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FUTURE SERVICE DELIVERY CONTRACT

SCHEDULE 2.1

PART 9 — DOCUMENTS & WILLS

ANNEX | — DOCUMENTS & WILLS
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Note:
e The Column headed KPI/SPI identifies only those SRs that are measured as KPIs or Reportable SPIs (RSPIs). All other SRs are SPIs

o Where the Target Performance Level cell against individual SPIs is empty, these should be read as requiring 100% compliance with the SR in relation to compliance, timeliness and/or accuracy as applicable.

SERVICE PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE VOLUME KPI/SPI ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE 4.1
AREA LEVEL (CONTRACTOR SOLUTION) —e.g. clause, para
reference
I1 | Docs & | 1.1 File annual (paper) personnel 2,620 pieces of e Every document that is received is given a | Schedule 4.1 Core Services - Military Personnel
Wills records, including medical archiving correspondence "Bar Code". Services
within 10 Working Days of receipt. per month Section: 6.3 Physical File Management [Serials 11 —

e Currently achieved by utilising the File | 115]
Tracking System (FTS) (this is a| p.
complementary application to JPA which will
be available for use to the Contractor), which
is an electronic tracking system which uses
"Bar Codes" to identify each file. However, it
is a Tri-Service system which covers all files
held within the Document Handling Centre

Paragraph: 6.3.1

(DHC).
2 | Docs & | 2.1 Despatchfilesasaresult of requests | 2.1 4250 per | RSPI e Examples of 'requests' are: a) if an individual | Schedule 4.1 Core Services - Military Personnel
Wills from the single Service (SS) .| calendar month is re-joining and previous file is required; or | Services
(&) 96% accuracy within ; ; . o S . . . 3

customer. 2 Working Days of | 80 per calendar 3?5302332 is a request to view files for ISéle(I‘,'zg?. 6.3 Physical File Management [Serials |1
(&) For routine requests, files shall request,100% within | month ' Péragraph' 6.3.1

be despatched via the malil 3 Working Days of e This requirement only applies to files which T

Service/ messenger system request. are already held on the FTS 1 Oct 2001.
(b) for authorised priority requests (b) 96% accuracy e Currently achieved by utilising the FTS,

files shall be despatched via within 1 Working Day which is an electronic tracking system using

the mail Service/ messenger of request. "bar codes" to identify each file. However it

system 22 12 100% within 5 is a Tr!-S_ervice system which covers all files

2.2 Rejoiner files electronically shall be Working Days. held within the DHC.

despatched within 5 Working Days.
Measured Monthly

13 3.1 Maintain and update record of the | 100% of records maintained | 6500 files per | RSPI e This requirement only applies to files which | Schedule 4.1 Core Services - Military Personnel
location of each file within 1 hour. accurately within  specified | calendar month are already held on the FTS 1 October 2001. | Services
time, measured monthly Section: 6.3 Physical File Management [Serials |1 —

e Currently achieved by utilising the FTS, | |4 115]
which is an electronic tracking system using Pz;lragraph: 6.3.2
"bar codes" to identify each file. However it
is a Tri-Service system which covers all files
held within the DHC.

14 | Docs & | 4.1 Safely and securely store manual | 4.1 100% accuracy, measured | DHC File library KPI e Location of DHC may have to change during | Schedule 4.1 Core Services - Military Personnel
Wills personnel records. All Staff shall have | monthly holds 1.2M life of the Contract (if the Authority instigates | Services
undertaken recognised GDPR training Personnel the move it will be funded by the Authority, if | Section: 6.3 Physical File Management [Serials 11 —
sufficient for administration of this service records the move is instigated by the Contractor it will | 14, 115]
prior to commencing work and to remain be funded by them). Paragraph: 6.3.2

GDPR  compliant through  annual
refresher training.

I5 |Docs & |51 Make electronic documentation | 5.1 Electronic documentation | User accounts e Records are currently stored in Electronic | Schedule 4.1 Core Services - Military Personnel
Wills available to DBS End Users and the is to be available 99% of | at all necessary Document Management (EDM) system. Services
single  Service (sS) manning the time. DBS sites. Section: 6.6 Digitisation [I5, 116 — 117]
authorities except for any Service Paragraph: 6.6.1
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SERVICE
AREA

PRIMARY SERVICE REQUIREMENT

TARGET PERFORMANCE
LEVEL

VOLUME KPI/SPI ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE 4.1

(CONTRACTOR SOLUTION) —e.g. clause, para

Downtime for maintenance and

backups.

reference

Docs
Wills

6.1

6.2

All  Staff to have undertaken
recognised GDPR training sufficient
for administration of this service prior
to commencing work and to remain
GDPR compliant through annual
refresher training.

Contractor to provide Authority with
a quarterly report to evidence
compliance with GDPR staff training
requirements.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 1.6 Existing Mode

Paragraph: 1.6.19

Docs
Wills

7.1

7.2

Acknowledge receipt (via JPA) of
Wills  received from  Service
Personnel (SP). Processes shall
include Assurance Regime for Will
collation introduced on or before 1
April 2013.

Reports of re-work where Units have
not completed the process correctly
shall be passed to the Authority on
the first Working Day of each month.

7.1 100% compliance within 3

7.2

Working Day of receipt
from SP, measured
monthly

100% compliance on the
first Working Day of each
month, measured monthly

8,500 per
Calendar
month.

RSPI

The process is to accord with the latest DIN
and BPG and in accordance with the
recommendations and findings of the Will
Audit Report dated Feb 12.

Covers each Service Person in the Regular
Forces and mobilised Reserves.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.4 Will Management [I7 — 111]
Paragraph: 6.4.2

Docs
Wills

8.1

8.2

Assure will holdings via a rolling
audit regime. Audit requirements on
will holdings are 8500 per month and
3000 first time/replacement of will
received (totalling 11,500 per
month).

A monthly assurance regime
checking of 5% of Will holdings
against JPA data is to be conducted
to enable a rolling audit of Will data
against Will holdings to be
maintained.

5% of all wills
held

Any failures of the requirement would be
discussed with the Service Delivery Working
Group.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.4 Will Management [I7 — 111]
Paragraph: 6.4.2

Docs
Wills

9.1

9.2

9.3

Accurately maintain JPA record to
track Wills.

An individual's JPA record is to be
updated within 5 Working Days of
receipt or return of Will (irrespective
of reason).

All Wills are to be returned via
Recorded (signed for) delivery,
BFPO or international airmail
equivalent.

140,000

The Contractor is required to have staff who
have suitable security clearances to have
access to the secure areas within JPA to
administer Wills for SP.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.4 Will Management [I7 — 111]
Paragraph: 6.4.3

110

Docs
Wills

10.1 Safely store a Will (in a fire proof

container) and maintain the integrity
of the sealed envelope (MOD Form
106A or A6 envelope in lieu) in which
it is stored by storing in a secure
environment.

140,000

Covers each Service Person in the Regular
Forces and mobilised Reserves

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.4 Will Management [I7 — 111]
Paragraph: 6.4.3
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ID SERVICE PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE VOLUME KPI/SPI ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE 4.1
AREA LEVEL (CONTRACTOR SOLUTION) —e.g. clause, para
reference
11 | Docs & | 10.1 Return stored Wills to originator as | Measured Monthly 1,350 per month KPI e Based on approx. 13,000 to 15,000 annual | Schedule 4.1 Core Services - Military Personnel
Wills part of the standard termination process. intake. Services
Section: 6.4 Will Management [I7 — 111
10.2 On the approval of JCCC the content 0 I e Covers each Service Person in the 'Regular . g [ ]
. 10.1 99% accuracy within 10 , S : X - . | Paragraph: 6.4.3
of Wills envelope shall be scanned and Working Davs of request or Forces', mobilised 'Reserves' or their 'Estate’.
sent as pdf by email to JCCC Deceased. ang_bay au .
) s shall be d e receipt of an updated Will. e Anindividual can also request the return of a
10.3 Hard copy Wills shall be despatche o - . Will.
to JCCC deceased estates on receipt of 1D%25 i??e/geiwitg;nrelu\e/\grkmg
request from JCCC by either courier or 24 Y P q '
hours postal special next day delivery. 10.3 99% accuracy within 1
Working Day.
112 | Docs & | 12.1 Produce, verify and despatch 244 per month e RN/RM commissioning scrolls are not issued | Schedule 4.1 Core Services - Military Personnel
Wills commissioning  parchments  for until the officer has completed branch | Services
RN/Army/RAF  officers and to training, therefore, process will require action | Section: 6.5 Parchments and Warrants [112 — [14]
include Honorary Officers. in batches rather than regular action. Paragraph: 6.5.1
12.2 Advise sS of instances where a e Army uses MS Access Database. Process
Parchment has been requested carried out by Officer Wg at APC Glasgow.
previously on day of discovery within Personnel requiring parchments include
5 Working Days. Regular and Volunteer Reserve.
12.3 Verify list provided by single e RAF scrolls are issued immediately upon
Services (sSs) to ensure no previous commissioning. Ad hoc issues occur if
Parchment has been requested scrolls are lost or damaged; information
within 3 Working Days of receipt. provided by HQ Air Manning. Contractor to
12.4 Identify missing information to sS maintain and update electronic signatures.
within 3 Working Days of discovery. e Army only - Honorary Officers identified as
12.5 Despatch verified list to the Authority being awarded an Honorary Commission.
(DBS, Command Graphics) within 2
Working Day of verification of list.
12.6 Verify accuracy of data on
commission parchments received
from Command Graphics and
despatch to individuals within 10
Working Days of receipt.
12.7 Return any incorrect commissioning
parchments to Command Graphics
within 1 Working Day of discovery of
inaccuracy.
113 | Docs & | 13.1 Produce, verify and despatch 146 per month ¢ Notification is provided by the sSs. Schedule 4.1 Core Services - Military Personnel
Wills warrants for RN/Army/RAF Warrant Services
Officers (WO). Section: 6.5 Parchments and Warrants [112 — 114]
13.2 Produce and despatch Warrant Paragraph: 6.5.1
Officer (serving WO on award of
substantive WO rank) parchments
within 30 Working Days of receipt of
request.
13.3 Identify missing information to sS
within 3 Working Days of discovery.
13.4 Despatch verified list to the Authority
(DBS, Command Graphics) within 2
Working Day of verification of list.
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ID SERVICE PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE VOLUME KPI/SPI
AREA LEVEL

ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE 4.1

(CONTRACTOR SOLUTION) —e.g. clause, para

reference

13.5 Verify accuracy of data on Warrant
parchments received from
Command Graphics and despatch
to individuals within 10 Working
Days of receipt.

13.6 Return any incorrect Warrant
parchments to Command Graphics
within 1 Working Day of discovery of
inaccuracy.

114 | Docs &
Wills

14.1 Produce, verify and despatch
commissioning  parchments  for
RN/Army/RAF Cadet Force Officers
(for serving Cadet Forces officers on
award of Cadet Force commission)
within 30 Working Days of receipt of
request.

14.2 Advise sS of instances where a
Parchment has been requested
previously on day of discovery within
5 Working Days.

14.3 Identify missing information to sS
within 3 Working Days of discovery.

14.4 Despatch verified list to the Authority
(DBS, Command Graphics) within 2
Working Day of verification of list.

14.5 Verify accuracy of data on
commission parchments received
from Command Graphics and
despatch to individuals within 10
Working Days of receipt.

14.6 Return any incorrect commissioning
parchments to Command Graphics
within 1 Working Day of discovery of
inaccuracy.

50 per month

Notification is provided by sSs.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.5 Parchments and Warrants [112 — 114]
Paragraph: 6.5.1

115 | Docs &
Wills

15.1 Provide an agreed, suitable and
secure location for all documents
managed through the Document
Handling Centre (DHC) from 1 April
2022.

15.2 Deliver a plan for the post March
2022 provision of document
handling service for Authority (DBS
MilPers MilOps AH) approval by 1
April 2021 and Fully implement the
agreed plan by 1 April 2022.

15.3 Additionally, ensure an intraday
turnaround for DBS/APC staffs file
demands from the DHC into
Kentigern House Glasgow.

15.4 Ensure a seamless (i.e there is no
delay, impact on availability or effect

Monthly
average
turnover is 5000
files of which
2900 are DBS
Pensions
related.

The Document Handling Centre (DHC)
currently comprises 60,000 square feet of
office and warehouse accommodation,
located in Skypark Building Glasgow. The
MOD currently leases Skypark from GVA
Grimley. The facility (currently operated by
DBS Mil Pers and Vets UK Service
Contractor as part of the agreement for the
Provision of Personnel Administration, Pay
and Pensions Services) delivers storage for
circa 1 Million files (primarily Armed Forces
Pensions and Wills, other DBS Mil Pers and
Vets related documents, and Army personnel
files). This location is less than one mile by
road from the DBS Pensions Team and the
Army Personnel Centre (APC), both based at
Kentigern House, Glasgow. DBS/APC has a
service standard which delivers an intraday

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.3 Physical File Management [Serials |11 —
14, 115]

Paragraph: 6.3.1
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ID SERVICE
AREA

PRIMARY SERVICE REQUIREMENT

on the Services business) transfer to
the new provision, with no diminution
in service from implementation date
to 6 months post-implementation
date.

TARGET PERFORMANCE
LEVEL

OFFICIAL

VOLUME

KPI/SPI

ADDITIONAL INFORMATION

turnaround of files between the two sites. To
fulfil this requirement there are four mail runs
per day between the two sites with requests
actioned through a file tracking and ordering
system.

The lease on Skypark expires on 1 April
2022. The Contractor is to subsume the DHC
service in its entirety — it being for the
Contractor to determine how this will be
achieved.

TRACEABILITY — LOCATION IN SCHEDULE 4.1
(CONTRACTOR SOLUTION) —e.g. clause, para
reference

116 | Docs &
Wills

16.1 Scan all DBS JCCC, MODMO,
Pensions and Veterans, and APC
documents/files delivered to the
DHC for retention within 20 working
days of receipt.

16.2 Records to be identical in every
particular to the original
document/file with all scanned data
accurately maintained, avoiding
duplication of records.

16.3 All scanned documents/files are to
be referenced and indexed, at the
point of initial scanning, to support
subsequent electronic tracking.

16.4 Once a document/file has been
subject to the EDM process it must
be disposed in accordance with
'MOD Retention and Disposal
Policy'.

16.5 All scanned documents/files to be
accessible to authorised Authority
(DBS MilPers & Vets) staff.

Requirement does not include Service Wills
which are retained in individual sealed
envelopes.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.6 Digitisation [I5, 116 — 117]
Paragraph: 6.6.1 and 6.6.6

117 | Docs &
Wills

17.1 Scan all historic holdings of
documents/files held in the DHC as
per the agreed plan at 117.6, but no
later than 60 months following the
Operational Service
Commencement Date.

17.2 Scan all historic holdings of
documents and files held in the
MODMO business area within 24
months of Authority agreement of
the plan.

17.3 Records to be identical in every
particular to the original
document/file, with all scanned data
accurately maintained, avoiding
duplication of records.

17.4 All scanned documentation is to be
transferred (as necessary) and
saved to a single location (either the

850,000
files

MODMO
45,000
Casefiles

case

Requirement does not include Service Wills
which are retained in individual sealed
envelopes.

Schedule 4.1 Core Services - Military Personnel
Services

Section: 6.6 Digitisation [I5, 116 — 117]
Paragraph: 6.6.1 and 6.6.7 - 6.6.8
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ID SERVICE
AREA

PRIMARY SERVICE REQUIREMENT

TARGET PERFORMANCE

OFFICIAL

KPI/SPI

ADDITIONAL INFORMATION

TRACEABILITY — LOCATION IN SCHEDULE 4.1
(CONTRACTOR SOLUTION) —e.g. clause, para

reference

EDM system or any other
appropriate system).

17.5 Such scanned documentation to be

clear and easily readable, double
sided (where applicable), have the
capability for searching the contents
of the scanned, and be saved to the
system in logical folders in
chronological order (beginning with
the most recent files).

17.6 All paper documentation (except

original service documents) must be
disposed of in accordance with the
'MOD Retention and Disposal
Policy' after scanning. Original
service documents are to be sent to
the relevant Unit after scanning.

17.7 Agree a plan with the Authority (the

Subject Matter Expert appropriate to
the different document/file types) for
the scanning of all historic
documents within 3 months of the
Service Commencement Date.
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