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[bookmark: _Toc472421163]INTRODUCTION 
This Annex T provides the Contractor with detailed requirements in relation to the Mail Messenger Service to be delivered to the Employer throughout the Call-Off Period. 
[bookmark: _Toc472421164]mail messenger service - General
Security
The Contract shall adhere to all the Employer’s security policies (see Call Off Contract Schedule J - Security Provisions) as appropriate when delivering the Mail Messenger Services.
The Contractor shall ensure all individuals have the specified level of security clearance when delivering the required Mail Messenger Services.
The Contractor shall ensure that all processes of its mail messenger comply with the Employer’s security policies.
The Contractor shall report all security concerns and/or incidents promptly to site security and police, if applicable.
Continuity
The Contractor shall provide a minimum presence per day to fulfil the Mail Messenger duties relevant to the site. 
The Contractor shall provide cover for annual leave and any other absences.
The Contractor shall have an agreed business continuity plan (see Schedule D – Annex A – Service Matrix and Service Level Requirements (section 12 Business Continuity and Disaster Recovery Plan)).

Failure Management
The Contractor shall follow the Complaints process as defined within the Process Maps within Annex B of Schedule D – Service Information.
The Contractor shall contact the postal service, or the relevant Courier Network Service (CN) to obtain a reason for non-delivery and an estimated revised delivery time where post is delivered late to site, or not delivered at all
The Contractor shall inform the relevant Employer personnel when there is a delay of postal service or CN delivery, giving the reasons for the delay. 
The Contractor shall contact the postal service or the CN service to obtain a reason for non-collection and an estimated revised collection time where postal service or CN service fail to collect the outbound post by the agreed time, per site.
The Contractor shall inform the relevant employer personnel when there is a delay of postal service or CN service collection, giving reasons for the delay. 
The Contractor shall arrange to transport the items to the postal service sorting office or local Post Office, or to the local CN office as appropriate, if no collection is possible that day.
The Contractor shall maintain a written record of all delays in service.

Future Changes

The Contractor shall have the capability to adapt to future transformation including changes to volumes of items, site locations, number of sites, sizes of sites and type of work.
The Contractor shall examine ways in which the Mail Messenger Service can realise business efficiencies and continuous improvement and report and implement in accordance with the Contract.
Operational Working Hours
The Contractor shall provide the Mail Messenger Services across all required Affected Properties during both current and any future Operational Working Hours. Any changes to Operational Working Hours shall be communicated to the Contractor in a timely manner. 
The Contractor shall ensure that the Mail Messenger Service is available, staffed and operational in line with Operational Working Hours.
 The Contractor shall provide a minimum Service across all Affected Properties, which shall be determined by Service models to meet site requirements based on the number of staff in the site and types of work. 
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The Contractor shall receive all inbound post.
The Contractor shall take delivery of a minimum of one postal service delivery and one CN delivery per day.
The Contractor shall not physically amend recipient details on any polylope, package or any inbound post. 
The Contractor shall take delivery of ad-hoc deliveries that are not within the normal postal service or CN schedules. 
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The Contractor shall sort the postal service and CN post into the appropriate destinations as agreed at each Affected Property.
The Contractor shall sort any ad-hoc deliveries that are not within the normal Postal Service or CN schedules into the appropriate destinations as agreed at each Affected Property.

Deliver Inbound Post
The Contractor shall deliver the postal service and CN service post to the appropriate destinations as agreed at each Affected Property. 
The Contractor shall deliver any ad-hoc deliveries that are not within the normal postal service or CN schedules to the appropriate destinations as agreed at each Affected Property
The Contractor shall undertake the first delivery round of the day at the earliest possible opportunity and no later than 60 minutes from receipt.
The Contractor shall report all security incidents promptly to site security and police, if applicable and immediately for major incidents.

Exceptions
The Contractor shall use an x-ray machine at designated Affected Properties, which are determined by each Affected Property’s security strategy. This shall be defined by the Employer and communicated to the Contractor accordingly. Annex P – Asset Register (Mailroom Equipment tab) lists current provision. 
The Contractor shall x-ray all parcels and any other items of concern in the designated sites. 
The Contractor shall report all security concerns and/or incidents about x-rayed items promptly to site security and police, if applicable.

 Tracked, Special and Recorded Delivery Post
The Contractor shall receive and sign for tracked, special and/or recorded post as appropriate.
Deliver Tracked, Special and Recorded Delivery Post
The Contractor shall deliver any required tracked, special and/or recorded delivery post to the designated team or individual.
The Contractor shall obtain a signature for each tracked piece of post from the designated team or individual.
The Contractor shall retain a tracked, special and recorded delivery post log for audit purposes in line with the Employer’s data retention guidance. Such guidance shall be specified by the Employer post award of the Call-Off Contract. 
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Internal Post Collection
The Contractor shall collect internal mail in accordance with the CN timescales as per each Affected Property’s requirements. 
Internal Post Distribution
The Contractor shall distribute internal mail in accordance with the CN timescales as per each Affected Property’s requirements.
The Contractor shall provide at least two distribution rounds of internal post per day.
The Contractor shall provide the first distribution round of the day at the earliest possible opportunity and no later than 60 minutes from receipt.
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Caxton House
[bookmark: _Ref470869705]The Contractor shall provide an on demand service for urgent post for Caxton House. For example, Permanent Secretary/Ministerial business.  Attachment 8 – Datapack – 14. Mail & Courier – Infor Ref. No. 2255 for further detail. 
The Contractor shall provide an on demand Service for urgent dispatch of outbound post as per 6.1.1.
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Receive Stationery
The Contractor shall receive stationery deliveries and sign for receipt.
The Contractor shall ensure that the stationery delivered matches the details of the delivery note.
The Contractor shall sign for receipt of the stationery delivery.
Sort Stationery
The Contractor shall sort the stationery for delivery to the Employer’s designated teams or individuals, as per each Affected Property’s requirements.
Deliver Stationery
The Contractor shall deliver the stationery to the Employer’s designated teams or individuals as per each Affected Property’s requirements.
Office Consumables
The Contractor shall collect and despatch office consumables, including printer toners for recycling.
Porterage
The Contractor shall monitor paper stocks for each Affected Property as specified by the employer. 
The Contractor shall undertake light porterage duties as and when requested by the Employer including the delivery of stationery such as copier paper.  
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Outbound Post Collection
The Contractor shall collect outbound post for the postal service and the CN service from agreed collection points at each Affected Property.
The Contractor shall undertake the last collection of the day at the latest opportunity, aligned with the postal service and CN service collection times at each Affected Property. 
Outbound Post Weighing
The Contractor shall weigh outbound items for first and second class, signed for, recorded delivery, special delivery, tracked and international post.
Outbound Bags of Post Labelling
The Contractor shall label outbound post for first and second class post, recorded delivery, special delivery, tracked and international post.
Dispatch
The Contractor shall ensure that each Affected Property’s outbound post is bagged, tied and ready for dispatch from the site when the postal service, or the CN service arrives to collect.
The Contractor shall ensure that any items identified with an incomplete or unclear address are returned to the originator for correction.
The Contractor shall not physically amend delivery details on any polylope, package or any outbound post. 
Postal Service Online Business Account
The Contractor shall have access to the Employer’s postal service’s online business account (OBA) to input information for the postal service.
The Contractor shall accurately complete the information required for the OBA. 
The Contractor shall accurately collate and compile management information in relation to the performance of the service.
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