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All prices are shown in £ Sterling (GBP). 

Payment will be made once delivery has been received by APHA and on the production of valid 

invoice. 

(1.2) Goods delivery date and/or Service Commencement Date:  

 

This Call-Off Order to commence on 01/12/2019. 

   

(1.3) Price payable by Customer and payment profile:  

 

As detailed in Table at 1.1. 

 

The prices shall apply for the period from 01/12/2019 to 31/07/2022.   
 
The prices are taken from the PHE framework (Ref No 2415) which are maximum and shall not be 
exceeded without prior written agreement from the Customer. 
     

(1.4) Completion date (including any extension period or periods):  

   

The Customer may extend the term of the Contract until 31st July 2024 (“Extension”). The terms of 
the Contract will apply throughout the period of any Extension. 
 

  

  

2 ADDITIONAL REQUIREMENTS  

(2.1) Supplemental requirements in addition to Call-off Terms and Conditions:  

  N/A 

   

(2.2) Variations to Call-off Terms and Conditions:  

  N/A 

   

   

   

  

  

3. PERFORMANCE OF THE SERVICES [AND DELIVERABLES]  

(3.1) Key personnel of the Supplier to be involved in the Services [and deliverables]:  

  
As indicated in Supplier details on Page 2. 
   

(3.2) Performance standards: 
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The Contractor shall be managed by APHA’s Contract Management Team, and, if required, will 
review and discuss any issues that arise during the contract period.  
 

(3.3) Location(s) at which the Services are to be provided:  

 
As specified on the individual APHA Purchase Order. 
 
All APHA locations, as detailed on the APHA website:  
 

https://www.gov.uk/government/organisations/animal-and-plant-health-agency/about/access-
and-opening  
   

(3.4) Quality standards:  

   

Performance Management Framework and KPI's are detailed in Annex A. 

 

(3.5) Contract monitoring arrangements:  

 

For the avoidance of doubt, the service provided under the Order Form will be fed back to PHE to 

inform performance under PHE Framework 2415- Lots 1 and 2. 

 

   

(3.6) Management Information and meetings  

  

N/A 

  

  

  

4. CONFIDENTIAL INFORMATION  

(4.1) The following information shall be deemed Confidential Information:  

   

N/A 

     

(4.2) Duration that the information shall be deemed Confidential Information:  

 

N/A 

   

 

 Acceptance of the award of this Order Form will be made by electronic signature carried out in 
accordance with the 1999 EU Directive 99/93 (Community framework for electronic signatures) and 
the UK Electronic Communications Act 2000. 
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Acceptance of the offer comprised in this Order Form must be made within 7 days from the date of 
this award and the agreement is formed on the date on which the Contractor communicates 
acceptance on the Customer’s electronic contract management system (“Bravo”). 
 
No other form of acknowledgement will be accepted. 
 
BY ACCEPTING THIS ORDER FORM THE CONTRACTOR AGREES to enter a legally binding contract 
with the Authority to provide to the Customer the Services specified in this Order Form, incorporating 
the rights and obligations in the Call-Off Contract that are set out in the Framework Agreement 
entered into by the Contractor and Public Health England (PHE) running from 01/08/2016 to 
31/07/2020. 
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ANNEX A 

 

Performance Management Framework (including Key Performance Indicators and Service 

Credits) 

1.1 As part of the Authority’s continuous drive to improve the performance of all Contracts, 
this Performance Management Framework (PMF) will be used to monitor, measure and 
control all aspects of the Contractor’s performance of contract responsibilities. 

 
1.2 The purpose of the PMF is to set out the obligations on the Contractor, to outline how the 

Contractor’s performance will be evaluated and to detail the sanctions for performance 
failure. The Contractor is responsible for the performance of any sub-contractors. 

 
1.3 Key Performance Indicators (KPIs) are essential in order to align Contractor performance 

with the requirements of the Authority and to do so in a fair and practical way. KPIs have 
to be realistic, measurable and achievable; they also have to be met otherwise indicating 
that the service is failing to deliver. Without the use of service credits in such a situation, 
this service failure places strain on the relationship as delivery falls short of agreed levels. 

 
1.4 The proactive approach to correcting failures and addressing their cause improves the 

relationship and enables a partnership rather than a confrontational style of working. 
Its focus is on managing and improving service. 

 
1.5 The Authority shall review performance against KPI’s and, if appropriate, instigate meetings 

and work closely with the Contractor to agree action plans. The Authority expects the 
Contractor to agree and implement these plans. If this does not happen, only then shall 
service credit principles be applied. 

 
1.6 The KPIs for this Contract are set out at below. 

 
Service Credit Principles 

 
1.7 The use of service credits is governed by the following principles: 

 
1.8 Service credits sit within the wide service management approach being pursued by the 

Contractor and the Authority. Use of service credits does not preclude any other remedy 
for failure of performance available to the Authority under the terms and conditions of the 
contract. 

 
1.9 The service credit regime shall be instigated on each occasion where there is a service 

failure. Failure to meet a KPI may also give rise to a remediation plan. 

 KPIs with a service credit rating of 1 will have a service credit of 3% of the invoice amount 

for the monitoring period, applied for each KPI failure 

 KPIs with a service credit rating of 2 will have a service credit of 5% of the invoice amount 

for the monitoring period, applied for each KPI failure 

 The maximum annual service credit to be applied will be no more than 10% of the total 

annual contract value per Contractor. 

 






