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Call-Off Schedule 21 (Supplier-Furnished Terms)

Part 1C	Software as a Service (SaaS) Terms

Terms for provision of a Software as a Service solution are detailed in Annex 3.
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Version 2.0
THIS AGREEMENT is dated [________________________]
Parties
FIVIUM LIMITED incorporated and registered in England and Wales with company number 05775733 whose registered office is at Palladium House, Argyll Street, London W1F 3LD Supplier
[Customer Name] whose registered office is at [Registered Address] Customer
Background
[bookmark: a299878]The Supplier has developed certain software applications and platforms which it makes available to subscribers via the internet on a pay-per-use basis for the purpose of case management and reporting.
[bookmark: a122341]The Customer wishes to use the Supplier's service for purpose of assisting in the running of a case management system.
[bookmark: a389374]The Supplier has agreed to provide and the Customer has agreed to take and pay for the Supplier's service subject to the terms and conditions of this agreement.
[bookmark: main]Agreed terms
[bookmark: a588274][bookmark: _Toc508200646]Interpretation
The definitions and rules of interpretation in this clause apply in this agreement.
Additional Services: those services additional to the Services which are more particularly described in the accompanying Order Form.
Authorised Users: those employees, agents and independent contractors of the Customer who are authorised by the Customer to use the Services and the Documentation, as further described in clause 2.
Business Day: any day which is not a Saturday, Sunday or public holiday in the UK.
Case Volume Subscriptions: the case volume subscriptions purchased by the Customer pursuant to clause 9.1 which entitle Authorised Users to access and use the Services and the Documentation in accordance with this agreement.
Confidential Information: information that is proprietary or confidential and is either clearly labelled as such or identified as Confidential Information in clause 11.5.
Core Business Hours: the hours indicated in the Service Definition for the provision of support by the Supplier.
Customer Data: the data inputted by the Customer, Authorised Users, or the Supplier on the Customer’s behalf for the purpose of using the Services or facilitating the Customer’s use of the Services. 
[bookmark: _Hlk32569812]Data Protection Legislation: (i) from 25 May 2018 until the GDPR is no longer directly applicable in the UK, the General Data Protection Regulation ((EU) 2016/679), the Data Protection Act 2018 and any national implementing laws, regulations and secondary legislation, as amended or updated from time to time, in the UK and then (ii) any successor legislation to the GDPR or the Data Protection Act 2018.
Documentation: the document made available to the Customer by the Supplier from time to time which sets out a description of the Services and the user instructions for the Services. 
Effective Date: the date of this agreement.
Order Agreement Date: the date stated on any order form for which the Services or Additional Services on that Order Form are deemed to be agreed by both parties.
Order Form: any order form for Subscription or Additional Services referencing this Subscription Agreement and agreed by Customer and Supplier. Agreement may be deemed by signature of both parties or explicit exchange of email confirmation.
Personal Data: has the same meaning as in the Data Protection Legislation.
Service Definition: the documents identified at Schedule 3.
Service Levels: those service levels set out in the Service Definition  
Services: the subscription services as described in the Service Definition allowing access to the Software and provided by the Supplier to the Customer under this agreement.
Software: the eCase software provided online by the Supplier as part of the Services.
Subscription Fees: the subscription fees payable by the Customer to the Supplier for the Case Volume Subscriptions, as set out in the Order Form.
Subscription Term: the contractual period, detailed on the accompanying Order Form, that the Service will be supplied.
Support Services Policy: the Supplier's policy for providing support in relation to the Services as described in the Service Definition.
Virus: any thing or device (including any software, code, file or programme) which may: prevent, impair or otherwise adversely affect the operation of any computer software, hardware or network, any telecommunications service, equipment or network or any other service or device; prevent, impair or otherwise adversely affect access to or the operation of any programme or data, including the reliability of any programme or data (whether by re-arranging, altering or erasing the programme or data in whole or part or otherwise); or adversely affect the user experience, including worms, trojan horses, viruses and other similar things or devices.
Clause, schedule and paragraph headings shall not affect the interpretation of this agreement.
A person includes an individual, corporate or unincorporated body (whether or not having separate legal personality) and that person's legal and personal representatives, successors or permitted assigns.
A reference to a company shall include any company, corporation or other body corporate, wherever and however incorporated or established.
Words in the singular shall include the plural and vice versa.
A reference to one gender shall include a reference to the other genders.
A reference to a statute or statutory provision is a reference to it as it is in force for the time being, taking account of any amendment, extension, or re-enactment and includes any subordinate legislation for the time being in force made under it.
A reference to writing or written includes e-mail.
References to clauses and schedules are to the clauses and schedules of this agreement; references to paragraphs are to paragraphs of the relevant schedule to this agreement.
[bookmark: _Ref367465409][bookmark: _Ref367465498][bookmark: _Ref367465522][bookmark: _Ref405191922][bookmark: _Toc508200647]Case Volume Subscriptions
Subject to the Customer purchasing the Case Volume Subscriptions in accordance with clause 9.1 and the Service Definition, and subject to the Customer’s compliance with the  restrictions set out in this clause 2 and with all the other terms and conditions of this agreement, the Supplier hereby grants to the Customer a non-exclusive, non-transferable right to permit the Authorised Users to use the Services and the Documentation during the Subscription Term solely for the Customer's internal business operations. Use for internal business operations refers to use only for the purposes of processing the Customer’s own data and excludes processing the data of any third party or sharing, whether for valuable consideration or not, access to the Services with any third party to enable that third party to process its or another’s data.
In relation to the Authorised Users, the Customer undertakes that:
It shall permit only its Authorised Users to have access to the Software and to make use of the Services;
it will not allow or suffer access to the Services or to the Software by any person who is not an Authorised User and in particular will not allow or suffer any such access by any person who is employed by or works for anyone other than the Customer;
each Authorised User shall keep a secure password for his use of the Services and Documentation, that such password shall be changed no less frequently than 6 (six) monthly and that each Authorised User shall keep his password confidential;
[bookmark: a674100]it shall permit the Supplier to audit the Services in order to establish the use being made of the Services by the Authorised Users and to establish whether the use being made of the Services is in accordance with this Agreement.  Such audit may be conducted no more than once per quarter, at the Supplier's expense, and this right shall be exercised with reasonable prior notice, in such a manner as not substantially to interfere with the Customer's normal conduct of business;
if any of the audits referred to in clause 2.2(d) reveals that any password has been provided to any individual who is not an Authorised User, then without prejudice to the Supplier's other rights, the Supplier may without liability promptly disable such access by that individual and the Supplier shall not permit any further access by any such individual to the Services;
if the Customer’s actual usage of the Services is such that the Customer has exceeded the usage paid for and thereby underpaid Subscription Fees by reference to the Subscription Fees set out in the Order Form, then without prejudice to the Supplier’s other rights, the Customer shall pay to the Supplier an amount equal to such underpayment as calculated in accordance with the prices set out in the accompanying Order Form within 30 (thirty) Business Days of the date of the relevant audit; and
if the Customer has been processing the data of a third party not included in the definition of Customer at the head of this Agreement, the Customer shall pay for such additional processing as if the third party were an additional party to this Agreement and subject to the rates set out in the accompanying  Order Form.
The Customer shall not access, store, distribute or transmit any Viruses, or any material during the course of its use of the Services that:
is unlawful, harmful, threatening, defamatory, obscene, infringing, harassing or racially or ethnically offensive;
facilitates illegal activity;
depicts sexually explicit images;
promotes unlawful violence;
is discriminatory based on race, gender, colour, religious belief, sexual orientation, disability; or
in a manner that is otherwise illegal or causes damage or injury to any person or property;
and the Supplier reserves the right, without liability or prejudice to its other rights to the Customer, to disable the Customer’s access to any material that breaches the provisions of this clause.
The Customer shall not:
except as may be allowed by any applicable law which is incapable of exclusion by agreement between the parties:
and except to the extent expressly permitted under this agreement, attempt to copy, modify, duplicate, create derivative works from, frame, mirror, republish, download, display, transmit, or distribute all or any portion of the Software and/or Documentation (as applicable) in any form or media or by any means; or
attempt to reverse compile, disassemble, reverse engineer or otherwise reduce to human-perceivable form all or any part of the Software; or
access all or any part of the Services and Documentation in order to build a product or service which competes with the Services and/or the Documentation; or
use the Services and/or Documentation to provide services to third parties; or
subject to clause 19.1, license, sell, rent, lease, transfer, assign, distribute, display, disclose, or otherwise commercially exploit, or otherwise make the Services and/or Documentation available to any third party except the Authorised Users, or
attempt to obtain, or assist third parties in obtaining, access to the Services and/or Documentation, other than as provided under this clause 2.
The Customer shall prevent any unauthorised access to, or use of, the Services and/or the Documentation and, in the event of any such unauthorised access or use, promptly notify the Supplier.
The rights provided under this clause 2 are granted to the Customer only, and shall not be considered granted to any subsidiary or holding company of the Customer, or to any other agencies, departments or bodies of central or local government.
[bookmark: a154220][bookmark: _Toc508200648]Additional services
The Customer may purchase Additional Services from the Supplier which shall be supplied according to the terms set out in Schedule 1 and charges detailed in an accompanying Order Form.
[bookmark: a207627][bookmark: _Toc508200649]Services
The Supplier shall, during the Subscription Term, provide the Services and make available the Documentation to the Customer on and subject to the terms of this agreement.
At the commencement of the Services, the parties shall follow the agreed On-boarding plan and the Supplier shall use its commercially reasonable endeavours to comply with any dates in that On-boarding plan. Where any user acceptance tests are indicated in the On-boarding plan, then the user must indicate any areas of non-compliance within 5 (five) working days of the time indicated for completion of those tests, otherwise acceptance will be deemed. Use of the Services or any part of them in a live environment shall be deemed to be acceptance for all purposes. Testing is only permitted to have regard to the material conformity of the Services to the Service Definition and no other criteria shall be permitted for the running of tests or for rejecting the Services.
The Supplier shall use commercially reasonable endeavours to make the Services available 24 hours a day, seven days a week, except for:
planned maintenance carried out during the maintenance window agreed by the parties;
unscheduled maintenance performed outside Normal Business Hours, provided that the Supplier has used reasonable endeavours to give the Customer at least 6 Normal Business Hours’ notice in advance;
any suspension or withdrawal of service at any time imposed by the Supplier’s infrastructure hosting provider.
The Supplier will, as part of the Services and at no additional cost to the Customer, provide the Customer with the Supplier’s standard customer support services during Core Business Hours in accordance with the Supplier's Support Services Policy as set out in the Service Definition.
The Supplier will use its reasonable endeavours to identify service improvement opportunities and will monitor its systems to ensure that, so far as reasonably practicable, it meets the service levels set out in the Service Definition.
The Supplier is responsible for providing the Services only up to the boundaries of its own network, and accepts no responsibility whatsoever for failures or degradation to the Services of any sort caused or contributed to by transmission over the internet or any network which is not under the Supplier’s direct control.
Subject to any specific permissions in Schedule 3 enabling the Supplier to make variations to any element of the Service Definition, either party may request the other for a change to the Services. 
On receipt of such a request from the Customer, the Supplier shall provide an impact assessment which shall include the estimated timescales for implementing the change, and changes to the Subscription Fees and such other charges as are to be made for implementing the change. The Customer shall have the opportunity to accept or reject the impact assessment;
If the request is made by the Supplier, the Supplier shall at the same time supply to the Customer an impact assessment which shall include the estimated timescales for implementing the change, and changes to the Subscription Fees and such other charges as are to be made for implementing the change. The Customer shall have 15 (fifteen) working days to accept or reject the impact assessment and the absence of any response within that period shall be taken to be irrevocable assent to the change.
Nothing in clause 4 shall be taken to limit the Supplier’s rights to provide security patches, bug fixes or regular updates in the ordinary course of providing the service according to the Service Definition.
In the event of an emergency, the Supplier will use its commercially reasonable efforts to secure the Customer’s agreement to any changes, but if this is not practicable, the Supplier may introduce without the Customer’s agreement such changes as are necessary to deal with the emergency. The parties will use their respective reasonable endeavours to record such changes as part of the change control procedure in clause 4.7. The Customer shall be responsible for any reasonable additional charges consequent on any emergency change made necessary by the Customer’s act or omission or any breach by the Customer of any of the terms of this Agreement.
[bookmark: a391801][bookmark: _Toc508200650]Customer data
The Customer shall own all right, title and interest in and to all of the Customer Data and shall have sole responsibility for the legality, reliability, integrity, accuracy and quality of the Customer Data. In particular, the Customer is solely responsible for ensuring that it is entitled to enter into this Agreement and that it has legal right to transfer Personal Data to the Supplier for the purposes of processing by the Supplier. It is further the Customer’s sole responsibility to ensure that the relevant third parties whose Personal Data are to be processed under this Agreement have received appropriate notices and have given their consent where necessary, or that some other ground exists under the Data Protection Legislation to permit transfer to and processing of such Personal Data by the Supplier.
Both parties will comply with the Data Protection Legislation insofar as it applies to them. Nothing in this agreement shall be taken as relieving a party from its obligations under the Data Protection Legislation. 
For the purposes of the Data Protection Legislation, the Customer is the controller and the Supplier is the processor, as those (or equivalent) terms are defined in the Data Protection Legislation. 
Without prejudice to clause 5.2, the Supplier shall, in relation to Personal Data to be processed under this Agreement:
process such Personal Data only in accordance with the terms of this Agreement and in accordance with the instructions given by the Customer and for this purpose;
ensure that it has in place appropriate technical and organisational measures, to protect against unauthorised or unlawful processing of Personal Data and against accidental loss or destruction of, or damage to, Personal Data, such measures to be in accordance with the Data Protection Legislation;
ensure that all personnel who have access to and/or process Personal Data are obliged by legally enforceable contractual terms to keep the Personal Data confidential (which may be achieved by reliance on a general provision relating to confidentiality contained in an employment contract or contract for services);
ensure that all personnel who have access to and/or process Personal Data have received training appropriate to their function with regard to the Supplier’s obligations under the Data Protection Legislation;
not transfer any Personal Data outside of the European Economic Area unless the prior written consent of the Customer has been obtained (and it shall be the Customer’s sole responsibility to ensure that it is permitted by the Data Protection Legislation to give consent to such Personal Data being transferred outside the European Economic Area);
assist the Customer, at the Customer’s request, in responding to any request from a data subject with regard to his or her Personal Data or in responding to any supervisory or regulatory authority;
ensure compliance with its obligations under the Data Protection Legislation with respect to security, breach notifications, impact assessments and consultations with supervisory authorities or regulators;
notify the Customer without undue delay on becoming aware of a Personal Data breach; 
at the Customer’s written direction, delete or return Personal Data and all copies thereof to the Customer on termination of this Agreement except to the extent that the Supplier is required by law to maintain copies of Personal Data or to the extent that such Personal Data appears on backup copies and it is not practicable to delete them individually (provided that the Supplier shall still take appropriate measures to maintain the security of such backup copies);
maintain complete and accurate records and information to demonstrate its compliance with this clause 5.
The Customer hereby consents to the Supplier using the services of the third parties identified in the Service Definition as a third-party processor of Personal Data under this Agreement. This includes, but is not limited to datacentre providers. The Supplier confirms that it has entered into an appropriate written agreement with such third party processors complying with Data Protection Legislation substantially on that third party processor’s standard terms of business. The Supplier shall not use the services of any other third party processors or change the third party processor(s) without seeking the prior written consent of the Customer, such consent not to be unreasonably withheld or delayed. 
The Customer is solely responsible for the validity and consequences of all instructions it gives under this clause 5 or otherwise with regard to Personal Data and it shall indemnify the Supplier against any claims, liabilities or loss, damage or expenses whatsoever imposed on or incurred by the Supplier consequent on carrying out the Customer’s instructions. 
Where the Supplier becomes or is threatened with claims or liability in respect of a data subject in respect of Personal Data processed under this Agreement, whether such liability is to the data subject or to some other third party including a supervisory or regulatory authority, the Customer will reimburse the Supplier for any such claims or liability including any loss, damage, costs or expenses incurred by or imposed on the Supplier to the extent that the Customer is responsible for causing any such claims or liability, loss, damage, costs or expenses including where the Supplier has carried out the general or specific instructions of the Customer for the processing of Personal Data or the security measures to be taken with regard to Personal Data.
The Subscription Fees cover the provision of the Services on a “business as usual” basis covering the provision of the Services as described in the Service Definition. Where the Supplier provides further or other services, such as by following the general or specific instructions given by the Customer, or by becoming involved in additional activities such as those described in clause 5.4(f), the Customer shall reimburse the Supplier for its additional costs and expenses, to be charged at the Supplier’s standard rates (where applicable) or otherwise at reasonable rates.
The Supplier shall follow its archiving procedures for Customer Data as set out in the Service Definition. In the event of any loss or damage to Customer Data, the Customer's sole and exclusive remedy shall be for the Supplier to use reasonable commercial endeavours to restore the lost or damaged Customer Data from the latest back-up of such Customer Data maintained by the Supplier in accordance with the archiving procedure described in the Service Definition. The Supplier shall not be responsible for any loss, destruction, alteration or disclosure of Customer Data caused by any third party (except those third parties sub-contracted by the Supplier to perform services specifically related to Customer Data maintenance and back-up).
Without prejudice to any other provision in this Clause 5, the Supplier shall, and shall take reasonable steps to procure that all sub-contractors shall, comply at all times with the Data Protection Legislation and shall not do or omit to do anything that could cause Customer to breach any of its applicable obligations under the Data Protection Legislation. 
[bookmark: a437230][bookmark: _Toc508200651]Third party providers
The Customer acknowledges that the Services may enable or assist it to access via a hyperlink the website content of, correspond with, and purchase products and services from, third parties via third-party websites and that it does so solely at its own risk.  The Supplier makes no representation or commitment and shall have no liability or obligation whatsoever in relation to the content or use of, or correspondence with, any such third-party website, or any transactions completed, and any contract entered into by the Customer, with any such third party.  Any contract entered into and any transaction completed via any third-party website is between the Customer and the relevant third party, and not the Supplier.  The Supplier recommends that the Customer refers to the third party’s website terms and conditions and privacy policy prior to using the relevant third-party website.  The Supplier does not endorse or approve any third-party website nor the content of any of the third-party website made available via the Services.
[bookmark: a646812][bookmark: _Toc508200652]Supplier's obligations
[bookmark: a836484]The Supplier undertakes that the Services will be performed substantially in accordance with the Documentation and with reasonable skill and care.
The undertaking at clause 7.1 shall not apply to the extent of any non-conformance which is caused by use of the Services contrary to the Supplier's instructions, or modification or alteration of the Services by any party other than the Supplier or the Supplier's duly authorised contractors or agents. If the Services do not conform with the foregoing undertaking, Supplier will, at its expense, use all reasonable commercial endeavours to correct any such non-conformance promptly, or provide the Customer with an alternative means of accomplishing the desired performance. Such correction or substitution constitutes the Customer's sole and exclusive remedy for any breach of the undertaking set out in clause 7.1.  Notwithstanding the foregoing, the Supplier:
does not warrant that the Customer's use of the Services will be uninterrupted or error-free; or that the Services, Documentation and/or the information obtained by the Customer through the Services will meet the Customer's requirements; and
is not responsible for any delays, delivery failures, or any other loss or damage resulting from the transfer of data over communications networks and facilities, including the internet, and the Customer acknowledges that the Services and Documentation may be subject to limitations, delays and other problems inherent in the use of such communications facilities.
This agreement shall not prevent the Supplier from entering into similar agreements with third parties, or from independently developing, using, selling or licensing documentation, products and/or services which are similar to those provided under this agreement.
The Supplier warrants that it has and will maintain all necessary licences, consents, and permissions necessary for the performance of its obligations under this agreement.
[bookmark: a783898][bookmark: _Toc508200653]Customer's obligations
The Customer shall:
provide the Supplier with:
all necessary co-operation in relation to this agreement; and
all necessary access to such information as may be required by the Supplier;
in order to provide the Services, including but not limited to Customer Data, security access information and configuration services;
comply with all applicable laws and regulations with respect to its activities under this agreement;
carry out all other Customer responsibilities set out in this agreement in a timely and efficient manner. In the event of any delays in the Customer's provision of such assistance as agreed by the parties, the Supplier may adjust any agreed timetable or delivery schedule as reasonably necessary;
ensure that the Authorised Users use the Services and the Documentation in accordance with the terms and conditions of this agreement and shall be responsible for any Authorised User’s breach of this agreement;
ensure that all Authorised Users undertake the required training for use of the Services and further ensure that new Authorised Users receive the required training at the Supplier’s normal rates for such training prior to being permitted to use the Services;
obtain and shall maintain all necessary licences, consents, and permissions necessary for the Supplier, its contractors and agents to perform their obligations under this agreement, including without limitation the Services;
ensure that its network and systems are adequate to ensure proper usage of the Services and do not include any elements such as are notified to the Customer from time to time by the Supplier; and
be solely responsible for procuring and maintaining its network connections and telecommunications links from its systems to the network as indicated as applicable to the Customer in the Service Definition, and the Customer shall be solely responsible for all problems, conditions, delays, delivery failures and all other loss or damage arising from or relating to the Customer's network connections or telecommunications links or caused by the internet.
If the Customer is in breach of any of its obligations in clause 8.1 above and such breach causes the Supplier additional cost or expense, then the Supplier may charge for such additional cost or expense. In particular, the Supplier may charge for any additional support required by the Customer as a result of its failure to comply with clause 8.1(e).
The Supplier shall not be liable for the degradation to the Services suffered by the Customer’s failure to comply with clause 8.1(g) and in particular the Service Levels shall not apply in the event of any breach by the Customer of clause 8.1(g).
[bookmark: a627723][bookmark: _Toc508200654]Charges and payment
[bookmark: a877439]The Customer shall pay the Subscription Fees to the Supplier for the Case Volume Subscriptions in accordance with this clause 9 and the accompanying Order Form. The Supplier may increase any or all the Subscription Fees in the accompanying Order Form or Service Definition  at each 12 (twelve) month interval after the commencement of the Subscription Term by reference to the greater of 2% per annum or the actual rise in the Consumer Prices Index in the previous 12 (twelve) months.
The Supplier shall, as from the date of the accompanying Order Form, invoice the Customer based on the payment profile detailed on the accompanying Order Form. The Customer shall settle such invoice in full without set-off or deduction within 30 (thirty) days of receipt of the invoice. 
If the Supplier has not received payment within 30 (thirty) days after the due date, and without prejudice to any other rights and remedies of the Supplier:
the Supplier may, without liability to the Customer, disable the Customer’s password, account and access to all or part of the Services and the Supplier shall be under no obligation to provide any or all of the Services while the invoice(s) concerned remain unpaid; and
interest shall accrue on such due amounts at an annual rate equal to 3% over the then current base lending rate of the Supplier's bankers in the UK at the date the relevant invoice was issued, commencing on the due date and continuing until fully paid, whether before or after judgment.
All amounts and fees stated or referred to in this agreement:
shall be payable in pounds sterling;
are non-cancellable and non-refundable;
are exclusive of value added tax, which shall be added to the Supplier's invoice(s) at the appropriate rate.
[bookmark: a269871]If, at any time whilst using the Services, the Customer exceeds the amount of disk storage space or specified in the Documentation, the Supplier shall charge the Customer, and the Customer shall pay, the Supplier’s then current excess data storage fees. The Supplier’s excess data storage fees current as at the Order Agreement Date are set out in the Service Definition. If the Customer exceeds the amount of disk storage space or exceeds the Case Volume Subscriptions band specified in the accompanying Order Form or the Service Definition, the Supplier shall not be liable to the Customer for any degradation in performance caused thereby and in particular shall not be liable for any failure to achieve Service Levels.
[bookmark: a872071][bookmark: _Toc508200655]Proprietary rights
The Supplier and/or its licensors will own all intellectual property rights in the Software, the Services and the Documentation. The Supplier grants to the Customer a licence to use the Supplier’s and/or its licensors Software, the Services and the Documentation in accordance with the terms of this agreement. This agreement, including any Additional Services such as configuration and/or development delivered under this agreement, does not grant the Customer any rights to, or in, patents, copyrights, database right, trade secrets, trade names, trademarks (whether registered or unregistered), or any other rights or licences in respect of the Software, the Services or the Documentation.
The Supplier confirms that it has all the rights in relation to the Services and the Documentation that are necessary to grant all the rights it purports to grant under, and in accordance with, the terms of this agreement.
[bookmark: a622355][bookmark: _Toc508200656]Confidentiality
Each party may be given access to Confidential Information from the other party in order to perform its obligations under this agreement.  A party's Confidential Information shall not be deemed to include information that:
is or becomes publicly known other than through any act or omission of the receiving party;
was in the other party's lawful possession before the disclosure;
is lawfully disclosed to the receiving party by a third party without restriction on disclosure;
is independently developed by the receiving party, which independent development can be shown by written evidence; or
is required to be disclosed by law, by any court of competent jurisdiction or by any regulatory or administrative body.
Each party shall hold the other's Confidential Information in confidence and, unless required by law, not make the other's Confidential Information available to any third party, or use the other's Confidential Information for any purpose other than the implementation of this agreement.
Each party shall take all reasonable steps to ensure that the other's Confidential Information to which it has access is not disclosed or distributed by its employees or agents in violation of the terms of this agreement.
Neither party shall be responsible for any loss, destruction, alteration or disclosure of Confidential Information caused by any third party.
[bookmark: a882752]The Customer acknowledges that details of the Services, and the results of any performance tests of the Services, constitute the Supplier's Confidential Information.
The Supplier acknowledges that the Customer Data is the Confidential Information of the Customer.
This clause 11 is without prejudice to the provisions of clause 5 above dealing with Personal Data and shall survive termination of this agreement, however arising.
[bookmark: a333959][bookmark: _Toc508200657]Indemnity
The Customer shall defend, indemnify and hold harmless the Supplier against claims, actions, proceedings, losses, damages, expenses and costs (including without limitation court costs and reasonable legal fees) arising out of or in connection with the Customer's use of the Services and/or Documentation, provided that:
the Customer is given prompt notice of any such claim;
the Supplier provides reasonable co-operation to the Customer in the defence and settlement of such claim, at the Customer's expense; and
the Customer is given sole authority to defend or settle the claim.
[bookmark: a455499]The Supplier shall defend the Customer, its officers, directors and employees against any claim that the Services or Documentation infringes any United Kingdom patent effective as of the Effective Date, copyright, trade mark, database right or right of confidentiality, and shall indemnify the Customer for any amounts awarded against the Customer in judgment or settlement of such claims, provided that:
the Supplier is given prompt notice of any such claim;
the Customer provides reasonable co-operation to the Supplier in the defence and settlement of such claim, at the Supplier's expense; and
the Supplier is given sole authority to defend or settle the claim.
In the defence or settlement of any claim, the Supplier may procure the right for the Customer to continue using the Services, replace or modify the Services so that they become non-infringing or, if such remedies are not reasonably available, terminate this agreement on 2 Business Days’ notice to the Customer without any additional liability or obligation to pay compensation or other additional costs to the Customer. 
In no event shall the Supplier, its employees, agents and sub-contractors be liable to the Customer to the extent that the alleged infringement is based on:
a modification of the Services or Documentation by anyone other than the Supplier; or
the Customer's use of the Services or Documentation in a manner contrary to the instructions given to the Customer by the Supplier; or
the Customer's use of the Services or Documentation after notice of the alleged or actual infringement from the Supplier or any appropriate authority.
The foregoing states the Customer's sole and exclusive rights and remedies, and the Supplier's (including the Supplier’s employees', agents' and sub-contractors’) entire obligations and liability, for infringement of any patent, copyright, trade mark, database right or right of confidentiality.
[bookmark: a990385][bookmark: _Toc508200658]Limitation of liability
This clause 13 sets out the entire financial liability of the Supplier (including any liability for the acts or omissions of its employees, agents and sub-contractors) to the Customer:
arising under or in connection with this agreement;
in respect of any use made by the Customer of the Software, the Services and Documentation or any part of them; and
in respect of any representation, statement or tortious act or omission (including negligence) arising under or in connection with this agreement.
[bookmark: a710080]Except as expressly and specifically provided in this agreement:
the Customer assumes sole responsibility for results obtained from the use of the Services and the Documentation by the Customer, and for conclusions drawn from such use. The Supplier shall have no liability for any damage caused by errors or omissions in any information, instructions or scripts provided to the Supplier by the Customer in connection with the Services, or any actions taken by the Supplier at the Customer's direction;
all warranties, representations, conditions and all other terms of any kind whatsoever implied by statute or common law are, to the fullest extent permitted by applicable law, excluded from this agreement; and
the Services and the Documentation are provided to the Customer on an "as is" basis.
[bookmark: a445638]Nothing in this agreement excludes the liability of the Supplier:
for death or personal injury caused by the Supplier's negligence; or
for fraud or fraudulent misrepresentation. 
Subject to clause 13.2 and clause 13.3:
the Supplier shall not be liable whether in tort (including for negligence or breach of statutory duty), contract, misrepresentation, restitution or otherwise for any loss of profits, loss of business, depletion of goodwill and/or similar losses or loss or corruption of data or information, or pure economic loss, or for any other type of loss or damage if it is special, indirect or consequential loss, costs, damages, charges or expenses however arising under this agreement; and
[bookmark: a97199]the Supplier's total aggregate liability in contract, tort (including negligence or breach of statutory duty), misrepresentation, restitution or otherwise, arising in connection with the performance or contemplated performance of this agreement shall be limited to the total Subscription Fees paid for the Case Volume Subscriptions during the 12 months immediately preceding the date on which any claim arose or, in the first 12 (twelve) months of this agreement, shall be equal to the first month’s Subscription Fees multiplied by 12 (twelve).
The Supplier’s total aggregate liability in contract, tort (including negligence or breach of statutory duty), misrepresentation, restitution or otherwise for all claims whatsoever arising shall not exceed the total of the Subscription Fees paid as at the time when any claim is made provided that in the first 12 (twelve) months of this agreement, the Supplier’s liability for all claims shall be equal to the first month’s Subscription Fees multiplied by 12 (twelve).
[bookmark: a236056][bookmark: _Toc508200659]Term and termination
[bookmark: a819484]This agreement shall, unless otherwise terminated as provided in this clause 14, commence on the Effective Date and shall continue for the Subscription Term as set out in the accompanying Order Form and any subsequent Order Forms.
Without prejudice to any other rights or remedies to which the parties may be entitled, either party may terminate this agreement without liability to the other if: 
the other party commits a material breach of any of the terms of this agreement and (if such a breach is remediable) fails to remedy that breach within 30 days of that party being notified in writing of the breach; or
an order is made or a resolution is passed for the winding up of the other party, or circumstances arise which entitle a court of competent jurisdiction to make a winding-up order in relation to the other party; or
an order is made for the appointment of an administrator to manage the affairs, business and property of the other party, or documents are filed with a court of competent jurisdiction for the appointment of an administrator of the other party, or notice of intention to appoint an administrator is given by the other party or its directors or by a qualifying floating charge holder (as defined in paragraph 14 of Schedule B1 to the Insolvency Act 1986); or
a receiver is appointed of any of the other party's assets or undertaking, or if circumstances arise which entitle a court of competent jurisdiction or a creditor to appoint a receiver or manager of the other party, or if any other person takes possession of or sells the other party's assets; or
the other party makes any arrangement or composition with its creditors, or makes an application to a court of competent jurisdiction for the protection of its creditors in any way; or
the other party ceases, or threatens to cease, to trade; or
the other party takes or suffers any similar or analogous action in any jurisdiction in consequence of debt.
On termination of this agreement for any reason:
all licences granted under this agreement shall immediately terminate; 
each party shall return and make no further use of any equipment, property, Documentation and other items (and all copies of them) belonging to the other party;
The Supplier shall make available for electronic transfer the then most recent version of the Customer Data in an XML format within 10 working days of the effective date of termination or expiry of this agreement, howsoever caused, provided that the Customer has, at that time, paid all fees and charges outstanding at and resulting from termination or expiry of the agreement (whether or not due at the date of termination). After this period the supplier may destroy or otherwise dispose of any Customer Data in its possession; and
the accrued rights of the parties as at termination, or the continuation after termination of any provision expressly stated to survive or implicitly surviving termination, shall not be affected or prejudiced.
[bookmark: a693134][bookmark: _Toc508200660]Force majeure
The Supplier shall have no liability to the Customer under this agreement if it is prevented from or delayed in performing its obligations under this agreement, or from carrying on its business, by acts, events, omissions or accidents beyond its reasonable control, including, without limitation, strikes, lock-outs or other industrial disputes (whether involving the workforce of the Supplier or any other party), failure of a utility service or transport or telecommunications network, act of God, war, riot, civil commotion, malicious damage, compliance with any law or governmental order, rule, regulation or direction, accident, breakdown of plant or machinery, fire, flood, storm or default of suppliers or sub-contractors, provided that the Customer is notified of such an event and its expected duration.
[bookmark: a893488][bookmark: _Toc508200661]Waiver
A waiver of any right under this agreement is only effective if it is in writing and it applies only to the party to whom the waiver is addressed and to the circumstances for which it is given.
Unless specifically provided otherwise, rights arising under this agreement are cumulative and do not exclude rights provided by law.
[bookmark: a310060][bookmark: _Toc508200662]Severance
If any provision (or part of a provision) of this agreement is found by any court or administrative body of competent jurisdiction to be invalid, unenforceable or illegal, the other provisions shall remain in force.
If any invalid, unenforceable or illegal provision would be valid, enforceable or legal if some part of it were deleted, the provision shall apply with whatever modification is necessary to give effect to the commercial intention of the parties.
[bookmark: a1000301][bookmark: _Toc508200663]Entire agreement
This agreement, and any documents referred to in it, constitute the whole agreement between the parties and supersede any previous arrangement, understanding or agreement between them relating to the subject matter they cover.
Each of the parties acknowledges and agrees that in entering into this agreement it does not rely on any undertaking, promise, assurance, statement, representation, warranty or understanding (whether in writing or not) of any person (whether party to this agreement or not) relating to the subject matter of this agreement, other than as expressly set out in this agreement.
[bookmark: a160522][bookmark: _Toc508200664]Assignment
[bookmark: a761267]The Customer shall not, without the prior written consent of the Supplier, assign, transfer, charge, sub-contract or deal in any other manner with all or any of its rights or obligations under this agreement.
The Supplier may at any time assign, transfer, charge, sub-contract or deal in any other manner with all or any of its rights or obligations under this agreement.
[bookmark: a569003][bookmark: _Toc508200665]No partnership or agency
Nothing in this agreement is intended to or shall operate to create a partnership between the parties, or authorise either party to act as agent for the other, and neither party shall have the authority to act in the name or on behalf of or otherwise to bind the other in any way (including, but not limited to, the making of any representation or warranty, the assumption of any obligation or liability and the exercise of any right or power).
[bookmark: a573048][bookmark: _Toc508200666]Third party rights
This agreement does not confer any rights on any person or party (other than the parties to this agreement and, where applicable, their successors and permitted assigns) pursuant to the Contracts (Rights of Third Parties) Act 1999.
[bookmark: _Toc508200667][bookmark: a671771]Publicity
Provided that the Supplier does not breach any provision concerning confidential information or any other provision expressly prohibiting publicity, then the Supplier may refer publicly to the fact of this Agreement and its work in material made available publicly to third parties, such as by referring to it on the Supplier's website or in any online or hard copy marketing material it makes available to third parties.
[bookmark: _Toc508200668]Notices
Any notice required to be given under this agreement shall be in writing and shall be delivered by hand or sent by pre-paid first-class post or recorded delivery post to the other party at its address set out in this agreement, or such other address as may have been notified by that party for such purposes.
A notice delivered by hand shall be deemed to have been received when delivered (or if delivery is not in business hours, at 9 am on the first business day following delivery). A correctly addressed notice sent by pre-paid first-class post or recorded delivery post shall be deemed to have been received at the time at which it would have been delivered in the normal course of post.
[bookmark: a201476][bookmark: _Toc508200669]Governing law and jurisdiction
This agreement and any disputes or claims arising out of or in connection with it or its subject matter or formation (including non-contractual disputes or claims) are governed by, and construed in accordance with, the law of England.
The parties irrevocably agree that the courts of England have exclusive jurisdiction to settle any dispute or claim that arises out of or in connection with this agreement or its subject matter or formation (including non-contractual disputes or claims).
This agreement has been entered into on the date stated at the beginning of it.

This agreement has been entered into on the date stated at the beginning of it.

	Signed by for and on behalf of Supplier

Name


Title


Signature

	

.......................................


.......................................


.......................................


	

Signed by for and on behalf of Customer

Name


Title


Signature

	



.......................................


.......................................


.......................................




[bookmark: _Toc7618802]Terms of Additional Services
1.  	ADDITONAL SERVICES
[bookmark: _Ref7686842]Clauses 1.1 to 1.15 within Schedule 1 shall be applicable if the Supplier provides Additional Services to the Customer.
With effect from the Order Agreement Date of the accompanying Order Form and in consideration of the payment of the Additional Services Fees set out in the Order Form, the Supplier shall provide the Additional Services.
The Additional Services shall be specified in writing and shall continue for the period specified unless or until terminated in accordance with Clause 1.14.
The Customer will assist the Supplier by providing the Supplier with access to such of its premises and facilities together with any information or assistance which the Supplier may reasonably require for the performance of the Additional Services.  
The Customer shall ensure that there are in place all necessary licences and permissions needed to allow the Supplier and its employees, consultants and sub-contractors to access and use all premises, facilities, computer systems, materials, information and other items as may be appropriate for the performance of the Additional Services in connection with this Agreement.
Each Party shall appoint an authorised representative who shall have responsibility for the day to day operation of the Additional Services.
If the Customer requests variation to the Additional Services, the Supplier shall consider such request and, if such request is acceptable to the Supplier, notify the Customer in writing of its acceptance of the variation to the Additional Services and the charges payable by the Customer.
In performing the Additional Services, the Supplier shall use reasonable endeavours not to interfere with the operations of the Customer.
In providing the Additional Services the Supplier will exercise such level of skill, care and diligence as would be expected from an organisation involved in the provision of services of a nature similar to the Additional Services. 
The Supplier warrants that the Additional Services shall be performed by employees or subcontractors of suitable qualifications, skills and experience.
[bookmark: _Hlk529881180]Charges for Additional Services shall be payable by the Customer in accordance with Clause 9.2 of the Subscription Agreement.
The Customer shall reimburse all reasonable expenses which have been approved by the Customer and incurred by the Supplier in the provision of the Additional Services in accordance with Clause 9.2 of the Subscription Agreement.
The Customer shall provide five (5) business days’ notice of the cancellation of Additional Service prior their agreed delivery date. Where the Supplier is not notified in writing of the cancellation within the notice period, the Supplier reserves the right to charge the Customer for the full fees and incurred expenses of the cancelled Additional Services. 
[bookmark: _Ref7691887]The Supplier shall, upon ninety (90) days’ written notice to the Customer and with the agreement of the parties (such agreement not to be unreasonably withheld), be entitled to vary the Additional Charges. 
[bookmark: _Ref7686724]The Supplier provides Additional Services Monday to Friday between 8:00AM and 6:00PM, not exceeding 37.5 hours and exclusive of UK public holidays, unless previously agreed in writing between the Supplier and the Customer. Any overtime (over 37.5 hours) will be charged at two (2) times the pro-rata rate per hour worked. If work is required over a weekend or UK public holiday, this must be agreed in writing and will be charged at two (2) times the daily rate.




[bookmark: _Toc7618804]Privacy and Security Policy
As part of the Services, if required, the Supplier will provide to the Customer a template RMADS document detailing compliance with the SPF v8.0 Mandatory Requirement 8 and providing a reasonable level of detail concerning the technical risk assessment of the Services. The Supplier will maintain the template RMADS on an annual basis, including penetration testing. This does not include a Business Impact Analysis or a Privacy Impact Assessment in respect of the Customer Data. If the Customer should require any further assessment beyond the template RMADS, the Supplier will provide a reasonable level of assistance, but beyond this, the Customer must request Additional Services from the Supplier, which will be supplied at the Supplier’s standard rates.
It is the Customer’s responsibility to select the correct Network Access Method in the Service Definition.
The Supplier will ensure that all staff having administrative, support or development access to the Live environment hold a current BPSS clearance or SC clearance as appropriate.
The Customer shall be solely responsible for the management of password access by the Authorised Users and shall report any security incident to the Supplier as soon as reasonably practicable. The Supplier shall not be liable for the consequences of any security breach resulting from any failure by the Customer to maintain the security of passwords by Authorised Users, including the failure by an individual Authorised User to maintain proper security of his or her password.
The Supplier retains the right to disable the access of any Authorised User in the event of any lapse in security regarding that Authorised User’s password howsoever caused.

[bookmark: _Toc7618805]Service Definition
The Services are described in either (a) the accompanying Order Form(s) executed by the parties (including any Service Definition document(s) referred to therein) or (b) in any Service Definition document agreed by the parties for the purposes of this agreement. The Service Definition is subject to change according to clause 4.7 or below.

The Supplier may vary any element contained in this Service Definition at its discretion and at any time. Such variations may consist of additions, deletions or changes. However, the Supplier will not make any such variation if it will lead to a failure on the Supplier’s part to be able to comply with the Service Levels in the Service Definition document. If any variation will lead to a failure to comply with those Service Levels, the Supplier will give the Customer at least 30 days’ written notice of the proposed variation the effect on the Service Levels: if the Customer fails to object to such notice within the notice period given, then the Supplier shall be entitled to make the variation as notified and the Service Levels shall be altered as set out in the Supplier’s notification. If the Customer objects within the notice period, the Parties shall agree such alternative variation as is reasonable having regard to the change anticipated to the Service Levels and to the Subscription Fees.
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[bookmark: _Toc9335932]Introduction
Fivium are delighted to present eCase’s Service Definition to our UK public sector users.
This document provides an introduction to eCase, what it does, how it does it and why it has been selected by organisations such as DWP, HMRC, MOD, DEFRA, HM Treasury, multiple government agencies, police forces and local authorities who have all chosen eCase for managing FOIs, EIRs, SARs, Complaints, Parliamentary Questions and Ministerial Correspondence.
[bookmark: _Toc9335933]About Fivium
In 2006, Fivium’s cofounders were working in government for a forward-thinking civil servant using, what was at the time, a relatively esoteric software development methodology to build an oil and gas portal at the then Department for Trade and Industry (DTI). 
Prior to working at the DTI, the cofounders had completed graduate placement years within government and appreciated the challenges that its IT teams and projects faced, but also understood that there were faster and more efficient ways of delivering the same or better outcomes. 
As a direct result of demonstrating their engineering talent and revolutionary approach within the DTI, they were approached to save a failing project for the export licensing of restricted goods, which later became the UK Government’s national critical system, SPIRE.
[bookmark: _Toc9335934]Now, over a decade later, Fivium employs circa sixty people, with all its resources based in the UK, and retains its original core purpose of making the work of the public sector easier and simpler whilst creating opportunity for its current and future people. It achieves this by investing in developing innovative high-quality cost-effective services purely for the public sector. 
Named, by the Cabinet Office, as one of the top SME suppliers to the UK government, Fivium are universally well respected for both eCase, our correspondence case management platform, and our agile digital development services, which make the work of the public sector easier, more efficient and more compliant, as well as the core values that we live, breathe and hold ourselves to: 
Integrity and customer-centricity - we genuinely care about the UK public sector and its services.
Focus on Quality – we take pride in our work and set high benchmarks for ourselves.
Investment in Innovation & Opportunity for its Team - we believe a stimulated, engaged and creative team with prospects is the secret to our success.
About eCase
eCase is the correspondence case management (CCM) service that the UK public sector relies on. It is the proven, most scalable and most comprehensive service of its type available. 
With a variety of configurations, all hosted in secure UK cloud environments, eCase addresses the needs of all types of public sector organisations, from the smallest to the largest, with options including: choice of network, case volume, multi-tenanted or single tenanted environments and single or multi-organisation support. Additionally, as Fivium work exclusively with the UK public sector, we have made significant investments in attaining ISO9001, ISO14001 & ISO27001 as well as Cyber Essentials Plus certifications.
eCase has been widely adopted across the public sector. This is due, in part, to its modern, intuitive, easy-to-use interface as well as Fivium’s proven approach to ensuring successful implementation and benefit realisation. It is a highly flexible platform, which can be easily adapted to any organisational structure and processes, whilst ensuring that its users stay fully compliant with FOI and Data Protection legislation. This is why organisations such as DWP, HMRC, MOD, DEFRA, HM Treasury, multiple police forces and local authorities have all chosen eCase for managing FOIs, EIRs, SAR, Complaints, Parliamentary Questions and Ministerial Correspondence.
[bookmark: _Toc9335935]The eCase Difference
Best of Breed Technology 
[image: Trophy]With over 100 man-years of development effort invested into it, eCase is the most scalable and most comprehensive Correspondence Case Management (CCM) service available. 
As a native cloud platform, built in an agile and iterative way, eCase is constantly evolving and introducing new innovations to drive efficiency for its customers and ensure compliance.
With security built into its core, eCase is a true enterprise-class system that delivers unsurpassed resilience, reliability and availability, so its users can keep their focus on performing their time-critical work. 
To complement eCase’s comprehensive CCM capabilities, Fivium’s team invest a huge amount of time and energy into eCase’s user centric design, to deliver a smooth and intuitive user experience that maximises efficiency and ensures compliancy. 
Unique Domain Knowledge 
[image: Head with Gears]With 80% of Fivium’s team having direct experience of working within the public sector, we understand the public sector like no other supplier can. 
We understand the resource challenges and governance limitations that the public sector operates within. 
We understand the pressures and expectations that the public sector must comply with. 
We understand the culture and processes that make the public sector different from other industries.
Unparalleled Experience
[image: Playbook]Through working with a large volume of public sector bodies on delivering CCM services, including for nearly 50% of all Ministerial Departments, we have gained a deep insight into what makes these complex projects successful and where adverse, and potentially damaging, factors can be avoided. 
A fundamental component in our approach for ensuring successful CCM delivery is that we advocate that it involves more than just delivering a technology platform in isolation. Without the right processes and business change management, many CCM projects introduce significant and unnecessary business disruption and result in failing to deliver their expected outcomes, that is why eCase’s Customer Success Management team are all certified Change Management Practitioners and are trained in Lean Six Sigma.
Focus on Benefit Maximisation
[image: Gauge]All too frequently suppliers to the public sector upsell the virtues of their products or services, but the promised outcomes are left up to the customer to work out, sometimes without the right tools, training or even time to do so.
We believe that the implementation of our service is just the very start of a long partnership with our customers and that our success is intrinsically linked to theirs. Therefore, we are intensely focussed on demonstrating to our customers both the tangible and intangible benefits they are deriving through their use of eCase. 
Through a constant and iterative process of benchmarking, optimising and reviewing our customers, they are able to recognise and realise the continued value of their investment, validate their business cases, improve their performance and internally promote their critical work. 
This is one of the core reasons that, to date, we have never had a customer stop using our service once they’ve started.  

[image: Ribbon]Industry Leading Best Practices 
Through our aggregated experience from working with a large number of customers, we have been able to define a set of configurable industry best practices to enable organisations, of all different sizes and structures, to realise significant process efficiencies and performance gains whilst ensuring that they are managing their correspondences compliantly. 
Furthermore, eCase’s User Community portal and quarterly User Group meet-ups encourage a truly collaborative atmosphere for customers to share their knowledge, experiences and expertise, to help their peers and enable the entire user base to recognise and benefit from their insights.

Service Driven Success
[image: ]As a cloud-native SaaS provider, Fivium advocates that modern service models should be more than just delivering a technology platform in isolation. We understand that our success is intrinsically linked to our customers success, therefore we don’t leave our customers’ success to chance.
From the very outset of all our partnership journeys with our customers, we start by initiating our Customer Success Programme. This proven approach leads our customers through service activation, minimising business disruption and time to value, and into an iterative cycle of benchmarking, optimising and reviewing performance and benefit realisation to ensure that maximum value is continuously derived.


Realising Net Highest Value
[image: Piggy Bank]Fivium’s raison d'être is to deliver high-quality cost-effective services to the UK public sector, and eCase is the exemplar of this.
Historically, organisations have over-weighted the Cost component of the Value Equation (Benefit – Cost = Value or Utility) to their detriment, leading to the selection of goods or services based on low prices that don’t deliver the business outcomes that they were supposed to, thus resulting in wasted investments of time, money and effort as well as potentially large opportunity cost losses.
With this in mind, eCase focusses on maximising the Benefits component of the Value Equation, so that it outweighs the Cost and delivers the Net Highest Value to customers, thus resulting in successful outcomes that can be documented and proven.
 


[bookmark: _Toc9335936]eCase Service Models	
eCase is available in a variety of service models to suit all type of public services’ needs and budgets (see Table 1 for a full matrix of each of eCase’s service models). 
[bookmark: _Toc9335937]eCase Basic
eCase Basic is an entry level service enabling public sector bodies with simple correspondence case management needs to utilise eCase. Limited to eCase’s Core Case Types (such as FOI, SAR, Enquiries & simple Complaints). With maximum case volumes of up to 25,000 cases per year, our Basic service is hosted in a UK based multi-tenanted internet-only facing environment.
With eCase Basic, organisations are able to process their correspondences and report on their statutory performance using pre-configured industry best practice templates. However, further customisation is restricted, so this service may not be suitable for all organisational needs. 
[bookmark: _Toc9335938]eCase+
eCase+ is Fivium’s mid-level service that builds on the eCase Basic service, but without the limitations. eCase+ focusses on ensuring that users are able to work with ease and assurance, whilst managers can be confident that their teams are operating efficiently and compliantly. Combining these factors enables eCase+ to prove that it delivers the net highest value to customers.
Enabling organisations to manage and customise all eCase’s ‘out of the box’ case types (including both Central Government & Police Service-specific cases) as well as developing additional ones. eCase+ is available in an Internet, PSN or PNN connected UK based multi-tenanted environment, with no limitation on annual case volumes.
Our eCase+ service includes a managed onboarding process as well as a comprehensive Customer Success Programme that ensures value from the investment is always derived, validated and documented. Additionally, eCase+ is backed by a suite of complementary tools (such as our comprehensive and completely configurable Bulk Download Reporting and Digest Emails, National Archives’ standards compliant redaction solution, MS Office and Google Docs productivity enhancements, eCase’s Disclosure Log for publishing responses, a High-Volume Document Scanning Interface to efficiently import and digitise case related paper documents and more) as well as access to our API & SSO extensions.
Furthermore, by using eCase+’s HMG Case Pool ‘parent’ bodies, such as ministerial departments, can share their case volumes with executive agencies, non-departmental public bodies and shared services partners, thus ensuring maximum efficiency and benefit realisation from their invested in case volumes.
[bookmark: _Toc9335939]eCase Premium
eCase Premium is Fivium’s superior service for public bodies where single tenancy is the only option.
With the all elements of the eCase+ service, eCase Premium includes a fully supported on-boarding process as well as 3 days (as opposed to the 2 days that comes with eCase+) of a dedicated Go Live contact’s time, monthly Service Reports and 50% larger Innovation & Training Fund Service Credit allowance.
eCase Premium also benefits from tighter Support Response & Resolve Time SLAs, a 3 tier (up to Director level) support escalation process and the ability to initiate system change freezes for up to four weeks at a time. 
[bookmark: _Toc9335940]eCase Service Model Matrix
[bookmark: _Hlk32322852]Table 1. details the service components for each eCase Service Model options.
Table 1. eCase Service Model Matrix
	Service Option
	eCase Basic
	eCase+
	eCase Premium

	Environment
	 
	 
	 

	Network
	Internet
	Internet / 
PSN or PNN
	Internet / PSN or PNN

	Tenancy
	Multi
	Multi
	Single

	Maximum Case Volume
	Up to 25,000
	Unlimited
	Unlimited

	HMG Case Pool1
	 
	
	

	Bolt-On Case Volume Packs2
	 
	
	

	Case Types 
	 
	 
	 

	Core
	 
	 
	 

	FOI
	
	
	

	SAR
	
	
	

	Data Protection Request
	
	
	

	Enquiries
	
	
	

	Complaints – simple
	
	
	

	3-Stage Complaints Process
	 
	
	

	Correspondence
	 
	
	

	Non-complaints
	
	
	

	Compliments
	
	
	

	Central Government
	 
	 
	 

	Parliamentary Questions
	 
	
	

	Treat Officials
	 
	
	

	Ministerial Correspondence
	 
	
	

	Private Office
	 
	
	

	Private Office Constituent
	 
	
	

	Private Office Action
	 
	
	

	Invite
	 
	
	

	Cabinet Committee
	 
	
	

	OGD Request
	 
	
	

	No. 10 Request
	 
	
	

	Police Services
	 
	 
	 

	Insurance Requests
	 
	
	

	Third Party Requests
	 
	
	

	Enquiries
	 
	
	

	Record Deletions
	 
	
	

	Court Orders
	 
	
	

	Family Proceedings
	 
	
	

	Legal Proceedings
	 
	
	

	Configuration Options
	 
	 
	 

	Development of Additional Case Types3
	 
	
	

	Customisation of Existing Case Types4
	 
	
	

	Multi-Organisational Environment5
	 
	
	

	Service Option
	eCase Basic
	eCase+
	eCase Premium

	Additional Features & Services
	 
	 
	 

	Disclosure Log
	6
	
	

	Create Case API (e.g. for webform integration)
	 
	
	

	eCase Sync (Microsoft Word integration) 14
	 
	
	

	eCase Google Sync (Google Docs integration) 15
	 
	
	

	eCase Redact
	7
	
	

	OAuth Single Sign-On8
	 
	
	

	SAML 2.0 Single Sign-On8
	 
	
	

	Access Management Control for Superusers
	
	
	

	Fine Grained Access Control
	
	
	

	Batch Responses and Fast Track Cases
	 
	
	

	High-Volume Document Scanning Interface4
	 
	
	

	Reporting & MI
	 
	 
	 

	ICO Statutory Reports
	
	
	

	Dashboard
	
	
	

	Configurable Bulk Download Reports
	 
	
	

	On-Boarding
	 
	 
	 

	On-Boarding Process
	Assisted
	Managed
	Fully Supported

	Data Migration
	9
	10
	10

	Process mapping
	
	
	

	Dedicated Go Live Contact11
	 
	2 days
	3 days

	Success Management
	 
	 
	 

	Customer Success Team
	Account Manager
	Account Manager, Customer Success Representative & Service Management Representative
	Account Manager, Named Customer Success Manager, Service Manager and Tech Manager

	
	
	
	

	Customer Success Programme
	 
	
	

	Annual Reviews
	12
	
	

	Quarterly Reviews
	 
	
	

	Monthly check ins
	 
	
	

	Twice monthly onsite visits
	 
	 
	

	Named Service Manger
	 
	 
	

	Service Reports
	 
	Quarterly
	Monthly

	Savings Report/ Business Case Validation Report
	 
	Annual
	Annual
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	Service Option
	eCase Basic
	eCase+
	eCase Premium

	Executive Sponsorship
	
	
	

	Director Level Executive Sponsor
	 
	
	

	User Group Membership
	 
	 
	 

	Membership of eCase User Group (for peer networking, best practice sharing & product roadmap influence)
	 
	
	

	Account Management
	 
	 
	 

	Account Manager
	
	
	

	Access
	By Phone
	Face to face
	Face to face

	Service Credits
	 
	 
	 

	Innovation & Training Fund14
	 
	£5,000 per annum per 50,000 increment case volumes
	£7,500 per annum per 50,000 increment case volumes

	Support
	 
	 
	 

	Type of Support
	Email only
	Email and Phone
	Email and Phone

	Response SLA - P1
	2 hours
	1 hours
	1 hour

	Response SLA - P2
	4 hours
	2 hours
	1 hour

	Response SLA - P3
	2 working days
	2 hours
	1 hour

	Response SLA - P4
	2 working days
	2 hours
	1 hour

	Resolve SLA - P1
	 
	4 hours
	4 hours

	Resolve SLA - P2
	 
	8 hours
	8 hours

	Resolve SLA - P3
	 
	3 working days
	2 working days

	Resolve SLA - P4
	 
	7 working days
	5 working days

	Regular Service hours
	0900 to 1700
	0800 to 1830
	0800 to 1830*16

	Custom Development Work Support4
	 
	
	

	Escalation
	1 Tier - Support Team to Service Manager
	2 Tier - Support Team to Service Manager to CSM
	3 Tier - Support Team to Service Manager to CSM to Director level

	Authorised Support Contacts
	2 Named People
	Pre-Approved Named People
	Pre-Approved Named People

	Attendance at customer CAB
	 
	 
	By Arrangement

	Change Freeze Execution
	 
	 
	For a Maximum of 4 Weeks

	Help Portal
	Full access
	Full access
	Full access

	Release Notes
	
	
	17

	Invoicing
	 
	 
	 

	Payment Terms
	Annually in Advance
	Quarterly in Advance
	Monthly in Advance





Table Notes
	1 Available only to ministerial & non-ministerial departments and their supported agencies & public bodies. Supported agencies and public bodies will be subject to an individual £5,000 per annum standing charge for use of their respective ministerial & non-ministerial departments HMG Case Pool 
2 Available to customer, with subscriptions of 25,000 or more, for purchase in increments of 5,000 case at a rate of £23,380 for eCase Plus Internet subscribers or £38,966 for eCase Premium Internet / PSN subscribers
3 Available via Custom Development Work at additional cost
4 May incur additional cost
5 Based on where a shared service exists to manage correspondence on multiple organisations, but where such organisations are separate legal entities and are required to monitor and report individually 
6 Available for an additional £2,000 per annum	
7 Available for an additional £2,500 per annum
8 Customer specific integration support may incur additional charges 
	9 Strictly only via Fivium-supplied template and may be subject to additional charges, depending on how data is formatted    
10 Via either Fivium-supplied template or other data source. May be subject to additional charges, depending on data source and formatting
11 Included free of charge for subscriptions of 50,000+ cases. A dedicated on-site support can be requested during the first two weeks after initial go live. Otherwise this service is available at additional cost.
12 By phone or web meeting service
13 Recoverable by Fivium if used and contract is terminated early. Non-cashable, non-prorated by case volume. Annual funds do not roll over.
14 Availability is dependent on accessibility to Microsoft's API
15 Availability is dependent on accessibility to Google's API
16 Option to extend available at additional cost
17 Customised release notes

























[bookmark: _Toc9335941]Fivium’s Proven Implementation and Support Methodology 
Through Fivium’s vast experience of implementing case management solutions, for a broad range of public sector bodies, we understand that success depends on more than just implementing software. We utilise our wealth of best practice and specialist knowledge to deliver high value business transformation.
Fivium understands that all organisations have different business priorities and budgets, so we strive to provide implementations tailored to deliver customers’ desired outcomes, whilst delivering excellent value for money.
This section summarises Fivium’s proven approach to delivering and supporting eCase implementations, ensuring that each one delivers the maximum return on its investment.
[bookmark: _Toc9335942]System Design Process
Upon commencing an eCase implementation project, the eCase team work with customers to define their requirements, understand their current processes (per case type), identify process optimisations and configure eCase to deliver maximum efficiency and effectiveness when executing these processes. 
If additional customisation of eCase is required which, given eCase’s maturity, is unusual, then the effort for this work will need to be assessed and costed, in full, prior to being delivered through the utilisation of an agile development cycle. 
[bookmark: _Toc9335943]Example Implementation Plan
Public sector correspondence management is a complex and governed business work process, however through Fivium’s vast experience of implementing digital case management solutions we have established a proven process that minimises both Time to Value and business disruption, enabling eCase customers to realise maximum benefit in a short as time as possible.
Figure 1. Example eCase Implementation Project Plan
[image: ]

[bookmark: _Toc9335944]Training
Successfully introducing new enterprise systems and ways of working into any organisation relies heavily on making sure users are appropriately skilled and that they understand how the change will benefit them. As such, we place particular emphasis on ensuring that training of users is conducted as efficiently and effectively as possible, therefore we highly recommend a comprehensive ‘Train the Trainer’ approach.
Utilising this approach, Fivium skill up the core set of ‘super users’ and administrators within our customers’ teams so that they are equipped to cascade and combine their knowledge of both eCase and their current ways of working to their non-core users. 
The following is an example of a training plan for a Freedom of Information Team in a medium sized public sector body: 
4 days’ classroom style training, maximum 8 people in each session, to cover:
creating cases, allocation (to hub coordinators and drafters), linking, watching, mandatory clearances, contributions, drafting, clearances, sending responses, batch responses, fast track cases, redaction, eCase sync, digest emails, searching, reports, case reassign, transfer out process, case retention.
working with the Superusers to configure eCase’s options and ensure that they are appropriately skilled to test the live system before an organisation-wide roll out. This is typically delivered in either a classroom style or a deskside setting, depending on the number of participants and the office setup.
Fivium’s experienced trainer works with customers to establish training needs based on the number of users, type of workflows and, importantly, the amount of business change implementation represent to their users.
[bookmark: _Toc9335945]Customer Success
As a cloud-native SaaS provider, Fivium advocates that modern service models should be more than just delivering a technology platform in isolation. 
We understand and appreciate that in order for customers to de-risk the benefits of their investment, that business transformation requires not only technological solutions, but also process optimisation and change management. Therefore, Fivium augments the eCase platform with a Customer Success function, which is specifically focussed on reducing the business impact of change, driving adoption and helping customers to achieve the maximum value from their investments.
Our Customer Success management team take operational ownership of eCase customers to deliver the continuous eCase Customer Success programme (Figure 2) and to ensure overall and incremental value realisation throughout each customer’s lifecycle.


Figure 2. eCase Customer Success Programme
[image: ]
[bookmark: _Toc9335946][bookmark: _Toc514758856]Hosting 
eCase is provided as a fully hosted SaaS application. Fivium only use UK hosting and network infrastructure that meets the rigorous requirements of public sector information assurance in line with the Government’s Security Policy Framework. Our current hosting partners include UKCloud and Amazon AWS. 
Specific information about eCase infrastructure including software technology, virtualisation and infrastructure design can be provided. This information is sensitive to the security of the application and not included in this document.
[bookmark: _Toc9335947]Data Import / Extraction During Onboarding & Offboarding
eCase uses open source software – which uses best practice industry standards and interface mechanisms to support data import and extraction e.g. XML Schema and Web Services. 
Data import and export is provided by an XML based data model which provides flexible system changes and supports data migration from existing systems. Extraction of data will be in XML format. 
Data in the eCase XML format can be loaded ahead of service activation. 
Further data migration services can be provided by Fivium to assist in converting legacy data into eCase XML. This would be priced according to the complexity of the legacy data. 




[bookmark: _Toc9335948]Customer Support
eCase is delivered as a fully managed SaaS platform, with telephone and email support delivered by our friendly service desk team based in London. 
[bookmark: _Toc9335949]Service Management 
Fivium manage the full eCase service provision including monitoring, maintenance and support using ITIL best practice techniques. A customer’s first point of contact for any support or technical issues will be the Fivium Service Desk.
In addition to responsive support enquiries, the Service Desk proactively produces a service report (the frequency of which will be dependent on the service model adopted) presenting: 
Incident report analysis 
Service availability record 
Details of P1 and P2 incidents 
Performance against SLAs 
Security incidents and breaches 
Capacity status – including number of cases in period 
Service calendar of key dates and events 
Upcoming work, release schedule and planned/pending changes. 
[bookmark: _Toc9335950]Service Improvement 
In addition, Fivium work proactively with customers to identify service improvement opportunities and continuously monitor all relevant systems to ensure that service SLAs are met. This enables Fivium to continually improve eCase’s performance through more efficient or effective use of technology. 
[bookmark: _Toc9335951]Service Integration with Other Suppliers 
As a true cloud service, eCase is designed to have minimal integration with your corporate ICT environment. However, Fivium does understand the importance of, and has a successful track record in, working with our customers’ ICT teams and suppliers to integrate eCase into secure complex government environments, where formal change control and service management procedures align with ITIL best practice. 
[bookmark: _Toc9335952]Maintenance Times 
Fivium will use commercially reasonable endeavours to make eCase available 24/7, except for: 
Scheduled maintenance carried out during a regular maintenance window, such as backups, database administration and log processing (Table 2).
Planned downtime performed outside core business hours, provided notices of such events are issued six hours’ prior (Table 2).

Table 2. Details of Schedule Maintenance & Planned Downtime Time Period
	Day
	Scheduled maintenance periods
	Planned downtime for upgrades

	Monday - Friday 
	8pm
	4am
	6:30pm
	4am

	Saturday – Sunday 
(and public holidays) 
	8pm
	4am
	Midnight
	11:59pm


[bookmark: _Toc9335953]Support Desk 
The eCase support desk will be available 99.9% of core support hours for each eCase service, and an automated service will be provided out of hours, so problems can be reported. The support desk has a dedicated phone number (available to eCase+ & eCase Premium customers) and email address.
eCase is available but unsupported outside these hours, except for scheduled maintenance outages. 
Any support issues received out of hours will be logged and / or actioned at the start of the next period of core support hours. 
[bookmark: _Toc514758860][bookmark: _Toc9335954]Service Levels 
Response and resolution times shown in Table 1 for each service model are elapsed hours within the supported hours’ time frame from when the call is raised. Service levels apply to the production service only.
Table 3. Service Level Impact Definitions
	Priority
	Impact Definition
	Service Level Target

	P1
	Complete loss of application or serious performance degradation rendering the application unusable for the majority of users. This includes degradation that renders the customer organisation unable to carry out the complete business function provided by the application.
	95%

	P2
	Partial failure of the customer application that results in significant performance degradation or complete failure of some, but not all, of the customer application 
	95%

	P3
	A degradation or partial failure of the customer application affecting a single user rendering them unable to complete a business process
	95%

	P4
	A degradation or partial failure of the customer application affecting a single user where a workaround is available to complete a business process 
	95%

	P5
	Cosmetic or grammatical errors that have no impact on the user’s ability to complete their business processes
	By Agreement



Target percentages, in Table 3, are based on an average of issues raised within a priority banding, taken over the preceding 12-month period.

Note that:
a) When an incident is referred, we will undertake the necessary classification, investigation, diagnoses and confirm the allocated priority or re-prioritise, depending on the stated business impact and urgency required. The allocated priority will determine the resolution timescales and service level targets within the core business hours. Customer service management will retain the responsibility to decide the priority given to any particular incident where the initial prioritisation is disputed or questioned.
b) Incidents referred outside the core business hours will be addressed by Fivium support teams at the start of the next period of core business hours and service levels will not apply during this period.
c) Incidents reported prior to a period of additional out-of-hours support will only be subject to the core business hours (not the additional out-of-hours period) for SLA reporting.
d) The service level agreement clock will start when we receive the incident.
e) The service level agreement clock will stop when you have advised that the incident is resolved, which can be a permanent fix, temporary or permanent workaround in place.
f) Where the cause of an incident cannot be determined and a permanent fix cannot be applied in a timely manner, we will implement a workaround to meet the service level requirements and, subsequently, work in partnership with any other support functions to find and apply a permanent resolution for the incident as soon as reasonably practicable.
g) We will produce a release plan to implement any permanent fix or workaround – which will be approved by you.
h) When a temporary workaround can’t be implemented, we may need to refer the incident to a nominated 3rd party in order to find a suitable resolution. In this instance, the SLA clock will not be suspended unless prior agreement and approval has been obtained from you.
i) Incidents will not be closed until they have been fully resolved. 
j) The incident resolution clock will not be held when incidents are transferred between Fivium internal delivery units or to subcontractors.
k) Only incidents resolved, or where a workaround has been implemented, within the reporting period, will qualify for reporting against the service level targets.
l) Details of the resolution will be reported to you as soon as it’s been done. This will include the time taken to resolve the issue and any remedial action required.
m) We will also report incidents not resolved in the reporting period.
n) Incidents with a root cause attributed to another party will not count against Fivium’s availability regardless of whether the application is affected.
o) Service levels are provided (unless mutually agreed) on the basis that customers are on the latest release (or release immediately prior to the latest), with the exception of eCase Premium customers who may have a, maximum of 4 week, pre-agreed Change Freeze in place.
A major outage report will be provided upon request following a P1 incident.
Fivium will not be responsible for any failure to achieve Service Levels where that failure results from any act or omission of the Customer or from any failure of the Customer to abide by any of the terms of their Agreement, or where such failure results from any system, network or communications infrastructure (including the internet) for which the Supplier is not directly responsible.
[bookmark: _Toc9335955]Service availability
The Services are subject to the availability of the infrastructure hosting provider but the Supplier will use its reasonable endeavours, subject to the foregoing, to provide availability of the Services for 99.99% of the time between 7am and 7pm Monday to Friday excluding UK public holidays.






















[bookmark: _Toc9335956]Pricing[footnoteRef:1] [1:  All Price presented are exclusive of VAT and expenses] 

[bookmark: _Toc9335957]eCase Service Model Pricing
Table 4 details the costs associated with each of eCase’s three services models, by network preference & case volume size. 
All prices quoted are exclusive of VAT which will be added at the prevailing rate.
Table 4. Annual Service Model Pricing Matrix
	
	Service
	eCase Basic
	eCase+
	eCase Premium

	
	Tenancy
	Multi
	Multi
	Single

	
	Network
	Internet
	Internet
	PSN / PNN
	Internet
	PSN / PNN

	 
	2000
	£10,500
	£15,750
	£26,250
	Not Available

	 
	5000
	£24,938
	£37,406
	£62,344
	

	 
	7500
	£35,536
	£53,304
	£88,840
	

	 
	10000
	£45,012
	£67,518
	£112,530
	£112,530
	£157,543

	 
	12500
	£53,452
	£80,178
	£133,630
	£133,630
	£187,082

	 
	15000
	£57,728
	£86,592
	£144,320
	£144,320
	£202,048

	 
	20000
	£69,274
	£103,911
	£173,184
	£173,184
	£242,458

	 
	25000
	£77,933
	£116,899
	£194,832
	£194,832
	£272,765

	 
	37500
	Not Available
	£157,814
	£263,024
	£263,024
	£368,233

	 
	50000
	
	£184,117
	£306,861
	£306,861
	£429,606

	 Annual Case Volume

	75000
	
	£241,653
	£402,755
	£402,755
	£563,857

	 
	100000
	
	£281,929
	£469,881
	£469,881
	£657,833

	 
	125000
	
	£308,359
	£513,932
	£513,932
	£719,505

	 
	150000
	
	£333,028
	£555,047
	£555,047
	£777,066

	 
	175000
	
	£349,680
	£582,799
	£582,799
	£815,919

	 
	200000
	
	£379,652
	£632,754
	£632,754
	£885,855

	
	Bolt-On Pack
	 
	 
	 
	 
	 

	
	5,000
	Not Available
	£23,380
	£38,966
	£38,966
	£54,553


[bookmark: _Toc9335958]Enhanced Configuration Support Services
If special configuration is needed to an eCase environment, customers may need additional support to ensure the changes are maintained and regression tested against future versions and upgrades of eCase. We will maintain a dedicated system test environment with your configuration options installed and will run release tests against it.
Not all configuration work will require enhanced configuration support. When scoping out your configuration work we will identify and agree any additional support costs with you before committing to the work.
The amount of annual support needed will depend on the complexity of the configuration and size of installation. Therefore each enhanced configuration support service will be costed individually.
[bookmark: _Toc9335959]Additional Storage 
Each subscription size has its own storage capacity. Extra storage can be purchased, if required, at the rate detailed in the Table 5.
Table 5. eCase Service Model Storage Allowance and Additional Annual Storage CostsIncluded Storage (Gb)

	
	Service
	eCase Basic
	eCase Plus
	eCase Premium

	
	Network
	Internet
	Internet
	PSN / PNN
	Internet
	PSN / PNN

	 
	2000
	5
	20
	20
	Not Available

	 
	5000
	5
	50
	50
	

	 
	7500
	10
	100
	100
	

	 
	10000
	10
	125
	125
	500
	500

	 
	12500
	10
	150
	150
	500
	500

	 
	15000
	10
	150
	150
	500
	500

	 
	20000
	10
	200
	200
	500
	500

	 
	25000
	10
	200
	200
	500
	500

	 
	37500
	Not Available
	500
	500
	1000
	1000

	 
	50000
	
	500
	500
	1000
	1000

	 
	75000
	
	1000
	1000
	2500
	2500

	 
	100000
	
	1000
	1000
	2500
	2500

	 
	125000
	
	1500
	1500
	3000
	3000

	 
	150000
	
	1500
	1500
	3000
	3000

	 
	175000
	
	2000
	2000
	5000
	5000

	 
	200000
	
	2000
	2000
	5000
	5000

	
	Annual Extra Storage Costs
	 
	 
	 
	 
	 

	
	10Gb
	£240
	£120
	£120
	£120
	£120





[bookmark: _Toc9335960]Optional eCase Development Services
Should any custom development work be required to a customer’s eCase environment, this will be completed on a time and materials basis[footnoteRef:2] (see Table 6 for Fivium’s developer day rate card). [2: Based on an 8-hour working day between Monday to Friday (excluding national holidays). Travel, mileage and subsistence included within day rate inside of the M25. Payable at department’s standard T&S rates outside M25] 

Table 6. Developer Day Rate Card
	  Grade
	Day Rate

	Managing Consultant
	£1,400

	Principal Consultant
	£1,000

	Lead Consultant
	£885

	Senior Consultant
	£775

	Consultant
	£665

	Junior Consultant
	£550

	Developer
	£450


[bookmark: _Toc9335961]Training
The successful introduction of any new system into an organisation generally requires training, therefore Fivium recommend that new customer undertake a minimum of 3-4 days (depending on the complexity) of ‘Train the Trainer’ training (per case type) which includes Superuser training. Training rates are detailed in Table 7.
Table 7. Training Services Rates[footnoteRef:3] [3:  Based on a 4-hour half day or 8-hour working day between Monday to Friday (excluding national holidays). Travel, mileage and subsistence included within day rate inside  the M25. Payable at department’s standard T&S rates outside M25] 

	  # of Training Attendees
	Full Day
	Half Day

	Up to 3
	£1,200
	£780

	4
	£1,500
	£975

	5
	£1,800
	£1,170

	6
	£2,100
	£1,365

	7
	£2,300
	£1,495

	8
	£2,500
	£1,625





[bookmark: _Toc9335962]Contact Us
For further information about eCase, please contact our enquiries team, using the details below, or visit ecase.co.uk
	Name 
	Fivium Enquiries Team

	Telephone 
	0800 368 9345 

	Email 
	enquiries@fivium.co.uk 



[bookmark: _Toc9335963]Company Information
	Company Name 
	Fivium Limited 

	Company Registered Address 
	Palladium House 
1-4 Argyll Street 
LONDON 
W1F 7LD 

	Company Registration Number 
	05775733 

	Email Address 
	enquiries@fivium.co.uk 

	Website
	www.fivium.co.uk



Fivium also deliver a wide range of digital applications services, so ask us about this too. 

 












Annex 4

[insert terms specifically required for provision of software support and/or maintenance services]
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