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1. INTRODUCTION 

1.1 The purpose of this Schedule is to describe the set of measures the Customer 
Authority shall apply in order to effectively assess and manage its ICT suppliers 
(including the Contractor), which shall include: 

1.1.1 a Supplier Performance Scorecard, produced by reference to various 
performance metrics as further described in Paragraph 3 below; and 

1.1.2 a Supplier League Table, demonstrating relative supplier performance, as 
further described in Paragraph 4 below. 

1.2 The Parties acknowledge that, as at the Effective Date, this Schedule sets out the 
framework for measurement and assessment of the Contractor's performance, 
and that the specific metrics, targets and other thresholds applicable to the 
Supplier Performance Scorecard shall be subject to further development and 
(where relevant) agreement between the Parties in accordance with the Change 
Control Procedure. 

1.3 The Contractor shall perform all obligations set out in this Schedule from the 
Commencement Date. 

1.4 In the event that the Contractor is party to multiple contracts in respect of the 
provision of services to the Contracting Authority, each such contract shall  be 
subject to separate assessment in accordance with the mechanisms set out in this 
Schedule. 

2. SUPPLIER PERFORMANCE MANAGER  

2.1 Each Party shall appoint a senior manager to perform the role of a Supplier 
Performance Manager, who will:  

2.1.1 act as that Party’s primary contact in respect of the supplier performance 
management activities described in this Schedule; 

2.1.2 lead and participate in (as applicable) formal monthly meetings with the 
other Party's representative(s) at the monthly Supplier Performance 
Review Board, to review the Contractor’s performance in connection with 
the provisions of this Schedule;  

2.1.3 act as an escalation point in respect of issues arising pursuant to the 
obligations set out in this Schedule;  

2.1.4 consult with their counterpart at the other Party in respect of significant 
investment decisions relating to the services provided by the Contractor 
to the Customer Authority, for financial accounting purposes; 

2.1.5 have the authority to influence or make decisions in relation to that Party's 
resource usage, operational delivery and strategic direction. 

3. SUPPLIER PERFORMANCE SCORECARD   

3.1 The Customer Authority shall produce a Supplier Performance Scorecard in each 
SMP following the Commencement Date for the duration of the Agreement, each 
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of which shall be reviewed and approved by the Supplier Performance Managers 
and the Contractor’s nominated representative(s) at the monthly Supplier 
Performance Review Board meetings. The Services Board shall review the 
Supplier Performance Balanced Scorecard outcomes and any Supplier 
Performance Remediation Plans produced by the Contractor pursuant to this 
Schedule.  

3.2 The Supplier Performance Scorecard shall comprise the following elements:  

3.2.1 Service Performance, as further described at Paragraph 3.4; 

3.2.2 Financial Performance, as further described at Paragraph 3.5; 

3.2.3 Supplier Relationship Assessment, as further described at Paragraph 3.6; 
and 

3.2.4 Collaborative Behaviours, as further described at Paragraph 3.7. 

3.3 Each element described in Paragraph 3.2 (each of which shall be known as a 
“Quadrant”) shall define a number of measures that shall be used to determine 
Contractor performance. Such measures shall be aggregated into overall scores 
using pre-determined  weightings to provide an overall view of Contractor 
performance in each Quadrant. Example weightings relating to the assessment of 
each Quadrant are set out in Appendix 4 to this Schedule. Actual weightings and 
target values for each Quadrant will be confirmed by the Customer Authority 
following the Effective Date.  

3.4 Service Performance  

3.4.1 In assessing Service Performance in respect of the Contractor, the 
Customer Authority shall assess the Contractor’s performance in the 
delivery of the Services using the Service Levels and KPIs defined within 
Schedule 2.3 (Service Levels and Related Remedies). 

3.4.2 In addition to assessment of the Service Levels and KPIs, during the Term 
the Customer Authority shall further develop the customer satisfaction 
indicators which, following their development, will appear in a customer 
satisfaction survey which shall be carried out in each SMP following the 
Commencement Date (or such other period as the Parties shall agree) in 
respect of the Contractor in order to determine satisfaction of the End User 
Representatives with the Services provided by the Contractor. 

3.4.3 Adherence to the contract with respect to compliance with the SIAM 
Policies and Procedures will also be measured and the summary status 
fed into the Service Performance quadrant. 

3.4.4 The contractual measures, the customer survey results, and the 
contractual adherence summary outlined in Paragraphs 3.4.1 to 3.4.3 
(inclusive) shall all be used to provide an overall assessment of the 
Contractor's performance in respect of the Service Performance Quadrant. 

3.5 Financial Performance 
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3.5.1 Every SMP following the Commencement Date, the Contractor shall 
provide financial data for the following using the template set out in 
Appendix 1 to this Schedule. Such financial information shall not be 
publicly shared by the Customer Authority but may be shared externally 
with the Cabinet Office and members of the appropriate Cabinet Office 
chaired groups. Such financial data shall include: 

3.5.1.1 revenue profile; showing an objective, transparent and trustworthy 
view of the Contractor’s revenue position with respect to anticipated 
income in respect of this Agreement, which shall be expressed as a 
percentage based on the Contractor's actual income against its 
expected income at contract signature;  

3.5.1.2 profit profile; showing an objective, transparent and trustworthy 
view of the Contractor’s profit position, with respect to its 
anticipated profit rate in respect of this Agreement, which shall be 
expressed as a percentage based on the Contractor's actual profit 
rate against its expected profit rate at contract signature; 

3.5.1.3 new business profile; showing an objective, transparent and 
trustworthy view of  how much the value of the contract to the 
Contractor has increased since contract signature. This shall be 
expressed as a percentage  increase in contract value against the  
original  contract value at contract signature; account standing; 
summarising the relative significance of the Customer Authority’s 
business to the Contractor, as measured by both the percentage of 
revenue received from the Customer Authority against the 
Contractor’s total revenue received [UK, Europe, Global] for all 
public sector clients; and by the percentage of revenue received 
from the Customer Authority against the Contractor’s total revenue 
received [UK, Europe, Global] for all clients;  

3.5.1.4 Contractor investment; a measure of the actual investment made 
by the Contractor in relation to the Customer Authority contract. 
This shall be expressed as a percentage of the actual investment 
against the  investment stated at contract signature.  

3.6 Supplier Relationship Assessment 

3.6.1 The Parties shall use the Customer Authority’s Supplier Relationship 
Assessment process in order to assess the maturity and effectiveness of 
the relationship between the Contractor and the Customer Authority in 
order to populate this quadrant of the scorecard. 

3.6.2 The Contractor acknowledges that the Supplier Relationship Assessment 
process is part of the Customer Authority’s wider Strategic Supplier 
Relationship Management (SSRM) approach which comprises a structured 
and comprehensive set of activities to stimulate the development of 
partnership and a collaborative approach between the Customer Authority 
and its strategic suppliers.    

3.6.3 The Parties shall conduct surveys every SMP to assess the relative 
maturity and effectiveness of each of the following factors relating to the 
Contractor: 
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3.6.3.1 leadership; 

3.6.3.2 building relationships; 

3.6.3.3 collaboration; and 

3.6.3.4 innovation and Continual Service Improvement. 

3.6.4  A predefined set of statements, an illustrative example of which is set out 
in Appendix 2 to this Schedule, shall be used in order to assess the 
relative maturity of each factor. The Customer Authority shall confirm the 
final form of survey to be utilised in undertaking Supplier Relationship 
Assessment after the Effective Date.   

3.6.5 In the event of a disagreement between the Customer Authority and the 
Contractor regarding relative maturity scores the Customer Authority’s 
view shall prevail. 

3.6.6 Where the Contractor fails to meet the agreed targets relating to the 
Supplier Performance Scorecard applicable to the Contractor, the 
Contractor shall provide a Supplier Performance Remediation Plan that 
details the changes they will make to improve any areas of performance, in 
accordance with the obligations set out in Paragraph 3.8 of this Schedule. 

3.7 Collaborative Behaviours  

3.7.1 The Customer Authority requires a culture of collaboration and co-
operation amongst suppliers who participate in the delivery of services 
which integrate or interface with, or are similar to the Services, to ensure 
consistent and integrated service delivery across the Customer Authority's 
supply community; 

3.7.2 The Contractor will display the following behaviours to other Collaborative 
Partners when performing the Services in order to support the Customer 
Authority in achieving the objectives of Collaborative Behaviours 
anticipated by this Schedule: 

3.7.2.1 collaborative intention - collaborate and co-operate positively with 
the Customer Authority and with other Collaborative Partners 
where this is required to achieve a successful outcome to relevant 
activities and actions; 

3.7.2.2 openness - communicate openly and honestly about concerns, 
issues or opportunities, fully explaining positions and having a 
willingness to take the time to listen to others; 

3.7.2.3 self accountability - take on, manage and account to the Customer 
Authority and other Collaborative Partners for performance of 
specific tasks allocated; 

3.7.2.4 self awareness and awareness of others - commit to understand 
the Contractor’s own organisation and issues within their 
organisation as well as understanding concerns, intentions and 
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motivations of the Customer Authority and other Collaborative 
Partners as well as the culture and context of all parties; 

3.7.2.5 problem solving - use problem-solving methods that promote a 
collaborative atmosphere and avoid fostering covert, overt, 
conscious or unconscious enmity, conflicts or point-scoring; 

3.7.2.6 supporting innovation - seek to identify and deliver improvements to 
both the Services and the overall total cost of IT, achieved by 
directly identifying improvements to the Services and supporting 
the Customer Authority and Collaborative Partners in their search 
for improvements within their services. 

3.7.3 The Contractor shall complete a survey every SMP using a predefined set 
of statements, set out in Appendix 3 to this Schedule, to self assess their 
performance against the Collaborative Behaviours. The Customer 
Authority shall also assess the Contractor’s performance against the 
Collaborative Behaviours.  

3.7.4 The Contractor shall complete a survey every third SMP using a 
predefined set of statements, an illustrative example of which is set out in 
Appendix 3 to this Schedule, to self assess their performance against the 
Collaborative Behaviours and to provide a perception of the extent to 
which other Collaborative Partners are achieving the same Collaborative 
Behaviours so that the Customer Authority may publish the aggregate 
scores for each Collaborative Partner, whilst keeping the specific scores 
for each Collaborative Partner and the individual Collaborative Partner-to-
Collaborative Partner perception scores confidential. These surveys shall 
focus on interactions between the Contractor and other Collaborative 
Partners. The Customer Authority shall also assess the Contractor’s and 
other Collaborative Partners’ performance against the Collaborative 
Behaviours. The Customer Authority shall confirm the final form of the 
Collaborative Behaviours survey following the Effective Date.  

3.7.5 The Contractor shall, in undertaking the Collaborative Behaviours 
described in Paragraph 3.7.2: 

3.7.5.1 work with the other Collaborative Partners in good faith to ensure 
integration and interfacing where Services are subject to inter-party 
dependencies; 

3.7.5.2 operate and maintain all Software, Hardware or technology in 
accordance with Good Industry Practice where there is 
interoperation with another Collaborative Partner;  

3.7.5.3 assist with any testing and/or any quality assurance analysis to be 
undertaken by the Customer Authority or any other Collaborative 
Partner; 

3.7.5.4 provide prompt access to any of their resources, systems, Software 
and materials required by the other  Collaborative Partners and/or 
their respective sub-contractors  to enable them to provide their 
services to the Customer Authority and to deal with security and/or 
compliance issues, assessments and actions; 
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3.7.5.5 promptly provide the other  Collaborative Partners and  any 
relevant  sub-contractors with all relevant information (including 
details of all operating environments, system constraints, all 
relevant information concerning interfacing, interoperation and 
operating parameters that may be reasonably required by the other 
Collaborative Partners) that they may need to provide their 
Services to the Customer Authority; and 

3.7.5.6 promptly escalate any issues or perceived problems in respect of 
the Collaborative Behaviours through the governance regime 
described under Schedule 6.1 (Governance).  

3.7.6 The collaboration and co-operation, support, information and assistance to 
be provided by the Collaborative Partner shall be provided in accordance 
with the following principles: 

3.7.6.1 the principle that each Collaborative Partner shall provide support, 
information and assistance in a proactive, transparent and open 
way and in a spirit of trust and mutual confidence; 

3.7.6.2 the principle of 'fix first, discuss later', requiring that each  
Collaborative Partner shall concentrate on solving problems as 
expeditiously and cost effectively as possible and leave any 
disputes as to which Collaborative Partner is responsible, which 
Collaborative Partner should bear the cost of fixing the Problem 
and any associated legal issues until resolution of the relevant 
problem;  

3.7.6.3 the principle that collaborative and co-operative behaviour and 
overall cost efficiency should be promoted. For the avoidance of 
doubt, if this Agreement  and any other relevant agreement in place 
between a Collaborative Partner and the Customer Authority allows 
for the performance of a certain obligation in different ways, then 
each relevant  Collaborative Partner shall in good faith (i) take the 
cost impact of its choice on the other Collaborative Partners into 
consideration when making such choice; and (ii) refrain from 
knowingly choosing an option which would significantly and without 
justification increase the costs of any of the other Collaborative 
Partners or of the Customer Authority; 

3.7.6.4 the principle that all Collaborative Partners shall procure the 
adherence of employees and Sub-contractors to these 
collaboration and co-operation requirements.  

3.8 Supplier Performance Remediation Plans 

3.8.1 To the extent that the Contractor is failing to perform its obligations in 
respect of any of the Quadrants, the Customer Authority shall be entitled to 
require the Contractor to prepare a draft plan (a "Supplier Performance 
Remediation Plan") setting out: 

3.8.1.1 the steps which the Contractor intends to take in order to remediate 
the relevant failures; and 
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3.8.1.2 the timescales in which such steps shall be undertaken. 

3.8.2 The draft Supplier Performance Remediation Plan shall be submitted to 
the Customer Authority for its Approval as soon as possible and in any 
event not later than ten (10) Working Days (or such other period as the 
Customer Authority may permit and notify to the Contractor in writing) after 
the Customer Authority's request pursuant to Paragraph 3.8.1 above. 

3.8.3 The Customer Authority shall not withhold its Approval of a draft Supplier 
Performance Remediation Plan unreasonably.  If the Customer Authority 
does not Approve the draft Supplier Performance Remediation Plan it shall 
inform the Contractor of its reasons and the Contractor shall take those 
reasons into account in the preparation of a further draft Supplier 
Performance Remediation Plan, which shall be resubmitted to the 
Customer Authority within two (2) Working Days (or such other period as 
the Customer Authority may permit and notify to the Contractor in writing) 
of the rejection of the first draft. The Customer Authority may withhold 
Approval of the draft Supplier Performance Remediation Plan if the plan 
does not provide assurance regarding the allocation of sufficient and 
appropriately skilled technical and programme management resource to 
Achieve the Milestone. 

3.8.4 The Contractor shall comply with the Supplier Performance Remediation 
Plan following its Approval by the Customer Authority. 

4. SUPPLIER LEAGUE TABLE 

4.1 The Supplier League Table will show summary level values for each of the 
Supplier Performance Scorecard Quadrants for all suppliers providing services to 
the Customer Authority. The Supplier League Table will be produced by the 
Customer Authority when Supplier Performance Scorecards are available for at 
least 5 suppliers. Each supplier shall be listed alphabetically in the Supplier 
League Table and without ranking, to allow relative comparison between 
contractors. 

4.2 The Supplier League Table will be produced by the Customer Authority using data 
from the Supplier Performance Scorecards which  will be aggregated into 
summary level values using a transparent and repeatable process and pre-
determined weightings that will reflect the relative importance of the data to the 
Customer Authority. Example weightings relating to the assessment of each 
Quadrant are set out in Appendix 4 to this Schedule. Actual weightings and target 
values for each Quadrant will be confirmed by the Customer Authority following 
the Effective Date. The expected layout of the Supplier League Table is set out in 
Appendix 5 to this Schedule. 

4.3 The Supplier League Table will be shared within the Customer Authority and 
externally with the Cabinet Office, the relevant Crown Representative and 
members of the government’s CIO Council or its successor organisation from time 
to time.  

5. LINKING CORPORATE AND PERSONAL OBJECTIVES 

5.1 For named Contractor roles used in the delivery of the Services, being the Key 
Personnel set out in Clause 8 of the Call-Off Form, one third of performance 
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related pay shall be linked to the successful delivery of the four quadrants in the 
Supplier Performance Scorecard.  

5.2 Without prejudice to the Contractor's obligations pursuant to Clause 26, the 
Customer Authority shall be entitled to provide input into the performance 
objective setting process relating to Key Personnel, and to provide performance 
assessment feedback in respect of such Key Personnel.  

5.3 Without prejudice to the Contractor's obligations pursuant to Clause 26.7, the 
Customer Authority will, for named Contractor roles used in the delivery of the 
Services, review the Contractor’s succession plans associated with these roles on 
a quarterly basis.  

6. CONSISTENCY AND INTERFACES  

6.1 The Contractor acknowledges the importance of adopting a consistent manner in 
its approach in respect of the interfacing and interoperability of any aspect of the 
Services and/or the Contractor System with the Authority and Collaborative 
Partners. 

6.2 The Contractor acknowledges, that to achieve consistency between Collaborative 
Partners, it shall adopt, to the extent possible, any common terminology or 
taxonomy defined within this Agreement, the Change Lifecycle and/or the 
Standards. Where the Contractor is unable to adopt any required terminology or 
taxonomy, the Contractor will notify the Customer Authority and shall co-operate 
with the Customer Authority and other Collaborative Partner(s) (as relevant) to 
resolve any such issues. 

7. CROSS GOVERNMENT INITIATIVES 

7.1 The Contractor acknowledges that HMG intend to establish and operate 
collaborative programmes similar to those set out in this schedule in order to 
facilitate the re-use of documentation, software, data, IPR and associated 
materials which have been deployed for one or more Contracting Authorities, for 
the wider benefit of all Contracting Authorities and to support more effective 
management of HMG's supply chain ("HMG Collaborative Agenda"). 

7.2 The Contractor shall actively participate in the HMG Collaborative Agenda in 
accordance with the working principles set out in Paragraph 3.7 of this Schedule. 

8. CUSTOMER AUTHORITY INNOVATION ARRANGEMENTS 

8.1 The Customer Authority shall establish an All Supplier  Forum one of the aims of 
which shall be to seek to identify technical and operational innovations which may 
bring wider benefit to the Customer Authority’s IS/IT estate. 

8.2 Each Contractor shall participate in the All Supplier Forum through a single 
nominated representative. The Customer Authority shall also have representation 
at the All Supplier Forum and shall act as the chair. 

8.3 The All Supplier Forum shall provide overall direction to Contractors in relation to 
the achievement of Innovation and recommend and (where appropriate) authorise 
Contractors to participate and invest in Innovation Projects. 
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8.4 The All Supplier Forum shall discuss and consider Innovations on a quarterly 
basis and shall require all Third Party Service Providers to attend and bring at 
least one proposed Innovation Project to the All Supplier Forum for discussion and 
consideration by the Customer Authority.  

9. THIRD PARTY CONFIDENTIAL INFORMATION 

9.1 The Contractor may, during the course of participating in the activities anticipated 
under this Schedule, observe, be provided with or otherwise acquire information, 
knowledge, documents and other material, whether written or oral (including, 
without limitation, personal data and intellectual property), which relate to the 
business, affairs, developments, proposals, know-how, commercial arrangements 
or intentions of other Collaborative Partners ("Confidential Collaborative 
Information"). 

9.2 The Contractor understands the confidential nature of the Confidential 
Collaborative Information and undertakes for the benefit of each Collaborative 
Partner that: 

9.2.1 it shall safeguard and keep the Confidential Collaborative Information 
confidential and shall not: 

9.2.1.1 disclose the Confidential Collaborative Information to anyone who 
is not authorised to receive it in the course of the activities 
anticipated under this Schedule; or 

9.2.1.2 use the Confidential Collaborative Information for any purpose 
other than as required in connection with the activities anticipated 
under this Schedule; and 

9.2.2 it shall comply with any further instructions relating to the use and/or 
disclosure of specific elements of Confidential Information notified to the 
relevant service providers via the Supplier Governance Board. 

9.3 Paragraph 9.2 shall apply to all Confidential Collaborative Information except to 
the extent of any information that: 

9.3.1 is already a matter of public knowledge;  

9.3.2 has been lawfully obtained by the recipient under any other agreement or 
understanding;  

9.3.3 is independently developed by the recipient without access to the 
Confidential Collaborative Information; or  

9.3.4 the Contractor is obliged by law to disclose to a third party. 

9.4 Nothing in this Schedule shall prevent the Contractor from using any techniques, 
ideas or know-how gained during the performance of the activities and obligations 
set out in this Schedule in the course of its normal business to the extent that this 
use does not result in a disclosure of any Confidential Collaborative Information or 
an infringement of any IPR. 
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9.5 The Contractor shall not retain and shall return or destroy copies of all 
Confidential Collaborative Information immediately upon the earlier of: 

9.5.1 any breach by it of these confidentiality provisions; or  

9.5.2 completion of the collaborative task or activity in relation to which such 
Confidential Collaborative Information was originally made available; or  

9.5.3 otherwise on termination of this Agreement. 

9.6 The Customer Authority shall procure that each Collaborative Partner shall, as a 
precondition to participation in the activities and obligations anticipated by this 
Schedule, enter into a confidentiality undertaking on terms no less onerous than 
those set out in this Paragraph 9, pursuant to which: 

9.6.1 the relevant service provider undertakes to safeguard and keep 
confidential any Confidential Collaborative Information which relates to or 
is made available by the Contractor; and 

9.6.2 the Contractor is entitled to enforce rights against the relevant 
Collaborative Partner in respect of any breach of that undertaking as a 
third party beneficiary. 

10. THIRD PARTY RIGHTS 

10.1 For the purposes of Clause 60 (Third Party Rights), Paragraph 9 may be 
enforced by any Collaborative Partner in their own name as a third party 
beneficiary in accordance with the Contracts (Rights of Third Parties) Act 
1999. 

11. RESOLUTION OF ISSUES 

11.1 If the Contractor has any issues, concerns or complaints regarding any 
matter set out in this Schedule, including the conduct of any other 
Collaborative Partner, and such issues, concerns or complaints cannot be 
resolved by dialogue between the Collaborative Partners, the Contractor 
shall notify the Customer Authority Representative who shall seek to 
resolve the issue by a process of consultation with the Collaborative 
Partner via the All Supplier Forum in accordance with Schedule 6.1 
(Governance). 
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APPENDIX 1: FINANCIAL PERFORMANCE TEMPLATE 

 

Measure Description Calculation 

Revenue 

Profile 

An objective, transparent and 

trustworthy view of the 

Contractor’s actual revenue 

position with respect to anticipated 

revenue for the contract 

( Contractor’s actual revenue  / 

Contractor’s expected revenue at 

contract signature )  x 100% 

 

Profit 

Profile 

An objective, transparent and 

trustworthy view of the 

Contractor’s actual profit position, 

with respect to its anticipated profit 

rate for the contract 

( Contractor’s actual profit rate / 

Contractor’s expected profit rate at 

contract signature )  x 100% 

 

New 

Business 

Profile 

An objective, transparent and 

trustworthy view of how much the 

value of the contract to the 

Contractor has increased since 

contract signature. 

( Actual DWP contract value / 

Expected DWP contract value at 

contract signature ) x 100% 

Account 

Standing 

Indicates the significance of the 

Customer Authority’s business to 

the Contractor, as measured by 

both the percentage of revenue 

received from the Customer 

Authority against the Contractor’s 

total revenue received for all public 

sector clients and for all clients. 

( Contractor’s revenue from DWP / 

Contractor’s revenue from all PS 

clients ) x 100% 

 

( Contractor’s revenue from DWP / 

Contractor’s revenue from all clients ) 

x 100% 

 

Both figures should be calculated for 

UK, Europe, and globally. 

Contractor 

Investment 

A measure of the investment made 

by the Contractor in relation to the 

account 

( Contractor’s actual investment  / 

Contractor’s expected investment at 

contract signature )  x 100% 
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APPENDIX 2: SUPPLIER RELATIONSHIP ASSESSMENT SURVEY 

RMM V1.0 
2012-13.xls
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APPENDIX 3: COLLABORATIVE BEHAVIOURS SURVEY 

CBM V0 4 DWP.xls
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APPENDIX 4: SUPPLIER PERFORMANCE SCORECARD – EXAMPLE  WEIGHTINGS 

Example 
Scorecard.xls
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APPENDIX 5: SUPPLIER LEAGUE TABLE – EXAMPLE  LAYOUT 

Example League 
Table.xls

 

 


