management System and the delivery of the
Services.

(c) promptly provide the Buyer with such technical and other information relating to the
Supplier Information Management System as the Buyer requests;

(d) include within the scope of the IT Health Check such tests as the Buyer requires;

(e) agree with the Buyer the scope, aim and timing of the IT Health Check.

10.16 The Supplier must commission the IT Health Check in accordance with the scope, aim and
timing agreed by the Buyer.

10.17 Following completion of an IT Health Check, the Supplier must provide the Buyer with a full,
unedited and unredacted copy of the report relating to the IT Health Check without delay and
in any event within 10 Working Days of its receipt by the Supplier.

Remedying vulnerabilities

10.18 In addition to complying with Paragraphs 10.20 to 10.27, the Supplier must remedy:

(a) any vulnerabilities classified as critical in a Security Test report within 5 Working Days
of becoming aware of the vulnerability and its classification;

(b) any vulnerabilities classified as high in a Security Test report within 1 month of
becoming aware of the vulnerability and its classification; and

(c) any vulnerabilities classified as medium in a Security Test report within 3 months of
becoming aware of the vulnerability and its classification.

10.19 The Supplier must notify the Buyer immediately if it does not, or considers it will not be able
to, remedy the vulnerabilities classified as critical, high or medium in a Security Test report
within the time periods specified in Paragraph 10.18.

Responding to a Security Test report

10.20 Where the Security Test report identifies vulnerabilities in, or makes findings in respect of, the
Supplier Information Management System, the Supplier must within 20 Working Days of
receiving the Security Test report, prepare and submit for approval to the Buyer a draft plan
addressing the vulnerabilities and findings (the “Remediation Action Plan”).

10.21 Where the Buyer has commissioned a root cause analysis under Paragraph 10.28, the
Supplier shall ensure that the draft Remediation Action Plan addresses that analysis.

10.22 The draft Remediation Action Plan must, in respect of each vulnerability identified or finding
made by the Security Test report:
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(a) how the vulnerability or finding will be remedied;

(b) the date by which the vulnerability or finding will be remedied; and

(c) the tests that the Supplier proposes to perform to confirm that the vulnerability has
been remedied or the finding addressed.

10.23 The Supplier shall promptly provide the Buyer with such technical and other information
relating to the Supplier Information Management System, the IT Health Check report or the
draft Remediation Action Plan as the Buyer requests.

10.24 The Buyer may:

(a) reject the draft Remediation Action Plan where it considers that the draft Remediation
Action Plan is inadequate, providing its reasons for doing so, in which case:

(i) the Supplier shall within 10 Working Days of the date on which the Buyer
rejected the draft Remediation Action Plan submit a revised draft
Remediation Action Plan that takes into account the Buyer’s reasons; and

(ii) paragraph 10.22 to 10.24 shall apply, with appropriate modifications, to the
revised draft Remediation Action Plan;

(b) accept the draft Remediation Action Plan, in which case the Supplier must
immediately start work on implementing the Remediation Action Plan in accordance
with Paragraph 10.26 and 10.27.

10.25 Where the Buyer unreasonably:

(a) delays its approval; or

(b) rejects,

the draft Remediation Action Plan, the Supplier will not be in breach of this Contract
to the extent it demonstrates that any breach:

(c) arose directly from the Buyer unreasonably withholding or delaying, as appropriate,
its approval of the draft Remediation Action Plan; and

(d) would not have occurred had:

(i) the Buyer given its approval, or given its approval in a timely manner, to the
draft Remediation Action Plan; and

(ii) the Supplier had implemented the draft Remediation Action Plan in
accordance with its terms.

Implementing an approved Remediation Action Plan

10.26 In implementing the Remediation Action Plan, the Supplier must conduct such further tests on
the Supplier Information Management System as are required by the Remediation Action
Plan to confirm that the Remediation Action Plan has fully and correctly implemented.

10.27 If any such testing identifies a new risk, new threat, vulnerability or exploitation technique with
the potential to affect the security of the Supplier Information Management System, the
Supplier shall within [2] Working Days of becoming aware of such risk, threat, vulnerability or
exploitation technique:
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(a) provide the Buyer with a full, unedited and unredacted copy of the test report;

(b) implement interim mitigation measures to vulnerabilities in the Information System
known to be exploitable where a security patch is not immediately available;

(c) as far as practicable, remove or disable any extraneous interfaces, services or
capabilities not needed for the provision of the Services within the timescales set out
in the test report or such other timescales as may be agreed with the Buyer.

Significant vulnerabilities

10.28 Where:

(a) a Security Test report identifies more than 10 vulnerabilities classified as either critical
or high; or

(b) the Buyer rejected a revised draft Remediation Action Plan,

the Buyer may, at the Supplier’s cost, either:

(c) appoint an independent and appropriately qualified and experienced security architect
and adviser to perform a root cause analysis of the identified vulnerabilities; or

(d) give notice to the Supplier requiring the appointment as soon as reasonably
practicable, and in any event within 10 Working Days, of an Independent Security
Adviser.

11. Access Control

11.1 The Supplier must, and must ensure that all Sub-contractors:

(a) identify and authenticate all persons who access the Supplier Information
Management System and Sites before they do so;

(b) require multi-factor authentication for all user accounts that have access to Buyer
Data or that are Privileged Users;

(c) allow access only to those parts of the Supplier Information Management System and
Sites that those persons require;

(d) maintain records detailing each person’s access to the Supplier Information
Management System and Sites, and make those records available to the Buyer on
request.

11.2 The Supplier must ensure, and must ensure that all Sub-contractors ensure, that the user
accounts for Privileged Users of the Supplier Information Management System:

11.2.1 are allocated to a single, individual user;

11.2.2 are accessible only from dedicated End-user Devices;

11.2.3 are configured so that those accounts can only be used for system administration
tasks;

11.2.4 require passwords with high complexity that are changed regularly;
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11.2.5 automatically log the user out of the Supplier Information Management System
after a period of time that is proportionate to the risk environment during which
the account is inactive; and

11.2.6 are:

11.2.6.1 restricted to a single role or small number of roles;

11.2.6.2 time limited; and

11.2.6.3 restrict the Privileged User’s access to the internet.

11.3 The Supplier must ensure, and must ensure that all Sub-contractors ensure, that it logs all
activity of the Privileged Users while those users access those accounts and keeps the
activity logs for 20 Working Days before deletion.

11.4 The Supplier must require, and must ensure that all Sub-contractors require, that Privileged
Users use unique and substantially different high-complexity passwords for their different
accounts on the Supplier Information Management System.

11.5 The Supplier must ensure that the Developed System is developed and configured so as to
provide for the matters set out in paragraphs 11.1 to 11.4.

11.6 The Supplier must, and must ensure that all Sub-contractors:

11.6.1 configure any hardware that forms part of the Supplier Information Management
System that is capable of requiring a password before it is accessed to require a
password; and

11.6.2 change the default password of that hardware to a password of high complexity
that is substantially different from the password required to access similar
hardware.

12. Event logging and protective monitoring

Protective Monitoring System

12.1 The Supplier must, and must ensure that Sub-contractors, implement an effective system of
monitoring and reports, analysing access to and use of the Supplier Information Management
System, the Development Environment, the Buyer Data and the Code to:

12.1.1 identify and prevent potential Breaches of Security;

12.1.2 respond effectively and in a timely manner to Breaches of Security that do occur;

12.1.3 identify and implement changes to the Supplier Information Management System
to prevent future Breaches of Security; and

12.1.4 help detect and prevent any potential criminal offence relating to fraud, bribery or
corruption using the Supplier Information Management System or the Developed
System

(the “Protective Monitoring System”).

12.2 The Protective Monitoring System must provide for:

12.2.1 event logs and audit records of access to the Supplier Information Management
system; and
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12.2.2 regular reports and alerts to identify:

12.2.2.1 changing access trends;

12.2.2.2 unusual usage patterns; or

12.2.2.3 the access of greater than usual volumes of Buyer Data;

12.2.3 the detection and prevention of any attack on the Supplier Information
Management System or the Development Environment using common
cyber-attack techniques;

12.2.4 any other matters required by the Security Management Plan.

Event logs

12.3 The Supplier must ensure that, unless the Buyer otherwise agrees, any event logs do not log:

12.3.1 personal data, other than identifiers relating to users; or

12.3.2 sensitive data, such as credentials or security keys.

Provision of information to Buyer

12.4 The Supplier must provide the Buyer on request with:

12.4.1 full details of the Protective Monitoring System it has implemented; and

12.4.2 copies of monitoring logs and reports prepared as part of the Protective
Monitoring System.

Changes to Protective Monitoring System

12.5 The Buyer may at any time require the Supplier to update the Protective Monitoring System
to:

12.5.1 respond to a specific threat identified by the Buyer;

12.5.2 implement additional audit and monitoring requirements; and

12.5.3 stream any specified event logs to the Buyer’s security information and event
management system.

13. Audit rights

Right of audit

13.1 The Buyer may undertake an audit of the Supplier or any Sub-contractor to:

13.1.1 verify the Supplier’s or Sub-contractor’s (as applicable) compliance with the
requirements of this Security Schedule  and the Data Protection Legislation as
they apply to Buyer Data;

13.1.2 inspect the Supplier Information Management System (or any part of it);

13.1.3 review the integrity, confidentiality and security of the Buyer Data; and/or

13.1.4 review the integrity and security of the Code.
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13.2 Any audit undertaken under this Paragraph 13.1:

13.2.1 may only take place during the Term and for a period of 18 months afterwards;
and

13.2.2 is in addition to and without prejudice to any other rights of audit the Buyer has
under this Contract (including but not limited to, Clause 29).

13.3 The Buyer may not undertake more than one audit under Paragraph 13.1 in each calendar
year unless the Buyer has reasonable grounds for believing:

13.3.1 the Supplier or any Sub-contractor has not complied with its obligations under this
Contract or the Data Protection Legislation as they apply to the Buyer Data;

13.3.2 there has been or is likely to be a Breach of Security affecting the Buyer Data or
the Code; or

13.3.3 where vulnerabilities, or potential vulnerabilities, in the Code have been identified
by:

13.3.3.1 an IT Health Check; or

13.3.3.2 a Breach of Security.

Conduct of audits

13.4 The Buyer must use reasonable endeavours to provide 15 Working Days’ notice of an audit.

13.5 The Buyer must when conducting an audit:

13.5.1 comply with all relevant policies and guidelines of the Supplier or Sub-contractor
(as applicable) concerning access to the Suppler Information Management
System the Buyer considers reasonable having regard to the purpose of the
audit; and

13.5.2 use reasonable endeavours to ensure that the conduct of the audit does not
unreasonably disrupt the Supplier or Sub-contractor (as applicable) or delay the
provision of the Services.

13.6 The Supplier must, and must ensure that Sub-contractors, on demand provide the Buyer with
all co-operation and assistance the Buyer may reasonably require, including:

13.6.1 all information requested by the Buyer within the scope of the audit;

13.6.2 access to the Supplier Information Management System; and

13.6.3 access to the Supplier Personnel.

Response to audit findings

13.7 Where an audit finds that:

13.7.1 the Supplier or a Sub-contractor has not complied with this Contract or the Data
Protection Legislation as they apply to the Buyer Data; or

13.7.2 there has been or is likely to be a Breach of Security affecting the Buyer Data
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the Buyer may require the Supplier to remedy those defaults at its own cost and
expense and within the time reasonably specified by the Buyer.

13.8 The exercise by the Buyer of any rights it may have under this Paragraph 3 does not affect
the exercise by it of any other or equivalent rights it may have under this Contract in respect
of the audit findings.

14. Breach of Security

Reporting Breach of Security

14.1 If either party becomes aware of a Breach of Security it shall notify the other as soon as
reasonably practicable after becoming aware of the breach, and in any event within 24 hours.

Immediate steps

14.2 The Supplier must, upon becoming aware of a Breach of Security immediately take those
steps identified in the Security Management Plan (if applicable) and all other steps reasonably
necessary to:

14.2.1 minimise the extent of actual or potential harm caused by such Breach of
Security;

14.2.2 remedy such Breach of Security to the extent possible;

14.2.3 apply a tested mitigation against any such Breach of Security; and

14.2.4 prevent a further Breach of Security in the future which exploits the same root
cause failure;

Subsequent action

14.3 As soon as reasonably practicable and, in any event, within 5 Working Days, or such other
period agreed with the Buyer, following the Breach of Security, provide to the Buyer:

14.3.1 full details of the Breach of Security; and

14.3.2 if required by the Buyer:

14.3.2.1 a root cause analysis; and

14.3.2.2 a draft plan addressing the root cause of the Breach of Security,

(the “Breach Action Plan”).

14.4 The draft Breach Action Plan must, in respect of each issue identified in the root cause
analysis:

14.4.1 how the issue will be remedied;

14.4.2 the date by which the issue will be remedied; and

14.4.3 the tests that the Supplier proposes to perform to confirm that the issue has been
remedied or the finding addressed.

14.5 The Supplier shall promptly provide the Buyer with such technical and other information
relating to the draft Breach Action Plan as the Buyer requests.
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14.6 The Buyer may:

14.6.1 reject the draft Breach Action Plan where it considers that the draft Breach Action
Plan is inadequate, providing its reasons for doing so, in which case:

14.6.1.1 the Supplier shall within 10 Working Days of the date on which the
Buyer rejected the draft Breach Action Plan submit a revised draft
Breach Action Plan that takes into account the Buyer’s reasons; and

14.6.1.2 paragraph 14.5 and 14.6 shall apply to the revised draft Breach
Action Plan;

14.6.2 accept the draft Breach Action Plan, in which case the Supplier must immediately
start work on implementing the Breach Action Plan.

Assistance to Buyer

14.7 Where the Breach of Security concerns or is connected with the Buyer Data or the Code, the
Supplier must provide such assistance to the Buyer as the Buyer requires until the Breach of
Security and any impacts or potential impacts on the Buyer are resolved to the Buyer’s
satisfaction.

14.8 The obligation to provide assistance under paragraph 14.8 continues notwithstanding the
expiry or termination of this Contract.

Reporting of Breach of Security to regulator

14.9 Where the Law requires the Supplier report a Breach of Security to the appropriate regulator,
the Supplier must:

14.9.1 make that report within the time limits:

14.9.1.1 specified by the relevant regulator; or

14.9.1.2 otherwise required by Law;

14.9.2 to the extent that the relevant regulator or the Law permits, provide the Buyer with
a full, unredacted and unedited copy of that report at the same time it is sent to
the relevant regulator.

14.10 Where the Law requires the Buyer to report a Breach of Security to the appropriate regulator,
the Supplier must:

14.10.1 provide such information and other input as the Buyer requires within the
timescales specified by the Buyer;

14.10.2 ensure so far as practicable the report it sends to the relevant regulator is
consistent with the report provided by the Buyer.

14.11 This Paragraph 14 applies in addition to, and not in substitution of, the Parties’ obligations in
respect of a Personal Data Breach set out in this Contract..

15. Return and Deletion of Buyer Data

15.1 The Supplier must create and maintain a register of

15.1.1 all Buyer Data the Supplier, or any Sub-contractor, receives from or creates for
the Buyer; and
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15.1.2 those parts of the Supplier Information Management System, including those
parts of the Supplier Information Management System that are operated or
controlled by any Sub-contractor, on which the Buyer Data is stored (the “Buyer
Data Register”).

15.2 The Supplier must:

15.2.1 review and update the Buyer Data Register:

15.2.1.1 within 10 Working Days of the Supplier or any Sub-contractor
changes those parts of the Supplier Information Management System
on which the Buyer Data is stored;

15.2.1.2 within 10 Working Days of a significant change in the volume, nature
or overall sensitivity of the Buyer Data stored on the Supplier
Information Management System;

15.2.1.3 at least once every 12 (twelve) months; and

15.2.2 provide the Buyer with a copy of the Buyer Data Register:

15.2.2.1 whenever it updates the Buyer Data Register; and

15.2.2.2 otherwise when the Buyer requests.

15.3 The Supplier must, and must ensure that all Sub-contractors, securely erase any or all Buyer
Data held by the Supplier or Sub-contractor, including any or all Code:

15.3.1 when requested to do so by the Buyer; and

15.3.2 using a deletion method agreed with the Buyer that ensures that even a
determined expert using specialist techniques can recover only a small fraction of
the data deleted.

15.4 The Supplier must, and must ensure that all Sub-contractors, provide the Buyer with copies of
any or all Buyer Data held by the Supplier or Sub-contractor, including any or all Code:

15.4.1 when requested to do so by the Buyer; and

15.4.2 using the method specified by the Buyer.
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Appendix 2 Security Requirements for Development

1. Secure Software Development by Design

1.1 The Supplier must, and must ensure that all Sub-contractors engaged in Development
Activity, implement secure development and deployment practices to ensure that:

1.1.1 no malicious code is introduced into the Developed System or the Supplier
Information Management System.

1.1.2 the Developed System can continue to function in accordance with the
Specification:

1.1.2.1 in unforeseen circumstances; and

1.1.2.2 notwithstanding any attack on the Developed System using common
cyber-attack techniques, including attacks using those vulnerabilities
identified at any time in the OWASP Top Ten.

1.2 To those ends, the Supplier must, and ensure that all Sub-contractors engaged in
Development Activity:

1.2.1 comply with the Secure Development Guidance as if its requirements were terms
of this Contract; and

1.2.2 document the steps taken to comply with that guidance as part of the Security
Management Plan.

1.3 In particular, the Supplier must, and ensure that all Sub-contractors engaged in Development
Activity:

1.3.1 ensure that all Supplier Personnel engaged in Development Activity are:

1.3.1.1 trained and experienced in secure by design code development;

1.3.1.2 provided with regular training in secure software development and
deployment;

1.3.2 ensure that all Code:

1.3.2.1 is subject to a clear, well-organised, logical and documented
architecture;

1.3.2.2 follows OWASP Secure Coding Practice

1.3.2.3 follows recognised secure coding standard, where one is available;

1.3.2.4 employs consistent naming conventions;

1.3.2.5 is coded in a consistent manner and style;

1.3.2.6 is clearly and adequately documented to set out the function of each
section of code;

1.3.2.7 is subject to appropriate levels of review through automated and
non-automated methods both as part of:
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(a) any original coding; and

(b) at any time the Code is changed;

1.3.3 ensure that all Development Environments:

1.3.3.1 protect access credentials and secret keys;

1.3.3.2 is logically separate from all other environments, including production
systems, operated by the Supplier or Sub-contractor;

1.3.3.3 requires multi-factor authentication to access;

1.3.3.4 have onward technical controls to protect the Developed System or
the Supplier Information Management System in the event a
Development Environment is compromised;

1.3.3.5 use network architecture controls to constrain access from the
Development Environment to the Developed System or the Supplier
Information Management System;

2. Secure Architecture

2.1 The Supplier shall design and build the Developed System in a manner consistent with:

15.4.3 the NCSC’s guidance on “Security Design Principles for Digital Services”;

15.4.4 where the Developed System will Process bulk data, the NCSC’s guidance on
“Bulk Data Principles”; and

15.4.5 the NCSC’s guidance on “Cloud Security Principles”.

2.2 Where any of the documents referred to in paragraph 2.1 provides for various options, the
Supplier must document the option it has chosen to implement and its reasons for doing so.

3. Code Repository and Deployment Pipeline

3.1 The Supplier must, and must ensure that all Sub-contractors engaged in Development
Activity:

(a) when using a cloud-based code depository for the deployment pipeline, use only a
cloud-based code depository that has been assessed against the NCSC Cloud
Security Principles;

(b) ensure user access to cope repositories is authenticated using credentials, with
passwords or private keys;

(c) ensure secret credentials are separated from source code.

(d) run automatic security testing as part of any deployment of the Developed System.

4. Development and Testing Data

4.1 The Supplier must, and must ensure that all Sub-contractors engaged in Development
Activity, use only anonymised, dummy or synthetic data when using data within the
Development Environment for the purposes of development and testing,
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5. Code Reviews

5.1 The Supplier must:

5.1.1 regularly; or

5.1.2 as required by the Buyer

review the Code in accordance with the requirements of this paragraph 5 (a “Code
Review”).

5.2 Before conducting any Code Review, the Supplier must agree with the Buyer:

5.2.1 the modules or elements of the Code subject to the Code Review;

5.2.2 the development state at which the Code Review will take place;

5.2.3 any specific security vulnerabilities the Code Review will assess; and

5.2.4 the frequency of any Code Reviews (the “Code Review Plan”).

5.3 For the avoidance of doubt the Code Review Plan may specify different modules or elements
of the Code are reviewed at a different development state, for different security vulnerabilities
and at different frequencies.

5.4 The Supplier:

5.4.1 must undertake Code Reviews in accordance with the Code Review Plan; and

5.4.2 may undertake Code Reviews by automated means if this is consistent with the
approach specified in the Code review Plan.

5.5 No later than 10 Working Days or each Code Review, the Supplier must provide the Buyer will
a full, unedited and unredacted copy of the Code Review Report.

5.6 Where the Code Review identifies any security vulnerabilities, the Supplier must:

5.6.1 remedy these at its own cost and expense;

5.6.2 ensure, so far as reasonably practicable, that the identified security vulnerabilities
are not present in any other modules or code elements; and

5.6.3 modify its approach to undertaking the Development Activities to ensure, so far
as is practicable, the identified security vulnerabilities will not re-occur; and

5.6.4 provide the Buyer with such information as it requests about the steps the
Supplier takes under this paragraph 5.6.

6. Third-party Software

6.1 The Supplier must not, and must ensure that Sub-contractors do not, use any software to
Process Buyer Data where the licence terms of that software purport to grant the licensor
rights to Process the Buyer Data greater than those rights strictly necessary for the use of the
software.

7. Third-party Software Modules
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7.1 Where the Supplier or a Sub-contractor incorporates a Third-party Software Module into the
Code, the Supplier must:

7.1.1 verify the source and integrity of the Third-party Software Module by
cryptographic signing or such other measure that provides the same level of
assurance;

7.1.2 perform adequate due diligence to determine whether there are any recognised
security vulnerabilities with that Third-party Software Module;

7.1.3 continue to monitor any such Third-party Software Module so as to ensure it
promptly becomes aware of any newly-discovered security vulnerabilities;

7.1.4 take appropriate steps to minimise the effect of any such security vulnerability on
the Developed System.

7.2 The Supplier must produce and maintain a register of all Third-party Software Modules that
form part of the Code (the “Modules Register”).

7.3 The Modules Register must include, in respect of each Third-party Software Module:

7.3.1 full details of the developer of the module;

7.3.2 the due diligence the Supplier undertook on the Third-party Software Module
before deciding to use it;

7.3.3 any recognised security vulnerabilities in the Third-party Software Module; and

7.3.4 how the Supplier will minimise the effect of any such security vulnerability on the
Developed System.

7.4 The Supplier must:

7.4.1 review and update the Modules Register:

7.4.1.1 within 10 Working Days of becoming aware of a security vulnerability
in any Third-party Software Module; and

7.4.1.2 at least once every 6 (six) months;

7.4.2 provide the Buyer with a copy of the Modules Register:

7.4.2.1 whenever it updates the Modules Register; and

7.4.2.2 otherwise when the Buyer requests.
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Appendix 3 Security Working Group

1 Role of the Security Working Group

1.1 The Security Working Group shall be responsible for the administration and governance of
security, data protection and cyber security matters throughout the lifeline of the contract
period.

1.2 The Security Working Group:

(a) monitors and provides recommendations to the Supplier on the Buyer-led Assurance
of the Supplier Information Management System; and

(b) will operate in accordance with the terms of reference notified by the Buyer to the
Supplier from time to time (with the version at the Start Date titled “GDS Information
Assurance: DI Security Working Group Terms of Reference” dated July 23 as
provided to the Supplier prior to the Start Date). .

2 Meetings of the Security Working Group

2.1 Paragraph 4 of Call Off Special Schedule 8 (Call Off Contract Management) shall apply to the
Security Working Group as if it were a Board established under that Schedule.

3 Reports to the Security Working Group

3.1 The Supplier must provide the following reports no late than five Working Days before each
meeting of the Security Working Group:

(a) The initial SWG will review the content of the Security Management Plan for
subsequent actions to be agreed.

(b) Regular SWG’s will be supported by agreed Agenda and Actions for update.

4 Administration

4.1 The Buyer is responsible for the secretarial functions of the SWG.
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Appendix 4 Sub-contractor Security Requirements and Security
Requirements for Development

The table below sets out the Security Requirements and Development Requirements that do not
apply to particular categories of Sub-contractors.

SIMS
Sub-contractors

Higher Risk
Sub-contractors

Medium Risk
Sub-contractors

Sub-contractors

Security
Requirements
that do not
apply

Development
Requirements
that do not
apply
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Appendix 5 Security Management Plan Template

Issued to the Supplier separately.
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Call Off Special Schedule 2 – Buyer Requirements

1. General requirements

1.1. General Requirements
The below requirements provide a high-level overview of the requirements that shall
apply with effect from the Service Commencement Date.

ID Requirements Description

1CCP001 The Supplier shall provide a single Contact Centre service, with
related administrative and processing services, for all Users of
GOV.UK One Login Platform as outlined in ‘RM6181 Framework
schedule 1 (specification)’.

1CCP002 The Supplier shall provide all necessary facilities, systems,
infrastructure and security cleared staff necessary to provide a
Contact Centre service throughout the life of the contract. (National
Security Standards)

The parties acknowledge that certain staff members of the Supplier
may require Security Clearance (SC) prior to the commencement of
Phase 2 work. In such cases, the Buyer and Supplier shall enter into
a separate agreement to facilitate the necessary SC clearance
process. The terms and conditions of this separate agreement shall
be mutually agreed upon by the Buyer and Supplier, outlining the
responsibilities, timelines, costs, and any other relevant
considerations related to the SC clearance process

1CCP003 The Supplier should have, from the launch of the Contact Centre, a
WebChat capability to support Users using the link on GOV.UK.

1CCP004 The Supplier will be required to provide contact handling across
voice, webchat, email, messaging and other web-based channels
including chatbot and social media platforms, including (but not
limited to) Facebook, WhatsApp, Twitter, etc.

1CCP005 The Supplier shall provide and use 0300 numbers for Users based in
the UK and an international version of the contact no. for the Users
based outside of the UK.
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1CCP006 The Supplier must comply with the requirements of the Welsh
Language Act 1993 by providing a Welsh speaking IVR, chatbot,
webchat and email channels and contact centre agent to Users
requiring this service.

1.2. Target User Base
The below requirements refer to the inclusivity of all Users that the Supplier needs to
facilitate through the Contact Centre.

ID Requirement Description

2CCP001 The Supplier will support the Government Digital Inclusion Strategy to
promote digital inclusion and therefore provide a service that will meet
all User segment’s needs as outlined below

User Segment Definition

Non-digital User The segment of Users who are not technical or
knowledgeably equipped to use Information and
Communications Technologies (‘ICT’). Includes
also the section of the population which has
access to the ICT, but which is not willing to use
them or lacks the resources to access digital
content.

Low Digital
Skilled User

The section of the population which has access
to the ICT, and wants to use them but has
limited digital skills.

Digital User The section of the population able to use digital
devices (such as computers or smartphones
and the internet.), to gain access to essential
services.
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2CCP002 The Supplier will facilitate the evolution of security capabilities to
provide a fuller service offering for the User Segments as the scope
of the Contact Centre changes in phases 2 and 3. For instance
potentially implement security screening, if needed to support
Non-digital Users following sufficient demand cost-benefit analysis
see (see requirement 17CCP001 for future phases’ outcomes.

2CCP003 The Supplier shall provide assistive technologies to support Users
who may have impairments or disabilities so that these Users are
serviced successfully, experience positive engaging interactions and
are digitally included in line with ‘RM6181 Framework schedule 1
(specification).’

2CCP004 The Supplier must provide a capability to identify whether a User is
vulnerable across channels so that the vulnerable Users can be
assisted appropriately.

2CCP005 The Supplier will offer support and communication across all diversity
target and vulnerable groups

2CCP006 The Supplier will comply with the “The Public Sector Bodies (websites
and Mobile Applications) (No 2) Accessibility Regulations. The
Supplier to demonstrate WCAG 2.1 standards and to confirm status
in contract requirements.

1.3. How the Contact Centre fits in with the Buyer Operating Model

ID Requirement Description

3CCP001 The Supplier will provide a Contact Centre that will be the first point of
contact for all Users that need support for sign ups / sign ins related
queries.

3CCP002 The Supplier will escalate technical issues when needed by exception
to the Technical Service Desk.

3CCP003 The Supplier should ensure that the Contact Centre solution is
interoperable across other Buyer solutions) and supports the triage
and escalation of tech issues to the Technical Service Desk, including
integrating the Contact Centre’s Service CRM platform with the
Buyer’s ITSM tool (using standard APIs for integration), and handoff
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options (as outlined in requirement 6CCP002) to support RPs to
provide a consistent and seamless user experience.

3CCP005 The Supplier shall manage various hand off options to RPs in
accordance with the agreed hand off requirements for the RPs
depending on their service strategy.

3CCP006 The Supplier will need to hand off in the agreed variation from Service
A, B and C at MVP (Phase 1). Then later on, evolve to support the
hand off Service D and E in the below (as outlined in requirement
6CCP002) when appropriate based on demand and cost-benefit
analysis.

3CCP006 The Supplier will work with the Buyer and RPs as required to
determine which hand-offs variations, as outlined in requirement
6CCP002, are best practice for handing off to the RPs in terms of cost
and balancing failure demand.

3CCP007 The Supplier will provide a triage process plan for all relevant technical
issues that need to be escalated to the Technical Service Desk via
using an agreed technologies and platform.

2. Detailed requirements

2.1. User Support Service Experience, Contact Management and Complaints

2.1.1. User Support Service Experience
These requirements reference the user support experience that the contact centre
will be providing to Contact Centre Users.

ID Requirement Description

4CCP001 The Supplier shall provide a solution that delivers an Omni-Channel
experience for Users.

4CCP002 The Supplier will provide a service which supports the Buyer’ mission
statement to provide ‘a simple, joined-up and personalised experience of
government services to everyone’.
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4CCP003 The Supplier shall provide a consistent experience across the following
channels:

Inbound: Telephony, Webchat, Email, Social Media.

Outbound: SMS, Email, Social Media.

4CCP004 The Supplier shall adopt a "right first time" approach to ensure that
avoidable repeat User contact is reduced; this will be measured against
the Service Level 18 in ‘Call off Schedule 14 - Service Levels’.

4CCP005 The Supplier shall work in collaboration with the Buyer in encouraging
Users to use the digital identity verification channels, as opposed to
in-person verification in first instance and when appropriate.

2.1.2. Contact Management
The Contact Centre is expected at launch to deal with most queries and be able to
redirect to specific departments when needed appropriately. It is expected that User
contacts are handled professionally, courteously and promptly in line with ‘Call off
Schedule 14 - Service Levels.’

These requirements cover the particular inquiries that contact centre agents will be
required to answer.

ID Requirement Description

5CCP001 The Supplier will ensure the Contact Centre is the first point of contact for
support at launch MVP, Phase 1 for the following GOV.UK One Login use
cases:

1. Account Creation: Sign up, Sign in, Authentication (Email and
mobile no.), MFA Method, Tech Issues, Account Sign in, Password
reset, Forgot email address, Tech issues.

2. Prove Your Identity: Scanning Doc. and NFC, Required
documents, online verification, Reuse of identity verification, Online
Verification process, Timeline for the outcome, Tech issues.

3. Account management: Update account details, Change email
address, Change password, Delete account, Change MFA Method
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4. View My Activity: Access to account history, Report fraud/
suspicious activity, Tech Issues

5. Face-to-Face Journey, Guidance around F2F Process, Tech
issues.

6. Policy Hand Offs: Queries related to RPs policy.

5CCP002 The Supplier will provide a Contact Centre which will have the following in
scope for launch MVP, Phase 1:

● Direct the User to Self-Serve.

● Guide the User through the verification process.

● Hand off to other RPs (e.g. HMRC, DVLA etc.) recognising the
different expectations for Digital and Non-digital Users (hand off
examples are set out at requirement 6CCP002 below).

● Triage tech and fraud queries.

● Inform the User of the different verification methods they can
pursue (e.g. App, F2F etc.)

●

5CCP003 The Supplier must be able to change the content of all User contact
messaging formats (e.g. text, webchat, chatbot and email templates) and
inbound call routing process, when advised to do so by the Buyer. There
shall be urgent and standard timeframes based on ITIL Change
Management Process.

5CCP004 The Supplier shall set up (Role Based Access Control) RBAC and
channels for the staff.

5CCP005 The Supplier will provide the ability to accept Users queries via multiple
channels and send outbound emails to Users when appropriate.

2.1.3. Complaints
These requirements cover the minimal process required to be in place for when the
Contact Centre deals with complaints and escalations about its service (a complaint
is an expression of dissatisfaction could be oral / written).
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It is expected that user contact complaints are handled professionally, courteously,
promptly, with empathy and shall be escalated when appropriate.

During the planning phase of the project, both parties acknowledge and agree that
specific complaint methods and procedures for addressing customer queries and
concerns shall be determined and documented in a mutually agreed-upon plan.
While the precise details of the complaint methods are not currently known, the
parties commit to working together to establish clear and effective processes for
handling customer complaints. Both parties shall actively participate in the planning
phase to identify, define, and agree upon the complaint methods, including the
channels of communication, escalation procedures, response times, and any other
relevant considerations.

ID Requirement Description

6CCP001 The Supplier shall record and resolve complaints about the contact
centre service in line with ‘Call off Schedule 14 - Service Levels’ and
within an agreed complaints framework to ensure a seamless user
support experience.

6CCP002 The Supplier will handle all User complaints related to the Identity
Verification process and will redirect any complaints that relate to a
Government Service (RPs) in the agreed hand off variation. The hand off
variations are outlined as per the below, but not limited to:

- Agent transfers user to an RP live agent

- Agent transfers user to the RPs support channel

- Agent shares relevant RP service contact information

- Agents tells user to go to the relevant RPs gov.uk website

- Agents tells user to go elsewhere

6CCP003 The Supplier shall design and deliver a defined complaints escalation
process which is clear for agents to follow so they can effectively
escalate complaints to the appropriate channels.

6CCP004 The Supplier will deliver a complaint management process service that
supports effective ownership of reported issues.
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6CCP005 The Supplier shall design and employ appropriate methods to manage
policy/large incident related complaints so they can be dealt with.

6CCP006 The Supplier will have an effective and proactive root cause
management and analysis capability for complaints, so that trends can
be easily identified and addressed to continuously improve service.

6CCP007 The Supplier will escalate Phishing attempt complaints to the Technical
Service Desk when appropriate.

6CCP008 The Supplier will train its user support staff on the organisation’s
complaints procedure in line with their own organisation’s written policies
and, at a minimum, the following training should be covered:

● Complaint identification

● Complaints recording – accuracy of this recording

● Complaints resolution / handling difficult Users

● Complaints procedure

● Escalation process

6CCP009 The Supplier shall provide data, reporting and insights to ensure
complaint volumes and reasons are understood by the Buyer’s senior
leadership.

2.2. Resourcing and Training
These requirements refer to the required employee experience and training that the
contact centre will provide.

ID Requirement Description

7CCP001 The Supplier shall provide their hybrid working plan and ensure the
tech and working environment is secure in line with security
requirements.
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7CCP002 The Supplier will provide a multiskilled user support team who are able
to answer inbound calls, chats and emails, social media and have
suitable knowledge of the Buyer and the systems.

7CCP003 The Supplier will be responsible for recruiting and onboarding suitable
staff to provide high quality user support experience with the
appropriate JML (Joiners, Movers, Leavers) processes in place in line
with ‘RM6181 Framework schedule 1 (specification)’

7CCP004 The Supplier shall provide a training plan and be responsible for
training contact centre agents using training content to be agreed with
the Buyer, as referenced in MD14 within ‘Call-Off Schedule 3
Continuous Improvement 2.3.’

7CCP005 The Supplier should develop the Knowledge Based Articles and use
that to train the agents working with the Buyer teams to understand
the product to help build the articles, with the Buyer teams providing
relevant product documentation.

7CCP006 The Supplier will be responsible for providing training on the below
(outlined within the Training Plan deliverable), in accordance with the
Buyer’s reasonable instructions, to new staff and ongoing training
needs including but not limited to:

● New processes

● Updates

● Systems

● Fraud

● Data Management

● User Service

● Inclusivity and Sensitivity

● Information Security

7CCP007 The Supplier will provide a resource allocation plan detailing how the
team may be assigned to different skills/channels e.g. voice vs
non-voice.
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7CCP008 The Supplier will manage staff engaged in the delivery of the Services
in accordance with Good Industry Practice . In particular (but without
limitation) the Supplier shall use all reasonable endeavours to
achieve:

● staff turnover rates; and

● a mix of staff who are permanently employed and staff engaged
on temporary contracts

that are comparable with and do not substantially exceed the rates
and proportions that are consistent with Good Industry Practice.

2.3. Technical (system) Requirements
These requirements relate to the Technical System Requirements for the contact
centre solution, these are in addition to the minimum outlined under section 4.4.
Technology in ‘RM6181 Framework schedule 1 (specification)’.

ID Requirement Description

8CCP001 The Supplier shall design and perform testing to demonstrate the
efficacy, functionality, usability and completeness of the programme
requirements before implementation and prior to go live with Buyer
acceptance of service process defined.

8CCP002 The Supplier must ensure Service interactions within the solution
Platform will be traceable and can be monitored end to end.

8CCP003 The Supplier shall deliver a Contact Centre technology solution to
support the Buyer's GOV.UK One Login programme in accordance
with these requirements.

8CCP004 The Supplier shall provide the tools and technologies to effortlessly
route and handle all Inbound/Outbound User interactions.

● Automatic Call Distribution (ACD)
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● Work Item

● Dialer

8CCP005 The Supplier should provide the intelligent solutions that improve
every experience by supporting below technologies.

● Intelligent Instant Voice Response

● Virtual Agent

● Agent Assist

8CCP006 The Supplier must provide an contact centre solution which supports
the wider technology ecosystem:

● Dynamic Integration Framework

● Open API

● Software Development Kit (SDK)

● Team Messaging

● Manage and provide Reachback solutions for legacy systems

● Ability to onboard and manage legacy systems

● Data Management Services (Database Management,
Capacity Management, Data Migration Support, Data
Warehouse Management, Architecture Support).

● Customer Relationship Management and Enterprise
Resource Management.

● Change management process.

● NCSC Cloud Security Principles

● Cyber Security Protections

● All agent hardware devices for Phase 1

8CCP007 The Supplier will deliver an interoperable contact centre solution
across other Buyer solutions, that supports the triage and escalation
of tech issues to Technical Service Desk and handoff options (as
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outlined in requirement 6CCP002) to support RPs to provide a
consistent and seamless user experience.

8CCP008 The Supplier will provide a technical solution and platform with
below reporting and analytics capabilities to promote the
transparency of volume metrics and insights to executive
stakeholders.

● Contact Centre Service Level Reporting

● Real-time Dashboards

● Interaction Journey Analytics

● Surveys

● Speech and Text Analytics

● Sentiment analysis for improved User service

● Access to raw data if needed

8CCP009 The Supplier shall provide a contact centre solution which has
capabilities to integrate with below systems, but not limited to.

● Current AWS services, including using AWS IAM

● AWS cloudwatch and Dynatrace using kinesis

● Zendesk and future service desk platforms

● Lex

2.4. Security and fraud management
The Buyer requires that its contact centre services are secure, maintain data integrity
and support data protection see also ‘Special Schedule 1 (Security Management)’.

They must be provided via an assured solution.

ID Requirement Description

9CCP001 The Supplier shall actively detect, monitor for fraudulent activity and
report suspicious trends including but not limited to the below:
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● inbound identity misuse,

● service denial,

● account hijacking,

● phishing,

● other fraudulent types of activity

For priority cases the Supplier will report via escalation routes to the
Service Desk, the Buyer’s Fraud and Security Team.

9CCP002 The Supplier shall operate their own fraud monitoring systems and
security monitoring systems with processes and escalation routes that
will be agreed with the Buyer and in line with recognised standards
and industry best practices.

The Supplier shall share details of any attempted fraud or suspicious
activities detected in its systems and processes or in relation to the
Services, where lawful and proportionate to do so.

9CCP003 The Supplier shall share all fraud signals (flags to accounts) with the
Buyer fraud analysts via a secure method that is agreed with the
Buyer and in line with recognised standards and industry best
practices.

9CCP004 The Supplier’s scripts and processes will be reviewed from a fraud
perspective, with the Buyer able to have sight and review them too.

9CCP005 The Supplier shall confirm the User being interacted with is the owner
of the account, before changing any account details using the security
screening platform if determined necessary for future evolutions of the
contact centre.

9CCP006 The Supplier shall provide logs and event data to the security
monitoring solution within an agreed Service Level (as per Service
Level 26), so that attacks can be detected and responded to in a
timely manner. The Supplier will present details on how this data will
flow into the security monitoring system.
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9CCP007 The Supplier will train agents on detecting fraudulent activity in-line
with the Buyer’s expectations (as per Service Level 28).

9CCP008 The Supplier shall ensure that any staff associated with the Buyer’s
Contact Centre contract are cleared to the following Security Levels,
as appropriate:

● All User Support Agents from MVP Phase 1 must be cleared to
Baseline Personnel Security Standard (BPSS) level and do not
need to be seated in a segregated area.

9CCP009 The Supplier shall ensure that any identified staff for roles associated
with the Buyer’s Contact Centre in Phases 2, 3 + be cleared to higher
Security levels as per UK National Security Guideline (CTC or SC) as
requested by the Buyer and will have Buyer managed devices as
requested by the Buyer.

The Supplier and the Buyer shall also agree to segregated seating for
these same roles / agent groups.

9CCP010 The Supplier will respond to any lawful request from UK Law
Enforcement or the UK Intelligence service(s) for the acquisition of
communications data for detection, prevention or prosecution of
crime. In accordance with but not limited to the Investigatory Powers
Act (IPA) 2016 and the Regulation of

Investigatory Powers Act 2000 (RIPA) and in the event the request
has not come from the Buyer, they will notify the Buyer provided there
are no lawful reasons prohibiting this

9CCP011 The Supplier will do the following in accordance with the relevant
Service Levels ‘Call off-Schedule 14 - Service Levels’ decided in
implementation:

● Check User data for fraud indicators

● Flag possible fraud cases on a continual basis

● Tackle sleeper or breakout fraud

9CCP012 The Supplier will ensure they have the appropriate mechanisms in
place for sharing data in a secure manner and receiving and handling
requests related to suspicious activity from a User and from the Buyer
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9CCP013 The Supplier shall manage all fraud related activities including,
contact centre fraud (implement training) and implement Anti- Fraud
Detection processes and technologies to mitigate both User fraud and
internal fraud.

9CCP014 The Supplier must have the ability to provide and / or integrate
additional counter fraud response technologies e.g. Nuance Bad
Voice, Pindrop etc.

9CCP015 The Supplier will deploy the latest versions (n-1) of all of the
commodity components, such as operating systems, web
development frameworks and latest version of security patches, to
ensure you benefit from the latest security features.

9CCP016 The Supplier must conduct regular professional penetration testing, at
least once a year on the anniversary of the Service Commencement
Date, to verify that the services being provided are secure before
going live and on an ongoing basis as reflected within the Call off
Security Schedule 9

9CCP017 The Supplier shall provide contact centre services, including any
interfaces to the Buyer and third-party Supplier systems (as
referenced throughout this document), via a resilient and security
assured solution approved by the Buyer.  Security standards are set
out in ‘Special Schedule 1 (Security Management)’.
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2.5. Quality Standards
The Buyer expects a Contact Centre that supports its mission to deliver ‘a simple,
joined-up and personalised experience of government services to everyone’. These
requirements incorporate how the Supplier should be able to demonstrate that this
has been achieved.

ID Requirement Description

10CCP001 The Supplier shall be responsible for conducting internal call,
conversation and email monitoring to ensure quality of service is
maintained in line with the agreed baselined standards and ‘Call off
Schedule 14 - Service Levels’, across all contact channels.

10CCP002 The Supplier and the Buyer will work together to review ‘Call off
Schedule 14 - Service Levels’, every 6 months to determine if they are
still appropriate and suitable and if not will mutually agree revised
SLAs fit for purpose.

10CCP003 The Supplier will provide regular reports on both agent and
departmental performance and development areas.

10CCP004 The Supplier shall follow ITIL Best Practice guidelines for the provision
and support of all services.

10CCP005 The Supplier shall deliver Contact Centre services in compliance with
relevant quality standards as documented at ‘Call off Schedule 14 -
Service Levels’.

10CCP006 The Supplier shall comply with the Plain English Campaign
(www.plainenglish.co.uk) and Welsh Standards Language guidelines.

10CCP007 The Supplier shall provide details of any certification/assurance held
regarding industry quality standards and detailed plan to outline how
these will be maintained throughout the period of the contract.

2.6. Continuous Improvement, Innovation, Savings and Efficiency.
These requirements refer to the need for continuous improvement and management
of innovation to be embedded into the delivery of the services. It is expected that this
will result in savings, efficiencies and quality improvements.
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It is also expected that the Supplier will work in collaboration (as outlined below in
3.4.1) and support the Buyer in its commitment to provide better digital services to
Users.

ID Requirement Description

11CCP001 The Supplier, in line with ‘Call off Schedule 3 - Continuous
Improvement’, shall embed Continuous Improvement and Innovation
working patterns into the delivery of the services to ensure lower
costs, savings and efficiencies, and improvements to quality of service
over the life of the contract - including maximising inclusion. This will
be evidenced in the form of a Continuous Improvement and Innovation
Plan (as referenced in Call-Off Schedule - Continuous Improvement 3
2.3 within the MD05 deliverable).

11CCP002 The Supplier shall follow continuous improvement principles in
developing the service requirement. For example, the Supplier must
keep up with technological advances in Contact Centre strategies,
present any ideas for service innovation with the associated benefits
(such as reduced avoidable contact or contact duration) to the Buyer
and continuously develop their team to ensure they are in line with
industry best practice.

11CCP003 The Supplier will have regular (weekly) contact with the Service Desk,
feeding back any issues and common topics raised by Users, with the
focus on continual service improvement.

11CCP004 The Supplier will keep a record of common User topics that can be fed
back so the focus is on continual improvement at programme level.

11CCP005 The Supplier shall identify and quantify the impact of changes in
systems across the Contact Centre platform and work with the Buyer
and other RPs to maintain suitable test environments of dependent
and/or associated system functionality to enable full end to end testing
of changes originating in adjacent systems.

11CCP006 The Supplier will use complaints analysis to provide feedback and
recommendations to the specific Buyer departments / staff so that
complaint repeats can be avoided, and user experience can be
continually improved.

87



11CCP007 The Supplier will create and maintain a communication plan for regular
communication with the Buyer’s product teams. This will be used for
feedback about complaints (data insights and analysis) for the product
content manager to update self-serve content.

2.7. Collaboration with the Buyer - Ways of Working - Test and Learn
Approach Which User journeys cases need to be prioritised

The following requirements refer to the collaboration approach that the Supplier will
take when working with the Buyer throughout the contract. In line with ‘RM6181
Framework schedule 1 (specification’.

ID Requirement Description

12CCP001 The Supplier will work in collaboration with the Buyer following the below
principles:

● Align with the Buyer’s strategic goals as listed in 3.2.1 and
collaboration principles as detailed below:

○ Collaboration Principles

○ Frequent communication to establish and maintain an open,
productive and mutual trust relationship with
communications at all levels and transparency throughout.

○ Mutual investment in value creation with shared
collaboration initiatives that improve overall performance.
This can include, but is not limited to, co-locating key staff at
regular intervals, regular site visits, interactive workshops to
share insights and drive innovation.

○ Work closely together to identify and address potential and
actual problems. Have a joint approach to risks and issues.

○ Align with the Buyer’s strategic goals

○ Deliver on organisational governance - , for example, with
an Executive Committee, Relationship Management,
Operations Support Transformation Office, Delivery,
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Security Management Group etc. be proactive in sharing
ideas and progress metrics as outlined in ‘Call off Schedule
14 Service Levels’ and Annex A.

○ Have knowledge of the key stakeholders, contact points and
how to interact with each other.

○ The Buyer’s Executives may express interest in performing
service tasks at their discretion, acting as service agents.
The Contractor will grant these senior executives the
necessary authorisation and authority to act as service
agents in accordance to the requirements.

● Deliver on value creation and sharing - share collaboration
initiatives that improve overall performance.

● Work together to manage potential and actual problems. Have a
joint approach to risks and issues.

● Have an open, productive and mutual trust relationship with
communications at all levels and transparency throughout.

● Joint focus on working proactively and sharing ideas to achieve the
inclusivity business objectives as outlined in 3.2.4.

12CCP002 The Supplier will work in collaboration with the Buyer to develop analysis
to determine whether the potential future scope features of the Contact
Centre outlined in 16CCP001 are viable and needed.

2.8. Data integrity and Data Protection
The Buyer requires that its Contact Centre services are secure, maintain data
integrity and support data protection. They must be provided via an assured
solution.

ID Requirement Description

13CCP001 The Supplier shall follow good security practice and maintain data
integrity, as defined in the NCSC CAF and comply with all UK’s
applicable Data Protection Legislation during implementation and
through the life of the contract. This is to enable business operations to
be conducted in a secure manner in line with requirements and
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standards as outlined in ‘RM6181 Joint schedule 11: processing data
v4.2’ and ‘Special Schedule 1 (Security Management)’.

13CCP002 The Supplier will ensure that User access to the systems and
applications is authenticated, authorised and logged so that the
confidentiality, integrity and availability can be maintained and audited
during the life of the contract.

13CCP003 The Supplier shall ensure that information is exchanged securely with
other services within the government, so that the confidentiality, integrity
and availability of the solution and its information is protected at all
times.

13CCP004 The Supplier will ensure that there is effective data management and it
is available to the right people at the right time on Roles Based Access
Control (RBAC). RBAC will be defined at a granular level such that
privileged Users will not be able to access data that is not required for
their role or the cases they are working on. The Supplier must provide a
proposed RBAC process for approval by the Buyer.

13CCP006 The Supplier shall record and securely store all inbound and outbound
User contacts across all channels for audit, training, quality control and
security purposes with access on request by the Buyer within 24 hours.

2.9. Business Continuity/Disaster Recovery
The Buyer require that the Supplier has a business continuity and disaster recovery
plan in place to ensure that business continuity is maintained and disaster recovery
supported with minimal disruption to the delivery of Contact Centre services.

ID Requirement Description

14CCP001 The Supplier shall have and maintain a Business Continuity and
Disaster Recovery plan (BCDR Plan) as outlined in ‘Call off Schedule 8
- Business Continuity and Disaster Recovery' .

14CCP002 The Supplier shall support RPs individual BCDR needs as they
onboard, and develop a BCDR plan that is able to meet expectations
once these needs are understood. This may include a range of
alternative strategies that can handle even the most severe situation,
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ensuring there are no outages in user support in the event of an
unexpected crisis.

14CCP003 The Supplier shall provide a detailed risk analysis and a joint risk
management process.

14CCP004 The Supplier shall provide notification to the Buyer of all planned and
unplanned service outages and service disruptions within a timescale to
be agreed with the Buyer as per the BCDR Plan. This will be followed
up by an incident report that will include lessons learnt and action to be
taken.

14CCP004 The Supplier shall provide resilient solutions so that services to the
Users are available as agreed in the ‘Call off Schedule 14 - Service
Levels’.

14CCP005 The Supplier shall follow the established escalation process to
successfully report and navigate any error/issue that is deemed an
incident.

14CCP006 The Supplier shall have access to the IT Service Management system
and a Knowledge Base in order to check whether incidents are already
known and report incidents to the appropriate channels.

14CCP007 The Supplier shall undertake and share outcomes of regular response
exercises based on scenarios, annually.

2.10. Infrastructure
The below requirement refers to the location of the Contact Centre.

ID Requirement Description

15CCP001 The Supplier will provide and manage a Contact Centre service,
working closely with the Buyer’s Operations hub located in Manchester
in keeping with the principles laid out on Section 3.4.1, “Collaboration
with the Supplier.”

The Supplier should indicate where it would base the One Login
Contact Centre and set out a proposal for how they will enable an
effective partnership, including regular colocation between the Buyer’s
staff and Supplier’s staff, facilitate hosting of key meetings, and allow
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the Buyer to conduct regular site inspections and monitoring sessions.
The Supplier should expect a higher frequency of such interactions
during initial implementation and immediately before and after the
onboarding of new services or introduction of new functionality, with a
reduction in frequency once operational performance has been
demonstrated. The expected meeting cadence and attendance for
such visits will be detailed in Call Off Schedules 13 and 20.

15CCP002 The Supplier needs to ensure that all processing of data whether
hosting, secure servers, data centres or security of processing must be
undertaken within the UK only under GDPR policies (Which specifies
that the definition of Data Processing Art 4 (2) is ;(2)‘processing’ means
any operation or set of operations which is performed on personal data
or on sets of personal data, whether or not by automated means, such
as collection, recording, organisation, structuring, storage, adaptation or
alteration, retrieval, consultation, use, disclosure by transmission,
dissemination or otherwise making available, alignment or combination,
restriction, erasure or destruction).

2.11. Support Services
This requirement is in reference to the support services that the Supplier will need to
provide to support their Contact Centre Solution.

ID Requirement Description

16CCP001 The Supplier will provide support services which include but are not
limited to the below as outlined in ‘RM6181 Framework schedule 1
(specification)’ :

● Payroll

● HR

● ICT

● Helpdesk support for Agents.
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2.12. Potential Future Developments

2.12.1. Future Scope of the Contact Centre
The below requirements outline the potential future scope of the Contact Centre in
phases 2 and 3. Such requirements shall be subject to discussion between the
parties under the Variation Procedure (including to identify when the Supplier can
start charging for phase 2 and 3 development work).

ID Requirement Description

17CCP001 The Supplier shall work in collaboration with the Buyer to validate the
need for the future requirements in the phases.

The validation exercise will comprise of business insights analysis and
cost/benefit analysis. Based on the outcome of this the Supplier will
determine an implementation plan that can achieve the following
outcomes:

1. The agent can validate the identity of the User they are interacting
with e.g KBV security screening.

2. Delete accounts on behalf of the User

3. Reset passwords securely

4. Co-browse / screen share with the User

5. Refer the User to the nearest Post Office for F2F verification.

6. Update email address / phone number / contact details on behalf
of the Users

7. Update MFA options on behalf of the User.

8. Assist User with account recovery

9. Create account for an assisted digital route for Users with low DI
scores or without a mobile phone

10.Completing the process of ID verification on behalf of the User.

11. Agents can respond to User requested call-backs with outbound
calls
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12.Agents can respond to emails sent by Users

13.Agents can complete F2F forms on behalf of the User.

14.Screen share and control of the User’s screen.

15.Agents can support Users through the vouching process

16.Agents can support Users through the F2F process.

17.Provide additional language support

18.Real-time multilingual chatbot

19.Any other suggestions both from the Supplier and the Buyer.

17CCP002 The Supplier will use the cost/benefit analysis as a roadmap of what
requirements are needed and the prioritisation of this will be decided by
the Buyer.

17CCP003 The Supplier shall confirm the User being interacted with is the owner of
the account, before changing any account details using the security
screening platform if determined necessary for future evolutions of the
Contact Centre.

17CCP004 The Supplier will propose their approach, with an Implementation and
Transition Plan detailing how they would work with the Buyer to transition
from Phase 1 and scale to support additional functionality as set out in
Phase 2 and 3, including a timeline and milestones from the transition.

The Supplier will demonstrate how they will approach the development of the future
feature sets, including providing implementation plans that outline technical and
operational development (including resource plans) supported with a pricing
schedule that provides a breakdown of all costs of components.

2.12.2. Governance and Transformation Management
These set of requirements refer to the proposed governance and transformation
management needed for the Contact Centre solution as it evolves to phases 2 and 3
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ID Requirement Description

18CCP001 The Supplier shall work in collaboration with the Buyer to understand
together how extra functionality of the Contact Centre is agreed and built
to include necessary programme and transformation requirements into the
road map in accordance with a proposed governance model which will be
agreed by both parties.

18CCP002 The Supplier shall share the governance plan for review and approval for
the Buyer to understand how they will help in supporting the
transformation of the Contact Centre and how they will support the
governance model outlining oversight layer for the programme

2.13. Non-functional Requirements
These requirements refer to the operating hours of the Contact Centre function, the
requirement to be flexible and be scalable in order to meet evolving business needs
and deal with the peaks and troughs of demand.

ID Requirement Description

19CCP001 The Supplier shall operate a full contact centre service during the
following opening hours:

● Monday to Friday from 08:00 to 20:00

● Saturday, Sunday and standard UK Bank Holidays from 09:00 to
17:30

● 365 days per year (366 days per year for a leap year)

● Hybrid Working

● 24/7 Support Model (auto-replies, chatbot)

● This will be the same for all contact channels.

19CCP002 Opening hours must be reviewed periodically in line with User contact
trends analysis and missed opportunity reports.
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19CCP003 The Supplier shall be flexible to support the requirement for in-person
24/7 support if needed in future based on demand. This will be managed
through the Change Control process.

19CCP004 The Suppliers solution must be flexible to respond and charge accordingly
to evolving User demand and changing business needs across all
channels, as service volumes may fluctuate due to seasonality.

19CCP005 The Supplier shall provide a scalable operation and technology
infrastructure that will be able to manage changes in User demand (within
a 30% variance) and will support evolving services across all contact
channel types i.e. tactical flexibility to provide immediate operational
capability in line with ‘RM6181 Framework schedule 1 (specification)’

19CCP006 The Supplier shall provide all infrastructure and development
environments required (hardware and software) so that the platform is not
reliant on the provided infrastructure.

19CCP007 The Supplier shall provide the capability to record, prioritise and assign
issues received via all channels received, ensuring they are resolved
promptly and in accordance with the priority set.

19CCP008 The Supplier shall enable the Buyer or a designated third party selected
by the Buyer , to undertake call monitoring of live User contacts and
recorded User contacts.

19CCP009 The Supplier will be responsible for continually developing the chatbot’s
capabilities and knowledge to increase the amount of queries it can
support and increase its containment rate.

2.14. Social Value
The Buyer requires its Contact Centre Service to follow the PPN/20 guidance for
social values as updated along with contributing to the Government’s Sustainability
Agenda as outlined in the Government’s Environmental Policy and Sustainable
Development Plan, Outsourcing Playbook, Sustainable Government Buying
Standards and ‘RM6181 Framework schedule 1 (specification)’

96

https://assets.crowncommercial.gov.uk/wp-content/uploads/Attachment-8-Framework-Schedule-1-Specifcation.docx
https://www.crowncommercial.gov.uk/agreements/RM6181
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/921437/PPN-06_20-Taking-Account-of-Social-Value-in-the-Award-of-Central-Government-Contracts.pdf
https://www.gov.uk/government/sustainable-development
https://www.gov.uk/government/sustainable-development
https://www.gov.uk/government/publications/the-sourcing-and-consultancy-playbooks
https://www.gov.uk/government/collections/sustainable-procurement-the-government-buying-standards-gbs
https://www.gov.uk/government/collections/sustainable-procurement-the-government-buying-standards-gbs
https://assets.crowncommercial.gov.uk/wp-content/uploads/Attachment-8-Framework-Schedule-1-Specifcation.docx


ID Requirement Description

Sustainability

20CCP001 The Supplier shall, where possible, provide and deliver products which
are environmentally friendly, reusable and recyclable at end of use.

20CCP002 The Supplier shall, as part of continuous improvement and innovation,
drive down the use of non-environmentally friendly options and inform
the Buyer accordingly.

20CCP003 The Supplier shall complete the Corporate Assessment of
Environmental, Social, and Economic Responsibility (CAESER)
assessment.

Climate Change

20CCP004 The Supplier shall encourage environmental protection and
improvement, through driving down non-environmental options and
providing and delivering products which are environmentally friendly,
reusable and recyclable at end of use including working towards net zero
greenhouse gas emissions.

20CCP005 The Supplier shall influence staff, sub-Suppliers, Users and communities
through the delivery of the contract to support environmental protection
and improvement.

Tackling economic inequality

20CCP006 The Supplier shall support the local communities, through creating
opportunities, offering employment and training opportunities in high
growth sectors.

Equal opportunity

20CCP007 The Supplier shall help in reducing the disability employment gap
through increasing the representation of disabled people in the contract
workforce and supporting them in developing new skills relevant to the
contract, including through training schemes that result in recognised
qualifications.

20CCP008 The Supplier shall tackle workforce inequality in employment, skills and
pay in the contract workforce through supporting in-work progression to
help people, including those from disadvantaged or minority groups, to

97



move into higher paid work by developing new skills relevant to the
contract.

Wellbeing

20CCP009
The Supplier shall support the health and wellbeing, including physical
and mental health, in the contract workforce through offering coaching
and resources related to wellbeing.

20CCP010 The Supplier shall encourage collaboration with Users and communities
in the codesign and delivery of the contract to support strong integrated
communities.

Digital Inclusion

20CCP011 The Supplier shall support all User segments (Non-digital Users, Low
Digitally Skilled Users and Digital Users), including Non-digitally savvy
Users who may prefer to seek support through channels such as voice
and offline verification.

2.15. Contract Management and Reporting

2.15.1. Contract and Service Management
It will be expected that the Supplier adopts a collaborative approach with the Buyer to
ensure both parties fulfil their obligations and the contact centre services are
delivered as agreed. These requirements also refer to the need for the Supplier to
ensure that the services delivered comply with applicable legal, statutory and
regulatory obligations.

ID Requirement Description

21CCP001 The Supplier shall work collaboratively with the Buyer to ensure both
parties fulfil their obligations and the contact centre services are
delivered as agreed.

21CCP002 The Supplier shall attend the Operational and Service Review Board (as
described in Call Off Special Schedule 8 (Call Off Contract
Management)) with the Buyer to review and share:

● Recent activity, performance and user support insights

● Contact forecasts
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● Any predicted activity which could impact contact volumes

● Awareness of any advances in user support contact channels

● Change activity and continuous improvement

A full agenda will be agreed as part of implementation/transition, along
with key milestones and dates.

21CCP003 The Supplier shall attend Quarterly Business Review Board (as
described in Call Off Special Schedule 8 (Call Off Contract
Management)) with the Buyer to review, share and plan for the new
quarter:

● Operational planning, including performance reviews for the last
quarter

● Strategic planning, including development of future features and
service journeys that support the Buyer’s roadmap

● Tactical planning, including defining short-term plans that support
the Buyer roadmap

● Contingency planning, including outlining plans for unanticipated
changes

● Executive partnering

● Oversight and authority levels

● Resolve escalated issues

● Cost Saving Report based on evidence

A full agenda will be agreed with the Buyer Suppliers Manager prior to
these sessions being diarised.

21CCP004 The Supplier will be required to engage with the Buyer Management
team/leads on a monthly basis to review, share and plan for following
month:

● Security Working Group meetings to address risks and support.

● Monitor Transition then Service Delivery

● Change control
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● Oversee Service Improvement Programme
(Transformation and Continuous Improvement)

● Escalation

● Report to Quarterly Business Review Board

A full agenda will be agreed with the Buyer Supplier Manager prior to
these sessions being diarised.

21CCP005 The Supplier will be required to engage in Operational Meetings with the
Buyer on a daily basis to share, review and plan day to day tasks.

● Implement Transition Plan

● Implement service delivery (Service Levels, quality, audits,
benchmarking, etc.)

● Change requests

● Recommend new proposals

● Report to Management Committee

● AOB

21CCP006 The Supplier will be expected to travel to the Buyer’s operational hub in
Manchester, if required for Quarterly Business Review boards to review
the contract at a strategic level.

21CCP007 The Supplier shall provide an account management team that will be
responsible for delivery of the service. The members of this team, their
specific roles and the time allocations for each person should be
provided with the tender.

21CCP008 The Supplier shall provide a record and distribute minutes of all board
meetings and the actions agreed.

21CCP009 The Supplier shall maintain a service Improvement Log to track and
record improvement activity.

21CCP010 The Supplier will have an Ops Leads, Supplier Contract Manager to
support in relationship management and operational support and
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additionally the Supplier will suggest how they will support ongoing
governance.

21CCP011 The Supplier will have a Supplier Contract manager in line with Call Off
Special Schedule 8 (Call Off Contract Management)who is a single point
of contact, runs the account management team and will also be
responsible for chairing governance meetings as required by the Buyer.

21CCP012 The Supplier must ensure they record, investigate and immediately
report to the Buyer any incidents related to any part of their service
supporting the Buyer’s deliverables. The detailed process is to be
agreed with the Buyer.

21CCP013 The Supplier shall agree a process with the Buyer for all Requests for
Change where the Supplier’s technology and communications solution
interfaces to the Buyer’s services and systems.

21CCP014 The Supplier shall support the delivery of future changes to GOV.UK
One Login Services through requests for change and/or Supplier
innovations

2.15.2. Reporting Business Intelligence
The provision of accurate and timely Business Intelligence will be key to ensuring the
Supplier Supplier can evidence its performance against the agreed service levels
and that the business is meeting their performance targets. A full list of reports that
may be required can be found at the Annex to this Schedule, also this in line with
‘RM6181 Framework schedule 1 (specification)’.

ID Requirement Description

22CCP001 The Supplier shall meet all specified Service Levels as specified in ‘Call
off Schedule 14 - Service Levels’.

22CCP002 The Supplier shall provide all Business Intelligence (BI) data analysis in
Annex A digitally, using advance and customisable Dashboards and other
suitable Business Intelligence tools, e.g. Google Analytics and Data
Studio
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22CCP003 The Supplier shall provide BI reports on an ad hoc basis as requested by
the Buyer, adapting their information to suit the individual needs of the
Buyer and responding within Service Levels.

22CCP004 The Supplier shall provide a data analysis capability and shall respond to
ad hoc requests, such as for cross tabulations and special analysis
combining data to identify trends, patterns and clusters based on
measurable behaviours, and be able to respond to such requests within 5
Working Days.

22CCP005 The Supplier shall provide an automated feed of raw data which can be
integrated with the Buyer's Strategic BI solution, specifically Google
Analytics and Data Studio.

22CCP006 The Supplier shall, for each User contact, record and share with the
Buyer the reason for the contact using a list of configurable categorisation
codes to be agreed with the Buyer.

22CCP007 The Supplier shall share BI data files with the Buyer, so that additional
reports can be derived as necessary. These data files must be in a format
accessible to the Buyer’s systems and to be agreed with the Buyer .

22CCP008 The Supplier shall work collaboratively with the Buyer , to further
determine the exact content and format of the BI reporting to improve
reporting and BI.

22CCP009 The Supplier shall provide access to near real time and historical
business activity monitoring data, that will allow the Buyer to review the
Supplier’s performance against Service Levels as well as establish
meaningful data, intelligence and insight into User contacts.

22CCP010 The Supplier shall provide the Buyer with access to view their live contact
(chat and call) queue(s), providing information on, but not limited to, the
following:

● Agent Availability – telephony and webchat

● Agents In call or chat (total)

● Wrap Up (Agents available but finishing contact notes etc)

● Users in queue (totals waiting by queue)
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● Queue daily performance (Indicates where they are busy)

22CCP011 The Supplier shall provide reports on the top reasons for contact down to
a daily level and resolutions to support continuous improvement, chatbot
training and contact reduction.

22CCP012 The Supplier shall provide the fully integrated case management
capability so that the agents can identify, monitor, manage and resolve
Use cases.

22CCP013 The Supplier shall ensure service monitoring events are made available
for consumption by the Buyer ' own service monitoring systems.

22CCP014 The Supplier shall provide the tools and run processes to obtain and
monitor User feedback, User satisfaction scores across all the contact
centre channels. The Supplier will provide weekly reports, in order to
improve User support experience and service quality.

22CCP015 The Supplier will provide regular reports on both agent and departmental
performance, with the departments having been defined based on the
Contact Centre op model.

22CCP016 The Supplier will share a Scope Analysis Report every 3 months that
outlines the learnings from the current phase and gives suggestions
about potential improvements that the Contact Centre could have in
scope. The Scope Analysis Report will determine if additional scope could
add value to the User’s journey based on analysis and business insights.

22CCP017 The Supplier shall maintain a Cost Savings Log to track and record
savings and share Cost Saving Report on quarterly basis during business
review, outlining how they propose to drive cost efficiency while delivering
a contact centre solution that meets the needs of a wider User segment.

2.16. Implementation and Transition
These requirements refer to the fact that the Contact Centre must be fully
operational from the Service Commencement Date. For this to happen there will be a
number of tasks undertaken.

ID Requirement Description
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23CCP001 The Supplier shall deliver a fully tested, security assured (as defined by
the Buyer’s security policy) and operational User Support Contact Centre
by October 2023.

23CCP002 The Supplier shall provide a contact management solution along with
integration/transition and implementation plan in line with ‘Call off
Schedule 13 - Implementation Plan and Testing’ for the Buyer’s approval
which includes but is not limited to the below:

● High level implementation plan for evaluation.

● A Security Management Plan to be issued to the Buyer within 20
days of contract agreement between the parties as per Call Off
Security Schedule

● Interface Control Documents for each Interface where they have
been nominated as the Interface Owner and the Buyer’s Change
Request documentation.

● Testing Process (as outlined in Call Off Schedule 13).

● All Service Design documentation (any systems/processes being
delivered by the service provider which interact with the Buyer or
third-party systems or hold or process the Buyer data.)

● Fraud Mitigation Process.

● Any other dependencies including on-going support and
management.

23CCP003 The Supplier shall produce an Implementation and Transition Plan
detailing how the Supplier will work with the Buyer to outline how it is
going to transition from the existing support model to MVP phase 1 .

The plan and the associated management of the transition should
include consideration of the following areas and be in line with ‘RM6181
Framework schedule 1 (specification’)

● Preferred approach to implementation and transition for technical
systems and business processes

● Key stages for initiation, design, development, testing, data
migration, commissioning and transition to full availability and
stable operation including a high-level project plan

● How transition to the new service can be successfully and safely
carried out to required timescales and target dates
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● Key dependencies on other parties including the Buyer, e.g. any
deliverables or information required – including timings, support
resource

● Assumptions and constraints

● Recruitment onboarding training process

● Ramp up from cut over (live Day 1) BAU

● How the plan minimises impact on current services and ensures
no disruption to the Identity verification operational business
activities and User support

● How new services will interface with the Buyer’s business
processes and the order in which they will be deployed

● What provision is proposed for business continuity during
transition and how specific problems will be addressed

● Identification of implementation and transition risks, and related
actions, mitigations and contingencies

● Approach to reversion / roll-back activities

● How the service and transition products will be tested and assured

● The Buyer’s Business Change assurance gates

● Information assurance , governance and security

● The Supplier shall be ready to go through the Infrastructure
and Projects Buyer (IPA) as required. Gate Review 2 for
delivery strategy and/or Gate Review 5 for ops review.
Further information about the review toolkit can be found
here

● The Suppliers Contract Manager will take the change
through the Buyer D3 (Design, Delivery and Decision
board).

● How security of operations and data will be maintained

● Arrangements for the Buyer to monitor progress

● Key transition documentation deliverables.

● Anything else the Supplier feels is needed in the plan.
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23CCP004 The Supplier shall work with the Buyer to accept the transfer of any
personal User data that may be required and held in the Buyer’s systems
subject to compliance with the GDPR and the Buyer’s security best
practices as outlined in Call Off Special Schedule 1 (Security
Management).

2.17. Invoicing and Payments
These requirements refer to the invoicing and payments.

ID Requirement Description

24CCP001 The Supplier will issue valid electronic invoices monthly in arrears.

Each invoice shall be accompanied by a breakdown of the
deliverables and services, quantity thereof, applicable unit
charges and total charge for the invoice period, in sufficient detail
to enable the Buyer to validate the invoice. The invoices will need
to state the reference WP2074.2 Provision of a Outsourced
Contact Centre.

Buyer’s INVOICE ADDRESS:

Name: di-invoices@digital.cabinet-office.gov.uk,

GDSBusinessOps@digital.cabinet-office.gov.uk, Cabinet Office
and Shared Service Connected Limited (SSCL)
apinvoices-cab-u@gov.sscl.com

24CCP002 Where requested by the Buyer the Supplier shall interface with the
Suppliers payment/purchase system as agreed at Call Off stage.

24CCP003 The Supplier must have a solution to accurately account for
payments received when delivering the services under the call off
contract. These records must be secure and retrievable within 5
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Working Days upon request by the Buyer.

24CCP004 The Supplier shall agree with the Buyer at Call Off stage how to
transfer any payments received in delivering the services, but at a
minimum the Supplier must have UK based accounting facilities
which enable the transfer of funds into an account of the Buyer’s
choice. Payment shall be transferred daily or at a frequency
specified by the Buyer.

24CCP005 The Supplier shall respond to any queries in relation to the
remittance for services and/or upon receipt of a reconciliation
report from the Buyer within 5 Working Days.

24CCP006 The Supplier shall comply with the Buyer’s requirements in
respect of authorisation, invoicing and payment processes and
procedures.

24CCP007 Invoices shall be created in line with the Buyer’s requirements but
at a minimum they must contain itemised charges for service
provided and rates applied.

Annex to Call Off Special Schedule 2 - Business Intelligence and Insights in
Real Time

1

 

The Contractor will
provide Business
Intelligence for User
contacts 

Daily summaries and in real time of
performance to include, but not be limited to:

1. Channel mix – total contacts handled
by each channel with % split

2. Cost per contact, per channel

3. Average handling time per channel

4. Average Time To Answer per channel

5. Answer Rate – call and chat
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6. Average speed of response – all
channels

7. Number of chatbot conversations

8. Number of chatbot conversations
contained

9. Chatbot containment rate

10.Average CSAT scores per channel

11. Total number of complaints received

12.Total number of complaints closed

13.“Right first time” report

Weekly summaries of performance as
above, plus:

1. Dropped contacts

a) At IVR stage 

i. Actual

ii. As a percentage

b) At connection – voice, chatbot,
webchat

i. Actual

ii. As a percentage

c) During connected stage for
agent-handled call or webchat

i. Actual 

ii. As a percentage

2. Inbound contacts total by hour, by
channel

3. Chatbot containment rate

4. Top 10 reasons for contact by
channel
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5. “Right first time” tracker

As above for calendar month, 4 weekly
cycle, quarterly and annual plus :

1. Details of call types based on both
IVR/contextual voice routing and
agent- categorised call purpose

2. Repeat calls

3. CSAT scores overall 

4. CSAT scores by call type

A record of the reason for the contact

A record of all outbound emails in a
retrievable format.

Country based information for international
Users

2 The Contractor will
provide business
intelligence for the
GOV.UK

One Login Platform

Breakdown of types User using the GOV.UK
One Login platform service

Breakdown of outcomes- Verified/Not
Verified/ Referral

Total calls received

Total calls abandoned before answering

Call wait times

Total number of emails received, answered
and pending

3 The Contractor will
provide business
intelligence for fraud
risks and threats.

1. Threat intelligence relevant to the
Contractor’s organisation and
function.
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4 The Contractor will
provide will provide
business intelligence for
the contact centre staff

1. ENPS

2. Absenteeism

3. Shrinkage

5 The Contractor shall be
required to report on the
performance and delivery
of the contract. RM6181
Framework schedule 1
(specification)

1. Summary of charges, credits and
forecast;

2. Detailed periodic performance
against Service Levels

3. Users insight (including complaints);

4. Availability, utilisation and use of
systems;

5. Performance of support services
such as Contact Centres;

6. Sub-Contractor performance or
performance against any Operating
Level;

7. Agreements (SLAs);

8. Reporting on contract change and
work orders, including of their
delivery; and

9. Continuous improvement.
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Call Off Special Schedule 3 – Supplier Solution

A single contact centre solution delivered through an omni-channel experience
focused on user needs, fully aligned with your strategic principles and mission
statement will deliver the ‘fast, simple, joined-up and personalised experience of
government services, you want to offer, to everyone’.

We have >1500 agents providing information/guidance/triage across a broad
customer base including the vulnerable. Current clients of similar
criticality/scale/complexity include:

Outstanding Quality - Disclosure and Barring Service (DBS) – Gold contract,
email/webchat/voice/back office, 90+ BPSS/SC cleared staff, safeguarding is
paramount. In 2022 our DBS/HGS partnership achieved “highest-rated public service
organisation for Customer satisfaction” in the UK Customer Satisfaction Index
(UKCSI).   

Complexity - Legal Aid Defence Solicitor Contact Centre – Gold contract, 24/7
service, 60+BPSS cleared staff supporting Police/Duty Solicitors. Data
accuracy/prompt response are critical. Ability to respond to the unknown
(riots/protests/change-in-crime-patterns) using agent/technology interventions is key.
All party forums drive improved service. CSAT scores track at 99%-100% against for
our contact centre agents.  

PHASE – ONE

Drawing on 20+ years CX experience, our solution delivers certainty, security and
positive brand protection. Our experience in contact centre creativity, future trends
and modern technology will place you front and centre for best-in-class UK digital
solutions and recognition within the United Nations assessment of E-Government
Development Index. Gartner has recognised us as a Leader - 2022 Magic Quadrant
for Customer Service BPO based on our Completeness of Vision and Ability to
Execute. 

User Experience

Our approach to service development is designed to drive high levels user
satisfaction aligned to your digital-first vision.

We have a dedicated experts focused on improving the user-experience (UX). This
includes +45 Six-Sigma/lean practitioners, Business Insight Analysts and Digital
Innovators such as Form One, AWS and Gamma who are constantly evolving their
technology to improve the customer experience. We have dedicated a Customer
Champion and Business Insight Analyst to support great UX in Phase-1 and an
onboarding team for each RP to ensure user experience is kept high.
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We will work closely with GDS/RPs to ensure handoff/triage is a great experience
and the need for users to repeat KYC removed. Through quarterly forums
(GDS/RPs/HGS) we will share cross-stakeholder group feedback and data insights
to agree proactive changes to processes, journeys, and online functionality. Our ISO
9001 complaints handling process ensures reasons for dissatisfaction are identified
and addressed.

Our AWS solution is designed to deliver a digital first approach creating intelligent
and intuitive customer journeys. Being a single application, its meta data is retained
within the technology stack meaning users don’t need to repeat information, reducing
broken journeys and frustration. Amazon Contact Lens provides
post-contact/real-time transcription, sentiment analysis, keyword/phrase tracking,
interaction, and trend detection. We have assumed 50% deployment particularly to
identify where/why, low/non-users struggle/drop out of the digital journey.

Insight gathered from customer interactions (performance/quality/top contact
drivers/complaints/CSAT/sentiment/FCR), Bot containment and agent feedback is
used by our UX experts to ensure we are improving user experience.

Post office broadband needed to introduce self-service to a customer demographic
(>70years) with propensity for phone. By implementing NLIVR for identity
verification, payments, call-routing we were able to drive deflection/AHT reduction
with no impact to high CSAT/NPS scores.

Functional Requirements that can’t be met

There are no functional requirements that can’t be fully met. We commit to deliver
Phase1 services on time, within budget.

Assumptions

● RP onboarding changes are mainly different handoffs/triage/escalation
procedures.

● Training material development 10-days.
● Training delivery 5-days
● GDS will not be providing additional data from across gov.uk for analysis.
● Efficiencies included – multi-skilling/10% AHT reduction by end year-2.
Dependencies

● GDS supports relationship building with each RP.
● Handoff procedures/service levels for speed-of-answer will be agreed with each

RP.
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Manage, Train, Retain Staff to ensure Continuity/Quality

ISO9001 accredited, our operational excellence frameworks ensure a consistent,
trusted standardised approach to exceed GDS performance metrics
(Call-Off-Schedule14–Service Levels) and ensure continuity in service as follows.

Resource Planning

Using 9-month rolling forecasts/13-week Capacity Management Plans (CMP), our
Workforce Management (WFM) team, will align resourcing to GDS Forecasting
procedure (Framework-Schedule-3).

Using Erlang calculations, WFM anticipate fluctuations in volumes and adjust the
number of agents/managers to always deliver quality services, unaffected by
sickness, leave, training or recruitment. Agent/management requirements are
scheduled using a range of shift patterns for flexibility.

Daily WFM calls with recruitment, training, and operations review any immediate and
future resourcing requirements/concerns. Engagement with you includes;
variances/action-plans discussed daily, and all plans reviewed/agreed in monthly
planning meetings.

Recruitment

Our dedicated UK based recruitment team use external/internal recruitment to
deliver agent requirements (planned/unexpected demand) as per agreed CMP. We
staff the service with permanent staff across all roles, only using temporary/fixed
term contracts if scale/immediacy requires. Candidates are assessed against an
agreed Ideal Employee Profile with online assessments (English/Maths/Welsh),
competency interviews for Basic skills and BPSS checks completed prior to training.

Training

Our training methodology ensures staff deliver a professional, customer focused,
consistent information/guidance service to users. Our Trainers will create GDS
training materials updating when each RP is onboarded/service change
implemented.

1. Induction:
a) About/Deliverables: Performance/quality/company/ health &

safety/security/confidentiality/ performance/carbon zero/equality and
wellbeing.

b) GOV.UK-One login: Service/customer journeys/
channels(calls/email/webchat/social)/ systems (SmartAgent), GDS processes
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(direct to self-serve/verification/hand-offs, tech fraud triage/complaints,
supporting vulnerable users, RP processes.

c) Skills: Soft-Skills.

2. Refresher: Updates to GDS policies/procedures, changes in scope/system
change or an identified training need through agent feedback and analytics
(insight). Annual security refresh/assessment (GDPR, clear-desk and Security
Incident Management training).

3. Change: Additional briefing/updates/training e.g. (RP Onboarding/New
Channel/Technology/Service/Process)

4. Ongoing: Individual/team need assessment through quality
monitoring/knowledge evaluation/analytics/monthly manager one-on-ones

Quality/Performance

GDS delivery will be focused from our Engagement Hub in Preston (<30 miles from
your Manchester hub) supporting close collaboration and co-location of HGS/GDS
team to drive performance and continuous improvement. We have appointed
experienced managers with proven, best practice ratios to deliver critical high quality,
flexible and transformational Government services with roles highlighted in grey
below.

IMAGE REDACTED

It ensures performance of the workforce through:

● TM (max-1:15) - Ongoing quality monitoring, coaching and development of
agents through monthly one-on-ones and Personal Development Plans.

● Rotation of agents into our Engagement Hubs supporting one-on-ones,
wellbeing, training, and collaboration.

● OM (dedicated) - Daily performance of the TM to ensure continuous achievement
of service levels.

● Workforce optimisation with RTA monitoring service levels to ensure optimised
agent availability and performance delivery.

● Quality function: QA (1:25) responsible for quality check-the-checker/calibration
(GDS/HGS) with QM for best-practice, insights, CI loop. TM (56%-time) complete
2-checks per agent per month increasing to 4 in grad-bay, until individual targets
are met. Quality scorecards aligned to GDS in implementation and revised when
each RP is onboarded ensure high quality focus on fraud mitigation covering
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compliance (user-verification/DPA), technical (correct information/process),
data-capture accuracy, soft-skills (e.g., empathy/listening/promotion-of-digital).

Retaining Staff

Through employee engagement, a focus on staff wellbeing (offering hybrid working -
Work@Home/in-office) and a commitment to permanent contracts we have seen our
attrition at c.5% over the last 3 years on similar services (MaPS/DBS/TSS). We only
use fixed term/temporary resource in certain scenarios (e.g.,
campaigns/resource@scale).

All staff, irrespective of age, are paid +NLW with compensation aligned to skills and
receive a suite of benefits including life insurance, sabbatical leave, free carparking,
eye care and childcare voucher schemes and Perkbox c£800 through high-street.
Structured quarterly review programme “Your Stars” gives reward and recognition.

Development includes in-role, e-learning/open-university, apprenticeships HGS
Success, “step in to” for agents progressing to TM/QA/RTA.

Our wellbeing policy ensures access to free counselling, mindfulness/wellbeing
programmes, gym membership, formal occupational health support and HR
interventions.

PHASE-TWO

Building on our capability and experience delivered in Phase-1 we will seamlessly
evolve the MVP for Phase 2/3 using the agile approach detailed below (noting that
the plan detail below is indicative only):

IMAGE REDACTED

User Experience

Enhancing our understanding of user needs/experience is critical to make the right
decisions to transform the service. To ensure this, we have supplemented our
Phase-1 team with specialist roles (highlighted in blue below). Their responsibilities
include improving the user journey through needs-based conversations, using
data/insight to identify opportunity, creating business cases to determine cost/benefit
analysis, scoping/design/building solutions, testing (alpha/beta) and controlled roll
out.
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Our technology is designed to be evergreen. We can easily add functionality through
the AWS enterprise options, to meet the needs and expectations of your
users/services throughout the contract term (requirement 17CCP001). Ease in
integration with other applications (Authority-KBV/AWS
Services/CloudWatch/Zendesk) ensures we maintain a seamless user journey.

We have existing partnerships, with two organisations who focus on increasing user
experience in non/low digital segments; 1) Polar Insights for community research on
government service needs, perception, and usage and, 2) We Are Digital (WAD) for
social impact contact centre, Face2Face and train-the-trainer provision. GDS can be
fully involved in these added value services/additional future outcomes.

In addition, we will explore additional opportunity to support vulnerable customers
such as real-time signposting to services such as the Samaritans, Money Helper and
Gov.uk relationships with Local Authorities/libraries.

A brand-new service, we provide contact centre solutions for Fujitsu/ HMRC Trader
Support Service (TSS). A complex, high-profile service providing guidance to UK/NI
businesses exporting goods and supporting the economy post Brexit. The service
has been continually evolving to improve the user-experience with multiple
technology releases/agent training updates/procedural changes / proof-of-concepts
before roll-out to include; a) Post-launch huge shift from inbound to outbound to
maximise user registration, b) Move to single higher skilled agents to reduce
handoffs, c) Screenshare to support user journey, d) Outbound welcome calls
(pre-empting issues) and e) Shift to Account Management to support users having
problems.

Functional Requirements that can’t be met

We do not foresee any functional requirements that can’t be fully met through Phase
2/3.

The Buyer and Supplier shall collaboratively engage in a partnership founded on the
principles outlined in requirement 12CCP001 in section 2.7.

Assumptions

● 20% of agents will be intermediary skill.
● Efficiencies included – 20% voice bot deflection from month 13.
● Authority/ HGS collaboration throughout each Test & Learn to ensure

changes/viability continuously reviewed/updated.
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Dependencies

● Authority IT priorities build requirements, in line with phase 2/3 plans.
● Authority supports us with change communication with each RP.

Manage, Train, Retain Staff to ensure Continuity/Quality

Resourcing

Per Phase-1.

Recruitment

Our recruitment team will work with you to administer CTC/SC vetting for all staff
employed on the service, allowing sufficient lead time for this to be in place (up-to
6-months).

We will revise our competency screening process to include intermediate skills for
future user outcomes in relation to future phase activity. Existing agents will be
assessed for competency and if not achieved external recruitment will be
undertaken.

Training

Our training material will be revised by our experienced training team in line with
each future outcome to be included in the service. Training will be provided to new
and existing agents as new services roll out to ensure high quality from day-1.

Performance/Quality

We have enhanced the organisation structure to deliver increased
quality/compliance focus and offset the risk of fraud as agents have greater access
to user data. The number of quality monitors per-agent/ per-month has increased to
4, and 8in grad bay and reducing the QA ratio to 1:60.

Retaining Staff

Per Phase-1.

Solution Technologies

117



Our technology solution is designed to deliver a digital first approach from day-one,
creating intelligent and intuitive customer journeys. It provides GDS with a modern
SAAS infrastructure to scale/evolve for the future, aligned to your strategic principles
and industry, and technology trends.

Our +100 strong experienced Service Design/Enterprise
Architects/Engineers/Consultants, Technical/Data Architects will work in partnership
with you to launch Phase 1 and research, design, test and roll out phase 2/3 future
outcomes.

PROPOSED SOLUTION

We have partnered with strategic IT software/service-integrators to deliver a
technology stack built on a single AWS Connect platform creating an interoperable
Cognitive Engagement Centre (CEC). Already accredited by Government, it’s
designed to be easily integrated with other Authority/RP applications and is highly
secure protecting data and mitigating risk of fraud. Our IT partners for GDS include:

Marathon Professional Services (MPS) - CCS-RM6181 approved Microsoft Gold
Partner for Azure End User Compute secure management and authentication
providing highly secure Work@Home/in-office solutions and Service Desk (ITILV4).

NICE – global leading IEX workforce management and Quality Management
System.

Gamma (Mission Labs) - A leading AWS cloud integrator, G-Cloud-13 supplier,
approved Advanced AWS (Amazon Web Services) Consulting Partner and Amazon
Connect Service Delivery Partner. We will create an AWS Cognitive Engagement
Centre (CEC): 

● Phase -1 Live – Inbound/outbound telephony, webchat, chatbot, email,
social-media, incl. - IVR, AI knowledgebase, CRM, speech/text/interaction
analytics, CSAT surveys, real-time/historic reporting/insight.

● Phase -1 Enabled - SMS, Outbound Dialler.
● Phase 2/3 – To support the future scope of the contact centre (17CCP001) our

technology stack can evolve to include screen-share/shared control, multi-lingual
chatbot and other enabling channels such as webform/AI-email.

AWS solutions that Mission Labs have deployed include:

Sports Fashion Retailer: Amazon Connect for telephony with serverless integration
to client back-end systems to surface customer information i.e., order history,
support tickets, delivery information real time to agents through
SmartAgent. Bespoke contact flow using Amazon Lex and Polly and AWS Lambda
to provide ID&V and self-serve in the IVR.  Now, 70% of customers successfully
ID&V, 10% of inbound calls and 30% of chats deflected from agents. 
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Thames Water: Amazon Connect and SmartAgent deployed for telephony, webchat,
email, social messaging into a single interface used by >1000 agents. Also
integrated OB Dialler, WFM and SmartPCI with 3 different payment providers. AHT
has reduced by c15% through improved intelligence and single user interface. 

HMRC NCU: AWS Connect environment with SmartAgent for telephony, webchat,
SMS, and QMS, integrated to Remedy (HMRC inhouse case management) for
NLIVR ID&V and CTI for agent prompts. Significantly reduced time taken for
customer reports to be recorded improving customer experience and reducing
cost.   

TECHNOLOGIES DEPLOYED

Our solution provides a fully resilient contact centre that allows the service to be
delivered from any UK location in English/Welsh. The main technology stack uses
building blocks from the +170 AWS enterprise options. This means there is no need
for data to transit out of the AWS ecosystem, removing concerns with data flows,
security, and broken customer journeys as users don’t need to repeat information.

Having 40% non/low digital users, we have ensured our technology stack complies
with accessibility regulations and WCAG2.1 standards with other channels including
BT relay, (free of charge) to support the hard of hearing and ability for users to opt
out of digital channels to speak to an agent, (no matter where in the journey).

Integrations Required

AWS Connect is technology-agnostic, designed to be easily leveraged via serverless
cloud integration using modern/open API ready to support your wider technology
ecosystem (Specification20-8CCP006). Our AWS solution will be integrated with our
NICE IEX workforce management for resource optimisation, Power BI for reporting,
Quality Central for Quality Management, and Authority ITSM tool (3CCP003)
applications from go live. It is interoperable with other systems as required over the
contract term to include AWS IAM, AWS CloudWatch and Dynatrace using kinesis,
lex, Zendesk and fraud systems such as nuance bad voice/Pindrop.

Reliance and Support from the Authority

Our team will lead the technology design, build, test and roll out but will need
Authority support/information on:

• Connecting our AWS instance to your organisation to ensure efficiency,
operational excellence, and value for money as per AWS Well-Architected
Framework.
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• GDS to attend collaborative workshops to approve the technology design and
vision workshops to work back from your future vision to create the user
stories/workflow analysis and identify any areas of concern.

• To sign off the agreed design (technology/security).
• Provide detailed API requirements for the ITSM integration.

HARDWARE

Our cloud infrastructure on AWS and Azure is a cloud-hosted, hardware-free service
with modern serverless integration and client mobility as standard. It is fully scalable
with the providers automatically assigning capacity up and down in line with
usage/surge. To ensure QoS SmartAgent, AWS Connect averages a ping of 11ms.
Agent laptops meet the minimum specifications to support browser software (4GB
RAM, 2GHz Processor). During recruitment we ensure all employees have a
minimum 1000kbps bandwidth per connected device.

Dedicated Telephony

An AWS Connect instance will be set up and dedicated to GDS for telephony to
provide inbound/outbound, customisable Natural Language IVR (NLIVR),
multi-option transfer (warm/cold) using pre-programmed telephone numbers, call
recording, in-queue messages (e.g., call recording notification, automated
messages), IVR/in-queue drop out points and the ability set up a GDS 0300
numbers/International-number as required. External call forwarding/routing is
handled via SIP/PSTN transfer.

IT Hosting/Architecture

ISO27001, 27017-cloud security/27018-cloud-privacy, Cyber-Essentials+, it is fully
aligned to GDS Call-Off-Schedule-1. All technology is AWS/Azure UK cloud
hosted/deployed and managed guaranteeing 99.99% availability through multiple
zones/telecom-carriers, with data encrypted in-transit/at-rest and securely stored and
indexed in-line with GDPR requirements. Microsoft Sentinel ensures real-time
phishing and security alerts.

IMAGE REDACTED

Essential upgrades
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Our "evergreen” AWS technology stack will never reach end-of-life, or require
fundamental, operationally disruptive, and costly upgrades in the future meeting
phase 1 and future phase 2/3 requirements.

OMNI-CHANNEL SERVICES

The technology stack is managed through SmartAgent, a single user centric
interface enabling agent omni-channel management, real-time reporting, and design
changes. It ensures seamless customer journeys across multiple channels to include
telephony (Inbound/outbound), webchat, email, and RPA (whitemail-N/A-CQ73), with
skills-based routing, virtual queue, editable scripts/workflows, user wait-times/queue
position, and customisable disposition/wrap codes in English/Welsh.
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Telephony/Webchat

Calls/chats are managed using Amazon Connect (inbound/outbound) with outbound
SMS capability. They are distributed using dynamic routing decisions based on
multiple criteria, e.g., repeat-contacts/priority-customers (e.g., Low/non-digital
users)/abandoned-calls/agent-skills.

Email/RPA

SmartAgent for email management with option to switch on AI-email (webform or
form of RPA) using structured templates/AWS Simple-Email to provide improved
signposting and automated response.

Chatbot

Using Kendra, the chatbot (CQ70) will be deployed webchat to answer FAQ. If
unable to help, the user will be seamlessly handed to agents for resolution. Using AI
machine-learning, Amazon Lex will learn over time improving speed and accuracy of
response and knowledge retrieved via Lambda. Missed utterance reporting, will
highlight areas to improve deflection/containment.
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Knowledgebase

Amazon Kendra for intelligent indexing/retrieval of unstructured/structured data
stored in our SharePoint using Amazon Connect Wisdom for a highly searchable
agent interface.

Speech/Interaction Analytics

Amazon Contact Lens for post-contact and real-time transcription/sentiment
analysis/keyword/phrase tracking and trend detection. We have built 50%
deployment across the channels particularly to support low/non digital users.

CRM

SmartAgent will be integrated with Amazon Connect Customer Profiles and Cases to
provide CRM functionality including consolidate customer information, make lookups,
case creation and data collation.
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Call Off Special Schedule 4 – Continuous Improvement

1. Buyer’s Rights

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

2. Supplier’s Obligations

2.1The Supplier must, throughout the Contract Period, identify new or potential
improvements to the provision of the Deliverables with a view to reducing the
Buyer’s costs (including the Charges) and/or improving the quality and
efficiency of the Deliverables and their supply to the Buyer.

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

2.3In addition to Paragraph 2.1, the Supplier 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 Buyer'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 Supplier or the Buyer
and ways of working that would provide cost savings and/or
enhanced benefits to the Buyer (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
Supplier's operations and supply-chains relating to the
Deliverables, and identifying opportunities to assist the Buyer
in meeting their sustainability objectives.

2.4The initial Continuous Improvement Plan for the first (1st) Contract Year shall
be submitted by the Supplier to the Buyer for Approval within one hundred
(100) Working Days of the first Order or six (6) Months following the Start
Date, whichever is earlier.
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2.5The Buyer shall notify the Supplier 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 Supplier 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.

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

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

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

2.8.1 the Supplier 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 Supplier's progress against
the Continuous Improvement Plan.

2.9The Supplier 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 Subject to paragraph 2.12 below, should the Supplier's costs in providing
the Deliverables to the Buyer be reduced as a result of any changes
implemented, all of the cost savings shall be passed on to the Buyer by way of
a consequential and immediate reduction in the Charges for the Deliverables.

2.12 At any time during the Contract Period of the Call-Off Contract, the Supplier
may make a proposal for consideration by the Buyer for gainshare relating to
future initiatives to reduce the Charges payable by the Buyer under the
Call-Off Contract and/or achieve other savings for the Buyer, in which case:

2.12.1 the Supplier shall provide details of how the relevant gain is
calculated and the time period to which it relates. All gain
must be based in fact (and net of any costs incurred by the
Buyer) and incorporate a baseline measure, the costs
necessary for each Party to achieve the gain (if any), budget
forecast and measures to actualise the gain. The gain
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identified must be proven and auditable gain and not based
on estimated or deemed gain;

2.12.2 unless the Parties agree otherwise in writing:
(a) the Supplier shall be entitled to retain twenty five percent

(25%) of the financial gain and the remaining seventy five
percent (75%) of the financial gain shall be passed to the
Buyer which may include by way of a reduction in the
Charges; and

(b) the period during which the financial gain shall be shared
between the Parties in accordance with paragraph 2.12.2(a)
shall apply for a period of 12 months and thereafter the full
benefit of the financial gain (including any relevant reduced
Charges) shall be passed to the Buyer; and

2.12.3 if at its sole discretion the Buyer deems gainshare to be
applicable then the Supplier shall update the Continuous
Improvement Plan so as to include the agreed details of the
way in which the proposal shall be implemented in
accordance with paragraph 2.12.2 above.
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Call Off Special Schedule 5 – Implementation Plan and Testing

Part A - Implementation

1. Definitions

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

"Delay" a) a delay in the Achievement of a
Milestone by its Milestone Date; or

b) a delay in the design,
development, testing or
implementation of a Deliverable by
the relevant date set out in the
Implementation Plan;

“Delay Payment” means the payment the Buyer is
entitled to deduct for late
achievement of a Milestone or
delivery of a Deliverable as set out in
this Call Off Schedule 13;

“Delay Payment Limit” means the maximum sum the Buyer
can deduct from a Milestone Payment
by way of Delay Payments, being 5%
of the relevant Milestone Payment;

“Delay Period Limit” means the number of days the delay
exceeds the agreed upon date that is
specified in the implementation plan

"Deliverable" an item, artefact or feature to be
delivered by the Supplier at or before
a Milestone Date listed in the
Implementation Plan. For the
avoidance of doubt, a set of
deliverable items can make up a
Milestone;

“Milestone” Events and/or tasks described under
in the Annex 1 Implementation Plan
which, if applicable, must be
completed by the relevant Timeframe
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or Delivery Date. For the avoidance
of doubt, a set of deliverable items
can make up a Milestone;

"Milestone Payment" a payment identified in the
Implementation Plan to be made
following the issue of a Satisfaction
Certificate in respect of
Achievement of the relevant
Milestone;

“Implementation
Period"

has the meaning given to it in
Paragraph 7.1;

“Milestone
Achievement ”

a milestone that has been achieved
and has been approved by the
Buyer by the issue of a Satisfaction
Certificate;

2. Agreeing and following the Implementation Plan

2.1 A draft of the Implementation Plan is set out in the Annex to this
Schedule. The Supplier shall provide a further draft Implementation
Plan twenty (20) days after the Call-Off Start Date.

2.2 The draft Implementation Plan:
2.2.1 must contain information at the level of detail necessary to

manage the implementation stage effectively and as the Buyer
may otherwise require; and

2.2.2 it shall take account of all dependencies known to, or which
should reasonably be known to, the Supplier.

2.3 Following receipt of the draft Implementation Plan from the Supplier,
the Parties shall use reasonable endeavours to agree the contents of
the Implementation Plan. If the Parties are unable to agree the
contents of the Implementation Plan within twenty (20) Working Days
of its submission, then such Dispute shall be resolved in accordance
with the Dispute Resolution Procedure.

2.4 The Supplier shall provide each of the Deliverable Items identified in
the Implementation Plan by the date assigned to that Deliverable Item
in the Implementation Plan so as to ensure that each Milestone
identified in the Implementation Plan is Achieved on or before its
Milestone Date.

2.5 The Supplier shall monitor its performance against the
Implementation Plan and Milestones (if any) and report to the Buyer
on such performance.
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3. Reviewing and changing the Implementation Plan

3.1 Subject to Paragraph 4.3, the Supplier shall keep the Implementation
Plan under review in accordance with the Buyer’s instructions and
ensure that it is updated on a regular basis.

3.2 The Buyer shall have the right to require the Supplier to include any
reasonable changes or provisions in each version of the
Implementation Plan.

3.3 Changes to any Milestones, Milestone Payments and Delay
Payments shall only be made in accordance with the Variation
Procedure.

3.4 Time in relation to compliance with the Implementation Plan shall be
of the essence and failure of the Supplier to comply with the
Implementation Plan shall be a material Default.

4. Security requirements before the Start Date

4.1 The Supplier shall note that it is incumbent upon them to understand
the lead-in period for security clearances and ensure that all Supplier
Staff have the necessary security clearance in place before the
Call-Off Start Date. The Supplier shall ensure that this is reflected in
their Implementation Plans.

4.2 The Supplier shall ensure that all Supplier Staff and Subcontractors
do not access the Buyer's IT systems, or any IT systems linked to the
Buyer, unless they have satisfied the Buyer's security requirements.

4.3 The Supplier shall be responsible for providing all necessary
information to the Buyer to facilitate security clearances for Supplier
Staff and Subcontractors in accordance with the Buyer's
requirements.

4.4 The Supplier shall provide the names of all Supplier Staff and
Subcontractors and inform the Buyer of any alterations and additions
as they take place throughout the Call-Off Contract.

4.5 The Supplier shall ensure that all Supplier Staff and Subcontractors
requiring access to the Buyer Premises have the appropriate security
clearance. It is the Supplier's responsibility to establish whether or not
the level of clearance will be sufficient for access. Unless prior
approval has been received from the Buyer, the Supplier shall be
responsible for meeting the costs associated with the provision of
security cleared escort services.

4.6 If a property requires Supplier Staff or Subcontractors to be
accompanied by the Buyer’s Authorised Representative, the Buyer
must be given reasonable notice of such a requirement, except in the
case of emergency access.
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5. What to do if there is a Delay

5.1 If the Supplier becomes aware that there is, or there is reasonably
likely to be, a Delay under this Contract it shall:
5.1.1 notify the Buyer as soon as practically possible and no later

than within two (2) Working Days from becoming aware of the
Delay or anticipated Delay;

5.1.2 include in its notification an explanation of the actual or
anticipated impact of the Delay;

5.1.3 comply with the Buyer’s instructions in order to address the
impact of the Delay or anticipated Delay; and

5.1.4 use all reasonable endeavours to eliminate or mitigate the
consequences of any Delay or anticipated Delay.

6. Compensation for a Delay

6.1 If Delay Payments have been included in the Implementation Plan
and a Milestone has not been achieved by the relevant Milestone
Date, the Buyer shall be entitled to deduct Delay Payments
(calculated as set out by the Buyer in the Implementation Plan) from
the relevant Milestone Payment and the following provisions shall
apply:
6.1.1 the Supplier acknowledges and agrees that any Delay

Payment 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 Achieve the corresponding Milestone;

6.1.2 Delay Payments shall be the Buyer's exclusive financial
remedy for the Supplier’s failure to Achieve a Milestone by its
Milestone Date except where:
(a) the Buyer is entitled to or does terminate this

Contract pursuant to Clause 11.4 (When CCS or the
Buyer can end this contract); or

(b) the delay exceeds the relevant Delay Period Limit;
6.1.3 the Delay Payments will accrue on a daily basis: from the

relevant Milestone Date until the date when the Milestone is
Achieved or the Delay Payment Limit is reached;

6.1.4 no payment or other act or omission of the Buyer shall in any
way affect the rights of the Buyer to recover the Delay
Payments or be deemed to be a waiver of the right of the
Buyer to recover any such damages; and

6.1.5 Delay Payments shall not be subject to or count towards any
limitation on liability set out in Clause 12 (How much you can
be held responsible for).

6.1.6 Not used.
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6.1.7 Delay Payments will be calculated as 0.1% of the relevant
Milestone Payment per working day.

6.1.8 In the event that the delay for any Milestone exceeds the Delay
Period Limit this shall be a material Default of Contract under
clause 11.4 of the Core Terms.

Late Delivery of Deliverables

6.2 The Supplier shall deliver the agreed Deliverables by the
timeframe or delivery dates (outlined in Annex 1: Implementation
Plan), subject to any mutually agreed extensions.

6.3 Not used.
6.4 Not used.
6.5 If the delay of the Deliverable exceeds the maximum of 5

Working Days, the Supplier may submit a request to the Buyer for a
meeting to discuss a resolution plan. The Buyer shall respond to the
request within 2 Working Days of receipt of the request. The Supplier
and Buyer shall work together in good faith to develop a resolution
plan to mitigate the delay, and any costs associated with
implementing the resolution plan shall be borne by the party
responsible for the delay.

6.6 If the parties are unable to reach a resolution plan within
10 Working Days, the Buyer retains the right without prejudice to
terminate this Contract and/or claim damages from the Supplier for
material Default.

7. Implementation Plan

7.1 The Implementation Period will be a three (3) Month period from the
Call-Off Start Date.

7.2 During the Implementation Period, the incumbent supplier shall retain
full responsibility for all existing services until the Call-Off Start Date
or as otherwise formally agreed with the Buyer. The Supplier's full
service obligations shall formally be assumed on the Call-Off Start
Date as set out in Order Form.

7.3 In accordance with the Implementation Plan, the Supplier shall:
7.3.1 work cooperatively and in partnership with the Buyer,

incumbent supplier, and other Framework Supplier(s), where
applicable, to understand the scope of Services to ensure a
mutually beneficial handover of the Services;

7.3.2 work with the incumbent supplier and Buyer to assess the
scope of the Services and prepare a plan which demonstrates
how they will mobilise the Services;

7.3.3 liaise with the incumbent Supplier to enable the full completion
of the Implementation Period activities; and
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7.3.4 produce an Implementation Plan, to be agreed by the Buyer,
for carrying out the requirements within the Implementation
Period including, key Milestones and dependencies.

7.4The Implementation Plan will include detail stating:
7.4.1 how the Supplier will work with the incumbent Supplier and the

Buyer Authorised Representative to capture and load up
information such as asset data ; and

7.4.2 a communications plan, to be produced and implemented by
the Supplier, but to be agreed with the Buyer, including the
frequency, responsibility for and nature of communication with
the Buyer and end users of the Services.

7.5In addition, the Supplier shall:
7.5.1 appoint a Supplier Authorised Representative who shall be

responsible for the management of the Implementation Period,
to ensure that the Implementation Period is planned and
resourced adequately, and who will act as a point of contact
for the Buyer;

7.5.2 mobilise all the Services specified in the Specification within
the Call-Off Contract;

7.5.3 produce a Implementation Plan report for each Buyer
Premises to encompass programmes that will fulfil all the
Buyer's obligations to landlords and other tenants:

(a) the format of reports and programmes shall be in
accordance with the Buyer's requirements and
particular attention shall be paid to establishing the
operating requirements of the occupiers when
preparing these programmes which are subject to
the Buyer's approval; and

(b) the Parties shall use reasonable endeavours to
agree the contents of the report but if the Parties
are unable to agree the contents within twenty (20)
Working Days of its submission by the Supplier to
the Buyer, then such Dispute shall be resolved in
accordance with the Dispute Resolution Procedure.

7.5.4 manage and report progress against the Implementation Plan;
7.5.5 construct and maintain a Implementation risk and issue

register in conjunction with the Buyer detailing how risks and
issues will be effectively communicated to the Buyer in order
to mitigate them;

7.5.6 attend progress meetings (frequency of such meetings shall
be as set out in the Order Form) in accordance with the
Buyer's requirements during the Implementation Period.
Implementation meetings shall be chaired by the Buyer and all
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meeting minutes shall be kept and published by the Supplier;
and

7.5.7 ensure that all risks associated with the Implementation Period
are minimised to ensure a seamless change of control
between incumbent provider and the Supplier.
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Annex 1: Implementation Plan

The Deliverables and Milestones will be Achieved in accordance with this Schedule.

Unless the parties agree otherwise, the delivery of documentation in the table below
within the relevant timeframe or by the relevant delivery date refers to the delivery of
draft documentation by the Supplier along with an agreed process for joint completion
and approvals.

For the purposes of Paragraph 6.1.2 the Delay Period Limit shall be 10 Working Days.

The Implementation Plan is set out below and includes Milestones and Deliverables
the Supplier is required to Achieve:

Deliverable
Items

Description  Timeframe or Delivery Date

D1 Governance and engagement plan Within five (5) Working Days after the
Call-Off Start Date

D2 Interface Control Documents for each
Interface where they have been
nominated as the Interface Owner
and the Buyer Change Request
documentation as part of
Implementation plan (Ref.
23CCP002)

Within twenty (20) Working Days after
the Call-Off Start Date

D3 Policies and process documentation Within twenty (20) Working Days after
the Call-Off Start Date 

D4 Security Management Plan. Within twenty (20) Working Days after
the Call-Off Start Date

D5 Continuous Improvement Plan Within twenty (20) Working Days after
the Call-Off Start Date of contract.
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Deliverable
Items

Description  Timeframe or Delivery Date

Later on needs to be shared
Quarterly as part of business reviews.

D6 Fraud Mitigation Process. Within twenty (20) Working Days after
the Call-Off Start Date

D7

Data management and storage plan
(Inc. data encryption)

Within twenty (20) Working Days after
the Call-Off Start Date 

D8 Business Continuity and disaster
recovery plan (BCDR Plan)

Within twenty (20) Working Days after
the Call-Off Start Date

D9 Documented Quality standards Within twenty (20) Working Days after
the Call-Off Start Date

D10 Scope Analysis Report outlining the
learnings from the ongoing phase and
proposal for recommended scope
change.

Every 3 months after the Call-Off
Start Date to be shared as part of a
business review meeting. 

D11 Performance reporting and
management plan

Within twenty (20) Working Days after
the Call-Off Start Date and every
twenty (20) Working Days thereafter

D12

All Service Design documentation
(any systems/processes being
delivered by the service provider
which interact with the Buyer or
third-party systems or hold or process
Buyer’s data.) 

Within forty (40) Working Days after
the Call-Off Start Date 
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Deliverable
Items

Description  Timeframe or Delivery Date

D13 Triage and escalation process for
technical and fraud related issues

Within twenty (20) Working Days after
the Call-Off Start Date 

D14 Recruitment, training and resource
allocation plan

Within twenty (20) Working Days after
the Call-Off Start Date 

D15 Report providing the review of Phase
1 deliverables and performance and
proposal outlining the scope and
functions for the next Phase, to be
shared with the Buyer for review and
approval in the D3 board. 

Within six (6) months from successful
delivery of Phase 1

D16 Detailed Implementation, testing and
launch plan for potential Phase 2
functionality

Within twenty (20) Working Days of
the Buyer’s approval date of the
proposal for potential Phase 2
functionality

D17 Report providing the review of Phase
2 deliverables and performance and
proposal outlining the scope and
functions for the next Phase, to be
shared with the Buyer for review and
approval in the D3 board. 

In six (6) months from successful
delivery of Phase 2

D18 Detailed Implementation, testing and
launch plan for potential Phase 3
functionality.

Within twenty (20) Working Days of
the Buyer’s approval date of the
proposal for potential Phase 3
functionality
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Milestones: Phase 1 Time frame or
Delivery Date

Delay Payments

M1 On time provision
of Deliverables
D1-D9 and
D11-D14
submitted and
approved by the
Buyer.

Within forty (40)
Working Days after
the Call-Off Start
Date 

Yes

M2 The Contact
Centre is live and
provides a full
multichannel
solution. 

Within week eight
(8) to twelve (12)
weeks after the
Call-Off Start Date 

Yes

Milestones: Future Phases (2-3)

M3 On time provision
of Deliverables
D16 submitted and
approved by the
Buyer.

Within twenty (20)
Working Days of
the Buyer’s
approval date of
the proposal for
Phase 2

Yes

M4 The Contact
Centre has
transitioned
successfully to an
agreed future
Phase 2 state, with
all future state
requirements
agreed with the
Buyer during

Within the agreed
launch timescales
outlined in the
Implementation
Plan (D16). 

Yes
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scoping phases
and successfully
delivered.

M5 On time provision
of Deliverables
D18 submitted and
approved by the
Buyer.

Within twenty (20)
Working Days of
the Buyer’s
approval date of
the proposal for
Phase 3.

Yes

M6 The Contact
Centre has
transitioned
successfully to an
agreed future
Phase 2 state, with
all future state
requirements
agreed with the
Buyer during
scoping phases
and successfully
delivered.

Within the agreed
launch timescales
outlined in the
Implementation
Plan (D18). 

Yes
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Part B - Testing

1. Definitions

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

"Component" any constituent parts of the Deliverables;

"Material Test
Issue"

a Test Issue of Severity Level 1 or Severity
Level 2;

"Satisfaction
Certificate"

a certificate materially in the form of the
document contained in Annex 2 to Part B
issued by the Buyer when a Deliverable
and/or Milestone has satisfied its relevant Test
Success Criteria;

"Severity Level" the level of severity of a Test Issue, the criteria
for which are described in Annex 1 to Part B;

"Test Issue
Management Log"

a log for the recording of Test Issues as
described further in Paragraph 8.1 of this
Schedule;

"Test Issue
Threshold"

in relation to the Tests applicable to a
Milestone, a maximum number of Severity
Level 3, Severity Level 4 and Severity Level 5
Test Issues as set out in the relevant Test
Plan;

"Test Reports" the reports to be produced by the Supplier
setting out the results of Tests;

"Test
Specification"

the specification that sets out how Tests will
demonstrate that the Test Success Criteria
have been satisfied, as described in more
detail in Paragraph 6.2 of this Schedule;

"Test Strategy" a strategy for the conduct of Testing as
described further in Paragraph 3.2 of this
Schedule;
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"Test Success
Criteria"

in relation to a Test, the test success criteria
for that Test as referred to in Paragraph 5 of
this Schedule;

"Test Witness" any person appointed by the Buyer pursuant
to Paragraph 9 of this Schedule; and

"Testing
Procedures"

the applicable testing procedures and Test
Success Criteria set out in this Schedule.

2. How testing should work

2.1 All Tests conducted by the Supplier shall be conducted in accordance
with the Test Strategy, Test Specification and the Test Plan.

2.2 The Supplier shall not submit any Deliverable for Testing:
2.2.1 unless the Supplier is reasonably confident that it will satisfy

the relevant Test Success Criteria;
2.2.2 until the Buyer has issued a Satisfaction Certificate in respect

of any prior, dependant Deliverable(s); and
2.2.3 until the Parties have agreed the Test Plan and the Test

Specification relating to the relevant Deliverable(s).
2.3 The Supplier shall use reasonable endeavours to submit each

Deliverable for Testing or re-Testing by or before the date set out in
the Implementation Plan for the commencement of Testing in respect
of the relevant Deliverable.

2.4 Prior to the issue of a Satisfaction Certificate, the Buyer shall be
entitled to review the relevant Test Reports and the Test Issue
Management Log.

3. Planning for testing

3.1 The Supplier shall develop the final Test Strategy as soon as
practicable after the Start Date but in any case no later than twenty
(20) Working Days after the Start Date.

3.2 The final Test Strategy shall include:
3.2.1 an overview of how Testing will be conducted in relation to the

Implementation Plan;
3.2.2 the process to be used to capture and record Test results and

the categorisation of Test Issues;
3.2.3 the procedure to be followed should a Deliverable fail a Test,

fail to satisfy the Test Success Criteria or where the Testing of
a Deliverable produces unexpected results, including a
procedure for the resolution of Test Issues;
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3.2.4 the procedure to be followed to sign off each Test;
3.2.5 the process for the production and maintenance of Test

Reports and a sample plan for the resolution of Test Issues;
3.2.6 the names and contact details of the Buyer and the Supplier's

Test representatives;
3.2.7 a high level identification of the resources required for Testing

including Buyer and/or third party involvement in the conduct
of the Tests;

3.2.8 the technical environments required to support the Tests; and
3.2.9 the procedure for managing the configuration of the Test

environments.

4. Preparing for Testing

4.1 The Supplier shall develop Test Plans and submit these for Approval
as soon as practicable but in any case no later than twenty (20)
Working Days prior to the start date for the relevant Testing as
specified in the Implementation Plan.

4.2 Each Test Plan shall include as a minimum:
4.2.1 the relevant Test definition and the purpose of the Test, the

Milestone to which it relates, the requirements being Tested
and, for each Test, the specific Test Success Criteria to be
satisfied; and

4.2.2 a detailed procedure for the Tests to be carried out.
4.3 The Buyer shall not unreasonably withhold or delay its approval of the

Test Plan provided that the Supplier shall implement any reasonable
requirements of the Buyer in the Test Plan.

5. Passing Testing

5.1 The Test Success Criteria for all Tests shall be agreed between the
Parties as part of the relevant Test Plan pursuant to Paragraph 4.

6. How Deliverables will be tested and approved

6.1 Following approval of a Test Plan, the Supplier shall develop the Test
Specification for the relevant Deliverables as soon as reasonably
practicable and in any event at least 10 Working Days prior to the
start of the relevant Testing (as specified in the Implementation Plan).

6.2 Each Test Specification shall include as a minimum:
6.2.1 the specification of the Test data, including its source, scope,

volume and management, a request (if applicable) for relevant
Test data to be provided by the Buyer and the extent to which
it is equivalent to live operational data;

6.2.2 a plan to make the resources available for Testing;
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6.2.3 Test scripts;
6.2.4 Test pre-requisites and the mechanism for measuring them;

and
6.2.5 expected Test results, including:

(a) a mechanism to be used to capture and record Test
results; and

(b) a method to process the Test results to establish
their content.

6.3 The Deliverable shall be deemed to have been delivered on the date
that the Buyer confirms in writing that the Deliverable meets the
Buyer’s requirements.

7. Performing the tests

7.1 Before submitting any Deliverables for Testing the Supplier shall
subject the relevant Deliverables to its own internal quality control
measures.

7.2 The Supplier shall manage the progress of Testing in accordance with
the relevant Test Plan and shall carry out the Tests in accordance
with the relevant Test Specification. Tests may be witnessed by the
Test Witnesses in accordance with Paragraph 9.3.

7.3 The Supplier shall notify the Buyer at least 10 Working Days in
advance of the date, time and location of the relevant Tests and the
Buyer shall ensure that the Test Witnesses attend the Tests.

7.4 The Buyer may raise and close Test Issues during the Test witnessing
process.

7.5 The Supplier shall provide to the Buyer in relation to each Test:
7.5.1 a draft Test Report not less than 2 Working Days prior to the

date on which the Test is planned to end; and
7.5.2 the final Test Report within 5 Working Days of completion of

Testing.
7.6 Each Test Report shall provide a full report on the Testing conducted

in respect of the relevant Deliverables, including:
7.6.1 an overview of the Testing conducted;
7.6.2 identification of the relevant Test Success Criteria that

have/have not been satisfied together with the Supplier's
explanation of why any criteria have not been met;

7.6.3 the Tests that were not completed together with the Supplier's
explanation of why those Tests were not completed;

7.6.4 the Test Success Criteria that were satisfied, not satisfied or
which were not tested, and any other relevant categories, in
each case grouped by Severity Level in accordance with
Paragraph 8.1; and
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7.6.5 the specification for any hardware and software used
throughout Testing and any changes that were applied to that
hardware and/or software during Testing.

7.7 When the Supplier has completed a Milestone it shall submit any
Deliverables relating to that Milestone for Testing.

7.8 Each party shall bear its own costs in respect of the Testing.
However, if a Milestone is not Achieved the Buyer shall be entitled to
recover from the Supplier, any reasonable additional costs it may
incur as a direct result of further review or re-Testing of a Milestone.

7.9 If the Supplier successfully completes the requisite Tests, the Buyer
shall issue a Satisfaction Certificate as soon as reasonably practical
following such successful completion. Notwithstanding the issuing of
any Satisfaction Certificate, the Supplier shall remain solely
responsible for ensuring that the Deliverables are implemented in
accordance with this Contract.

8. Discovering Problems

8.1 Where a Test Report identifies a Test Issue, the Parties shall agree
the classification of the Test Issue using the criteria specified in
Annex 1 and the Test Issue Management Log maintained by the
Supplier shall log Test Issues reflecting the Severity Level allocated to
each Test Issue.

8.2 The Supplier shall be responsible for maintaining the Test Issue
Management Log and for ensuring that its contents accurately
represent the current status of each Test Issue at all relevant times.
The Supplier shall make the Test Issue Management Log available to
the Buyer upon request.

8.3 The Buyer shall confirm the classification of any Test Issue
unresolved at the end of a Test in consultation with the Supplier. If
the Parties are unable to agree the classification of any unresolved
Test Issue, the Dispute shall be dealt with in accordance with the
Dispute Resolution Procedure using the Expedited Dispute
Timetable.

9. Test witnessing

9.1 The Buyer may, in its sole discretion, require the attendance at any
Test of one or more Test Witnesses selected by the Buyer, each of
whom shall have appropriate skills to fulfil the role of a Test Witness.

9.2 The Supplier shall give the Test Witnesses access to any
documentation and Testing environments reasonably necessary and
requested by the Test Witnesses to perform their role as a Test
Witness in respect of the relevant Tests.

9.3 The Test Witnesses:
9.3.1 shall actively review the Test documentation;
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9.3.2 will attend and engage in the performance of the Tests on
behalf of the Buyer so as to enable the Buyer to gain an
informed view of whether a Test Issue may be closed or
whether the relevant element of the Test should be re-Tested;

9.3.3 shall not be involved in the execution of any Test;
9.3.4 shall be required to verify that the Supplier conducted the

Tests in accordance with the Test Success Criteria and the
relevant Test Plan and Test Specification;

9.3.5 may produce and deliver their own, independent reports on
Testing, which may be used by the Buyer to assess whether
the Tests have been Achieved;

9.3.6 may raise Test Issues on the Test Issue Management Log in
respect of any Testing; and

9.4 may require the Supplier to demonstrate the modifications made to
any defective Deliverable before a Test Issue is closed.

10.Auditing the quality of the test

10.1 The Buyer or an agent or contractor appointed by the Buyer may
perform on-going quality audits in respect of any part of the Testing
(each a "Testing Quality Audit") subject to the provisions set out in
the agreed Quality Plan.

10.2 The Supplier shall allow sufficient time in the Test Plan to ensure that
adequate responses to a Testing Quality Audit can be provided.

10.3 The Buyer will give the Supplier at least 5 Working Days' written
notice of the Buyer’s intention to undertake a Testing Quality Audit.

10.4 The Supplier shall provide all reasonable necessary assistance and
access to all relevant documentation required by the Buyer to enable
it to carry out the Testing Quality Audit.

10.5 If the Testing Quality Audit gives the Buyer concern in respect of the
Testing Procedures or any Test, the Buyer shall prepare a written
report for the Supplier detailing its concerns and the Supplier shall,
within a reasonable timeframe, respond in writing to the Buyer’s
report.

10.6 In the event of an inadequate response to the written report from the
Supplier, the Buyer (acting reasonably) may withhold a Satisfaction
Certificate until the issues in the report have been addressed to the
reasonable satisfaction of the Buyer.

11. Outcome of the testing

11.1 The Buyer will issue a Satisfaction Certificate when the Deliverables
satisfy the Test Success Criteria in respect of that Test without any
Test Issues.
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11.2 If the Deliverables (or any relevant part) do not satisfy the Test
Success Criteria then the Buyer shall notify the Supplier and:
11.2.1 the Buyer may issue a Satisfaction Certificate conditional upon

the remediation of the Test Issues;
11.2.2 the Buyer may extend the Test Plan by such reasonable period

or periods as the Parties may reasonably agree and require
the Supplier to rectify the cause of the Test Issue and
re-submit the Deliverables (or the relevant part) to Testing; or

11.2.3 where the failure to satisfy the Test Success Criteria results, or
is likely to result, in the failure (in whole or in part) by the
Supplier to meet a Milestone, then without prejudice to the
Buyer’s other rights and remedies, such failure shall constitute
a material Default.

11.3 The Buyer shall be entitled, without prejudice to any other rights and
remedies that it has under this Contract, to recover from the Supplier
any reasonable additional costs it may incur as a direct result of
further review or re-Testing which is required for the Test Success
Criteria for that Deliverable to be satisfied.

11.4 The Buyer shall issue a Satisfaction Certificate in respect of a given
Milestone as soon as is reasonably practicable following:
11.4.1 the issuing by the Buyer of Satisfaction Certificates and/or

conditional Satisfaction Certificates in respect of all
Deliverables related to that Milestone which are due to be
Tested; and

11.4.2 performance by the Supplier to the reasonable satisfaction of
the Buyer of any other tasks identified in the Implementation
Plan as associated with that Milestone.

11.5 The grant of a Satisfaction Certificate shall entitle the Supplier to the
receipt of a payment in respect of that Milestone in accordance with
the provisions of any Implementation Plan and Clause 4 (Pricing and
payments).

11.6 If a Milestone is not Achieved, the Buyer shall promptly issue a report
to the Supplier setting out the applicable Test Issues and any other
reasons for the relevant Milestone not being Achieved.

11.7 If there are Test Issues but these do not exceed the Test Issues
Threshold, then provided there are no Material Test Issues, the Buyer
shall issue a Satisfaction Certificate.

11.8 If there is one or more Material Test Issue(s), the Buyer shall refuse
to issue a Satisfaction Certificate and, without prejudice to the
Buyer’s other rights and remedies, such failure shall constitute a
material Default.

11.9 If there are Test Issues which exceed the Test Issues Threshold but
there are no Material Test Issues, the Buyer may at its discretion
(without waiving any rights in relation to the other options) choose to
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issue a Satisfaction Certificate conditional on the remediation of the
Test Issues in accordance with an agreed Rectification Plan provided
that:
11.9.1 any Rectification Plan shall be agreed before the issue of a

conditional Satisfaction Certificate unless the Buyer agrees
otherwise (in which case the Supplier shall submit a
Rectification Plan for approval by the Buyer within 10 Working
Days of receipt of the Buyer’s report pursuant to
Paragraph 10.5); and

11.9.2 where the Buyer issues a conditional Satisfaction Certificate, it
may (but shall not be obliged to) revise the failed Milestone
Date and any subsequent Milestone Date.

12.Risk

12.1 The issue of a Satisfaction Certificate and/or a conditional
Satisfaction Certificate shall not:
12.1.1 operate to transfer any risk that the relevant Deliverable or

Milestone is complete or will meet and/or satisfy the Buyer’s
requirements for that Deliverable or Milestone; or

12.1.2 affect the Buyer’s right subsequently to reject all or any
element of the Deliverables and/or any Milestone to which a
Satisfaction Certificate relates.
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Annex 1 to Part B: Test Issues – Severity Levels

1. Severity 1 Error

1.1 This is an error that causes non-recoverable conditions, e.g. it is not
possible to continue using a Component.

2. Severity 2 Error

2.1 This is an error for which, as reasonably determined by the Buyer,
there is no practicable workaround available, and which:
2.1.1 causes a Component to become unusable;
2.1.2 causes a lack of functionality, or unexpected functionality, that

has an impact on the current Test; or
2.1.3 has an adverse impact on any other Component(s) or any

other area of the Deliverables;

3. Severity 3 Error

3.1 This is an error which:
3.1.1 causes a Component to become unusable;
3.1.2 causes a lack of functionality, or unexpected functionality, but

which does not impact on the current Test; or
3.1.3 has an impact on any other Component(s) or any other area of

the Deliverables;
but for which, as reasonably determined by the Buyer, there is a

practicable workaround available;

4. Severity 4 Error

4.1 This is an error which causes incorrect functionality of a Component
or process, but for which there is a simple, Component based,
workaround, and which has no impact on the current Test, or other
areas of the Deliverables.

5. Severity 5 Error

5.1 This is an error that causes a minor problem, for which no
workaround is required, and which has no impact on the current Test,
or other areas of the Deliverables.
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Annex 2 to Part B: Satisfaction Certificate

To: [insert name of Supplier]

From: [insert name of Buyer]

[insert Date dd/mm/yyyy]

To whom it may concern

Satisfaction Certificate

Deliverable/Milestone(s): [Insert relevant description of the agreed
Deliverables/Milestones].

We refer to the agreement ("Call-Off Contract") [insert Call-Off
Contract reference number] relating to the provision of the [insert
description of the Deliverables] between the [insert Buyer name]
("Buyer") and [insert Supplier name] ("Supplier") dated [insert
Call-Off Start Date dd/mm/yyyy].

The definitions for any capitalised terms in this certificate are as set out
in the Call-Off Contract.

[We confirm that all the Deliverables relating to [insert relevant
description of Deliverables/agreed Milestones and/or reference
number(s) from the Implementation Plan] have been tested
successfully in accordance with the Test Plan [or that a conditional
Satisfaction Certificate has been issued in respect of those
Deliverables that have not satisfied the relevant Test Success Criteria].

[OR]

[This Satisfaction Certificate is granted on the condition that any Test
Issues are remedied in accordance with the Rectification Plan attached
to this certificate.]

[You may now issue an invoice in respect of the Milestone Payment
associated with this Milestone in accordance with Clause 4 (Pricing and
payments)].

Yours faithfully

[insert Name]
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[insert Position]

acting on behalf of [insert name of Buyer]
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Call Off Special Schedule 6 – Service Levels

1. Definitions
1.1 In this Schedule, the following words shall have the following meanings

and they shall supplement Joint Schedule 1 (Definitions):

"Business Working
Hours"

the opening hours set out at requirement
19CCP001 in Call Off Special Schedule 2 (Buyer
Requirements);

"Critical Service
Level Failure"

the Supplier’s failure to perform at a level that
meets the corresponding Service Level Threshold
during any particular Measurement Period;

"Monthly Service
Fee"

the total charges paid by Buyer for the Service in
one billing month.

"Service Credits" any service credits specified in Annexes A or B 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 Order Form;

“Service Bonus” any service bonus specified in Annexes A or B to
Part A of this Schedule being payable by the Buyer
to the Support in respect to exceeding the following
Contract Year's Service Level Performance
Measure (as increased in accordance with
paragraph 3.1.1 above);

"Service Downtime" a period of time when a computer system, network,
or service is unavailable or not operational;

"Service Level
Failure"

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

shall be as set out against the relevant Service
Level in Annex B to Part A of this Schedule (and,
where applicable, as updated in accordance with
paragraph 3.1 of Part A); and

"Service Level
Threshold"

shall be as set out against the relevant Service
Level in Annex B to Part A of this Schedule.

1.2 Unless expressly stated or the context requires otherwise, references
in this Schedule to days, hours and minutes without further qualification
shall refer to continuous days, hours and minutes (as applicable)
regardless of whether or not they fall within or outside of Business
Working Hours or Working Days.

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
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2.4.3 the Buyer is entitled to or does terminate this Contract pursuant
to Clause 11.4 (CCS and Buyer Termination Rights).

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.

2.6 The Buyer will provide a temporary waiver of the application of Service
Credits for Service Level 1 User Satisfaction, Service Level 2 Inbound
Voice and Webchat Response Rate, Service Level 5 E-mail Response
Rate and Service Level 10 – Social Media Response Rate in the
following circumstances:
2.6.1 for a period of three months following the Service
Commencement Date;
2.6.2 by mutual agreement between the Parties for a period of up to
three months when:

a) a new RP is added to the Services generating a significant increase in
volumes;

b) new technical services are added to the Services (e.g i.e. a new
product feature/advancement goes live for GOV.UK One Login.); and

c) on such other occasions where the Parties agree that such a
suspension is necessary or desirable having regard to the need to
ensure that a stable service is in place before Service Credits are
applied.

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"),
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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 is likely to or fails to meet any Service Level Performance Measure; or
1.2 is likely 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 the relevant calculation formula below.

3. Annual Increase of Key Service Level Performance Measures
3.1 In respect of the Service Levels identified in Annex D to Part A ("Key

Service Levels"):
3.1.1 with effect from the start of the second Contract Year and

annually thereafter, the applicable Service Level Performance
Measures set out in Annex B to Part A shall be deemed to be
increased by the relevant Annual Increase Percentage set out in
Annex D to Part A; and

3.1.2 such increases shall not exceed the applicable Peak Service
Level Performance Measure set out in Annex D to Part A (at
which point no further annual increases shall be deemed to be
made for the purpose of this paragraph 3.1).
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4. Service Bonus Structure
4.1 For all Service Level measures referenced below in Annex A for which

a Service Bonus potential is indicated, if in a relevant month the
Supplier’s performance for that measure

exceeds the following Contract Year's Service Level
Performance Measure (as increased in accordance with
paragraph 3.1.1 above)

AND
the actual volume of service calls is greater than 90% of the
‘Buyers Volume Forecast’ as outlined in section 10 ‘Volume
Variations and Costing Adjustments’ in Framework Schedule 3
(Framework Prices),

then the Supplier shall receive a bonus calculated as follows:

Formula: (Actual Service
Level performance for the
relevant month) minus
(the following Contract
Year's Service Level
Performance Measure as
increased under
paragraph 3.1 above)
multiplied by X ([being a
number of Service Level
points to be specified])

= [ ]% of the Call Off Contract
Charges as a service bonus to be
applied as a one-off bonus in the
next Valid Invoice payable by the
Buyer

Worked Example:

In Annex D to Part A the Annual Increase Percentage for Service
Level 1 (User Satisfaction) is 2.5% which means that at the start of the
second Contract Year the 80% Service Level Performance Measure
set out in Annex B to Part A will be deemed to be 82.5%.

For a relevant month in the first Contract Year the Supplier's
performance is 83%, which means that performance has exceeded the
following Contract Year's requirement by 0.5%.
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83% - 82.5% = 0.5% * by
X [being a number of
Service Level points to be
specified]

= [ ]% of the Call Off Contract
Charges as a service bonus to be
applied as a one-off bonus in the
next Valid Invoice payable by the
Buyer
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4.2Annex A to Part A: Service Levels and Service Credits Table

Table 1 - User Experience Service Levels

LOT 1 User Experience Service Levels Service
Credits

Service
Bonus

Service Level
Performance

Criterion

Service Level
Performance

Measure

Service Level Performance Definition Measurement
Period

Service
Credit

Applied

Service
Bonus

Potential

SERVICE
LEVEL 1 - User
Satisfaction

80%> User
Satisfaction

1. 80%> Post Interaction User Satisfaction
measured against each individual Business Area,
Service Line or Contact Channel for which separate
data is available.

2. CSat = Number of 'Satisfied' Users / Number of
CSat respondents x 100%.

3. The Buyer's intention is to use CSat (scores
provided by the Supplier) and apply Service Credits
as appropriate against each individual Contact
Channel, for all Service Lines and Business Areas.

4. Where a Contact Channel, Service Line or
Business Area has fewer than 100 CSat
respondents, performance will be measured and

Monthly Yes Yes
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reported on, but CSat Service Credits will not apply
to that Contact Channel, Service Line or Business
Area.

5. Where point 4 (above) applies to 66% or more of
the Contact Channels within a Service Line, then
the available responses will instead be included in a
combined sample for the Service Line and, should
that sample size be greater than 100, an aggregate
CSat score will be calculated and Service Credits
will re-apply as set out below, against the Service
Line.

SERVICE
LEVEL 2 –
Inbound Voice
& Webchat
Response Rate

80%> 80% of inbound calls and web chats to be answered
within 20 seconds during Business Working Hours
measured against each individual Contact Channel
for each Service Line.

The Operational and Service Review Board forum
can be used to review Inbound Voice & Webchat
Response rates. The review process will take place
after the system goes live, allowing for a
comprehensive evaluation of exceptional cases and
determining their inclusion in the performance
metrics.

Monthly Yes Yes

157



SERVICE
LEVEL 3 –
Inbound Voice
Abandonment
Rate

<5%
abandonment

1. Fewer than 5% of calls connecting to be
abandoned (outside of 20 seconds) during Business
Working Hours, measured against each individual
Inbound Voice Contact Channel for all Service Lines
and Business Areas.

2. An 'Abandoned' call is a call which is terminated
by the User prior to being successfully connected to
an Adviser.

3. Calculation will exclude calls abandoned during
the initial IVR journey prior to selecting their
preferred routing and / or those opting to route to
voicemail where available (subject to IVR
configuration).

Monthly No No

SERVICE
LEVEL 4 –
Webchat
Abandonment
Rate

<5%
abandonment

1. Fewer than 5% of webchat contacts abandoned
during Business Working Hours, measured against
each individual webchat Contact Channel for all
Service Lines and Business Areas.

2. An 'Abandoned' webchat is a contact which is
terminated by the User prior to being successfully
connected to an Adviser when available.

Monthly No No
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SERVICE
LEVEL 5 –
E-mail
Response Rate

90% 1. 90% Email/web form enquiries should be
acknowledged (and answered if possible) within 12
Business Working Hours.

Monthly Yes No

SERVICE
LEVEL 6 –
Escalation
Response Rate

99%> 99% of contacts that require escalation to the
Technical Service desk to be referred within 4
Business Working Hours and 100% within 12 hours
. (This includes Freedom of Information (FoI),
Subject Access Requests (SAR), GDPR)

The measurement of time for this Service Level
shall commence upon receipt of the query and
conclude upon the transfer to the Technical Service
Desk. The Supplier CRM system's timestamp shall
serve as the reference point, which can be
cross-referenced with the Technical Service Desk
system as necessary for audit purposes. This
timeframe measurement ensures accurate
monitoring and accountability in the handover
process.

Monthly No No
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SERVICE
LEVEL 7 –
Complaint
Acknowledge
ment Rate

99%>
acknowledged

99% of complaints to be individually acknowledged
(not via an automated mechanism) within 4
Business Working Hours and 100% within 12
Business Working Hours.

This Service Level shall be measured from the
moment of receipt to the time of the initial
acknowledgment of the complaint. The start time
shall be recorded at the point of receipt in the
Supplier's system, and the measurement can be
cross-referenced, if required for audit purposes, with
the timestamp in the acknowledgment sent to the
complainant. This measurement ensures the
accurate assessment of response time and
compliance with agreed-upon service level
agreements.

Monthly No No

SERVICE
LEVEL 8 –
Complaint
Escalation
Rate

99%> 99% of complaints, to be shared with the Buyer
within 4 Business Working Hours and 100% within
12 hours.

The measurement of time for sharing complaints
with the Buyer shall commence from the moment of
acknowledgement and conclude when the
complaints are shared with the Buyer. The specific

Monthly No No
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process and timeline for sharing complaints with the
Buyer will be defined and agreed upon during the
implementation phase of the project, ensuring a
clear and effective procedure for communication
and escalation of complaints between the parties.
The measurement of this duration will be based on
timestamps recorded in the system and can be
cross-referenced, if necessary, for audit purposes.

SERVICE
LEVEL 9 –
Contact Centre
Service
Complaint
Response Rate

100% 100% of service complaints to be answered within
15 Working Days

The Operational and Service Review Board forum
can be used to review complaints that have not
been addressed within a period of 15 Working Days.
This forum will assess whether these unresolved
complaints should be included in the metric for
tracking and reporting purposes. The review
process will take place after the system goes live,
allowing for a comprehensive evaluation of
exceptional cases and determining their inclusion in
the performance metrics.

Monthly No No
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SERVICE
LEVEL 10 –
Social Media
Response Rate

>80% in 4
Business
Working,
>100% in 24
hours

1. 80% of queries acknowledged by an adviser
within a maximum of 4 Business Working Hours
(queries received outside of normal office hours
should receive an immediate automated
acknowledgement)

2. 80% of queries fully responded to within a
maximum of 4 hours (timeline starts from the point
at which the acknowledgement is made)

3. 100% of queries fully responded to by end of
Business Working Hours on next Working Day.

The measurement approach for the social media
response rate will undergo a review both during the
implementation phase and after the system goes
live using the Operational and Service Review
Board as a forum to assess queries that fall outside
of this Service Level timeframe. Through this review,
both Buyer and Supplier can jointly agree on where
these queries should be included in the metric for
tracking and reporting

Monthly Yes No
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SERVICE
LEVEL 11 –
Reporting /
Data Error
Rate

<5%
Inaccuracy

1. Fewer than 5% of all data entries to have errors
or inaccuracy as a % of total entries as measured
by system reports and manual sampling

2. Minor errors such as incorrect grammar or
spelling which do not impact User personal data,
user experience, data quality or reporting accuracy
will be excluded.

3. As generated or captured data may be used to
inform important policy decisions, respond to
parliamentary questions, record and/or assess
individuals' and organisations' eligibility for services,
financial or other support, etc. the reliability and
integrity of that data is vital and any drop in quality
of data below the target Service Level merits
application of Service Credits for the associated
impact in these areas.

4. As this is an element of performance for which
the Buyer relies on the Supplier having effective
management, quality and training functions in place,
any Service Credits will be calculated based on a
percentage of the charges from these areas of the
monthly invoice.

Monthly Yes No

163



SERVICE
LEVEL 12 –
Data and
Information
Request
Response Rate

100% The Supplier to fulfil 100% of Urgent ad-hoc Data
and Information Requests within 2 Working Days. If
Supplier reasonably considers that it cannot meet
such requirement it shall promptly notify Buyer (and
in any event within such 2 Working Day period) and
the parties may agree a new timeline. This
exception shall not apply to the following statutory
requests:

● Where a statutory request is made to support
Data Protection Act obligations such as
Subject Access Requests, or FOI’s, the
Supplier will fulfil the request within 2
Working Days.

Monthly No No

SERVICE
LEVEL 13 –
Agent Quality
Scores

TBA Agent Quality Score to be specific by function and
agreed with GDS, individual Business Areas and the
Supplier during transition. Subject to agreement /
approval of Supplier Quality Management System /
Framework.

Monthly/
Quarterly

No No

SERVICE
LEVEL 14 –
Minimum

<5% Fewer than 5% of all scheduled reports submitted to
be returned with confirmed statistical or other
accuracy errors (measured across contract term, as

Contract Term No No
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Reporting
Accuracy

a percentage of combined total of all formal daily/
weekly/ monthly/ quarterly returns)

SERVICE
LEVEL 15 -
Recurring
Service
Downtime*

Below
Recurring
Service
Downtime
Critical
Service Level
Failure
Thresholds
specified.

The Supplier must minimise the recurrence of any
unplanned and / or unauthorised incidents which
(partially or fully) negatively affect the availability of
any User-facing channels, lines or services for
which the Supplier is (or their Subcontractors or
Third Party Contractors are) responsible and ensure
that User facing channels and their supporting
infrastructure and processes are as robust and
stable as possible. Service Downtime will constitute
a Critical Service Level Failure where performance
results in:

A: Occurrence in 3 or more consecutive Calendar
Months of Service Downtime incidents affecting the
same Service Line or Contact Channel, regardless
of cumulative duration.
o AND / OR

B: Occurrence of 6 or more Service Downtime
instances affecting any Service Line, in any rolling
30 calendar day period regardless of cumulative
duration.
o AND / OR

Continuous /
Ongoing

Yes No
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C: Application of Service Credits linked to
Cumulative Service Downtime in any rolling 6
calendar month period on 6 or more occasions,
regardless of cumulative duration

*EXPLANATORY NOTE to Service Level 15:  

Whilst individual incidents of Service Downtime may
not require invocation of BCDR processes nor
warrant application of service credits in their own
right in any given contract Service Period, extended,
repeated or frequent downtime incidents taken
together can nevertheless have a significant
negative impact on both user experience and its'
brands' reputation.  As the Buyer is contracting for a
full service to be available in line with the various
Services requirements described, during the hours
specified and across the stipulated channels,
repeated or frequent Service Downtime breaching
any of the thresholds A to C above, will constitute a
Critical Service Level Failure on the part of the
Supplier in the Call Off Contract Service Period in
which the threshold was breached.   

Service Downtime includes (without limit) any
incidents caused by faults or failures of the physical
infrastructure, technical systems, hardware,
firmware, software, cloud-based services, network
and devices owned, managed by the Supplier (or its
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subcontractors or third party contractors) in the
delivery of the contracted Services.  Also included is
any suspension to those Services carried out by
subcontractors or third-party contractors due to
financial, contractual or other dispute or issue
between those parties and the Supplier or within
their supply chain.

SERVICE
LEVEL 16 -
Cumulative
Service
Downtime
Limit (Delayed
Response
Channels) 

<=0.5%  1. They must minimise, to less than 0.5%, any
unplanned and / or unauthorised incidents which
(partially or fully) negatively affect the availability of
any User-facing Delayed Response channels.

2. Performance calculated as a percentage of total
scheduled Channel-specific Operational Service
Minutes for the corresponding Delayed Response
Channel, in any given calendar month.

3. A Delayed Response Channel is any contact
channel which has a target Response Rate /
Service Level Performance Measure based on
responding to User contacts in a minimum time
which is more than thirty (30) minutes.

4. Channel-specific Operational Service Minutes
are the total agreed or contracted minutes which a

Monthly  Yes No
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specific contact channel is scheduled to be available
to Users within any given Contract Service Period
(usually one calendar month).

5. Service Credits will be applied as a percentage
of the applicable charges for the Delayed Response
Channel (or for the associated Service Line, where
charges are not split by contact channel) in the
Contract Service Period immediately preceding that
Service Period in which the downtime occurred.

SERVICE
LEVEL 17 -
Cumulative
Service
Downtime
Limit
(Immediate
Response
Channels)

<0.5%  1. They must minimise, to 0.5% or less, any
unplanned and / or unauthorised incidents which
(partially or fully) negatively affect the availability of
any User-facing channels.

2. Performance calculated as a percentage of total
scheduled Channel-specific Operational Service
Minutes for the corresponding Immediate Response
Channel, in any given calendar month.

3. An Immediate Response Channel is any contact
channel which has a target Response Rate /
Service Level Performance Measure based on
responding to User contacts in a minimum time
which is less than thirty (30) minutes.

Monthly Yes No
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4. Channel-specific Operational Service Minutes
are the total agreed or contracted minutes which a
specific contact channel is scheduled to be available
to Users within any given Contract Service Period
(usually one calendar month).

5. Service Credits will be applied as a percentage
of the applicable charges for the Immediate
Response Channel (or for the associated Service
Line, where charges are not split by contact
channel) in the Contract Service Period immediately
preceding that period in which the downtime
occurred.

Table 2 Business Area or Service Line Specific Service

Table 2 below illustrates Service Levels Business Area Specific as they

apply only to a particular Business Area, or Service Line(s) or Contact
Channel(s) within a particular Business Area based on unique business

requirements.

Service
Credits

Service
Bonus
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Service Level
Performance

Criterion

Service Level
Performance

Measure

Service Level Performance Definition Measurement
Period

Service
Credit

Applied

Service
Bonus

Potential

SERVICE
LEVEL 18 –
First Contact
Resolution
(FCR)

85%> 1. >85% of enquiries to be resolved at first point of
contact. (To be reviewed as part of post
implementation review to ensure sufficient
knowledge has been agreed to meet SLA targets.
Further discussion needed on system and CRM
involved as we can only deliver against the CRM
platforms we manage and responsibilities for.)

2. Measurement will be utilising CRM platforms,

3. The relevant reporting field in the CRM platform-
'One touch tickets' which shows all tickets that
have been solved with only one interaction with an
agent.

4. FCR will be calculated as the number of 'One
touch tickets' as a percentage of the total number
of tickets in a measurement period. This will be
measured through HGS CRM in its system and not
ITSM tool as ITSM tool will be for second line
support.

Monthly Yes Yes
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5. Service Credits applied as a percentage of all
Business Areas, Service Lines and Contact
Channels -specific charges for those lines or
activity areas where FCR is operationally
achievable, for the period in which performance fell
below the target service level.

The Operational and Service Review Board forum
will be used to mutually agree Service Credits.

SERVICE
LEVEL 19 –
Relying Party
(RP)
Satisfaction

90%> 1. 90% of RPs to be Very Satisfied or Satisfied
with the transfer service their Users receive
(measured by external research)

The measurement of end-users' transfer
experience, as conducted by external research
entities, shall be based on jointly agreed-upon
research questions. It should be noted that the
research question will focus specifically on the
end-users' transfer experience rather than their
query experience. This approach ensures a clear
distinction and targeted evaluation of the transfer
process as it pertains to end-user satisfaction and
outcomes

Quarterly No No

171



2. Measured at Service Line level not by individual
contact channel

SERVICE
LEVEL 20 -
Employee
Satisfaction
Score

80%>
Employee
Satisfaction

1. 80%> Employee Satisfaction measured for each
individual.

Monthly No No

SERVICE
LEVEL 21 –
Employee
Retention Rate

89%>
Employee
Retention
Rate

1. The employee retention rate measures the
percentage of Supplier Staff who remain working
on this Contract over a 12-month period. It’s
expressed as the average number of Supplier Staff
minus the number who left, divided by the average
number of Supplier Staff again (excluding excess
staff managed by Supplier during training, positive
staff attrition agreed by the parties and staff not
retained due to agreed service volume ramp down).

Yearly No No

SERVICE
LEVEL 22 –
Fraud System

98% Uptime of
System with
this
functionality

A system and process(es) which provides both live
monitoring and facilitates proactive checks as well
as retrospective checks of customer data for fraud
indicators for the identification of

Weekly Yes No
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and
Process(es)

- identity misuse

- sleeper fraud

- breakout fraud

- account takeover

- impersonation attacks

- insider threats

- any other type of fraudulent activity

● These systems and process(es) will facilitate
the sharing of signals, contra-indicators and
relevant alerts within agreed SLA.

As soon as practicable following the Start Date and
in any event prior to service go-live:

(a) the Operational and Service Review Board
forum will be used by the parties to understand and
agree measurement of the above and any
applicable Service Credits; and

(b) this Service Level will not be formally measured
until the agreement discussed above is mutually
agreed upon in the Operational and Service
Review Board and any agreed updates to this
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Call-Off Contract have been made in accordance
with the Variation Procedure.

SERVICE
LEVEL 23 –
Sharing
Indicators,
Events and
Alerts

95%> 95% of all fraud indicators, events and alerts
triggered / identified will be shared

- in the agreed format

- via the agreed secure manner

no later than 8 Business Working Hours from the
indicator, event or alert being raised/identified in the
Supplier system / process(es).

Where a false negative has been identified, this
should then be deemed as an indicator and shared
no later than 8 Business Working Hours from the
time of identification.

95% of any indicators, events or alerts that have
been previously shared and are later identified as
false positives, are shared no later than 8 Business
Working Hours from the time of identification.

As soon as practicable following the Start Date and
in any event prior to service go-live:

Monthly Yes No
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(a) the Operational and Service Review Board
forum will be used by the parties to understand and
agree measurement of the above and any
applicable Service Credits; and

(b) this Service Level will not be formally measured
until the agreement discussed above is mutually
agreed upon in the Operational and Service
Review Board and any agreed updates to this
Call-Off Contract have been made in accordance
with the Variation Procedure.

SERVICE
LEVEL 24 -
Intelligence
Reporting
(Trend
Analysis)

100% A monthly trend and threat analysis report will be
provided highlighting any threats, fraud risks and
fraud trends identified through user interactions.
engagements and Supplier's own threat analysis
and horizon scanning.

Monthly Yes No

SERVICE
LEVEL 25 –
Fraud Training

100% 100% of staff working on this Contract will have the
role appropriate and/or accredited counter fraud
training undertaken on an annual basis.

Quarterly Yes No
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Annex B to Part A: Service Level Thresholds and Service Credit Points

Service Levels

Service Credit Points
for each Service Period

Service Level
Performance
Criterion

Key Indicator
Service Level
Performance
Measure

Service Level
Threshold

SERVICE
LEVEL 1 - User
Satisfaction

80%> Post Interaction User Satisfaction
measured against each individual
Business Area, Service Line or Contact
Channel for which separate data is
available.

80%> <60% 0.25 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap).
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SERVICE
LEVEL 2 –
Inbound Voice
& Webchat
Response Rate

80% of inbound calls and web chats to
be answered within 20 seconds during
Business Working Hours, measured
against each individual Contact Channel
for each Service Line.

80%> <60% 0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)

SERVICE
LEVEL 3 –
Inbound Voice
Abandonment
Rate

Less than 5% of calls connecting to be
abandoned during Business Working
Hours, measured against each
individual Inbound Voice Contact
Channel for all Service Lines and
Business Areas.

<5%
abandonment

N/A N/A

SERVICE
LEVEL 4 –
Webchat
Abandonment
Rate

Less than 5% of webchat contacts
abandoned during Business Working
Hours, measured against each
individual webchat Contact Channel for
all Service Lines and Business Areas.

<5%
abandonment

N/A N/A
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SERVICE
LEVEL 5 –
E-mail
Response Rate

90% Email/web form enquiries should
be acknowledged (and answered if
possible) within 12 Business Working
Hours.

90% <70% 0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)

SERVICE
LEVEL 6 –
Escalation
Response Rate

99% of contacts that require escalation
to the Service desk to be referred within
4 Business Working Hours and 100%
within 12 hours. (This includes Freedom
of Information (FoI), Subject Access
Requests (SAR), GDPR)

99%> N/A N/A

SERVICE
LEVEL 7 –
Complaint
Acknowledgem
ent Rate

99% of complaints to be individually
acknowledged (not via an automated
mechanism) within 4 Business Working
Hours and 100% within 12 Business
Working Hours (timeline starts from

99%>
acknowledged

N/A N/A
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when the agent processes the
complaint)

SERVICE
LEVEL 8 –
Complaint
Escalation Rate

99% of complaints, to be shared with
the within 4 Business Working Hours
and 100% within 12 hours (timeline
starts from when the agent processes
the complaint)

99%> N/A N/A

SERVICE
LEVEL 9 –
Contact Centre
Service
Complaint
Response Rate

100% of service complaints to be
answered within 15 Working Days

100% N/A N/A

SERVICE
LEVEL 10 –
Social Media
Response Rate

100% of queries acknowledged by an
adviser within a maximum of 4 Business
Working Hours (queries received
outside of normal office hours should
receive an immediate automated
acknowledgement)

>80% in 4
Business Working
Hours, >89.9% by
end of Business
Working Hours on
next Working Day

<70% 0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
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same period, up to the
Service Credit Cap)

SERVICE
LEVEL 11 –
Reporting /
Data Error Rate

Less than 5% of all data entries to have
errors or inaccuracy

<5% Inaccuracy 20%>

Capped at 20%

0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)

SERVICE
LEVEL 12 –
Data and
Information
Request
Response Rate

The Supplier to fulfil 100% of Urgent
ad-hoc Data and Information Requests
within 2 Working Days.

● to support statutory requests for
data as requested within 2
Working Days

100% N/A N/A

181



SERVICE
LEVEL 13 –
Agent Quality
Scores

Agent Quality Score to be specific by
function and agreed with GDS,
individual Business Areas and the
Supplier during transition. Subject to
agreement / approval of Supplier
Quality Management System /
Framework.

TBA N/A N/A

SERVICE
LEVEL 14 –
Minimum
Reporting
Accuracy

Less than 5% of all scheduled reports
submitted to be returned with confirmed
statistical or other accuracy errors
(measured across contract term, as a
percentage of combined total of all
formal daily/ weekly/ monthly/ quarterly
returns)

<5% N/A N/A

SERVICE
LEVEL 15 -
Recurring
Service
Downtime*

A: Occurrence in 3 or more consecutive
Calendar Months of Service Downtime
incidents affecting the same Service
Line or Contact Channel, regardless of
cumulative duration.
o AND / OR

B: Occurrence of 6 or more Service
Downtime instances affecting any
Service Line, in any rolling 30 calendar
day period regardless of cumulative

Below Recurring
Service Downtime
Critical Service
Level Failure
Thresholds
specified.

Breach of any of
the specified
thresholds A to C
above = Critical
Service Level
Failure

N/A
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duration.
o AND / OR

C: Application of Service Credits linked
to Cumulative Service Downtime in any
rolling 6 calendar month period on 6 or
more occasions, regardless of
cumulative duration

SERVICE
LEVEL 16 -
Cumulative
Service
Downtime Limit
(Delayed
Response
Channels) 

The Supplier must minimise to less than
0.5% any unplanned and / or
unauthorised incidents which (partially
or fully) negatively affect the availability
of any User-facing Delayed Response
channels.

<=0.5%  5%> Or 3>
Working Day> =
Critical Service
Level Failure 

N/A

SERVICE
LEVEL 17 -
Cumulative
Service
Downtime Limit
(Immediate
Response
Channels)

1. They must minimise to 0.5% or less
any unplanned and / or unauthorised
incidents which (partially or fully)
negatively affect the availability of any
User-facing channels.

<0.5%  5%> Or 3>
Working Day> =
Critical Service
Level Failure 

N/A
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Table 2 Business Area or Service Line Specific Service

SERVICE
LEVEL 18 –
First Contact
Resolution
(FCR)

>85% of enquiries to be resolved at first
point of contact.

85%> 65% 0.25 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)

SERVICE
LEVEL 19 –
Reliant Party
(RP)
Satisfaction

90% of RPs to be Very Satisfied or
Satisfied with the transfer service their
Users receive (measured by external
research)

90%> N/A N/A
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SERVICE
LEVEL 20 -
Employee
Satisfaction
Score

80%> Employee Satisfaction measured
for each individual.

80%> Employee
Satisfaction

<60% N/A

SERVICE
LEVEL 21 –
Employee
Retention Rate

89%> Employee Retention Rate (as
described in Annex A above)

89%> Employee
Retention Rate

<60% N/A

SERVICE
LEVEL 22 –
Fraud System
and
Process(es)

98% Uptime of System with this
functionality

Uptime means the amount of time that a
system or service is available and
operational.

98% Uptime of
System with this
functionality

<60% 0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)
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SERVICE
LEVEL 23 –
Sharing
Indicators,
Events and
Alerts

95% of all fraud indicators, events and
alerts triggered / identified will be
shared

95%> <60% 0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)

SERVICE
LEVEL 24 -
Intelligence
Reporting
(Trend
Analysis)

100% A monthly trend and threat
analysis report will be provided
highlighting any threats, fraud risks and
fraud trends identified through user
interactions. engagements and
Supplier's own threat analysis and
horizon scanning.

100% 100% 0.5 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)
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SERVICE
LEVEL 25 –
Fraud Training

100% of staff working on this Contract
will have the role appropriate and/or
accredited counter fraud training
undertaken on an annual basis.

100% 100% 0.25 points per deviation
from Service Level
Performance Measure (in
addition to any Service
Credits applied against
Charges for the specific
Contact Channel(s),
Service Line(s) or
Business Area(s) for which
the Performance Measure
has not been met for the
same period, up to the
Service Credit Cap)

Service Credit Calculation

The Service Credits shall be applied on the basis of the following methodology:

If for the duration of the relevant period the actual performance achieved ("Actual Performance Measure") is less than the Service
Level Performance Measure, then the Service Credit will be calculated by multiplying the difference by the points available for that
Service Level (as outlined in the 5th column of the above tables).

In this calculation the Actual Performance Measure will be rounded to the second decimal place.

Worked Example: For Service Level 25 (Fraud Training), assuming an Actual Performance Measure of 94.31, the Service Credit
will be: (99% - 94.31%) x 0.25 = 1.17% (being applied as a percentage reduction of the relevant Charges).
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The Supplier will be liable to pay Service Credits for each failure to achieve a relevant Service Level within Measurement Period up
to the Service Level Cap (as defined at the start of the Order Form).
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Part B: Performance Monitoring

5. Performance Monitoring and Performance Review
5.1 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.

5.2 The Supplier shall provide the Buyer with performance monitoring
reports ("Performance Monitoring Reports") in accordance with the
process and timescales agreed pursuant to paragraph 3.1 of Part B of
this Schedule which shall contain, as a minimum, the following
information in respect of the relevant Service Period just ended:
5.2.1 for each Service Level, the actual performance achieved over

the Service Level for the relevant Service Period;
5.2.2 a summary of all failures to achieve Service Levels that occurred

during that Service Period;
5.2.3 details of any Critical Service Level Failures;
5.2.4 for any repeat failures, actions taken to resolve the underlying

cause and prevent recurrence;
5.2.5 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

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

5.3 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:
5.3.1 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;

5.3.2 be attended by the Supplier's Representative and the Buyer’s
Representative; and

5.3.3 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.

5.4 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.

189



5.5 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.

6. Satisfaction Surveys
6.1 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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Call Off Special Schedule 7 – Pricing Details

The provisions set out in this Schedule are in addition to the provisions set out in
Framework Schedule 3 (Framework Prices) that are applicable to this Call-Off
Contract.

1. Charges for this Call-Off Contract

Phase 1

● Implementation Charges

Milestone A £ 170,107.62

Fixed amount to be charged on completion on
milestone 1

Provision of the PID

Milestone B £ 170,107.62

Fixed amount to be charged on completion on
milestone 2

Aligned to Milestone M1 upon deliverables within 40
days post contract signature

Milestone C £ 170,107.62

Fixed amount to be charged on completion on
milestone 3

Aligned to Milestone M2 Go Live

Total £ 510,322.86

● Monthly Charges

Staff Hourly Rate £ 23.58 To be charged on number of hours
delivered during the invoicing period

Other Operating Costs
(variable)

£ 5.56 To be charged on number of hours
delivered during the invoicing period

Other Operating Costs
(fixed)

£ 21,877.50 Fixed amount to be charged monthly

Implementation charges
(fixed monthly)

£ 11,600.00 To be charged monthly for the initial
term only from 1st anniversary of the
contract. (month 13)

Breakdown of Other Operating costs as Fixed and Variable is as follows
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IMAGE REDACTED

Invoicing will be monthly and will be based on the number of hours delivered that will have
been agreed through the forecasting process.

The following example uses the data from the ITT for October 2023 to show how the invoice
will be set out. As the go live would be October, this also includes the final Implementation
milestone payment

As the Implementation charges (Fixed Monthly) does not apply until month 13, this will show
as 0 on the invoice for audit purposes.

Date 03-Oct-23     Phase - 1

   

S.No Description Price Units Amount

1 Staff charges £23.58 3,734.41 £88,057.49

2 Other Operating Costs (variable) £5.56 3,734.41 £20,763.34

3 Other Operating Costs (fixed) £21,877.50 1 £21,877.50

4
Implementation charges (fixed
monthly) £11,600 0 £0.00

5 Implementation Charges Milestone - 3 £170,108 1 £170,107.62

   

  Grand Total     £300,805.95

Phase 2 (requirement for phases 2 and 3 subject to discussion under the Variation
Procedure)

● Monthly Charges

Staff Hourly Rate £ 26.16 To be charged on number of hours
delivered during the invoicing period
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Other Operating Costs
(variable)

£ 5.04 To be charged on number of hours
delivered during the invoicing period

Other Operating Costs
(fixed)

£ 21,877.50 Fixed amount to be charged monthly

Implementation charges
(fixed monthly)

£ 11,600.00 To be charged monthly from 1st
anniversary of the contract (month 13)

Implementation charges
(fixed monthly) - Year 1

£ 45,850.92 Additional monthly charge for new
technology and resource from start of
phase 2 (Yr1)

Implementation charges
(fixed monthly) - Year 2

£ 52,874.98 Additional monthly charge for new
technology and resource from start of
phase 2 (Yr1)

Implementation charges
(fixed monthly) - Year 3

£ 23,449.08 Additional monthly charge for new
technology and resource from start of
phase 2 (Yr1)

Rate Card

Role Day Rate

Agents (Test and Learn) £ 205.00

TM £ 235.00

Solution Architect £ 670.00

Change Manager £ 480.00

Transformation Director £ 1,275.00

BI (Ph-2) £ 290.00

BI (Ph-1) £ 290.00

Customer Champion £ 290.00

Training material development £ 540.00

Train the Trainer £ 300.00

Knowledgebase Administrator £ 300.00

Project Manager onboarding £ 540.00

193



ITPM £ 540.00

Business Analyst £ 540.00

Trainer updates £ 540.00

Programme Director £ 900.00

Project Manager stabilisation £ 540.00

Business analyst post transition
stabilisation £ 540.00

Agent training for every ramp £ 205.00

TM Training for ramp £ 235.00
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Price Workbooks 4a/4b/4c
4A Phase 1 Pricing Workbook

FILE REDACTED

4B Phase 2 Pricing Workbook

FILE REDACTED

4C Rate Card

FILE REDACTED

2. Volume Variations and Costing Adjustments

2.1 At the Operational and Service Review Board meetings , the Buyer
shall provide the Supplier with its rolling forecast of the anticipated
weekly volumes of contacts by type (i.e. incoming calls, emails, chat)
for the following 9 months of operations ("Buyer's Volume Forecast");

2.2 The Supplier shall apply the Buyer's Volume Forecast to plan its
staffing levels appropriately in order to ensure delivery of the Services
in accordance with the Service Levels, provided that:

1. The Supplier may treat the first four weeks of each Buyer's Volume
Forecast (“Commitment Period”) as a firm statement of the Buyer's
requirements, subject to sub-paragraphs 2(2) to 2(5) below. For the
avoidance of doubt, each Buyer's Volume Forecast beyond the
Commitment Period is to be seen as indicative in order to assist with
the Supplier's resource planning only and shall not represent a firm
commitment on the part of the Buyer; The start time for the Buyer’s
Volume Forecast is expected to be four (4) weeks from when it is
presented at the ‘Operational and Service Review Board ’. For
example, a Buyers Volume Forecast covering a period of March to
December with a Commitment Period of 1st March to 31st March, is
presented at a ‘Operational and Service Review Board ’ held on 1st
February.

2. In the event that the actual volumes of contacts for any Commitment
Period are within 10% (plus or minus) of the last Buyer's Volume
Forecast the Supplier shall provide the Services for the agreed price
in accordance with the Service Levels;
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3. In the event that the actual volumes of contacts over any consecutive
Commitment Periods are in excess of 10% lower than those provided
in the first Buyer's Volume Forecast and are anticipated by the Buyer
(acting reasonably) to continue at this lower level, the Buyer retains
the right to lower forecast volumes for the next Commitment period

4. In the event that the actual volume of contacts for any Commitment
Period is in excess of 10% but less than 20% higher than the Buyer's
Volume Forecast as provided in the preceding month, the Supplier
shall use its best endeavours to provide the Services in accordance
with the Service Levels, provided that, for the period in which the
volume of contacts is in excess of the relevant Buyer's Volume
Forecast by more than 10%, the parties agree to explore options to
enable the Supplier to continue providing the Services at such higher
volumes. Such options may, at the the Buyer’ sole option include on
a time limited basis:

1. Electing to waive or relax one or more of the Service Levels;
2. Or electing to disapply or reduce one or more of the Service

Credits; or
3. Instructing the Supplier to increase its staffing levels

proportionately to meet the increased demand and to adjust
the Monthly Service Charge in accordance with the additional
charges as set out in the 'Overflow FTE Pricing Schedule' in
Pricing Workbook 4A and 4B, at the agreed rates for the
Services as set out in Pricing Workbook 4c.

5. In the event that the actual volume of contacts for any Commitment
Period is in excess of 20% higher than the Buyer's Volume Forecast
as provided in the preceding month, the Supplier shall use
reasonable endeavours to provide the Services in accordance with
the Service Levels and at the agreed rate card for the Services as
set out in Pricing WorkbookAttachment 4c, provided that the Buyer
shall waive its right to claim Service Credits for the period in which
volumes are in excess of 20% higher than the Buyer's Volume
Forecast.

2.3 Notwithstanding the above, the Supplier shall use its reasonable
endeavours to mitigate the impact of volume variations, including its
obligations to seek continuous improvements and efficiencies in the
provision of the Services.

196



Call Off Special Schedule 8 – 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):

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

2. Project Management

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

2.2 The Parties shall ensure that appropriate resource is made available on a
regular basis such that the aims, objectives and specific provisions of this
Contract can be fully realised.

2.3 Without prejudice to paragraph 4 below, the Parties agree to operate the
boards specified as set out in the Annex to this Schedule.

3. Role of the Supplier Contract Manager

3.1 The Supplier's Contract Manager's shall be:

3.1.1 the primary point of contact to receive communication from the Buyer
and will also be the person primarily responsible for providing information
to the Buyer;

3.1.2 able to delegate his position to another person at the Supplier but must
inform the Buyer before proceeding with the delegation and it will be
delegated person's responsibility to fulfil the Contract Manager's
responsibilities and obligations;

3.1.3 able to cancel any delegation and recommence the position himself;
and

3.1.4 replaced only after the Buyer has received notification of the proposed
change.

3.2 The Buyer may provide revised instructions to the Supplier's Contract
Manager's in regards to the Contract and it will be the Supplier's Contract
Manager's responsibility to ensure the information is provided to the
Supplier and the actions implemented.
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3.3 Receipt of communication from the Supplier's Contract Manager's by the
Buyer does not absolve the Supplier from its responsibilities, obligations or
liabilities under the Contract.

4. Contract Boards

4.1 The Parties shall establish and operate the boards and groups set out in the
Annex to this Schedule (being the “Contract Boards”).

4.2 In the event that either Party wishes to replace any of its appointed Contract
Board members, that Party shall notify the other in writing for approval by the
other Party (such approval not to be unreasonably withheld or delayed). Each
Buyer board member shall have at all times a counterpart Supplier board
member of equivalent seniority and expertise.

4.3 Each Party shall ensure that its Contract Board members shall make all
reasonable efforts to attend board meetings at which that board member’s
attendance is required. If any board member is not able to attend a board
meeting, that person shall use all reasonable endeavours to ensure that a
delegate attends the Contract Board meeting in his/her place (wherever
possible) and that the delegate is properly briefed and prepared and that
he/she is debriefed by such delegate after the board meeting.

4.4Minutes shall be recorded for each Contract Board meeting, capturing the key
decisions, action items, and any other relevant information. The Supplier shall

provide the minutes to the Buyer within 48 hours . In addition, the Supplier
shall prepare periodic reports summarising the outcomes and progress made
during the Contract Board meetings.

4.5The effectiveness and relevance of the Contract Boards shall be reviewed
periodically by the Parties. If necessary, modifications to the composition,
frequency, or scope of the boards may be proposed and mutually agreed
upon in writing by the Parties.

5. Contract Risk Management

5.1 Both Parties shall pro-actively manage risks attributed to them under the
terms of this Call-Off Contract.

5.2 The Supplier shall develop, operate, maintain and amend, as agreed with
the Buyer, processes for:

5.2.1 the identification and management of risks;

5.2.2 the identification and management of issues;

5.2.3 monitoring and controlling project plans; and
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5.2.4 monitoring and disclosing to the Buyer any risks allocated by the
Supplier to their supply chain.

5.3 The Supplier allows the Buyer to inspect at any time within working hours
the accounts and records which the Supplier is required to keep.

5.4 The Supplier will maintain a risk register of the risks relating to the Call Off
Contract which the Buyer's and the Supplier have identified.
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Annex: Contract Boards

The Parties agree to operate the following boards and groups at the locations and at
the frequencies set out below:

A. Quarterly Business Review Board

Purpose Established as an executive steering committee to
facilitate executive partnering, provide oversight
and authority levels, drive strategic planning, and
efficiently resolve escalated issues.

Start date Buyer to notify

Frequency Quarterly

Location Buyer to notify

Attendees Parties to agree

B. Operational and Service Review Board
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Purpose Review the Supplier’s performance under this
Contract, forecasts (including a locked 4-week
and 9-month view), as well as Service Levels and
Key Performance Indicators. Additionally, every
other board session shall be extended to cover
contract management topics, such as change
requests.

The agenda for each meeting shall be set by the
Buyer and communicated to the Supplier in
advance of that meeting.

Start date Buyer to notify

Frequency Fortnightly

Location Buyer to notify

Attendees Parties to agree

C. Working Group

Purpose During the implementation and transition phases,
provide regular updates on project progress, risks,
and issues. The Working Group shall also
collaborate on requirements and design
options/decisions.

Start date Buyer to notify
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Frequency Weekly

Location Buyer to notify

Attendees Parties to agree

D. Transition Board

Purpose Provide strategic direction and oversight of the
transition process. The Transition Board shall also
approve key deliverables related to the transition.

Start date Buyer to notify

Frequency Fortnightly

Location Buyer to notify

Attendees Parties to agree
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Call Off Special Schedule 9 – Transparency Reports

1.1 The Supplier recognises that the Buyer is subject to PPN 01/17 (Updates to
transparency principles v1.1
(https://www.gov.uk/government/publications/procurement-policy-note-0117-updat
e-to-transparency-principles). The Supplier shall comply with the provisions of
this Schedule in order to assist the Buyer with its compliance with its obligations
under that PPN.

1.2Without prejudice to the Supplier's reporting requirements set out in the
Framework Contract, within three (3) Months of the Start Date the Supplier shall
submit to the Buyer for Approval (such Approval not to be unreasonably withheld
or delayed) draft Transparency Reports consistent with the content requirements
and format set out in the Annex of this Schedule.

1.3 If the Buyer rejects any proposed Transparency Report submitted by the
Supplier, the Supplier shall submit a revised version of the relevant report for
further Approval within five (5) days of receipt of any notice of rejection, taking
account of any recommendations for revision and improvement to the report
provided by the Buyer. If the Parties fail to agree on a draft Transparency Report
the Buyer shall determine what should be included. Any other disagreement in
connection with Transparency Reports shall be treated as a Dispute.

1.4 The Supplier shall provide accurate and up-to-date versions of each
Transparency Report to the Buyer at the frequency referred to in the Annex of
this Schedule.
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Annex A: List of Transparency Reports

Title Content Format Frequency

Performance
monitoring

Management
Information to
report on the
SLAs and
KPIs as
agreed
between both
parties.

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date

Training progress and
compliance reports

Training
progress of all
agents in line
with current
agents and
ramp-up plans
for the next
ninety (90)
days.

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date

Open book profit
reporting

Open book
profit reporting
from suppliers,
providing
detail on the
profit levels
achieved from
this
agreement.

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date

Audit Reports To be agreed
within thirty
(30) days of
Call Off Start
Date

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date

SME spend Supplier
spend on
SMEs and

To be agreed
within thirty (30)

To be agreed
within thirty (30)

204



time taken to
pay invoices.

days of Call Off
Start Date.

days of Call Off
Start Date.

Key Sub-Contractors List of all
subcontractors
used for
current
volumes and
expected
volumes for
the next ninety
(90) days in
line with the
ramp-up plan.

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date

CRM Data All CRM data
captured by
call centre
agents via the
relevant CRM
tools.

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date .

Telephony Data All telephony
data captured
by call centre
agents via the
relevant CRM
tools.

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date .

Call Quality Reports on
call quality
KPIs agreed
between the
Customer and
the Supplier
within thirty
(30) days of
Call Off Start
Date

To be agreed
within thirty (30)
days of Call Off
Start Date

To be agreed
within thirty (30)
days of Call Off
Start Date .

Complaints All complaints
received with

To be agreed
within thirty (30)

Daily.
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the relevant
customer and
complaint
details

days of Call Off
Start Date
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