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FUTURE SERVICE DELIVERY CONTRACT

SCHEDULE 2.1

PART 11 - CONTACT CENTRE, HELP DESK AND TELEPHONY

ANNEX K - CONTACT CENTRE, HELP DESK & TELEPHONY



Please note:

ID

OFFICIAL

The Column headed KPI/SPI identifies only those SRs that are measured as KPIs or Reportable SPIs (RSPIs). All other SRs are SPIs
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 AREA

PRIMARY SERVICE REQUIREMENT

TARGET PERFORMANCE LEVEL

VOLUME

KPI/
SPI

ADDITIONAL INFORMATION

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

para reference

K1 | Contact Centre, | 1.1 Provide a manned help desk and | ¢  Each service to be manned by staff e Desk Instructions as to how the JPAC | Schedule 4.1 - Common Application and
Help Desk & Joint Personnel Administration with at least 50% of such staff EC is currently manned are available in | Support Services
Telephony Centre Enquiry Centre (JPAC EC) having at least 6 months the Business Process Outsourcing | Section: 4.5 Contact Centre, Help Desk &
for pay, personnel record, experience within a comparable folder within the Data Room. Telephony
pensions, appraisal, medals contact centre role at least 90% of Section: 4.8 Meeting the Authority requirements
services, Contractor managed the time. captured in Schedule 2.1 Annex K
IS/IT, JPA Business Processes
and all other in-scope DBS with
the following availability:
(@) for pension payment queries
only, direct specialist advice
to the customer to be
available between 0800 and
1800 (inclusive) on every
Working Day; and
(b) for all other queries, between
0700 and 1900 (inclusive) on
every Working Day.
K2a | Contact Centre, | 2a.1 In accordance with Good Industry | 2a.1 50% of calls answered within 20 | 33,000 calls KPI Schedule 4.1 - Common Application and
Help Desk & | Practice utilising a single telephone | seconds of the Interactive Voice | per month Support Services
Telephony number, provide a timely and | Recognition (IVR) message finishing Section: 4.5 Contact Centre, Help Desk &
responsive  telephone  answering | measured over a calendar month. Telephony
Service in support of the help desk Paragraph: 4.5.1
JPAC. 2a.2 100% accuracy. Section: 4.7 Query Handling and Reporting
- 2a.3 97% accuracy measured over a Paragraph: 4.7.1
t2h8:3'2|rﬁ\grsa\l/:/;(;\r/ga\d/lgixtggci%rfﬁi%%ng\s/g calendar month. Section: 4.8 Meeting the Authority requirements
L captured in Schedule 2.1 Annex K
message finishing, measured over a
calendar month.
2a.3 Average call waiting time shall not
exceed 50 seconds measured over a
calendar month.
2a.4 Max call waiting time for any call
shall not to exceed 90 seconds
measured over a calendar month.
K2b | Contact Centre, | 2b.1  Non-IT problems, including | 2b.1 80% accuracy measured over a KPI Schedule 4.1 - Common Application and
Help Desk & | password resets, shall be resolved | calendar month. Support Services
Telephony S;Irér:]% ;??n Ic?r:ttlr?.l call measured over a 2.2 100% accuracy within 1 Working ?glcet;:)ohno‘nts Contact Centre, Help Desk &
Day of receipt. .
2b.2 Unresolved calls: originator shall Paragraph. 451 . .
be. ded o 2b.3 100% accuracy within 1 Working Section: 4.7 Query Handling and Reporting
provided with unique query Da Paragraph: 4.7.1
reference number and calls to be Y- Section: 4éF;0|;taIs
referred to the Contractor back office. | 2b.4 100% accuracy. o
2b.3 Remedial action shall be taken by
the Contractor to confirm resolution
with originator, for IT and non-IT
problems (excluding medals but
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SERVICE AREA

PRIMARY SERVICE REQUIREMENT

including User Errors across all

processes).

2b.4 Incidents shall not be closed
without originator/Authority approval.

TARGET PERFORMANCE LEVEL

OFFICIAL

VOLUME

KPI1/
SPI

ADDITIONAL INFORMATION

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

para reference

K3 | Contact Centre, | 3.1 Provide a response and resolution | Measured Monthly 15,000 per KPI Written correspondence covers the | Schedule 4.1 - Common Application and
?elp Desk & | to all WritFer? enquiries re_ceived by the 31 100% of witten enquiries month receipt of hard copy letters/faxes/emails Support_ Services
elephony JPAC within 30 Working Days of responded to within 30 Working Davs as well as enquiries through the JPA | Section: 4.5 Contact Centre, Help Desk &
receipt of the written enquiry and back f pon t 90% of writt ng yd application. Telephony
office referral. of receipt. 0 OF Written enquires an ) ) ) Section: 4.6 Electronic Channels [K12]
back office referrals resolved within 10 A mechanism/audit trail of handover of Paragraph: 4.6.7
3.2 Written updates on progress shall | Working Days of receipt. 98% of issues to the Authority (in terms of issue, Section'4-7(-gtjer Handii 4R .
. . - = . . . > 14, y Handling and Reporting
be_prowded every 10 V\/_orkmg Days written enquiries qnd_ back off_lce despatch to Authority or Third Parties) Paragraph: 4.7.1
whilst the enqu_lry/back office referral is referrals res_olved within 20 Wor!<|n_g and ac_knowledge_ment of_rece_lpt by the Section: 4.8 Meeting the Authority requirements
outstanding with the Contractor until | Days of receipt. 99.5% resolved within Authority or Third Parties is to be captured in Schedule 2.1 Annex K
resolution. This shall include providing | 30 Working Days, maintained by the Contractor. - P '
an estimated time for resolution of the . including where the issue is referred
unresolved written enquiry and back 3.2 100 accuracy, 100% timeliness. back tog']the Contractor for resolution as
office referral to the originator. 3.3 100 accuracy, 100% timeliness. the Authority or Third Parties has/have
3.3 Written enquiries and back office | 3.4 100 accuracy, 100% timeliness. det_er_mlneq that the re§pon5|plllty for
referrals shall be referred to the activity/action  does lie  with  the
appropriate  Authority  department, Contractor.
Third Parties or archives where For written enquiries, measures to be
Contractor resolution is not possible taken to confirm resolution with
within 1 Working Day of the originator of considered resolution of
determination by the Contractor that issue (incidents cannot be closed
the enquiry cannot be resolved by without originator/Authority approval).
themselves and must be referred to the
Authority or Third Parties.
3.4 For written enquiries referred to the
Authority or Third Parties, the
contractor shall retains responsibility
for ensuring the originator of the issue
is kept appraised every 10 Working
Days of the issue status. The
Contractor shall confirm the resolution
with the originator once the issue has
been resolved.. Incidents cannot be
closed without originator/Authority
approval.
K4 | Contact Centre, | 4.1 Provide a centrally managed Schedule 4.1 - Common Application and
Help Desk & facility to provide feedback and Support Services
Telephony advice, where necessary, on Section: 4.5 Contact Centre, Help Desk &
known issues affecting JPA on- Telephony
line administration. Section: 4.8 Meeting the Authority requirements
4.2 On the direction of the Authority captured in Schedule 2.1 Annex K
(SO1 Team Leader), assist and
guide customers who require
support with both known and new
issues which arise on a collective
or individual basis. Support is to
be provided on the same Working
Day of the direction and can be
delivered verbally, via i-support,
JPA Portal advice, or
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SERVICE AREA PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE LEVEL VOLUME ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE
4.1 (CONTRACTOR SOLUTION) —e.g. clause,

para reference

communicated via the chain of

command.
K5 | Contact Centre, | 5.1 Provide information to answer 21 new Schedule 4.1 - Common Application and
Help Desk & DBS Complaints or Service complaints Support Services
Telephony Complaints, which may include: per month Section: 4.5 Contact Centre, Help Desk &
Telephony
a tsrtleelﬁattaetndacl:n(::uert oftOCor;Lracg;: Section: 4.7 Query Handling and Reporting
PP Section: 4.7.1

provision of the witness

statement: and Section: 4.8 Meeting the Authority requirements

captured in Schedule 2.1 Annex K
b. provide evidence from any
system  within the DBS
boundary to assist any policy
investigation where the
investigating authority has
approached DBS for
supporting evidence in a case.

5.2 Accurate information to be
provided to the Authority's 'Pay
and Allowances Casework
Complaints Cell' (PACCC) within
5 Working Days of receipt of the
query and, where this is not
possible, an interim response will
be provided within 5 Working
Days of receipt of the query and a
full response will be provided
within 7 Working Days of receipt
of the query.

5.3 Where specified by the Authority
the information is to be provided in
the format of draft paragraphs for
inclusion in letters of response.

K6 | Contact Centre, | 6.1 Provide accurate information to 7 new cases . Schedule 4.1 - Common Application and
Help Desk & assist with Casework and work in per month Support Services
Telephony support of Police investigations, Section: 4.5 Contact Centre, Help Desk &
this may include: Telephony

Section: 4.8 Meeting the Authority requirements

(@) Contractor staff attendance captured in Schedule 2.1 Annex K

at Court to support provision
of the witness statement
given.

6.2 Provide evidence from any
system within the DBS boundary
to assist any policy investigation
where the investigating authority
has approached DBS for
supporting evidence in a case.

6.3 When possible a full response to
be provided within 5 Working
Days of receipt of an authorised
request. Where this is not
possible then an interim response
to be provided and a full response
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SERVICE AREA

PRIMARY SERVICE REQUIREMENT

to be provided within 7 Working
Days.

TARGET PERFORMANCE LEVEL

OFFICIAL

VOLUME

ADDITIONAL INFORMATION

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

para reference

K7 | Contact Centre, | 7.1 As directed by the Authority, 61 new Each of the cases is an individual | Schedule 4.1 - Common Application and
Help Desk & implement the results of cases per instruction to effect a course of action | Support Services
Telephony Complaints,  Casework, and month (e.g. enable a single BACS or CHAPS | Section: 4.5 Contact Centre, Help Desk &
Appeals to the rules and payment) or to change a single data | Telephony
regulations. item within an individual pay or pension | Section: 4.8 Meeting the Authority requirements
record. captured in Schedule 2.1 Annex K
Phone Lines and Telephony are
provided by the MOD.
K8 | Contact Centre, | 8.1 Provide telephony in support of | 8.1 Availability of 99.49% during all | Sufficient to Grade of Service at 1 in 100 (i.e. a max | Schedule 4.1 - Common Application and
Help Desk & the help desk and JPAC. JPAC opening hours (07:00 to | support of 1 call in 100 will fail). Support Services
Telephony 8.2 Respond within 4 hours of receipt 19:00 Monday-Friday). 43,000 calls Section: 4.5 Contact Centre, Help Desk &
of a fault report and rectify within | 8.2 100% compliance with the SR per month Telephony
5 hours of pthe initial response ' 0 P Section: 4.8 Meeting the Authority requirements
. pOnse, captured in Schedule 2.1 Annex K
within  normal JPAC opening
hours.
K9 | Contact Centre, | 9.1 Provide Monthly Management In addition to MI supplied for Service | Schedule 4.1 - Common Application and
Help Desk & Information (MI) report on the Delivery Report (SDR), the Authority | Support Services
Telephony JPAC within 10 Working Days of requires monthly report on daily | Section: 4.5 Contact Centre, Help Desk &
the end of each month. The report volumes, graphs and trends measured | Telephony
is to include total number of against performance criteria stipulated | Section: 4.7 Query Handling and Reporting
enquiries received for the reported at Serial K2. Paragraph: 4.7.4
month, together with a rolling total Section: 4.8 Meeting the Authority requirements
for the preceding 12 months, captured in Schedule 2.1 Annex K
identified separately for telephone
and other enquiries, for each of
the following: Telephone Service:
(&) pay & allowances;
(b) pensions;
(c) medals;
(d) password resets;
(e) Hardware and Software
faults;
(f) the total number of calls
actioned during the reported
month in each of the
following:
@O IT user
enquiries/problems
resolved during the
initial call; and
(i) Other (business)
enquiries resolved
during the initial call;
(g) business enquiries requiring
further investigation and
managed subsequently as
written enquiries;
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SERVICE AREA PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE LEVEL VOLUME KPI1/ ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE
SPI 4.1 (CONTRACTOR SOLUTION) —e.g. clause,

para reference

(h) the average call waiting time
during the reported month;
and

(i) any other enquiries.

K10 | Contact Centre, | 10.1 Transfer Non-Standard Appraisal 176 per Schedule 4.1 - Common Application and
Help Desk & Reports (NSAR) onto the JPA: month Support Services
Telephony Section: 4.5 Contact Centre, Help Desk &

(@) forthose NSARs not marked
as 'High Priority', within 10
Working Days of receipt; and

(b) for those NSARs marked as
‘High Priority’, within 4
Working Days of receipt.

Telephony
Section: 4.8 Meeting the Authority requirements
captured in Schedule 2.1 Annex K

10.2 Despatch a printed copy of the
completed JPA Appraisal, where
requested, to the subject at the
work address recorded on the
JPA Configured Oracle HRMS
within 5 Working Days of
transferring the Non-Standard
Appraisal Report onto the JPA.

K11 | Contact Centre, | 11.1 Carry out third party Proxy actions e A JPA Orphan is a person who has | Schedule 4.1 - Common Application and
Help Desk & for JPA Orphans and activities limited or no direct access to JPA whilst | Support Services
Telephony that cannot be undertaken by Unit deployed overseas. Section: 4.5 Contact Centre, Help Desk &
HR Admin on behalf of the Service Telephony
Person (SP) within 5 Working Section: 4.8 Meeting the Authority requirements
Days of request. Such actions captured in Schedule 2.1 Annex K

include, but are not limited to:
(@) early termination;

(b) emergency contacts;

(c) family accommodation;

(d) fax, mobile phone, pager,
and work numbers;

(e) next of kin;
(f) permanent home address;

() post nominal letters and
preferred name;

(h) religion requirements & type;
() residence at work;

() spouse's additional
nominee;

(k) will address/held/location;
and

() CEA post service entitlement
processing and payments
(deaths, medical discharge
and redundancy) - reference
is to be made with the
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SERVICE AREA PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE LEVEL VOLUME KPI1/ ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE
SPI 4.1 (CONTRACTOR SOLUTION) —e.g. clause,

para reference

PACCC as no Unit HR
Admin will be available.

K12 | Contact Centre, | 12.1 Provide an enhanced Joint e The solution developed to meet the | Schedule 4.1 - Common Application and
Help Desk & Personnel Administration Centre Service Requirement must be scalable | Support Services
Telephony (JPAC) service using a variety of such that it can cope with any step | Section: 4.6 Electronic Channels [K12]
new digital and interactive change in volume to include new | Section: 5 Portals
channels including but not limited customer population arising from | Section: 4.8 Meeting the Authority requirements
to web chat, chatbots, and virtual changes in the Authority organisational | captured in Schedule 2.1 Annex K
assistants. Monthly report of structure or ways of working.

JPAC EC performance to include

at least the following: * Key internal drivers for
_ improvement/change to both JPAC
(&) the number of calls received; Enquiry Centre service delivery will

include the annual Customer
Satisfaction  Survey, management
review of the annual Saratoga
Benchmarking Survey (the annual PWC
(c) first call resolution %; document report), the CIL and SIP as
well as reported performance against
the JPAC Enquiry Centre performance.

(b) the number of calls
abandoned before being
connected to an operator;

(d) the number and % of calls
referred to the ‘back office’;
and e The JPAC EC and Ops Room staffing

level and training (both new staff and

continuation)  should reflect the
requirement for service improvements
and the performance levels reported.

(e) the time taken to resolve an
issue passed to the ‘back
office’.

12.2 Where material issues are found
or notified by the Authority, the
Contractor must work with
relevant  Authority staff to
undertake root cause analysis and
participate in workshops to
address any training and
education of Unit HR Admin and
SP.

12.3 Within 6 months of Operational
Service Commencement Date,
Contractor to  provide an
implementation plan for Authority
(AH Technical Assurance and AH
Mil Ops) approval. Planto include
but not be limited to; describing
the requirements, solution,
benefits, dependencies, scope,
risks, costs, timescales, outputs.

12.4 Within 24 months of Operational
Service Commencement Date,
agreed enhancements to be
implemented by Team Leader.

12.5 Within 30 months of Operational
Service Commencement Date,
Contractor to provide a Benefit
Realisation assessment paper to
demonstrate a 100% adherence
to the benefit expectations.
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SERVICE AREA PRIMARY SERVICE REQUIREMENT TARGET PERFORMANCE LEVEL VOLUME KPI1/ ADDITIONAL INFORMATION TRACEABILITY — LOCATION IN SCHEDULE
SPI 4.1 (CONTRACTOR SOLUTION) —e.g. clause,

para reference

K13 | Contact Centre, | 13.1 Ensure that where calls raised to The MOD ISS SPOC currently use | Schedule 4.1 - Common Application and
Help Desk & either the JPAC EC or MOD ISS HPSM9, ISS have confirmed they | Support Services
Telephony SPOC need to be resolved by the support electronic ticket exchange with | Section: 4.5 Contact Centre, Help Desk &
other, the issue is transferred third party EC’s. Telephony
without needing any further action Section: 4.8 Meeting the Authority requirements
by the individual and they are captured in Schedule 2.1 Annex K

informed of the transfer and
reference number.

13.2 All calls to the JPAC that require
transferring to the MOD ISS
SPOC should be transferred
within 10 minutes of the call being
assigned for transfer Provide
monthly MI to the Authority (AH
Technical Assurance) on calls
transferred to the MOD ISS SPOC
including the following:

(@) total calls Transferred; and

(b) total calls by Resolver Group
Assigned.

13.3 Contractor to provide a monthly
report within 5 Working Days of
the end of the relevant month
detailing how many calls have
been transferred per month, the
context of the calls (identified in
categories, such as 'pay' and
‘allowances'), and the severity of
the calls.
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