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Unless the context otherwise requires the following expressions shall have the 

meanings set out below.  

"Access Code" has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Access Management" means the obligations set out in section 10.1 of Paragraph 5 
(Responsibility Matrix in Schedule 2.1 (Services Description); 

"Access 
Management 
Policies and 
Procedures" 

means those policies and procedures as referenced in 
Paragraph 6.1 of Schedule 6.10 (Customer Authority 
Standards and Policies); 

"Accessibility" means provision whereby reasonable adjustments or 
modifications are made to the equipment to enable use by 
those persons requiring such reasonable adjustments or 
modifications; 

"Accessibility 
Advice Line" 

means an email Service to answer enquiries addressed by the 
Enhanced Accessibility Support Service;  

"Accessibility 
Commodity" 

means a commodity item offered through the Enhanced 
Accessibility Support Service; 

"Accessibility 
Incident Service" 

means a Service to resolve incidents raised in relation to the 
Enhanced Accessibility Support Service; 

"Accounting 
Year" 

means the 12 month period from 1 April to 31 March; 

"Achieve" means in respect of a Test, to successfully pass a Test without 
any Test Issues and, in respect of a Milestone, the issue of a 
Milestone Achievement Certificate in respect of that Milestone 
in accordance with Schedule 4.2 (Testing Procedures), and 
"Achieved" and "Achievement" shall be construed accordingly; 

"Achieved 
Service Level" 

means the actual level of performance of the Contractor 
System and/or a Service, achieved by the Contractor in relation 
to a Service Level for a Service Measurement Period; 

"Acquired Rights 
Directive" 

means the European Council Directive 2001/23/EC on the 
approximation of laws of European member states relating to 
the safeguard of employees' rights in the event of transfers of 
undertakings, businesses or parts of undertakings or 
businesses, as amended; 

"Active User" means a Voice Service user configuration that is logged in 
during the SMP; 

"Administrator" has the meaning defined in Section 1.1.8 c of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Admission means the agreement by which the Contractor agrees to 
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Agreement" participate in the Schemes as amended from time to time; 

"Advanced IVR" has the meaning given to it in Section 2.1 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Affected Party" means the Party seeking to claim relief in respect of a Force 
Majeure Event; 

"Affiliate" means in relation to a body corporate, any other entity which 
from time to time directly or indirectly Controls or is Controlled 
by that body corporate, or is under the same direct or indirect 
common Control as, that body corporate; 

"Agent" means a Contact Centre user whose primary function is to 
interact with citizens through one or more Contact Centre 
interaction types; 

"Agent Desktop 
Client – Standard 
and Agent 
Desktop Client – 
Supervisor and 
Siebel Telephony 
Desktop 
Integration" 

means the software application and associated user interfaces 
provided to Agent and Supervisor users to deliver the 
capabilities defined in the Agent Desktop Service (as defined in 
Section 1.13, Paragraph 5 (Responsibility Matrix, Schedule 2.1 
(Services Description); 

"Agent Desktop 
Service" 

has the meaning given to it in Section 1.13 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Agent Group" means a grouping of Agents with similar attributes for 
management or reporting purposes; 

"Agree" has the meaning given in Paragraph 12 of Schedule 6.2 
(Change Control Procedure); 

"Agreed Service 
Measurement 
Time" 

means the period over which the Contractor measures the 
performance of the Contractor System or a Service and is set 
out in each relevant Service Level in Schedule 2.3 (Service 
Levels and Related Remedies); 

"Agreed Service 
Time" 

means the period for which the Contractor provides 
maintenance support for the Contractor System and/or a 
Service and is set out in each relevant Service Measure; 

"Agreement" means the Clauses of this agreement together with the 
Schedules and appendices to it, and a completed and signed 
Call-Off Form, as may be amended by the Parties in 
accordance herewith; 

"All Supplier 
Forum" 

means a governance board involving the representatives of the 
Customer Authority, the Contractor, and Sub-contractors, and 
which will be established in accordance with Schedule 6.1 
(Governance); 
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"ANI" means Automatic number identification, a feature of a 
telecommunications network for automatically determining the 
calling party telephony number; 

"Announcement" means a group of one or more recorded messages played 
together; 

"Annual 
Financed Assets 
Settlement 
Figure" 

means the exact settlement figure for the Financed Assets in 
any Contract Year; 

"Anti Virus 
Software 
Release" 

means Anti-virus software updates released by the 
manufacturer; 

"Anti Virus 
Software 
Updates" 

means revised versions of the anti-virus software installed in 
line with the anti-virus software vendor's recommendations and 
which contain enhancements to the anti-virus detection 
technology used; 

"Application 
Software" 

means Software released by the manufacturer to enable the 
operation of facilities on the network infrastructure; 

"Apprenticeships 
and Skills 
Report" 

has the meaning given in Paragraph 3 of Schedule 7.3 
(Apprenticeship and Skills); 

"Approve and 
Approval" 

means the prior written approval of the Customer Authority 
(and "Approve" and "Approved" and cognate terms shall be 
construed accordingly); 

"Architectural 
Product 
Catalogue" 

means the Customer Authority's product as referenced in Table 
5 in Schedule 6.10 (Customer Authority Standards and 
Policies);  

"Asset Register" means the register of Assets and Customer Authority Assets to 
be maintained by the Contractor in accordance with Clauses 
14.22 to 14.25 (inclusive) and the provisions of Schedule 6.6 
(Records Provisions); 

"Assets" means all hardware and software assets and rights used by the 
Contractor to provide the Services in accordance with this 
Agreement including Third Party Materials, Exclusive Assets 
and Non-Exclusive Assets but excluding the Customer 
Authority Assets; 

"Assigned" means the assignment of an Incident by the SIAM Service 
Tower Provider to the Contractor in accordance with the 
Incident Management Policies and Procedures; 

"Assignee" has the meaning given to it in Clause 51.2; 
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"Assurance 
Testing" 

means testing of an application to be conducted by the 
Contractor following the Customer Authority or a nominated 
third party having used the Test Environment to successfully 
complete testing of that application in accordance with the 
code of connection principles agreed between the Customer 
Authority and the Contractor under Milestone CC-P3C (as set 
out in Schedule 4.3 (Outline Take-On Plan)) for the integration 
of services; 

"At Risk 
Amount" 

means an amount equivalent to fifty per cent (50%) of the total 
Service Charges for a Service in that SMP;  

"ATP Milestone 
Date" 

means the Milestone Date on which the Contractor is granted 
Authority to Proceed in respect of the relevant Service; 

"Attendance 
Allowance" 

an operating function of the Customer Authority; 

"Authority to 
Proceed" or 
"ATP" 

means the point at which the Contractor is authorised to 
provide the relevant Operational Services to the Customer 
Authority provided in the form of a Milestone Achievement 
Certificate relating to the Milestone which is recorded as being 
linked to ATP in the Implementation Plan; 

"Automated 
Outbound 
Contact 
Integration 
Service" 

has the meaning given to it in Section 7.13 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Automated 
Outbound 
Contact Service" 

has the meaning given to it in Section 6.13 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Automated 
Payment 
Integration 
Service" 

has the meaning given to it in Section 7.15 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Automated 
Payment 
Service" 

has the meaning given to it in Section 6.20 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Availability" or 
"Available" 

means an End User can access and use the Contact Centre 
Services;  

"Availability 
Management" or 
"Availability 
Management 
Policies and 
Procedures" 

means the Release Management Policies and Procedures as 
described in Schedule 6.10 (Customer Authority Standards and 
Policies); 
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"Availability 
Plans" 

means:  

(a) a long term plan for the proactive improvement of 
Availability; or 

(b) a long term plan for the proactive improvement of IT 
availability across all Service Towers; 

"Average Price" means in relation to the Comparable Services provided by the 
Comparison Group(s), the mean average of prices for those 
Comparable Services as adjusted to produce Equivalent 
Services Data over the previous twelve (12) month period or 
other period as agreed in writing between the Parties. The 
"mean average price" shall be calculated by aggregating the 
prices derived from Equivalent Services Data for each of the 
Services and dividing the same by the number instances of 
Comparable Services; 

"Back End 
System 
Integration 
Service" 

has the meaning given to it in Section 7.17 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Bank Holidays" means national public holidays in the countries to which the 
Services are provided by the Contractor; 

"Base Cost" means the direct cost to the Contractor, calculated per Man 
Day, of employing the Contractor Personnel, expressed per 
individual, and including: 

(a) salary cost; 

(b) staff training; 

(c) work place accommodation; 

(d) ICT equipment and tools; 

(e) pension allowances; 

(f) car allowances; and  

(g) any other fringe benefits; 

"Baseline 
Personnel 
Security 
Standard" 

means a mandatory staff vetting procedure for each member of 
Contractor (and Sub-Contractor) staff who have access to 
Customer Authority Assets; 

"Benchmark 
Review" 

means a review of the Services carried out in accordance with 
Paragraph 5 of Schedule 5.3 (Value For Money Provisions) to 
determine whether any or all of the Services represent Good 
Value; 
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"Benchmarked 
Services" 

means the Services that the Customer Authority elects to 
include in a Benchmark Review under Paragraph 3.2 of 
Schedule 5.3 (Value For Money Provisions), and where a sub-
set of Services is selected, such Services shall be related; 

"Benchmarker" means the independent third party appointed under Paragraph 
4.1 of Schedule 5.3 (Value For Money Provisions); 

"Benchmarking 
Report" 

means the report produced by the Benchmarker following the 
Benchmark Review as further described in Paragraph 6 of 
Schedule 5.3 (Value For Money Provisions); 

"Beneficiary" has the meaning given to it in Paragraph 8.1 of Schedule 7.1 
(Staff Transfer); 

"Benefits 
Directorate" 

an operating function of the Customer Authority; 

"Benefits 
(Working Age)" 

an operating function of the Customer Authority; 

"Bespoke 
Historical 
Report" 

means any report not defined in Schedule 6.6 (Records 
Provisions), Appendix 5, Paragraphs 6.2.1 and 6.2.2; 

"Billing 
Management 
Information" 

means the management information defined in the 
Management Information Specification Controlled Document; 

"Billing 
Management 
Information 
Reports" 

has the meaning set out in Paragraph 5.1 of Schedule 6.6 
(Records Provisions); 

"Blended 
Outbound Agent" 

means an Agent utilising the Outbound Service functionality as 
defined in Schedule 2.1 Section 5 Paragraph 1.4 in conjunction 
with the Agent Desktop Service as defined in Schedule 2.1 
Section 5 Paragraph 1.13. to manage both incoming and 
outgoing interactions as needed; 

"Blended Web 
Chat Agent" 

means an Agent utilising the Web Chat Service functionality as 
defined in Schedule 2.1 Section 5 Paragraph 6.2 in conjunction 
with the Agent Desktop Service as defined in Schedule 2.1 
Section 5 Paragraph 1.13. to manage both incoming and 
outgoing interactions as needed; 

"Blending" means the facility for an Agent to manage both incoming and 
outgoing interactions as needed; 

"Board Member" means the Customer Authority and Contractor representatives 
on each of the Boards as set out in Appendix 1 of Schedule 6.1 
(Governance); 
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"Boards" means the governance boards involving the representatives of 
the Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Breach(es) of 
Security" 

means the occurrence of any:  

(a) unauthorised access to or use or disclosure of; and/or  

(b) loss and/or unauthorised disclosure of, 

any aspect of the Services and all processes associated with 
delivery of the Services including the Customer Authority 
Premises, the Sites, the Services, the Contractor System and 
any ICT, information and data (including the Customer 
Authority Confidential Information) used by the Customer 
Authority or the Contractor in connection with this Agreement; 

"Breakage 
Costs" 

means any costs (such as the Contractor's own redundancy 
costs and costs payable for early termination of contracts 
entered into by the Contractor before receipt of the Termination 
Notice) incurred by the Contractor directly as a result of the 
termination of this Agreement which: 

(a) would not have been incurred had this Agreement 
continued until its natural expiry; 

(b) relate directly to the termination of the Services; 

(c) are unavoidable, proven, reasonable and not capable of 
recovery; 

(d) are incurred under arrangements or agreements that are 
consistent with terms that have been entered into in the 
ordinary course of business and on reasonable commercial 
terms; and 

(e) do not relate to contracts or sub-contracts with Affiliates of 
the Contractor; 

"Business 
Continuity" 

means the planning for and implementation of infrastructure, 
processes and procedures to enable the Customer Authority to 
continue to perform business functions in the event of a 
Business Continuity Event; 

"Business 
Continuity Event" 

means any incident or event that causes (or is likely to cause) 
an adverse effect on the performance and delivery of the 
Services, whether at a single or multiple sites, including a 
Disaster or any material interruption, destruction or other loss 
of operational system capacity, which is material in nature and 
cannot be managed within the context of normal operating 
procedures; 

"Business means the document to be provided by the Customer Authority 
to the SIAM Service Tower Provider which sets out the 
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Continuity Plan" procedures to be followed by the Customer Authority after the 
loss of premises, staff, suppliers, or processes (including loss 
of IT) has occurred setting out how disruptions to the Services 
shall be managed and Services maintained; 

"Business 
Forecasts" 

means a forecast of the Customer Authority's future business 
requirements and forecast business volumes including IS/IT 
strategies and Project Plans, produced 3 times a year; 

"Business 
Group" 

means one of the Customer Authority's major organisational 
divisions; 

"Business 
Working Hours" 

means the working hours specific to each Business Group; 

"Busy Hour" means the one-hour period during the working day that has the 
highest utilisation of the Service(s); 

"Call Admission 
Control" or 
"CAC" 

means the practice or process of regulating network traffic 
volumes in voice communications, to ensure the required level 
of audio quality is achieved; 

"Call Back" has the meaning given to it in Section 6.10 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Call Back 
Service" 

has the meaning given to it in Section 6.10 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Call Outcome 
Code" 

means a code to categorise and record the outcome of an 
interaction or work activity; 

"Call Recording 
Integration 
Service" 

means the Service supporting the optional integration of 
telephony endpoint media recording within a Customer 
Authority separately procured recording Service, as described 
in section 5.4 of Paragraph 5 (Responsibility Matrix) of 
Schedule 2.1 (Services Description); 

"Call Restriction" means a telephony feature that allows the Authority to set 
certain prohibitions on incoming or outgoing calls. This is an 
effective means to prevent the phone being used to make 
expensive international or premium rate calls; 

"Call Routing"  means the ability to route calls based upon the skillset required 
of the agent processing each call; 

"Calling Line 
Identity" 

See the definition for "CLI"; 

"Calling Lists" means externally generated data extract defining the contact 
details to be used within an Outbound Service dialler 
campaign; 
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"Call-Off 
Contract" 

means the Clauses of this agreement together with the 
Schedules and appendices to it, and a completed and signed 
Call-Off Form, as may be amended by the Parties in 
accordance herewith;  

"Call-Off 
Cooperation 
Agreement" 

means an agreement in the form attached at Schedule 6.7 
(Call-Off Cooperation Agreement) among:  

(a) the Customer Authority; 

(b) the Contractor; and  

(c) Other PSN Services Contractors and/or Customer Authority 
Third Parties, 

as referred to in Paragraph 5.1 of the Call-Off Form; 

"Call-Off Form" means the form, based on the proforma set out in Schedule 14 
of the Framework Agreement; 

"Call-Off 
Operating 
Manual" 

means the online manual which sets out detailed technical and 
operational aspects, processes and procedures (including 
network diagrams, escalation levels and working instructions) 
relating to the support and operation of the Services including 
the processes and procedures for Service Requests. This 
manual must not set out any technical or operational aspects, 
processes or procedures which are already set out in this 
Agreement; 

"CAM" means customer account manager, a Siebel based application 
in use by the Customer Authority; 

"CAM-Lite" means the Customer Authority’s strategic version of CAM, 
used in a number of business groups; 

"Campaigns" means the dynamic logic and rules applied to Calling Lists to 
achieve the required business functionality of the Outbound 
Service contact; 

"Capacity 
Management" 

means the obligations set out in section 10.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Capital Costs" means those costs which would be treated as capital costs 
according to generally accepted accounting principles within 
the UK which shall include the cost to be charged in respect of 
Assets by the Contractor to the Customer Authority or (to the 
extent that risk and title in any Asset is not held by the 
Contractor) any cost actually incurred by the Contractor in 
respect of those Assets;  

"Carers 
Allowance" 

an operating function of the Customer Authority; 
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"Case Summary" means a concise summary of a Party's case in a Dispute 
subjected to mediation and "Case Summaries" shall be 
construed accordingly; 

"Catalogue" means the Contractor’s Call-Off Service Catalogue of products 
and Services; 

"Catalogue Item" means a product or Service described within the Contractor’s 
Call-Off Service Catalogue; 

"Catalogue Item 
Charges" 

has the meaning given to it in Part A, Paragraph 7.2 in 
Schedule 5.1 (Charges and Invoicing); 

"CBT" means Computer Based Training; learning based on executing 
special training programs on a computer; 

"CEDR" means the Centre for Effective Dispute Resolution of 
International Dispute Resolution Centre, 70 Fleet Street, 
London, EC4Y 1EU; 

"Central Activity 
Monitor 

has the meaning given to it in Section 1.5 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Central Agent 
Skill Definition" 

has the meaning given to it in Section 1.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Central 
Configuration 
and Control" 

has the meaning given to it in Section 1.9 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Central 
Messaging 
Announcement" 

has the meaning given to it in Section 1.4 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Central 
Routing" 

means the logic applied to the delivery of media contacts to 
meet business centric outcomes with regards to rules based 
queuing, announcement, and delivery treatments. Such logic 
being applied in accordance with individual media stream types 
and characteristics; 

"Central Routing 
and Queuing" 

has the meaning defined within Schedule 2.1, Section 5, 
Paragraph 1.2; 

"Central 
Services" 

means as defined in Schedule 2.1, paragraph 1.1.1.1; 

"Central Soft 
Textphone" 

has the meaning given to it in Section 1.8 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Central Voice 
Media" 

has the meaning defined within Paragraph 1.7, Table 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Central Voice 
Recording 

means the provision by the Contractor of the Services 
described in Section 1.6 of Paragraph 5 (Responsibility Matrix) 
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Capture and 
Archive Storage" 

in Schedule 2.1 (Services Description); 

"Certificate 
Management" 

means the processes and procedures appertaining to the issue 
and control of digital certificates used for security purposes; 

"CESG" means the information assurance arm of the Government 
Communications Headquarters, Communications-Electronics 
Security Group, which is responsible for establishing security 
requirements for communications infrastructure and advising 
on matters relating to compliance and accreditation to the 
necessary standards; 

"Change" means any change to this Agreement and any change in the 
way in which the Contractor provides the Services, including 
any upgrades to the Software or Assets which the Contractor 
uses to provide the Services; 

"Change 
Communication" 

means any Change Request, Impact Assessment, Contract 
Change Notice or other communication sent or required to be 
sent pursuant to Schedule 6.2 (Change Control Procedure); 

"Change Control 
Procedure" 

means the procedure for dealing with Changes set out in 
Schedule 6.2 (Change Control Procedure); 

"Change in Law"  means any change in Law which impacts on the performance 
of the Services which comes into force after the Effective Date; 

"Change 
Lifecycle" 

means the Controlled Document entitled "DWP Business 
Change Lifecycle" as listed in table 1 of Schedule 6.10 
(Customer Authority Standards and Policies); 

"Change 
Management" 

means the management Service provided by the SIAM Service 
Tower Provider to manage Changes including the process of 
identifying, recording, classifying, tracking and progressing 
Changes; 

"Change 
Management 
Policies and 
Procedures" 

means the operation of the Change Management processes as 
described in the SIAM Policies and Procedures, referenced in 
Table 4 of Paragraph 2.4 of Schedule 6.10 (Customer Authority 
Standards); 

"Change of 
Control" 

means a change in Control of the Contractor or a Sub-
contractor; 

"Change of 
Ownership" 

means the acquisition whether by purchase, transfer, 
renunciation or otherwise by a third party purchaser of any 
interest in shares in the capital of a Relevant Entity if, upon 
completion of that acquisition, the third party purchaser, 
together with the persons acting in concert or connected with 
him, would hold more than fifty percent (50%) of the voting 
rights attached to the issued shares in the capital of the 
Relevant Entity. For the purposes of this definition, the 
expressions "acting in concert" and "connected with" shall have 
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those respective meanings ascribed to them as set out in the 
City Code on Takeovers and Mergers as updated from time to 
time or, if removed, the Customer Authority's specification of its 
replacement; 

"Change 
Records" 

means records of changes and additions to the system by the 
Contractor; 

"Change 
Request" 

means a written request for a Contract Change which shall be 
substantially in the form of Appendix 1 to Schedule 6.2 
(Change Control Procedure); 

"Charges" means the charges for the provision of the Services, as 
determined in accordance therewith and Part A of Schedule 
5.1 (Charges and Invoicing), including any Milestone Payments 
and Service Charges; 

"Citrix XenApp" means an application delivery solution that allows apps to be 
virtualized, centralized, and managed from the datacentre; 

"Civil Service 
Rules" 

means those civil Service rules relating to the claiming of 
expenses, including, but not limited to, part 3 of the 'DWP 
Expenses Guide' (entitled 'UK Subsistence'); 

"Class of Service 
Restrictions" 

means restrictions on what types of outbound calls can be 
made and inbound calls can be received from a telephone 
device or telephone number; 

"Claim" has the meaning given to it in paragraph 8 of Schedule 7.1 
(Staff Transfer); 

"CLI" has the meaning whereby CLI stands for "calling Line Identity" 
and is also called caller line identification (CLID), calling 
number delivery (CND), or calling line identification 
presentation (CLIP) and it is the facility which allows customers 
to see who is calling them before they answer the phone; 

"Closed" means the restoration of Normal Service following the 
occurrence of an ITSCM Event or an ITSCM Test Event (as 
appropriate);  

"CMDB" or 
"Configuration 
Management 
Database"  

means the configuration management database that contains 
all relevant details of each Configuration Item and details of the 
important relationships between Configuration Items; 

"CMG" means Child Maintenance Group and an operating function of 
the Customer Authority; 

"CMG CAM" means the version of CAM used by Child Maintenance Group; 

"Co-browsing 
Integration 

has the meaning given to it in Section 7.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  14 

Service" 

"Co-browsing 
Service" 

has the meaning given to it in Section 6.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Code" or 
"Codes" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Code of 
Connection" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Code of 
Practice" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Collaborative 
Behaviours" 

means the set of behaviours which the Contractor is expected 
to meet in respect of this Agreement, as further described in 
Paragraph 3.7 of Schedule 2.5 (Supplier Performance 
Management); 

"Collaborative 
Partners" 

means an entity providing Services to, or for the benefit of, the 
Customer Authority or (where the context permits) any other 
Contracting Authority, where such entity has entered into terms 
with the Customer Authority or (where the context permits) any 
other Contracting Authority that are substantially similar to 
those set out in Schedule 2.5 (Supplier Performance 
Management); 

"Commencement 
Date" 

means the date on which the Milestone for ATP in relation to 
Take-On (as defined in the Take-On Plan) is Achieved;  

"Commercial 
Board" 

means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Commercial 
Review 
Meetings" 

means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Commercially 
Sensitive 
Information" 

means the information listed in Paragraph 11 of the Call-Off 
Form comprising the information of a commercially sensitive 
nature relating to the Contractor, its IPR or its business or 
which the Contractor has indicated in writing to the Customer 
Authority that, if disclosed by the Customer Authority, would 
cause the Contractor significant commercial disadvantage or 
material financial loss; 

"Communication
s and 
Stakeholder 
Plan" 

means as defined in Paragraph 1.3 of Schedule 4.5 (Take-On 
and Transition Description); 

"Communication
s Room" 

means the room assigned within the Customer Authority 
premises for the installation of communications hardware and 
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distribution racks; 

"Comparable 
Services" 

means the Services that are identical or materially similar to 
the Benchmarked Services (including in terms of scope, 
specification, volume and quality of performance) provided that 
if no identical or materially similar Services exist in the market, 
the Benchmarker shall propose an approach for developing a 
comparable Service benchmark; 

"Comparable 
Supply" 

means the supply of Services to another customer of the 
Contractor that are the same or similar to the Services; 

"Comparison 
Group(s)" 

means a sample group or groups of organisations providing 
Comparable Services identified by the Benchmarker under 
Paragraph 5 of Schedule 5.3 (Value For Money Provisions) 
which consist(s) of organisations which are either of similar 
size to the Contractor or which are similarly structured in terms 
of their business and their Service offering so as to be (in the 
Benchmarker's professional opinion) fair comparators with the 
Contractor or which, in the professional opinion of the 
Benchmarker, are best practice organisations; 

"Concurrent 
User(s)" or 
"Concurrent 
Voice Agent(s)" 
or “Concurrent 
Outbound 
Agent(s)” or 
“Concurrent Web 
Chat Agent(s)”  
or “Concurrent 
Workforce 
Management 
Agent(s)” 

means the average number of Users logged-in to the relevant 
Contact Centre service in any 60 minute period on any day in 
an SMP; 

"Confidential 
Collaborative 
Information" 

has the meaning given to it in Paragraph 9.1 within Schedule 
2.5 (Supplier Performance Management); 

"Confidential 
Information" 

means the Customer Authority's Confidential Information 
and/or the Contractor's Confidential Information; 

"Configuration 
Item" or "CI" 

means:  

(a) a component of the Services that has an associated 
physical and/or logical configuration; or 

(b) any component of the IT infrastructure, or Services or SIAM 
Policies and Procedures, any change to which, would be 
subject to the Change Management Policies and Procedures; 

"Configuration means the process of planning for, identifying, controlling, 
maintaining and verifying the Configuration Items within a 
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Management" Service, recording and reporting their status; 

"Configuration 
Management 
Database" 

means the configuration management database that contains 
all relevant details of each Configuration Item and details of the 
important relationships between Configuration Items; 

"Connected PSN 
Telephony 
Contractor" 

means: 

(a) an Other PSN Telephony Contractor which has entered into 
an PSN Services Call-Off Contract with the Customer 
Authority; or  

(b) where relevant, a Wider PSN Contractor which has entered 
into a contract with the Customer Authority, 

and which are involved in providing the Overall Services or are 
affected by their provision; 

"Connectivity 
Services" 

means those Services provided to the Contact Centre Service 
by the network connectivity provider; 

"Consult" has the meaning given in Paragraph 12 of Schedule 6.2 
(Change Control procedure); 

"Consultancy 
Services 
Request" 

means a request made by an authorised representative of the 
Customer Authority in accordance with the procedure set out in 
Paragraph 5 of Schedule 6.11 (Service Requests, Projects and 
Delivery Support) for the Contractor to provide Delivery 
Support Services to the Customer Authority; 

"Consumed" means: 

in respect of a Resource Unit, the consumption of that 
Resource Unit by the Customer Authority in the course of 
receiving the relevant Operational Service in accordance with 
the "Method of Calculation" column in the tables in Appendix 2 
of Schedule 5.1 (Charges and Invoicing); 

in respect of Manday Resource, the deployment of that 
Manday Resource by the Contractor in the course of providing 
the relevant Services to the Customer Authority, 

in respect of Catalogue Items, upon the delivery or delivery and 
installation (as applicable) of the relevant Catalogue Item; 

and "Consumption" shall be construed accordingly; 

"Contact Centre" means a Customer Authority site where facilities are used to 
manage all client contact through a variety of mediums such as 
telephone, fax, letter or e-mail; 

"Contact Centre 
Service" or 
"Contact Centre 

means the required combination of Services detailed in 
paragraph 5 (Responsibility Matrix) in Schedule 2.1 (Services 
Description) utilised in the delivery of a variety of mediums 
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Services" such as telephone, fax, letter or e-mail to the Customer 
Authority; 

"Contact Centre 
Service 
Transition 
Milestone" 

means the Milestones of that name set out in the Outline 
Transition Plan in Schedule 4.4 (Outline Transition Plan); 

"Contact Centre 
Service 
Transition 
Milestone Date" 

means the Milestone Dates by which the Contact Centre 
Service Transition Milestones must be achieved; 

"Contact Centre 
Services 
Category Lead" 

means the person appointed to that position by the Customer 
Authority from time to time and notified in writing to the 
Contractor or, if no person is notified, the Customer Authority 
Representative; 

"Contact Centre 
Services 
Platform" 

means the underlying collective infrastructure comprising 
Hardware and Software deployed centrally and any Software 
specifically deployed to Customer Authority staff to interact with 
that infrastructure when consuming the Contact Centre 
Services; 

"Contact Centre 
Tower Lead" 

has the meaning given to it in Paragraph 6 of Schedule 6.1 
(Governance); 

"Contact Centre 
Users" 

means those clients that access the Customer Authority’s 
Contact Centres; 

"Contact History" has the meaning given to it in Section 6.1.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Continual 
Service 
Improvement" 

means the Service provided by the SIAM Service Tower 
Provider to initiate, manage and deliver Service improvement 
activity; 

"Contract 
Change" 

means any Change to this Contract but not including a change 
to a Controlled Document, as defined in Schedule 6.2 (Change 
Control Procedure); 

"Contract 
Change Notice" 
or "CCN" 

means the form used by the Parties to set out the agreed 
Contract Change and which shall be substantially in the form of 
Appendix 1 to Schedule 6.2 (Change Control Procedure); 

"Contract Year" means a period of twelve (12) months (or shorter period in the 
period immediately prior to the end of the Term) commencing 
on the Effective Date or on an anniversary of the Effective 
Date; 

"Contracting 
Authority"  

means any contracting authority as defined in the Regulations 
which for the purpose of the Agreement will be other than the 
Customer Authority; 
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"Contractor" means the contractor specified in the preamble to the Call-Off 
Form; 

"Contractor 
Accessibility 
Team" 

means the team within the Contractor organisation that is 
responsible for delivering the Enhanced Accessibility Support 
Service; 

"Contractor 
Asset(s)" 

means all assets and rights used by the Contractor to provide 
the Services in accordance with this Agreement including Third 
Party Materials, Exclusive Assets and Non-Exclusive Assets 
but excluding the Customer Authority Assets; 

"Contractor 
Board" 

means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Contractor 
Equipment" 

means the hardware, computer and telecoms devices and 
equipment supplied by the Contractor or its Sub-contractors 
(but not hired, leased or loaned from the Customer Authority) 
for the provision of the Services as amended from time to time 
through the Change Control Procedure; 

"Contractor 
Finance 
Manager/Director
" 

means the person appointed to that position by the Contractor 
from time to time and notified in writing to the Customer 
Authority or, if no person is notified, the Contractor 
Representative; 

"Contractor 
Group" 

means the Contractor, any holding company of the Contractor 
(including the Guarantor), and any subsidiary of such holding 
company; 

"Contractor 
Migration 
Incident Team" 

the Contractor resources responsible for managing and 
resolving all Incidents which are raised by Users undergoing 
Transition; 

"Contractor 
Personnel" 

means all employees, agents, consultants and contractors of 
the Contractor and/or of any Sub-contractor; 

"Contractor 
Profit" 

means, in relation to a period or a Milestone (as the context 
requires), the difference between the total Charges (in nominal 
cash flow terms but excluding any Service Credits) and total 
Costs (in nominal cash flow terms) for the relevant period or in 
relation to the relevant Milestone; 

"Contractor 
Profit Margin"  

means, in relation to a period or a Milestone (as the context 
requires), the Contractor Profit for the relevant period or in 
relation to the relevant Milestone divided by the total Charges 
over the same period or in relation to the relevant Milestone 
and expressed as a percentage; 

"Contractor 
Representative" 

means the representative appointed by the Contractor 
pursuant to Clause 20.1; 

"Contractor Contractor Staff who manage the operations of the Services 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  19 

Service Delivery 
Team" 

defined under Schedule 2.1 (Services Description) for each 
user; 

"Contractor 
Service 
Descriptions" 

means that part of the Contractor solution set out in 
Schedule 2.4 (Contractor Service Description); 

"Contractor 
Software" 

means software that is proprietary to the Contractor and any 
Affiliate; 

"Contractor 
Solution" 

means that part of the Contractor's solution (if any) taken from 
Part B of Schedule 2 (Service Requirements and Contractor 
Service Descriptions) of the Framework Agreement; 

"Contractor 
System" 

means the ICT system used by the Contractor in performing 
the Services including the Software, the Contractor Equipment 
and related cabling (but excluding the Customer Authority 
System); 

"Contractor’s 
Call-Off Service 
Catalogue" or 
"Catalogue" 

means the catalogue setting out the Services and associated 
prices as may be updated by the Parties in accordance with 
Clause 24.2;  

"Contractor’s 
Final Staff List" 

means the relevant list of all Contractor Personnel engaged in 
or wholly or mainly assigned to, the provision of the Services or 
any relevant part of the Services which is ceasing to be 
provided by the Contractor at Termination Transfer Date; 

"Contractor’s 
Proposals" 

has the meaning given to it in Paragraph 6.5.3 of Part B of 
Schedule 6.5 (IT Service Continuity and Disaster Recovery 
Provisions); 

"Contractor’s 
Service Desk" 

means the single point of contact set up and operated by the 
Contractor to log, monitor and escalate Incidents; 

"Contractor's 
Change 
Manager" 

means the person appointed to that position by the Contractor 
from time to time and notified in writing to the Customer 
Authority or, if no person is notified, the Contractor 
Representative; 

"Contractor's 
Confidential 
Information" 

means any information, which has been designated as 
confidential by the Contractor in writing or that ought 
reasonably to be considered as confidential, however it is 
conveyed, including information that relates to the business, 
affairs, developments, trade secrets, know-how, personnel and 
suppliers of the Contractor, including IPRs and System 
Documentation which is proprietary to the Contractor and its 
Sub-contractors, together with all information derived from the 
above, and any other information clearly designated as being 
confidential (whether or not it is marked as "confidential") or 
which ought reasonably to be considered to be confidential; 

"Contractor's means a list prepared and updated by the Contractor of all 
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Provisional Staff 
List"  

Contractor Personnel who are engaged in or wholly or mainly 
assigned to, the provision of the Services (or any relevant part 
of the Services which it is envisaged will no longer be provided 
means by the Contractor) as at the date of such list; 

"Contractor's 
Response to the 
ITT" 

means all documents submitted by the Contractor, prior to the 
Effective Date, in response to the ITT; 

"Control" means that a person possesses, directly or indirectly, the 
power to direct or cause the direction of the management and 
policies of the other person (whether through the ownership of 
voting shares, by contract or otherwise) and "Controls" and 
"Controlled" shall be interpreted accordingly; 

"Controlled 
Document 
Change Control 
Procedure" 

has the meaning given to it in Schedule 6.2 (Change Control 
Procedure); 

"Controlled 
Documents" 

means those documents referred to and governed by the 
procedure set out in Paragraph 1.2 of Schedule 6.10 
(Customer Authority Standards and Policies) and any other 
document referred to in this Call-Off Contract as a "Controlled 
Document"; 

"Conviction" means other than for minor road traffic offences, any previous 
or pending prosecutions, convictions, cautions and binding-
over orders (including any spent convictions as contemplated 
by section 1(1) of the Rehabilitation of Offenders Act 1974 by 
virtue of the exemptions specified in Part II of Schedule 1 of the 
Rehabilitation of Offenders Act 1974 (Exemptions) Order 1975 
(SI 1975/1023) or any replacement or amendment to that 
Order, or being placed on a list kept pursuant to the 
Safeguarding Vulnerable Groups Act 2006; 

"Correction Plan" means the Contractor's plan for the remediation of any: 

(a) Test Issues, failure to Achieve a Milestone or the resolution 
of any non-conformities in any Deliverable to be agreed in 
accordance with Clause 5 (Implementation Delays - General 
Provisions); or 

(b) Service Failure in accordance with Clause 10 (Service 
Levels, Performance Monitoring and Warning Notices); 

"Costs" means the costs to be incurred by the Contractor in providing 
the Services including the Base Cost and the Overhead; 

"CPP" means "Contract Performance Point", the Milestone Date after 
the ATP Milestone Date on which the Contractor has 
demonstrated to the Customer Authority that the Contractor 
Solution or any relevant Service is working satisfactorily in its 
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operating environment; 

"Critical Service 
Failure" 

means for the Contractor System and/or a Service any of the 
following events: 

(a) the performance of such by the Contractor falling to, or 
below, the Service Failure Threshold in any Service 
Measurement Period; and/or 

(b) the Contractor accruing a Repeat Failure count of two (2) or 
more; 

"Cross Channel 
integration 
Service" 

has the meaning given to it in Section 6.1 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Crown Body" means any department, office or agency of the Crown; 

"Crown 
Representative" 

means an individual appointed to such role by the Cabinet 
Office in respect of a specific supplier's provision of Services to 
HM Government; 

"CTI" means Computer Telephony Integration, the enablement of 
external applications and systems to know about and control 
telephony functions; 

"Customer"  means the Framework Authority and any other contracting 
bodies described in the PSN Services OJEU and listed in 
Regulation 3 of the Regulations, including Direct Customers 
and Indirect Customers (but excluding the Customer Authority); 

"Customer 
Authority" 

means the Contracting Authority specified in the preamble to 
the Call-Off Form; 

"Customer 
Authority 
Assets" 

means the Customer Authority Data, the specially written 
materials, including the Specially Written Software and the 
Specified Software, the Customer Authority infrastructure 
(including ICT) and any other data materials, System 
Documentation, information, programs, codes, software, 
assets, equipment or other property owned by or licensed to 
the Customer Authority and which is or may be used by the 
Contractor in connection with the provision or receipt of the 
Services; 

"Customer 
Authority 
Business Group" 

means one of the Customer Authority's major organisational 
divisions; 

"Customer 
Authority Cause" 

means any breach by the Customer Authority of any of the 
Customer Authority Responsibilities (unless caused or 
contributed to by the Contractor and/or any Sub-contractor, 
whether under this Agreement or directly or as sub-contractor 
under any other PSN Services Call-Off Contract, or as the 
result of any act or omission by the Customer Authority to 
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which the Contractor has given its prior consent). Customer 
Authority Cause shall not include any exercise by the 
Customer Authority of its rights under this Agreement or the 
consequences of such action; 

"Customer 
Authority 
Confidential 
Information" 

means all Customer Authority Data and any information, 
however it is conveyed, that relates to the business, affairs, 
developments, trade secrets, know-how, personnel, and 
suppliers of the Customer Authority, including all IPRs, 
together with all information derived from any of the above, and 
any other information clearly designated as being confidential 
(whether or not it is marked "confidential") or which ought 
reasonably be considered to be confidential; 

"Customer 
Authority Data" 

means (a) the data, text, drawings, diagrams, images or 
sounds (together with any database made up of any of these) 
which are embodied in any electronic, magnetic, optical or 
tangible media, and which are (i) supplied to the Contractor by 
or on behalf of the Customer Authority; or (ii) which the 
Contractor is required to generate, process or store pursuant to 
this Agreement; or 

(b) any Customer Authority Personal Data for which the 
Customer Authority is the Data Controller; 

"Customer 
Authority 
Desktop Service" 

means the set of Services delivered by the Desktop Service 
Tower Provider; 

"Customer 
Authority 
Equipment" 

means the hardware, computer and telecoms devices and 
equipment supplied by or on behalf of the Customer Authority 
for the provision of the Services; 

"Customer 
Authority 
Finance 
Manager" 

means the person appointed to that position by the Customer 
Authority from time to time and notified in writing to the 
Contractor or, if no person is notified, the Customer Authority 
Representative; 

"Customer 
Authority IT 
Estate" 

means all Customer Authority sites relating to this Agreement;  

"Customer 
Authority 
Network Tower 
Lead" 

means the person appointed by the Customer Authority for the 
purpose of managing the delivery of the Contact Centre 
Services; 

"Customer 
Authority 
Operator" 

means the switchboard contact representing the customer 
facing Service for telephone calls to the Customer Authority 
Premises; 

"Customer 
Authority 

has the meaning given to it in Clause 32.1; 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  23 

Personal Data" 

"Customer 
Authority 
Premises" 

means the premises owned, controlled or occupied by the 
Customer Authority or its Affiliates which are made available 
for use by the Contractor or its Sub-contractors for provision of 
the Services (or any of them) on the terms set out in this 
Agreement or any separate agreement or licence including the 
Customer Authority Sites; 

"Customer 
Authority PSN 
Community" 

means a closed user group specified by the Customer 
Authority that is provided with a segregated WAN network that 
provided interconnectivity to the group; 

"Customer 
Authority PSN 
Community 
Service" 

means a segregated WAN network Service providing 
interconnectivity to a closed user group of LAN environments 
specified by the Customer Authority; 

"Customer Authority 
Representative" 

means the representative appointed by the Customer Authority 
means pursuant to Clause 20.1; 

"Customer 
Authority 
Requirements" 

means the requirements of the Services which are chosen from 
Part A of Schedule 2 (Service Requirements and Contractor 
Service Descriptions) of the Framework Agreement; 

"Customer 
Authority 
Responsibilities" 

means the responsibilities of the Customer Authority specified 
in Schedule 3 (Customer Authority Responsibilities). Any 
obligations of the Customer Authority specified elsewhere in 
this Agreement shall not be Customer Authority 
Responsibilities unless they are specifically highlighted as 
"Customer Authority Responsibilities"; 

"Customer 
Authority Sites"  

means those Customer Authority Premises or Indirect 
Customer premises to which a Contractor System and/or a 
Service is provided; 

"Customer 
Authority 
Specific Change 
in Standards" 

means a change in any of the Standards which are specified 
as "Customer Authority Specific Policies" in Schedule 6.10 
(Customer Authority Standards and Policies), where the 
change is specific to the Customer Authority and does not 
reflect developments within the wider public sector or general 
changes which affect or relate to a Comparable Supply; 

"Customer 
Authority 
System" 

means the Customer Authority's computing environment 
(consisting of hardware, software and/or telecommunications 
networks or equipment) used by the Customer Authority or the 
Contractor in connection with this Agreement which is owned 
by or licensed to the Customer Authority by a third party and 
which interfaces with the Contractor System or which is 
necessary for the Customer Authority to receive the Services; 
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"Customer 
Authority Third 
Party" 

means a third party supplier to the Customer Authority, 
including Other PSN Services Contractors and Wider PSN 
Contractors and "Customer Authority Third Parties" shall be 
construed accordingly; 

"Customer 
Authority's 
Change 
Manager" 

means the person appointed to that position by the Customer 
Authority from time to time and notified in writing to the 
Contractor or, if no person is notified, the Customer Authority 
Representative; 

"Customer 
Environments" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Customer 
Feedback Survey 
Integration 
Service" 

has the meaning given to it in Section 7.10 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Customer 
Feedback Survey 
Service" 

has the meaning given to it in Section 1.17 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Customer 
Interaction 
Service" 

has the meaning defined within Paragraph 2, Table 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Customer 
Portal" 

see "Customer Portal Service"; 

"Customer Portal 
Service" 

means the customer web portal provided by the Contractor to 
the Customer Authority, accessible by those Customer 
Authority personnel authorised by the Customer Authority, 
which includes the functionality set out in section 16 of 
paragraph 5 (Responsibilities Matrix) of Schedule 2.1 (Services 
Description); 

"Customer Portal 
Service 
Transition" 

means the Milestone set out in the 'Part A: General Transition 
Deliverables' of the Outline Transition Plan in Schedule 4.4 
(Outline Transition Plan); 

"Cutover" the technical configuration steps taken to prepare Users for 
migration from Outgoing Service Provider Services to the 
Contactor’s Services; 

"CVV" means the Card verification Value (CVV), a combination of 
features used in credit, debit and automated teller machine 
(ATM) cards for the purpose of establishing the owner's identity 
and minimizing the risk of fraud. The CVV is also known as the 
card verification code (CVC) or card security code (CSC); 

"Data Backup 
Strategy" 

has the meaning given to it in Paragraph 2.3 of Part A of 
Schedule 6.5 (IT Service Continuity and Disaster Recovery 
Provisions); 
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"Data Controller" has the meaning given to it in the Data Protection Act 1998; 

"Data 
Management" 

means the development, execution and supervision of plans, 
policies, programs and practices that control, protect, deliver 
and enhance the value of data and information assets; 

"Data Processor" has the meaning given to it in the Data Protection Act 1998; 

"Data Protection 
Legislation" 

means the Data Protection Act 1998, the EU Data Protection 
Directive 95/46/EC, the Regulation of Investigatory Powers Act 
2000, the Telecommunications (Lawful Business Practice) 
(Interception of Communications) Regulations 2000 (SI 
2000/2699), the Electronic Communications Data Protection 
Directive 2002/58/EC, the Privacy and Electronic 
Communications (EC Directive) Regulations 2003 and all 
applicable laws and regulations relating to processing of 
personal data and privacy, including where applicable any 
guidance and/or codes of practice issued by the Information 
Commissioner or relevant Government department in relation 
to such legislation; 

"Data Recovery 
Plan" 

means a documented process of set of procedures to recover 
and protect a business IT infrastructure in the event of a 
Disaster; 

"Data Subject" has the meaning given to it in the Data Protection Act 1998; 

"Data Warehouse 
Export Service" 

has the meaning given to it in Section 6.18 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Date Compliant" means that no previous or future date change has had or will 
have any adverse impact on the performance or functionality of 
the Contractor System and/or Assets; 

"DDI" means Direct Dialling Inward, i.e. individual extensions to be 
reached directly via their own standard outside numbers;  

"Debt 
Management" 

an operating function of the Customer Authority; 

 

"DECT" means Digitally Enhanced Cordless Telephone; 

"Deed of 
Understanding" 
or "DoU" 

means the agreements of the same title between a candidate 
GCNSP or a GCN Service Provider and the Cabinet Office in 
relation to the provision of GCN Services; 

"Deemed 
Obligation" 

means the obligation to be performed by the Contractor 
included in the Responsibility Matrix to provide such products, 
Services, information, guidance and support to the Customer 
Authority; 

"Default" means any breach of the obligations of the relevant Party 
(including fundamental or repudiatory breach or breach of a 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  26 

fundamental term) or any other default, act, omission, 
negligence or statement of the relevant Party, its employees, 
servants, agents or Sub-contractors in connection with or in 
relation to the subject matter of this Agreement and in respect 
of which such Party is liable to the other; 

"Delay" means the period of time by which the implementation of the 
Services by reference to the Implementation Plan is delayed 
arising from a failure to Achieve a Milestone and/or Test and 
any other delay in performing any of the Contractor’s 
obligations under this Agreement; and "Delayed" shall be 
construed accordingly; 

"Delay 
Payments" 

means the amounts payable by the Contractor to the Customer 
Authority in respect of a Delay as specified in paragraph 11 of 
Schedule 5.1 (Charges and Invoicing); 

"Deliverable" means an item, feature or Service associated with the 
provision of the Services or a change in the provision of the 
Services which is required to be delivered by the Contractor at 
a Milestone Date or at any other stage during the performance 
of this Agreement; 

"Delivery 
Support" 

see "Delivery Support Services"; 

"Delivery 
Support 
Services" 

means the provision by the Contractor of the Services 
described in section 5.3 of Paragraph 5 (Responsibility Matrix) 
in Schedule 2.1 (Services Description);  

"Delivery 
Support 
Specialist" 

means an individual employee, agent or Sub-Contractor of the 
Contractor with specialist skill-sets of any type set out in 
Appendix 3 of Schedule 5.1 (Charges and Invoicing); 

"Demand 
Management 
Policies and 
Procedures" 

means those policies and procedures as referenced in 
Paragraph 6.1 of Schedule 6.10 (Customer Authority 
Standards and Policies; 

"Design" has the meaning given to it in Section 2.2 of the Responsibility 
Matrix in Schedule 4.5 (Take-On and Transition Description); 

"Designated 
IPRs" 

has the meaning given to it in Clause 30.9; 

"Desktop" means the workstation used by the Customer Authority’s staff; 

"Desktop Service 
Tower Provider" 

means the third party supplier selected by the Customer 
Authority to provide Services to desktop users, as identified by 
the Customer Authority to the Contractor from time to time; 

"Detailed 
Implementation 

means the Detailed Take-On Plan, the Detailed Transition Plan 
and / or any Detailed Project Plan as the context permits; 
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Plan" 

"Detailed Project 
Plan"  

means (in relation to a Project) the detailed version of the 
Outline Project Plan developed in accordance with Paragraph 
4 of Schedule 4.1 (Implementation Plan); 

"Detailed Take-
On Plan" 

means the detailed version of the Outline Take-On Plan 
developed in accordance with Paragraph 4 of Schedule 4.1 
(Implementation Plan); 

"Detailed 
Transition Plan" 

means the detailed version of the Outline Transition Plan 
developed in accordance with the Paragraph 4 of Schedule 4.1 
(Implementation Plan); 

"Dialling Mode; has the meaning given to it in Section 1.14.2 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Direct Connect 
Public Telephony 
Access Services" 

means a connection between the Customer Authority’s 
telephone Service or Contractor’s telephone Service and 
Public Services Telephone Network including all physical 
infrastructure, circuits and software as necessary to deliver 
such directly provisioned instances of the Service; 

"Direct 
Customer" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Direct Network 
Service" 

means a PSN Compliant network with direct connectivity to the 
GCN; 

"Direct Network 
Service 
Providers" or 
"DNSP" 

means PSN Service Providers that have fulfilled the terms of 
the Code of Interconnection, and which may as a result 
connect directly to the GCN; 

"Disaster" means the occurrence of one (1) or more events which, either 
separately or cumulatively, mean that the Services, or a 
material part of them, will be unavailable for period of three (3) 
hours or which is reasonably anticipated will mean that the 
Services or a material part will be unavailable for that period; 

"Disaster 
Recovery"  

means the process of restoration of the Services (or any part 
thereof) by the provision of the Disaster Recovery Services; 

"Disaster 
Recovery Plan"  

means that part of the ITSCDR Plan detailing the processes 
and procedures to be followed in order to recover from a 
Disaster; 

"Disaster 
Recovery 
Procedures"  

has the meaning given to it in Paragraph 4.17 of Schedule 6.5 
(IT Continuity and Disaster Recovery Provisions); 

"Disaster 
Recovery 

means the disaster recovery and/or Business Continuity 
Services (as the context may require) to be provided by the 
Contractor pursuant to Schedule 6.5 (IT Service Continuity and 
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Services"  Disaster Recovery Provisions); 

"Disaster 
Recovery 
System"  

means the system identified by the Contractor in the Contractor 
Solution which shall be used for the purpose of delivering the 
Disaster Recovery Service; 

"Disaster 
Recovery Test" 

means an agreed test of the Disaster Recovery Plan; 

"Disclosure and 
Barring Service" 

means the Disclosure and Barring Service as constituted 
pursuant to Chapter 3 of the Protection of Freedoms Act 2012; 

"Dispute" means any dispute, difference or question of interpretation 
arising out of or in connection with this Agreement, including 
any dispute, difference or question of interpretation relating to 
the Services, failure to agree in accordance with the Change 
Control Procedure or any matter where this Agreement directs 
the Parties to resolve an issue by reference to the Dispute 
Resolution Procedure; 

"Dispute 
Resolution 
Procedure" 

means the dispute resolution procedure set out in Schedule 6.3 
(Dispute Resolution Procedure); 

"Dispute 
Resolution 
Timetable" 

means the Standard Dispute Timetable or the Expedited 
means the Dispute Timetable; 

"Diversity and 
Equality Delivery 
Plan" 

has the meaning given in Paragraph 2.2 of Schedule 7.2 
(Diversity and Equality); 

"DLA (Child)" an operating function of the Customer Authority; 

"DLA (Working 
Age) / PIP" 

an operating function of the Customer Authority; 

"DNIS" means Dialed Number Identification Service, a telephone 
Service that identifies for the receiver of a call the number that 
the caller dialed; 
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"Documentation" 
or "Documents" 

means the descriptions of the Services and Service Level 
Targets, technical specifications, user manuals, operating 
manuals, process definitions and procedures, and all such 
other documentation as: 

(a) is required to be supplied by the Contractor to the Customer 
Authority under this Agreement; 

(b) is required by the Contractor in order to provide the 
Services; or 

(c) has been or shall be generated for the purpose of providing 
the Services; 

"Draft Special 
Service Request"  

means a request for Special Service Request Services issued 
in accordance with the Service Request Management Policies 
and Procedures (RTPi); 

"DTMF" means Dual Tone Multi-Frequency signalling for 
telecommunication signalling over analogue telephone lines 
between telephone handsets and other communications 
devices and the switching centre; 

"DWP Finance 
Group" 

an operating function of the Customer Authority; 

"DWP Off-
Shoring Policy" 

means the specific policy "DWP Information Security and 
Assurance – Off-Shoring Policy" referenced in paragraph 2.3 of 
Schedule 6.10 (Customer Authority Standards and Policies), as 
amended from time to time, which details controls and 
recommended practices for those responsible for awarding and 
managing contracts for the Customer Authority, and 
contractors or its sub-contractors who are considering hosting 
or accessing the Customer Authority's systems, Services or 
official information (also known as 'Customer Authority Data') 
outside of the UK; 

"Dynamic Host 
Configuration" or 
"DHCP" 

means a protocol for automating the assignment of the IP 
addresses to devices that use the TCP/IP protocol; 

"Effective Date" means the date on which this Agreement is signed by both 
Parties; 

"Eligible 
Employee" 

means any Fair Deal Employee who at the relevant time is an 
eligible employee as defined in the Admission Agreement; 

"Email 
Integration 
Service" 

has the meaning given to it in Section 7.6 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Email Service" has the meaning given to it in Section 6.6 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

http://en.wikipedia.org/wiki/Signalling_(telecommunications)
http://en.wikipedia.org/wiki/Telephone
http://en.wikipedia.org/wiki/Automatic_telephone_exchange
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"Emergency Anti-
Virus Software 
Release" 

has the meaning given within Schedule 2.3 (Service Levels 
and Related Remedies); 

"Emergency 
Exit" 

means any termination of this Agreement which is a:  

(a) termination of the whole or part of this Agreement in 
accordance with Clause 45 (Termination Rights) except where 
the period of notice given under that Clause is greater than or 
equal to six (6) months; 

(b) termination of the provision of the Services for any reason 
prior to the expiry of any period of notice of termination served 
pursuant to Clause 45 (Termination Rights); or  

(c) wrongful termination or repudiation of this Agreement by 
either Party; 

"Emergency 
Release" 

has the meaning given within Schedule 2.3 (Service Levels 
and Related Remedies); 

"Emergency 
Service 
Operator" 

means a telephone operator with priority access to answer 
emergency 999/112 calls from internal extensions; 

"Emerging 
Services" 

has the meaning defined within Paragraph 6, Table 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Employee 
Liabilities" 

all claims, actions, proceedings, orders, demands, complaints, 
investigations (save for any claims for personal injury which are 
covered by insurance) and any award, compensation, 
damages, tribunal awards, fine, loss, order, penalty, 
disbursement, payment made by way of settlement and costs, 
expenses and legal costs reasonably incurred in connection 
with a claim or investigation related to employment including in 
relation to the following: 

(a) redundancy payments including contractual or 
enhanced redundancy costs, termination costs and notice 
payments;  

(b) unfair, wrongful or constructive dismissal compensation; 

(c) compensation for discrimination on grounds of sex, 
race, disability, age, religion or belief, gender reassignment, 
marriage or civil partnership, pregnancy and maternity or 
sexual orientation or claims for equal pay;  

(d) compensation for less favourable treatment of part time 
workers or fixed term employees; 

(e) outstanding employment debts and unlawful deduction 
of wages including any PAYE and national insurance 
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contributions; 

(f) employment claims whether in tort, contract or statute 
or otherwise; 

(g) any investigation relating to employment matters by the 
Equality and Human Rights Commission or other enforcement, 
regulatory or supervisory body and of implementing any 
requirements which may arise from such investigation; 

"Employment 
Regulations" 

means in the UK, the Transfer of Undertakings (Protection of 
Employment) Regulations 2006 (SI 2006/246) (or any 
regulations they replaced) as amended or replaced, and in 
other countries in Europe, the Acquired Rights Directive as 
implemented and enacted into the domestic laws of each 
country; 

"End User 
Representative" 

means the Customer Authority staff nominated to represent the 
different business areas of the Customer Authority in relation to 
the obligations of Schedule 2.5 (Supplier Performance 
Management); 

"Enhanced 
Accessibility 
Support Service" 

has the meaning given to it in Section 8.2 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Enterprise 
Architecture 
Board" 

means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Enterprise 
Architecture 
Meetings" 

means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Enterprise Test 
Strategy" 

means the document produced by the Customer Authority that 
provides guidelines to define each potential test phase within 
the development lifecycle together with entry and exit criteria 
for each test phase. The Enterprise Test Strategy defines the 
framework within which each Test Strategy is intended to be 
developed;  

"Environmental 
Information 
Regulations" 

means the Environmental Information Regulations 2004 
together with any guidance and/or codes of practice issued by 
the Information Commissioner or relevant Government 
Department in relation to such regulations; 

"Equality 
Analysis" 

means an equality review process, assessing equality as part 
of everyday decision making processes and the impacts of 
policies and processes on individuals in respect of disability, 
gender and racial equality, such review to be carried out in 
accordance with the Customer Authority's requirements as 
notified to the Contractor from time to time; 

"Equality means the Equality Act 2010 or other relevant or equivalent 
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Legislation" legislation; 

"Equipment" means the Customer Authority Equipment and the Contractor 
Equipment; 

"Equivalent 
Services Data" 

means the data derived from an analysis of the Comparable 
Services provided by the Comparison Group(s) as adjusted in 
accordance with Paragraph 5.8.1 of Schedule 5.3 (Value For 
Money Provisions); 

"Estates 
Provider" 

the provider(s) contracted to manage and maintain Customer 
Authority premises; 

"Estimated Wait 
Time" 

means a calculation estimating the time that an interaction is 
likely to wait in queue before being answered; 

"EU" means the European Union; 

"Euro Compliant" means that:  

(a) the introduction of the euro within any part of the UK shall 
not affect the performance or functionality of any relevant items 
nor cause such items to malfunction, end abruptly, provide 
invalid results or adversely affect the Customer Authority’s 
business; 

(b) all currency-reliant and currency-related functions (including 
all calculations concerning financial data) of any relevant items 
enable the introduction and operation of the euro; and 

(c) in particular each and every relevant item shall, to the 
extent it performs or relies upon currency-related functions 
(including all calculations concerning financial data): 

(i) be able to perform all such functions in any number of 
currencies and/or in euros; 

(ii) during any transition phase applicable to the UK, be able to 
deal with multiple currencies and in relation to the euro and the 
national currency of UK dual denominations; 

(iii) recognise accept, display and print all the euro currency 
symbols and alphanumeric codes which may be adopted by 
any government and other European Union body in relation to 
the euro; 

(iv) incorporate protocols for dealing with rounding and 
currency conversion; 

(v) recognise data irrespective of the currency in which it is 
expressed (which includes the euro) and express any output 
data in the national currency of the UK and/or the euro; and 

(vi) permit the input of data in euro and display an outcome in 
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euro where such data, supporting the Customer Authority’s 
normal business practices, operates in euro and/or the national 
currency of the UK; 

"European 
Economic Area" 

means the area defined in the Agreement on the European 
Economic Area signed at Oporto on 2nd May 1992 as adjusted 
by the protocol signed at Brussels on 17th March 1993; 

"Event 
Management 
Policies and 
Procedures" 

means those policies and procedures as referenced in 
Paragraph 6.1 of Schedule 6.10 (Customer Authority 
Standards and Policies; 

"Exceptional 
Audit" 

has the meaning given to it within Clause 23.13; 

"Exceptional 
Circumstance" 

has the meaning given to it within Clause 23.13; 

"Exclusive 
Assets" 

means those Assets which are used exclusively in the 
provision of the Services including Exclusive Equipment; 

"Exit" means the orderly transition of the Services from the 
Contractor to the Customer Authority and/or any Replacement 
Contractor on termination or expiry of this Agreement; 

"Exit and 
Transition 
Board" 

means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Exit 
Information" 

has the meaning given to it in Paragraph 3.4 of Schedule 6.4 
(Exit Management); 

"Exit 
Management" 

means the obligations and rights of the respective Parties 
pertaining to managing a smooth transition from the provision 
of the Services by the Contractor to the provision of 
Replacement Services by the Customer Authority or any 
Replacement Contractor, all as set out in Schedule 6.4 (Exit 
Management); 

"Exit Manager" means the person appointed by each Party pursuant to 
Paragraph 2.4 of Schedule 6.4 (Exit Management) for 
managing the Parties' respective obligations under Schedule 
6.4 (Exit Management); 

"Exit Plan" means the plan produced and updated by the Contractor 
during the Term in accordance with Paragraph 4 of Schedule 
6.4 (Exit Management); 

"Exit Team" means the team of people, consisting of personnel of the 
Contractor, the Customer Authority and, where relevant, the 
Replacement Contractor, who will manage the transition of the 
Services in accordance with the provisions in the Exit Plan; 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  34 

"Expedited 
Change" 

means any Contract Change which the Parties agree to 
expedite in accordance with Paragraph 8 of Schedule 6.2 
(Change Control Procedure); 

"Expedited 
Change Control 
Procedure" 

means the Change Control Procedure set out at Paragraph 8 
of Schedule 6.2 (Change Control Procedure); 

"Expedited 
Dispute 
Timetable" 

means the reduced timetable for the resolution of Disputes set 
out in Appendix 1 to Schedule 6.3 (Dispute Resolution 
Procedure) to be used in accordance with the provisions of 
Paragraph 2.7 of Schedule 6.3 (Dispute Resolution 
Procedure); 

"Expert" means the person appointed by the Parties in accordance with 
Paragraph 5.2 of Schedule 6.3 (Dispute Resolution 
Procedure); 

"Extension 
Period" 

means a period by which the Customer Authority may extend 
the Initial Term of this Agreement by up to two (2) one-year 
periods by serving no less than three (3) months’ written notice 
to the Contractor prior to the expiry of the Initial Term of this 
Agreement or first Extension Period as the case may be; 

"Fail Date" means the longstop date specified in the Implementation Plan 
for any Milestone, being the latest date before which a failure 
to Achieve the Milestone Date becomes a fundamental failure 
and breach; 

"Fair Deal 
Employees" 

means: 
a) those Transferring Customer Authority Employees who are 
on the relevant Transfer Date entitled to the protection of New 
Fair Deal and; 
b) any Transferring Outgoing Service Provider Employees who 
originally transferred pursuant to a Relevant Transfer under the 
Employment Regulations (or the predecessor legislation to the 
Employment Regulations), from employment with a public 
sector employer and who were once eligible to participate in 
the Schemes and who at the relevant Transfer Date become 
entitled to the protection of New Fair Deal; 

"Financed 
Assets" 

has the meaning given in Clause 51.2A of the Call-Off Terms; 

"Financed Assets 
Assignee" 

means BAL Global Finance (UK) Ltd, whose registered 
address is at 2 King Edward Street, London, EC1A 1HQ; 

"Financial Audit" has the meaning given to it in Clause 23.1.1; 

"Financial 
Management" 

means the Service provided by the SIAM Service Tower 
Provider to ensure that charges for IT Services are accurate 
and transparent; 

"Financial means the operation of the Financial Management process as 
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Management 
Policies and 
Procedures" 

described in the SIAM Policies and Procedures, referenced in 
Table 4 of Paragraph 2.4 of Schedule 6.10 (Customer Authority 
Standards); 

"Financial 
Model" 

means the Financial Model as described in Schedule 5.4 
(Financial Model) as at the Effective Date or where an Updated 
Financial Model exists, the most recent Updated Financial 
Model; 

"Financial Performance" has the meaning given in Paragraph 3.5 in Schedule 2.5 
(Supplier Performance Management); 

"Financial 
Transparency 
Objectives" 

has the meaning given to it in Paragraph 2 in Schedule 5.4 
(Financial Model); 

"Financing 
Agreement" 

means the agreement relating to the financing of the Financed 
Assets, entered into between the Contractor and the Financed 
Assets Assignee on or around the  Effective Date; 

"FOIA" means the Freedom of Information Act 2000 and any 
subordinate legislation made under this Act from time to time 
together with any guidance and/or codes of practice issued by 
the Information Commissioner or relevant Government 
Department in relation to such legislation; 

"Force Majeure 
Event" 

means any cause affecting the performance by a Party of its 
obligations arising from acts, events, omissions, happenings or 
non-happenings beyond its reasonable control, including acts 
of God, riots, war or armed conflict, acts of terrorism, acts of 
government, local government or Regulatory Bodies, fire, flood, 
storm or earthquake, or disaster but excluding (a) any industrial 
dispute relating to the Contractor or the Contractor Personnel 
and (b) any other failure by the Contractor, the Sub-contractors 
and its or their supply chain; 

"Framework 
Agreement" 

means the PSN Services Agreement for the provision of 
certain Services entered into by the Contractor and the 
Framework Authority on the date specified in the Call-Off Form; 

"Framework 
Authority" 

means the Crown Commercial Service; 

"Framework Board" means a governance board established under the Framework 
Agreement which involves representatives of the Framework 
Authority, every PSN Services Contractor and other 
representatives as the Framework Authority may determine 
from time to time; 

"Fraud" means any offence under Laws creating offences in respect of 
fraudulent acts or at common law in respect of fraudulent acts 
in relation to this Agreement or defrauding or attempting to 
defraud or conspiring to defraud the Customer Authority and/or 
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any Customer; 

"Fraud & Error" an operating function of the Customer Authority; 

"FTPS" means an extension to the commonly used File Transfer 
Protocol (FTP) that adds support for the Transport Layer 
Security (TLS) and the Secure Sockets Layer (SSL) 
cryptographic protocols; 

"Functional 
Designs" 

has the meaning defined within Schedule 4.5, Section 5, 
Paragraph 2.2.3; 

"Gated Review 
Process" 

means the processes and procedures used by the Customer 
Authority and/or the Government designed to help ensure the 
efficient operation and conduct of projects, improve financial 
controls and governance and/or ensure projects are making 
more efficient use of available resources; 

"GCN" has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"GCN Service 
Agreements" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"GCN Service 
Provider" or 
"GCNSP"  

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"GCN Services" has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"General Change 
in Law" 

means a Change in Law where the change is of a general 
legislative nature (including taxation or duties of any sort 
affecting the Contractor) or which affects or relates to a 
Comparable Supply; 

"General Change 
in Standards" 

means a change to any of the Standards, but excluding any 
Customer Authority Specific Change in Standards; 

"Good Industry 
Practice" 

means the exercise of that degree of skill, care, prudence, 
efficiency, foresight and timeliness as would be expected from 
a leading company within the relevant industry or business 
sector; 

"Good Value" means that: 

(a) the Charges attributable to a Benchmarked Service are, 
having taken into account the Service Level Targets, less than 
or equal to the Average Price or within the Upper Decile; and 

(b) any Service Level Targets attributable to Benchmarked 
Services are, having taken into account the Charges, equal to 
or greater than the median or mean average Service levels for 
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Comparable Services as adjusted using Equivalent Services 
Data; 

"Governance Structure" means the governance structure described in Schedule 6.1 
(Governance) through which the Parties shall manage the 
Agreement; 

"Governing Law 
and Jurisdiction" 

has the meaning in Clause 62 in the Terms and Conditions of 
this Contract; 

"Government 
Apprenticeship 
Programme" 

means training which is funded by the Government via the 
National Apprenticeship Service 
(http://apprenticeships.org.uk/), or any future replacement 
scheme; 

"Government 
Classification 
Scheme" 

means how HM Government classifies information assets to: 
ensure they are appropriately protected; support Public Sector 
business and the effective exploitation of information; and meet 
the requirements of relevant legislation and international / 
bilateral agreements and obligations; 

"Grade of 
Service" 

means the probability of a call in a circuit group being blocked 
or delayed for more than a specified interval, expressed as a 
vulgar fraction or decimal fraction. This is always with 
reference to the busy hour when the traffic intensity is the 
greatest;  

"Greening 
Government 
Commitment 
(GGC)" 

means the UK Government's environmental commitments set 
out at: 
http://sd.defra.gov.uk/gov/greengovernment/commitments/ as 
updated from time to time or, if removed, DWP's specification 
of its replacement; 

"Group" means the relevant entity (including any Relevant Entity), its 
Ultimate Holding Company and all subsidiaries of its Ultimate 
Holding Company, the definition of "subsidiary" being that set 
out in sections 1159 and 1160 of the Companies Act 2006; 

"Guarantee" means the deed of guarantee entered into by the Guarantor as 
required by the Customer Authority in accordance with the 
Framework Agreement or Clause 50 of this Agreement; 

"Guarantor" means the entity providing the Guarantee; 

"Hard Telephony 
Device" 

means a physically separate device providing the media 
delivery endpoint for IP voice media; 

"Hard Turret" means a physically separate device configured or optimised for 
the delivery of Contact Centre voice media; 

"Hardware" means any physical devices required to run Software; server 
and storage devices; specialist devices used for testing 
purposes; end user devices, including desktop PCs and thin 

http://apprenticeships.org.uk/
http://en.wikipedia.org/wiki/Probability
http://en.wikipedia.org/wiki/Telephone_call
http://en.wikipedia.org/wiki/Vulgar_fraction
http://en.wikipedia.org/wiki/Decimal_fraction
http://en.wikipedia.org/wiki/Busy_hour
http://en.wikipedia.org/wiki/Traffic
http://sd.defra.gov.uk/gov/greengovernment/commitments/
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clients; network devices; 

"Health and 
Safety Regime" 

means the Food Safety Act 1990 (and associated regulations), 
the Health & Safety at Work etc. Act 1974 (and associated 
regulations), the Fire Precautions Act 1971, the Environmental 
Protection Act 1998, the Water Industry Act 1991, the Water 
Resources Act 1991 and any similar or analogous health, 
safety or environmental legislation in force from time to time; 

"Health Checks" means a non-systematic method used by an independent 
evaluator to identify vulnerabilities in the IT components used 
in the delivery of the Services to the Customer Authority which 
could be exploited by a threat agent; 

"High Level 
Solution Design" 

means as defined under Paragraph 1.4 of Schedule 4.5 (Take-
On and Transition Description); 

"Highest Band" means the pricing band for Concurrent Users of an RU over 
and above the total number of Customer Authority owned 
licenses for that RU available for use by the Contractor; 

"Highest 
Instance" 

means the highest peak in the number of Concurrent Users in 
an SMP; 

"Historical MI 
Report" 

means any Standard Historical MI Report or Customer 
Authority Bespoke Historical MI Report; 

"HMG 
Collaborative 
Agenda" 

has the meaning described in Paragraph 7.1, of Schedule 2.5 
(Supplier Performance Management); 

"Holding 
Company" 

means a holding company as defined by sections 1159 and 
1160 of the Companies Act 2006; 

"Hot Desking" means the ability for Users and Indirect Users to operate at any 
desk at any Customer Authority location with full access to 
telephone and workstation facilities irrespective of location; 

"HR Complex 
Case Advisory 
Service" 

an operating function of the Customer Authority; 

"IA" or 
"Information 
Assurance" 

means the confidence that information systems will protect the 
information they handle and will function as they need to, when 
they need to, under the control of legitimate users; 

"ICONS" means Integrated Communications and Network Services; 

"ICONS 
Subcontractor" 

means any supplier who is a sub-contractor to the ICONS 
prime contractor;  

"ICT"  means Information and Communications Technology; 
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"ICT 
Environment" 

means the Customer Authority System and the Contractor 
System; 

"ID" means Information Data; 

"Impact 
Assessment" 

means an assessment of a Change Request substantially in 
the form of Appendix 2 of Schedule 6.2 (Change Control 
Procedure); 

"Impact Level" means Business Impact Levels are the UK Government’s 
standard method of assessing the impact of possible 
compromises to the Confidentiality, Integrity or Availability of 
information throughout the public sector and Critical National 
Infrastructure (CNI), as mandated by Requirements 11 and 33 
of the Security Policy Framework found at: 
http://www.cabinetoffice.gov.uk/resource-library/security-policy-
framework.They are defined in Business Impact Level Tables 
contained in document "HMG Information Assurance Standard 
No. 1", the relevant extract from which may be obtained from 
the CESG website at: www.cesg.gov.uk; 

"Implementation" means Take-On, Transition and/or (in respect of a Project) the 
activities required to achieve implementation of that Project, as 
the context permits; 

"Implementation Plan" means the Outline Implementation Plan or (if and when 
approved by the Customer Authority pursuant to Clause 3.2) 
the Detailed Implementation Plan as updated in accordance 
with Paragraph 4 of Schedule 4.1 (Implementation Plan); 

"Important Anti-
Virus Software 
Release" 

has the meaning given within Schedule 2.3 (Service Levels 
and Related Remedies); 

"Important 
Release" 

has the meaning given within Schedule 2.3 (Service Levels 
and Related Remedies); 

"Incident Log" means the hard copy and electronic version of the log created 
and maintained by the Contractor as part of the Services in 
accordance with row 4.5 of Table 4 in Paragraph 2.4 of 
Schedule 6.10 (Customer Authority Standards and Policies);  

"Incident 
Management" 

means the process of identifying, recording, classifying, 
tracking and progressing Incidents until affected Services 
return to normal operation; 

"Incident 
Management 
System" 

means the system used to manage all Incidents and to 
maintain the status of all Incidents; 

"Incident 
Records" 

means the process of identifying, recording, classifying, 
tracking and progressing Incidents until affected Services 
return to normal operation; 

http://www.cabinetoffice.gov.uk/resource-library/security-policy-framework
http://www.cabinetoffice.gov.uk/resource-library/security-policy-framework
http://www.cesg.gov.uk/
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"Incident Report" means the subset of Performance Monitoring Reports 
associated with the reporting of Incidents as described in 
Appendix 3 of Schedule 6.6 (Records Provisions); 

"Incident 
Severity Level" 

means the severity level assigned to an Incident by the Service 
Desk as described in the Incident Management Policies and 
Procedures as referenced in row 4.5 of Table 4 (SIAM Policies 
and Procedures) in Paragraph 2.4 of Schedule 6.10 (Customer 
Authority Standards and Policies); 

"Incident(s)" means an unplanned interruption to the Contractor System 
and/or a Service or a reduction in the quality of the Contractor 
System and/or a Service including Service Failures; 

"Increased 
Impact Service 
Level" 

means the percentage set out in the row titled "Increased 
Impact Service Level" in the Service Level tables set out in 
Schedule 2.3 (Service Levels and Related Remedies); 

"Indemnifier" has the meaning given to it in Paragraph 8.1 of Schedule 7.1 
(Staff Transfer); 

"Indirect 
Customers" 

means third parties to whom the Services are provided from 
time to time as set out in Appendix 1 of the Call-Off Form; 

"Industry 
Standards" 

means those standards, policies and procedures (including 
without limitation relevant BSI, EIA, IEC, IEEE, IFPUG, ISO, 
ITIL, ITU/ITU-T and TIA standards) which a leading Service 
provider within the relevant industry or business sector would 
be expected to comply with in the provision of Services 
equivalent to the Services (or any part thereof); 

"In-Flight 
Projects" 

means Projects which are being delivered by the Outgoing 
Service Provider on or after the Effective Date; 

"Inform" has the meaning given in Paragraph 12 of Schedule 6.2 
(Change Control procedure); 

"Information" has the meaning given to it under section 84 of the FOIA; 

"Information 
Commissioner" 

means the Information Commissioner's Office as defined by 
s.84 of the Freedom of Information Act 2000; 

"Information 
Security and 
Management 
System (ISMS)" 

means the process for the development, implementation, 
operation, maintenance and continual improvement of 
Information Security; 

"Information 
Security Code of 
Practice" 

means conformance to ISO/IEC 27002. This is referenced in 
paragraph 2.3, Table 3 'Security Standards and Policies' of 
Schedule 6.10 (Customer Authority Standards and Policies); 
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"Information 
Security 
Requirements 
Specification" 

means conformance to ISO/IEC 27001. This is referenced in 
paragraph 2.3, Table 3 'Security Standards and Policies' of 
Schedule 6.10 (Customer Authority Standards and Policies); 

"Information 
Standards" 

has the meaning in Schedule 4.3 (Outline Take-On Plan); 

"Infrastructure 
SIRO" 

means the member of Cabinet Office board most likely at 
permanent secretary level with responsibility for IA governance 
and risk ownership for the whole of the Public Services 
Network on behalf of Government. The person who is 
accountable to the Cabinet Office for Information Assurance 
and risk management of the Public Services Network; 

"Initial Term" means the period of up to 5 years from the Commencement 
Date as specified by the Customer Authority in Paragraph 3 of 
the Call-Off Form; 

"Innovation" means the delivery of innovative, cost-saving and 
transformational Services; 

"Innovation 
Projects" 

means projects initiated to deliver Innovations; 

"Insolvency 
Event" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Installation" means the commissioning of new Service or device to a 
Customer Authority site or part there of; 

"Installed 
Softphone" 

means the Softphone software is present on a Customer 
Authority desktop;  

"Instant 
Messaging" 

means the exchange of text based messages in real time via a 
network infrastructure, using a shared software application on 
a personal computer or mobile device; 

"Intellectual 
Property Rights" 
or "IPR" 

means (a) copyright, rights related to or affording protection 
similar to copyright, rights in databases, patents and rights in 
inventions, semi-conductor topography rights, trade marks, 
rights in Internet domain names and website addresses and 
other rights in trade names, designs, Know-How, trade secrets 
and other rights in Confidential Information; 

(b) applications for registration, and the right to apply for 
registration, for any of the rights listed at (a) that are capable of 
being registered in any country or jurisdiction; and 

(c) all other rights having equivalent or similar effect in any 
country or jurisdiction; 

"Intelligent means the value added functionality provided within PSTN 
which is provisioned above the standard switching layer by 
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Network" or "IN" dedicated service layer nodes. Such functionality usually being 
associated with non- geographic number services provision; 

"Intelligent 
Network Service" 

means network Services supplied to the Customer Authority;  

"Intended 
Project" 

means a project proposed by either Party which is under 
consideration by the Parties but for which a Project Work Order 
is yet to have been executed by the Parties; 

"Interaction 
Integration 
Service" 

has the meaning given to it in Section 7.1 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Invoicing Query 
Log" 

means the report in Paragraph 4.2 in Schedule 6.6 (Records 
Provisions); 

"IP" means "Internet Protocol" and refers to the industry standards 
and set of communications protocols used for data networks 
and the Internet; 

"IP Addressing 
Policy" 

means the policy issued and maintained by the Customer 
Authority that defines the Customer Authority's IP addressing 
architecture and guidelines to be followed when assigning IP 
address ranges, sub-netting, subnet masking and the 
instances when static IP addresses should be assigned; 

"IP Telephony" means Internet Protocol Telephony which is a methodology 
and group of technologies for the delivery of voice 
communications and multimedia sessions over network 
infrastructures; 

"IP Telephony 
Device" 

means a Customer Authority Telephony Device which deploys 
IP technology and is provided specifically through the Voice 
Service as described in Schedule 2.1 (Services Description). 
The devices are defined in the Contractor's Call-Off Service 
Catalogue; 

"IPR Claim" means any claim of infringement or alleged infringement 
(including the defence of such infringement or alleged 
infringement) of any IPR used to provide the Services or as 
otherwise provided by the Contractor (or to which the 
Contractor has provided access) to the Customer Authority in 
the fulfilment of its obligations but excluding any IPR which has 
not been supplied, created and/or developed by the Contractor 
and/or its Sub-contractors; 

"ISAE" means the International Standard on Assurance Engagements 
No. 3402, Assurance Reports on Controls at a Service 
Organization, issued in December 2009 by the International 
Auditing and Assurance Standards Board, part of the 
International Federation of Accountants;  
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"ISDN 2" means Integrated Services Digital Network, an international 
communications standard for sending voice, video, and data 
over digital telephone lines or normal telephone wires 
consisting of two 64-Kbps B-channels and one D-channel for 
transmitting control information; 

"ISMS" means the Information Security Management System as 
defined by ISO/IEC 27001; 

"IT Operating 
Standards, 
Policies and 
Procedures" 

means those IT operating standards, policies and procedures 
described in table 4 of Schedule 6.10 Customer Authority 
Policies and Procedures;  

"IT Service 
Continuity" or 
"ITSC" 

means continuous, uninterrupted operation of the Services; 

"IT Service 
Continuity and 
Disaster 
Recovery Plan" 
or "ITSCDR Plan" 

means the plan developed and maintained by the Contractor 
pursuant to Schedule 6.5 (IT Service Continuity and Disaster 
Recovery Provisions) detailing the processes and procedures 
to be followed in order to recover from and support recovery 
from an IT Service Continuity Event and/or a Disaster, the first 
version of which is set out in the Appendix to Schedule 6.5. For 
the avoidance of doubt, the ITSCDR Plan is in two parts and 
comprises (i) the ITSC Plan and (ii) the Disaster Recovery 
Plan; 

"IT Service 
Continuity and 
Disaster 
Recovery Test 
Report" or 
"ITSCDR Test 
Report" 

has the meaning given to it in Paragraph 7 of Part B of 
Schedule 6.5 (IT Service Continuity and Disaster Recovery 
Provisions); 

"IT Service 
Continuity Event" 
or "ITSC Event" 

has the meaning given to it in Clause 4.18 (Disasters and 
Business Continuity) of the Framework Agreement; 

"IT Service 
Continuity 
Management 
(ITSCM)" 

means the process for the management of the IT Service 
Continuity Plan; 

"IT Service 
Continuity Plan" 
or "ITSC Plan" 

means a plan developed pursuant to Part B of Schedule 6.5 (IT 
Service Continuity and Disaster Recovery Provisions); 

"ITIL" means IT Infrastructure Library; 

"ITSCDR" means IT Service Continuity and Disaster Recovery; 

http://www.webopedia.com/TERM/C/communications.htm
http://www.webopedia.com/TERM/S/standard.htm
http://www.webopedia.com/TERM/V/video.htm
http://www.webopedia.com/TERM/D/data.htm
http://www.webopedia.com/TERM/D/digital.htm
http://www.webopedia.com/TERM/B/B_channel.html
http://www.webopedia.com/TERM/D/D_channel.html
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"ITSCM Event" means an event which prevents more than one Service Tower 
Provider from providing all or a material part of the Services it 
provides to the Customer Authority, which triggers the 
invocation of the ITSCM Plan; 

"ITSCM Event 
Closure Report" 

means a report including lessons learned and 
recommendations, produced by the SIAM Service Tower 
Provider after an ITSCM Event is Closed; 

"ITSCM Plan" means the plan to be developed and maintained by the SIAM 
Service Tower Provider which details the processes and 
procedures to be followed by the SIAM Service Tower 
Provider, the Contractor (and other Service Tower Providers as 
appropriate) and the Customer Authority in order to manage, 
coordinate the response to and recover from an ITSCM Event; 

"ITSCM Policies 
and Procedures" 

means the policies and procedures identified in Schedule 6.10 
(Customer Authority Standards and Policies) which relate to 
ITSCM; 

"ITSCM Test 
Events" 

means the events scheduled to test the effectiveness of the 
ITSCM; 

"ITSCM Test 
Event Closure 
Report" 

means a report including lessons learned and 
recommendations, produced by the SIAM Service Tower 
Provider after an ITSCM Test Event is Closed; 

"ITSCM Test 
Programme" 

means a programme of test events for the effectiveness of 
ITSCM; 

"ITT" means the Customer Authority’s invitation to tender for the 
provision of the Services; 

"IVR Script" means the control logic to determine how a caller will interact 
with the IVR; 

"Jitter" means the difference in end-to-end one-way delay between 
selected IP packets in a flow with any lost IP packets ignored; 

"Joint Charges 
Annual Review 
Meeting" 

means the annual review meeting held and attended by the 
Parties as defined in Paragraph 3.12 of Schedule 5.1 (Charges 
and Invoicing); 

"Joint Charges 
Review Meeting" 

means the ad hoc review meetings held and attended by the 
Parties as defined in Paragraph 3.14 of Schedule 5.1 (Charges 
and Invoicing); 

"Joint Strategic 
Partnership 
Development 
Board" 

means the Board of that name established in accordance with 
Schedule 6.1 (Governance);  
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"Joint Transition 
Plan" 

means the plan to be agreed between the Contractor, the 
Outgoing Service Provider and the Customer Authority, 
detailing the roles and responsibilities of each such party in 
delivering Transition; based on the Outgoing Service Provider's 
exit plan and the Contractor's Detailed Implementation Plan; 

"Key Milestone" means the Milestone(s) identified in the Implementation Plan 
as key Milestone(s) for the implementation of the Services; 

"Key Milestone 
Date" 

means the date on which a Key Milestone must be achieved as 
set out in the Implementation Plan; 

"Key Milestone- 
Total Volume of 
Users 
Transitioned" 

means the volume of Users which will be Transitioned each 
SMP Quarter by the Contractor, as set out in Table 3 of 
Schedule 4.4 (Outline Transition Plan); 

"Key 
Performance 
Indicator (KPI)" 

means any key performance indicator specified in Part 2 of the 
Appendix to Schedule 2.3 (Service Levels and Related 
Remedies); 

"Key Personnel" means those members of the Contractor Personnel who fulfil a 
Key Role as described in Paragraph 8 of the Call-Off Form as 
modified by agreement by the Parties, including the Contractor 
Representative and (once appointed) the Exit Manager; 

"Key Role" means those roles set out in Paragraph 8.2 of the Call-off 
Form; 

"Key Role 
Minimum Period" 

means the minimum length of time for which Key Personnel 
shall remain in their Key Role; 

"Know-How" means all ideas, concepts, schemes, information, knowledge, 
techniques, methodology, and anything else in the nature of 
know how relating to the Services but excluding know how 
already in the Contractor’s or the Customer Authority’s 
possession before the Effective Date; 

"Knowledge 
Article" 

means the documentation containing the following information 
created as part of the Problem lifecycle process to be used in 
conjunction with any Workaround to minimise disruption to 
Service delivery: 

knowledge article type; 

problem information; 

headline description; 

summary; 

cause; 
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summary of the Workaround; 

resolution details; and 

(h) creator contact information;  

"Knowledge 
Management" 

means the obligations relating to knowledge management set 
out in section 11 of Paragraph 5 (Responsibility Matrix) in 
Schedule 2.1 (Services Description); 

"Knowledge 
Management 
Integration 
Service" 

has the meaning given to it in Section 7.16 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Knowledge 
Management 
policies and 
Procedures" 

means those policies and procedures as referenced in 
Paragraph 6.1 of Schedule 6.10 (Customer Authority 
Standards and Policies; 

"Known Errors" means the status of a Problem when the root cause is known 
and a temporary Workaround or a permanent Resolution has 
been identified; 

"KPI Failure" means the Contractor’s failure to meet Key Performance 
Indicators; 

"LAN Service" means the Local Area Network Service providing the data 
distribution within the Customer Authority sites; 

"LAN Service 
Provider" 

means the Third Party Service Provider contracted to deliver 
the Customer Authority LAN Service; 

"Law" means any applicable law, statute, bye-law, regulation, order, 
regulatory policy, guidance or industry code that has the 
equivalent of legal effect, rule of court or directives or 
requirements of any Regulatory Body, delegated or 
subordinate legislation or notice of any Regulatory Body; 

"LCIA" means the London Court of International Arbitration; 

"Least cost 
routing" 

means practice that finds the most inexpensive way to route 
phone calls. It is the process of analysing, selecting and 
directing the path of outbound and inbound communications 
traffic, depending on which path delivers the best rates; 

"Least Occupied 
Agent" 

means the agent who has spent the lowest percentage of their 
time on Contact centre media interactions since logging in; 

"Licensee" has the meaning given to it in Clause 30.5 of the Call-Off 
Terms and Conditions; 

"List of 
Controlled 

has the meaning given in Paragraph 12 of Schedule 6.2 
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Documents" (Change Control Procedure); 

"Listen and 
Speak or "L&S" 

means the ability for an external call to be monitored by 
authorised staff and, if necessary, for that monitor to speak to 
the third party; 

"Live 
Environment" 

means the Customer Authority's production computer 
environment comprising the hardware, networks, applications 
and databases which are utilised from time to time by the 
Customer Authority to support operation of its business 
functions; 

"Live Invoice 
Delivery" 

means the electronic delivery of invoices, Billing Management 
Information as defined in Section 4.1 of Appendix 4 of 
Schedule 6.6. (Records Provisions) and meets the 
requirements set out in the SIAM Financial Management 
Policies and Procedures as set out in Schedule 6.10 
(Customer Authority Standards and Policies); 

"Loaned Assets" has the meaning set out in Clause 14.22; 

"Losses" means any damages, liabilities, claims, demands, proceedings, 
actions, costs, charges, losses and/or expenses; 

"Malware" means any software program or code intended to destroy, 
interfere with, corrupt, or cause undesired effects on program 
files, data or other information, executable code or application 
software macros, whether or not its operation is immediate or 
delayed, and whether the malware is introduced wilfully, 
negligently or without knowledge of its existence; 

"Man Day" means seven point five (7.5) Man Hours, whether or not such 
hours are worked consecutively and whether or not they are 
worked on the same day; 

"Man Day Rate" means the rates applicable to Man Day Resource set out in the 
rate card table in Appendix 3 of Schedule 5.1 (Charges and 
Invoicing); 

"Man Day 
Resources" 

means Contractor Personnel of the relevant resource grade 
defined in the Man Day rate card; 

"Man Hours" means the hours spent by the Contractor Personnel properly 
working on the Services including time spent travelling (other 
than to and from the Contractor's offices, or to and from the 
premises at which the Services are to be principally performed) 
but excluding lunch breaks;  

"Management 
Charge" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 
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"Management 
Information" 

means specific information regarding the delivery, operation 
and performance of the Service, required to be supplied by the 
Contractor on request or on a regular basis as defined in 
Schedule 6.6 (Records Provisions);  

"Management 
Information 
Specification 
Controlled 
Document" 

means the Billing Management Information specifications set 
out in Appendix 4 of Schedule 6.6 (Records Provisions) to be 
managed as a Controlled Document and as may subsequently 
be amended pursuant to the Controlled Document Change 
Control Procedure;  

"Managing 
Agent" 

has the meaning given at Paragraph 1.1.3 of Schedule 4.1 
(Implementation Plan);  

"Material Sub-
contractor" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Material Test 
Issue" 

means a Test Issue of the severity levels; 

"Media Device" means a mechanism for storing and/or delivering data; 

"Mediator" means the independent third party appointed in accordance 
with Paragraph 4 of Schedule 6.3 (Dispute Resolution 
Procedure); 

"Meeting 
Charter" 

has the meaning in Appendix 1 in Schedule 6.1 (Governance); 

"Microsoft Lync 
Integration 
Service" 

has the meaning given to it in Section 5.2 of Paragraph 5 
(Responsibility Matrix) of Schedule 2.1 (Services Description); 

"Microsoft Lync 
Service" 

means Microsoft’s unified communications platform;  

"Migration" means the set of activities to transfer Services and Users 
including related configurations from the Outgoing Service 
Provider Services to the Contactor’s Services; 

"Milestone" means an event or task (including phased roll-outs and ready 
for Service dates in relation to a Contractor System or Service) 
described in the Implementation Plan, Request or as agreed by 
the Parties in accordance with the Change Control Procedure 
which, if applicable, must be completed by the relevant 
Milestone Date, including Deliverables, a Key Milestone and a 
milestone in respect of Authority to Proceed and any CPP; 

"Milestone 
Achievement 
Certificate" 

means the certificate materially in the form of the document 
contained in Appendix 2 to Schedule 4.2 (Testing Procedures) 
granted by the Customer Authority when the Contractor has 
Achieved a Milestone; 
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"Milestone Date" means the date set against the relevant Milestone and/or Test 
in the Implementation Plan, including a Key Milestone Date; 

"Milestone 
Payment" 

means a payment which is made by the Customer Authority 
following the issue of a Milestone Achievement Certificate, 
which is calculated in accordance with Paragraph 2 of Part A of 
Schedule 5.1 (Charges and Invoicing); 

"Miscellaneous 
Reports" 

has the meaning defined in Paragraph 9 and Appendix 6 of 
Schedule 6.6 (Records Provision); 

"Miscellaneous 
Standards and 
Policies" 

means the standards and policies contained in Table 1 in 
Paragraph 2.1 of Schedule 6.10 (Customer Authority 
Standards and Policies); 

"MultiMedia 
Outbound 
Service" 

has the meaning given to it in Section 6.14 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Multi-Party 
Dispute" 

means a dispute between the Parties which affects or is likely 
to affect one (1) or more Customers; 

"Mutatis 
Mutandis" 

means with the necessary changes having been made to give 
effect to the meaning of that provision;  

"Natural 
Language Call 
Steering" 

means conversational interaction with an IVR avoiding the 
need for menu options to narrow down the callers 
requirements; 

"Net Book Value" 
or "NBV" 

means the net book value of the relevant Asset(s) calculated in 
accordance with the depreciation policy set out in the Financial 
Model; 

"Network 
Architecture 
Model" 

means a document which sets out the details of the technical 
architecture for the network environment; 

"Network 
Services 
Directorate" 

an operating function of the Customer Authority; 

"New Fair Deal" means the revised Fair Deal position set out in the HM 
Treasury guidance: "Fair Deal for staff pensions: staff transfer 
from central government" issued in October 2013; 

"NISSA" means Northern Ireland Social Security Agency; 

"Non Agent" means A User whose role is to perform Contact Centre 
operational activities other than that handling customer calls; 

"Non Siebel 
Implementation 
for 100 Users 

means when 100 Users who do not require a Siebel based 
desktop agent client have been Transitioned and subsequently 
have been using the Services for a period of at least one 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  50 

Complete" calendar month; 

"Non-
conformance 
Report" 

means a report including details of the reasons why any Test 
has failed or of any non-conformities in respect of any 
Milestone, in accordance with Paragraph 9.6 of Schedule 4.2 
(Testing Procedures); 

"Non-Exclusive 
Assets" 

means those Assets (if any) which are used by the Contractor 
in the provision of the Services but which are also used by the 
Contractor for other purposes; 

"Non-
geographic" 

means a telephone number that is not dependent upon 
location; 

"Normal 
Operation Plan" 

means a plan detailing the restoration to Normal Service; 

"Normal Service" means the operation of all Services in accordance with this 
Agreement which the Customer Authority has contracted to 
receive; 

"Not Ready" means an Agent state invoked to suspend the delivery of 
Contact Centre interactions which would normally be passed to 
an Agent that has logged in to the Service; 

"Notice of 
Dispute" 

means a written notice served by one Party on the other stating 
that the Party serving the notice believes that there is a 
Dispute; 

"OED" means Operational Excellence Directorate, part of the 
Customer Authority; 

"Official / Official 
Data" 

means the data classification as defined within the Government 
Security Classification Policy. This refers to the majority of 
information that is created or processed by the public sector. 
This includes routine business operations and Services, some 
of which could have damaging consequences if lost, stolen or 
published in the media, but are not subject to a heightened 
threat profile; 

"Onsite 
Implementation 
Team" 

the team of Contractor staff that perform transition activities at 
a Customer Authority Contact Centre; 

"Open Book 
Data" 

means complete and accurate financial and non-financial 
information which is sufficient to enable the Customer Authority 
to verify the Charges already paid or payable and Charges 
forecast to be paid during the remainder of the Term, including 
details and all assumptions relating to: 

(a)    the Contractor's Costs broken down against each Service 
and/or Deliverable, including actual capital expenditure 
(including capital replacement costs) and the unit cost and total 
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actual costs of all hardware and software;  

(b)    operating expenditure relating to the provision of the 
Services including an analysis showing: 

(i)     the unit costs and quantity of consumables and bought-in 
Services;  

(ii)    manpower resources broken down into the number and 
grade/role of all Contractor Personnel (free of any contingency) 
together with a list of agreed rates against each manpower 
grade;  

(iii)    a list of Costs underpinning those rates for each 
manpower grade, being the agreed rate less the Contractor 
Profit Margin; and 

(iv)    Reimbursable Expenses;  

(c)    Overheads; 

(d)    all interest, expenses and any other third party financing 
costs incurred in relation to the provision of the Services; 

(e)    the Contractor Profit achieved over the Term and on an 
annual basis; 

(f)    confirmation that all methods of Cost apportionment and 
Overhead allocation are consistent with and not more onerous 
than such methods applied generally by the Supplier; 

(g)    an explanation of the type and value of risk and 
contingencies associated with the provision of the Services, 
including the amount of money attributed to each risk and/or 
contingency; and  

(h)    the actual Costs profile for each SMP; 

"Open Book 
Pricing" 

means the sharing with the Customer Authority by the 
Contractor of all information used in the arriving at the prices 
charged by the Contractor to the Customer Authority; 

"Operating 
Environment" 

means the Customer Authority System and the Sites; 

"Operational 
Audit" 

has the meaning given to it in Clause 23.1 of the Call-Off 
Terms and Conditions; 

"Operational 
Phase" 

means the phase after completion of Take-On in which the 
Contractor will deliver the live Operational Services which will 
last from the Commencement Date until the date of expiry or 
termination of the Agreement; 

"Operational means operational Services involving operational running and 
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Services" maintaining functions or facilities of the Services following the 
ATP Milestone Date and "Operational Service" shall be 
construed accordingly; 

"Operator" means a telephone End User acting as an attendant for non 
DDI inbound and outbound calls; 

"Ordinary Exit" means any termination of this Agreement which occurs:  

(a) pursuant to Clause 45 (Termination Rights) where the 
period of notice given by the Party serving notice to terminate 
pursuant to such Clause is greater than or equal to six (6) 
months; or  

(b) as a result of the expiry of the Initial Term or any Extension 
Period; 

"Other PSN 
Services 
Contractor 
Claim" 

means any claim by an Other PSN Services Contractor which 
arises as a result of any Default of the Contractor under any 
Call-Off Cooperation Agreement and/or any Default by the 
Contractor under this Agreement; 

"Other PSN 
Services 
Contractors" 

means the contractors other than the Contractor who have 
signed PSN Services Agreements, including PSN Service 
Providers; 

"Other 
Registers" 

means those registers listed and described in Appendix 2 of 
Schedule 6.6 (Records Provisions) except for the Asset 
Register; 

"Outbound 
Agent" 

means an Agent utilising the Outbound Service functionality as 
defined in Schedule 2.1 Section 5 Paragraph 1.4 in conjunction 
with an Agent Desktop Service as defined in Schedule 2.1 
Section 5 Paragraph 1.13; 

"Outbound 
Campaign" or 
"Campaign" 

means a collection of one or more calling or contact lists, 
grouped together by virtue of common rules or instructions 
defining how, when and by whom entries in those lists will be 
contacted; 

"Outbound 
Service" 

has the meaning defined within Schedule 2.1, Section 5, 
Paragraph 1.14; 

"Outgoing 
Service Provider" 

means a contractor who is succeeded by the Contractor and 
who provides to the Customer Authority any Services which 
are the same as or similar to the Services and includes any of 
its relevant Sub-contractors providing any of the Services 
which are the same or similar to the Services; 

"Outline 
Implementation 
Plan" 

means the Outline Take-On Plan, the Outline Transition Plan 
and/or any Outline Project Plan as the context permits;  
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"Outline Project 
Plan" 

means the high level plan included in Project Requests and 
developed in Project Proposals; 

"Outline 
Transition Plan" 

means the plan labelled as such and substantially in the form 
set out in Schedule 4.4 (Outline Transition Plan); 

"Outstanding 
Charges Report" 

means the report that records the current status of all activities 
for which the Contractor expects to invoice but which have not 
been invoiced at the end of the relevant SMP. The report also 
acts as a log for all items that are either currently "under 
review" or have previously been "under review" and which are 
now resolved and invoiced; 

"Overall 
Services" 

means the Customer Authority’s overall requirement for 
Services under the PSN programme, including the Services 
under this Agreement and Services under other PSN Services 
Call-Off Contracts; 

"Overhead" means those costs which are intended to recover a proportion 
of the Contractor’s indirect corporate costs, which shall not 
include any Base Costs or Capital Costs or any cost separately 
included in the Base Cost or Capital Cost; 

"Overseas Health 
Team" 

an operating function of the Customer Authority; 

"Packet Loss" means the loss of IP packets along a transmission path during 
a communication; 

"PAN" means the numerical code consisting of 14 or 16 digits both 
embossed on a payment card and encoded on the magnetic 
strip. It identifies the Issuer of the card, the card holder’s 
account number, and a check digit for authentication; 

"Pan 
Government 
Accreditor" 

is the responsible person for accrediting that a shared Service 
meets government’s information assurance requirements and 
risk appetite; 

"Parliamentary 
Questions" 

means tools that can be used by Members of Parliament to 
seek information or to press for action. They oblige Ministers to 
explain and defend the work, policy decisions and actions of 
their departments; 

"Partial 
Termination" 

means the partial termination of this Agreement to the extent 
that it relates to the provision of any part of the Services as 
further provided for in Clause 45 (Termination Rights); 

"Party" means the Customer Authority and/or the Contractor and 
"Parties" shall be construed accordingly; 

"Payment 
Resolution 
Service" 

an operating function of the Customer Authority; 
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"PCI DSS" means "Payment Card Industry Data Security Standard"; 

"Pensions 
Centres" 

an operating function of the Customer Authority; 

"Pensions 
Directorate" 

an operating function of the Customer Authority; 

"Performance 
Monitoring 
Report" 

means the report prepared by the Contractor in accordance 
with Paragraph 4 and Appendix 3 of Schedule 6.6 (Records 
Provisions); 

"Performance 
Monitoring 
System" 

means a system for reviewing and monitoring the Contractor’s 
provision of the Services to: 

(a) ensure that the Contractor is complying with the Service 
Level Targets; and  

(b) identify any Incidents and other defects in the Contractor’s 
performance and/or delivery of the Services;   

"Permit to Work" a documented procedure that authorises specific persons to 
carry out specific work at specific times.  It sets out the 
precautions required to complete the work safely and describes 
what work will be done and how the work will be done; 

"Personal Data" has the meaning given to it in the Data Protection Act 1998; 

"Pilot" has the meaning given in Section 2.6 of Paragraph 5 (Take-On 
and Transition Responsibility Matrix) in Schedule 4.5 (Take-On 
and Transition Description);  

"PIN" means Personal Identification Number – a string of numbers 
and/or letters used by the End User to gain controlled access 
to a Service; 

"Planned 
Downtime" 

means the time agreed in advance in writing by the Contractor 
and Customer Authority within the Agreed Service Time when 
the Service is not Available; 

"Planning" has the meaning given to it in Sections 1.1 and 2.2 of the 
Responsibility Matrix within Schedule 4.5 (Take-On and 
Transition Description); 

"Platform Build 
Complete" 

means the satisfactory completion of Milestone CC-P4 as 
defined in Schedule 4.3 (Outline Take-On Plan); 

"PoE" means ‘Power over Ethernet’; the provision of electrical power 
from the access-layer switch to the desktop end-point eg IP 
telephone; 

"Presence" means a status indicator that conveys ability and willingness of 
a potential communication partner to communicate; 
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"Problem 
Management" 

means the management of Problems including the process of 
identifying, recording, classifying, tracking and progressing 
Problems to closure; 

"Problem 
Management 
Policies and 
Procedures" 

means the operation of the Problem Management processes 
as described in the SIAM Policies and Procedures, referenced 
in Table 4 of Paragraph 2.4 of Schedule 6.10 (Customer 
Authority Standards); 

"Problems"  means a cause of one (1) or more Incidents; 

"Process" has the meaning given to it under the Data Protection 
Legislation but, for the purposes of this Agreement, it shall 
include both manual and automatic processing. "Processing" 
and "Processed" shall be construed accordingly; 

"Prohibited Act" has the meaning given to it in Clause 54.1; 

"Project" means any programme of work pursuant to a Project Work 
Order agreed by the Parties in accordance with the procedures 
set out in Schedule 6.11 (Service Requests, Projects and 
Delivery Support); 

"Project Board" means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance), as 
detailed in Paragraph 4.11 of Schedule 6.11 (Service 
Requests, Projects and Delivery Support); 

"Project Initiation 
Process" 

has the meaning given in Paragraph 4.1 of Schedule 6.11 
(Service Requests, Projects and Delivery Support); a 
governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Project Plan" means an Outline Project Plan or a Detailed Project Plan (as 
applicable); 

"Project 
Proposal"  

means a proposal issued by the Contractor for a Project in 
response to each Project Request issued by the Customer 
Authority; 

"Project 
Request" 

means a request issued by the Customer Authority in 
accordance with Paragraph 4 of Schedule 6.11 (Service 
Requests, Projects and Delivery Support); 

"Project Test 
Strategy" 

means the document produced by the Customer Authority in 
respect of each Project that outlines the approach the 
Customer Authority wishes the Contractor to take in relation to 
Testing for that Project, to provide the Customer Authority with 
assurance that Deliverables achieve the Project objectives. 
The Project Test Strategy is intended to be consistent with the 
Enterprise Test Strategy (unless the parties involved in the 
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Project agree that such compliance is not necessary; 

"Project Work 
Order" or "PWO" 

means a written document setting out details of each Project in 
such form as may be agreed between the Parties from time to 
time, the format of which as at the Effective Date is as set out 
in Appendix 2 of Schedule 6.11 (Service Requests, Projects 
and Delivery Support); 

"Project Work 
Order Meeting" 

has the meaning given to it in Paragraph 4.11 of Schedule 6.11 
(Service Requests, Projects and Delivery Support); 

"Protective 
Monitoring" 

means the monitoring of IP data for compliance with security 
policies and procedures; 

"PSN" or "Public 
Services 
Network" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN Access 
Service" 

means the provision of access to DNSP PSN Services via PSN 
Gateways; 

"PSN Change" means any Change which is required to ensure:  

(a) that the Contractor (and, where relevant, any Sub-
contractor) is and remains PSN Verified; 

(b) the ongoing PSN Compliance of the Services; and/or 

(c) the Customer Authority can continuing using the Services;  

"PSN 
Compliance" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN 
Compliance 
Certificate" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN 
Compliance 
Certification" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN 
Compliance 
Conditions" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN 
Compliance 
Verification" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN Compliant" 
and "PSN 
Compliance" 

has the meanings given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 
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"PSN 
Connectivity 
Service Provider" 

the Customer Authority’s service provider for data networking; 

"PSN 
Environment" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN Framework 
Board" 

as set out in Appendix 1 of Schedule 5 (Governance) of the 
Framework Agreement; 

"PSN Operating 
Model" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN Service" or 
"PSN Services" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN Service 
Classes" 

has the meaning as defined under the Cabinet Office, PSN 
Core Team, PSN Technical Domain Description as updated 
from time to time or, if removed, the Customer Authority's 
specification of its replacement;  

"PSN Service 
Provider" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSN Services 
Agreements" 

means the framework agreements procured under the PSN 
Services OJEU and entered into by the Contractor or Other 
PSN Services Contractors; 

"PSN Services 
Contractors" 

means the Contractor together with Other PSN Services 
Contractors; 

"PSN Services 
OJEU" 

means the contract notice reference 2011/S 169-278756 
published in the Official Journal of the European Union on 31 
August 2011;  

"PSN Technical 
Domain 
Description" 

means the Technical Domain Description set out in the PSN 
Universal Reference Sheet available at 
www.publicServicesnetwork.Service.gov.uk/article/2033/PSN-
Guidance as updated from time to time or, if the link ceases to 
exist, the Customer Authority's specification of its replacement; 

"PSN Telephony 
Call-Off 
Contracts" 

means Service agreements entered into pursuant to a PSN 
Telephony Agreement; 

"PSNA" or "PSN 
Authority" 

has the meaning given it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"PSTN" means Public Service Telephone Network;  

"PTAS Connect" has the meaning given to it in Section 1.10 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Public means the provision of access from the Contractor’s Contact 

http://www.publicservicesnetwork.service.gov.uk/article/2033/PSN-Guidance
http://www.publicservicesnetwork.service.gov.uk/article/2033/PSN-Guidance
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Telephony 
Access Service / 
PTAS" 

CentreService to the PSTN and as described in Section 1.10 of 
Paragraph 5 (Responsibility Matrix) in Schedule 2.1 (Services 
Description); 

"Public 
Telephony 
Services" 

see "PSTN"; 

"Quadrant" has the meaning given in paragraph 3.3 of Schedule 2.5 
(Supplier Performance Management); 

"Quality 
Monitoring 
Service" 

has the meaning given to it in Section 3.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Quality 
Releases" 

the release of software application and upgrades that have 
been tested and approved for deployment;  

"Quarter" means a period of three (3) consecutive SMPs, such periods 
ending at the end of each of SMPs 3, 6, 9 and 12 in each of the 
financial years shown in Appendix 1 to Schedule 5.1 (Charges 
and Invoicing), and "Quarterly" shall be construed accordingly; 

"Queue" or 
"Queuing" 

means, but is not limited to, a sequence of calls, interactions 
and / or work items waiting to be processed or being processed 
by the Contact Centre Service (as defined in Section 5 
(Responsibility Matrix) of Schedule 2.1; 

"Queue Length" means the number of interactions waiting in a queue or number 
of queues; 

"Queue 
Message" 

means an Announcement or message played to a caller whilst 
they are waiting in queue; 

"Real Time 
Analytics 
Service" 

has the meaning given to it in Section 6.17 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Reasonable 
Adjustments" 

means the adjustment made to support a member of staff with 
specialist needs;  

"Receiving 
Party" 

means the Party which receives a proposed Contract Change; 

"Registers" means the collective term for the Asset Register and Other 
Registers; 

"Regulations" means the Public Contracts Regulations 2006; 

"Regulatory 
Bodies" 

means those government departments and regulatory, 
statutory and other entities, committees, ombudsmen and 
bodies which, whether under statute, rules, regulations, codes 
of practice or otherwise, are entitled to regulate, investigate, or 
influence the matters dealt with in this Agreement or any other 
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affairs of the Customer Authority and "Regulatory Body" shall 
be construed accordingly; 

"Regulatory 
Contractor 
Compliance" 

means the compliance by the Contractor with Schedule 6.10 
(Customer Authority Standards and Policies);  

"Reimbursable 
Expenses" 

means the reasonable travel and subsistence expenses 
properly and necessarily incurred within the UK by Contractor 
Personnel in the performance of Projects and Consultancy 
Services only, as set out in Paragraph 6.1.1.2 of Part A of 
Schedule 5.1 (Charges and Invoicing); 

"Release Level" means the version of software currently supported by the 
relevant software manufacturer, commonly expressed as 
software maintained to a level of N or N-1 where N is the most 
recent software release; 

"Release 
Management" 

means the operation of the respective release management 
processes as published by the SIAM Service Tower Provider; 

"Releases" means a set of related changes to, or the introduction of, a new 
application or infrastructure, which are scheduled for 
simultaneous implementation which typically form a single 
regression test baseline point; 

"Relevant 
Conviction" 

means a Conviction that is relevant to the nature of the 
Services; 

"Relevant Entity" means each of the following; 

(a) the Contractor; 

(b) the Guarantor (if a Guarantee has been given); 

(c) any Holding Company of the Contractor or (if a Guarantee 
has been given) Guarantor; and 

(d) any Sub-contractor; 

"Relevant 
Transfer" 

means a transfer of employment to which the Employment 
Regulations applies; 

"Remediation" means the works required as a pre-requisite to the delivery of 
the Services that are required to be undertaken within a 
Customer Authority Site or Customer Authority Premises, 
unless requested from the Contractor; 

"Repeat Failure" has the meaning given to it in Paragraph 5 of Schedule 2.3 
(Service Levels and Related Remedies); 

"Repeat Failure 
Multiplier" 

has the meaning given to it in Paragraph 5 of Schedule 2.3 
(Service Levels and Related Remedies); 
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"Replacement 
Contractor" 

means any person providing Replacement Services, which 
may comprise the Customer Authority or a Third Party Service 
Provider appointed by the Customer Authority from time to 
time; 

"Replacement 
Services" 

means any Services which are substantially similar to any of 
the Services and which the Customer Authority receives in 
substitution for any of the Services following the termination, 
Partial Termination or expiry of this Agreement; 

"Representative 
(s)" 

means either or both of the Customer Authority Representative 
and the Contractor Representative; 

"Request" means collectively Service Request, Special Service Request, 
Project Request, Consultancy Services Request; 

"Request for 
Information" 

means a request for information or an apparent request under 
the Code of Practice on Access to Government Information, 
FOIA or the Environmental Information Regulations; 

"Required 
Action" 

has the meaning given to it in Clause 49.8.1; 

"Required 
Insurances" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Required Third 
Party Service" 

means any third party product or Service in respect of which 
the Parties agree that the provision of such product or Service 
is necessary in relation to a particular Project or Delivery 
Support Service having regard to the nature of that Project or 
Delivery Support Service; 

"Requirements 
Definition" 

has the meaning given to it in the Responsibility Matrix, 
Paragraph 2.1 of Schedule 4.5 (Take-On and Transition 
Description); 

"Resolved" means when the incident has been agreed to be closed by the 
Customer Authority and the Contractor has resumed providing 
the Services in accordance with the Service Levels; 

"Resource Unit 
Charges" 

means the charges for the units described in the column 
headed "Resource Unit" in the tables set out in Appendix 2 of 
Schedule 5.1 (Charges and Invoicing); 

"Resource Units" means one of the units described in the column headed 
"Resource Unit" in the tables set out in Appendix 2 of 
Schedule 5.1 (Charges and Invoicing); 

"Responsibility 
Matrix" 

means for the purposes of Schedule 2.1 (Services Description) 
the table headed "Responsibility Matrix" in Paragraph 5 of 
Schedule 2.1 (Services Description) and the for the purposes 
of Schedule 4.5 (Take-On and Transition Description) the table 
headed "Take- On and Transition Responsibility Matrix";  
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"Return to 
Normal 
Operations Plan" 

means the plan of that name to be produced by the SIAM 
Service Tower Provider (with the assistance of such other 
Service Tower Providers as appropriate) and agreed by the 
Customer Authority which details the Service restoration 
obligation of the Parties (and such other Service Tower 
Providers as appropriate) following an ITSCM Event; 

"Review Report" has the meaning given to it in Paragraph 6.5 of Part B of 
Schedule 6.5 (IT Service Continuity and Disaster Recovery 
Provisions); 

"Revised 
Milestone Date" 

means any revised date which is set for the Achievement of a 
Milestone; 

"Rollout 
Schedule" 

means as defined under Paragraph 2.11.4.1 of Schedule 4.5 
(Take-On and Transition Description); 

"Root Cause 
Analysis" 

means the analytical activity to be undertaken to determine the 
underlying cause of an Incident or Problem, and "Root Cause 
Analyses" shall be construed accordingly; 

"Round Trip 
Delay" 

means the amount of time it takes an IP packet to travel from 
source to destination and back again; 

"Routing" means the delivery of a call, interaction or work item to a 
treatment or answering point by the Contact Centre Service (as 
defined in Paragraph 1 of Section 5 (Responsibility Matrix) of 
Schedule 2.1; 

"Routing 
Threshold" 

means a value or limit used to trigger actions within the control 
script or logic of the Routing and Queuing mechanism (as 
defined in Schedule 2.1 Paragraph 1.2), the Central Messaging 
Announcements Service (as defined in Schedule 2.1 
Paragraph 1.4) and the Customer Interaction Service (as 
defined in Schedule 2.1 Paragraph 2.1); 

"RTPi" means the Service Request Management Policies and 
Procedures (RTPi) as described in Schedule 6.10 (Customer 
Authority Standards and Policies); 

"RTPi Catalogue" means as the Customer Authority intranet based catalogue that 
Users can use to browse and request IT products and 
Services; 

"Schemes" means the Principal Civil Service Pension Scheme available to 
employees of the civil Service and employees of bodies under 
the Superannuation Act 1972, as governed by rules adopted by 
Parliament; the Partnership Pension Account and its (i) Ill 
health Benefits Scheme and (ii) Death Benefits Scheme; the 
Civil Service Additional Voluntary Contribution Scheme; and 
the 2015 New Scheme (with effect from a date to be notified to 
the Contractor by the Minister for the Cabinet Office); 
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"Screen 
Recording 
Service" 

has the meaning given to it in Section 6.12 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Scripting 
Integration 
Service" 

has the meaning given to it in Section 7.12 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Scripting 
Service" 

has the meaning given to it in Section 6.12 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Security 
Accreditation" 

means the Customer Authority process, aligned to Government 
policy, and requiring formal sign-off by the Customer Authority 
by which security risks to information systems are managed; 

"Security 
Assurance and 
Accreditation" 

means the Customer Authority process, aligned to Government 
policy, and requiring formal sign-off by the Customer Authority 
by which security risks to information systems are managed; 

"Security 
Assurance Audit" 

has the meaning given to it within Clause 23.3, and Paragraph 
5.2 of Schedule 2.2 (Security Requirements and Plan); 

"Security Audit" any requirements related to security as set out in Clause 38 
(Security Requirements), the Service Requirements, the 
Contractor Service Descriptions and Schedule 2.2 (Security 
Requirements and Plan), together with any security 
requirements which are set by the PSNA or other relevant 
authority; 

"Security 
Incident" 

means a deliberate attempt, whether successful or not, to 
compromise Customer Authority IT assets or any accident 
resulting in a loss (including compromise) of any Customer 
Authority IT system; 

"Security Plan" means the Contractor’s security plan prepared pursuant to 
Paragraph 3 of Schedule 2.2 (Security Requirements and 
Plan);  

"Security Policy 
Framework" 

means the security policy framework contains the primary 
internal protective security policy and guidance on security and 
risk management for HM Government Departments and 
associated bodies. It is the source on which all localised 
security policies should be based. Whilst it is recognised that 
security policies will differ according to the range of business 
and risks faced by each organisation, the framework sets out 
the minimum security requirements which are mandatory for all 
Government Departments and Agencies. The framework also 
provides technical information, advice and guidance to support 
implementation of the policy requirements; 

"Security 
Release" 

means any software update or patch issued by a vendor to 
address detected vulnerabilities in Software that can be 
exploited directly by hackers or through use of a malicious 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  63 

code; 

"Security 
Requirements" 

means any requirements related to security as set out in 
Clause 38 (Security Requirements), the Service Requirements, 
the Contractor Service Descriptions and Schedule 2.2 (Security 
Requirements and Plan) together with any security 
requirements which are set by the PSNA or other relevant 
authority;  

"Security 
Standards and 
Policies" 

means the Customer Authority’s security policy from time to 
time in force; 

"Security Tests" has the meaning given to it in Paragraph 4.1 of Schedule 2.2 
(Security Requirements and Plan); 

"Self Service 
Portals" 

means Customer Authority applications and systems with 
which the citizen can interact directly to self-serve, particularly 
with the purpose of reducing or avoiding the need to interact 
with Customer Authority staff; 

"Sensitive Claim" has the meaning given to it in Paragraph 8.6 of Schedule 7.1 
(Staff Transfer); 

"Service Asset 
and 
Configuration 
Management 
Policies and 
Procedures" 

means the Service Asset and Configuration Management 
Policies and Procedures as described in Schedule 6.10 
(Customer Authority Standards and Policies); 

"Service 
Availability" 

means the Availability of the Service as defined in Appendix 
Part 1 of Schedule 2.3 (Service Levels and Related 
Remedies); 

"Service Board" means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Service 
Catalogue 
Management" 

means the management, by the SIAM Service Tower Provider 
of the catalogue of Services provided by the Contractor and 
other Service Tower Providers; 

"Service 
Catalogue 
Management 
Policies and 
Procedures" 

means those policies and procedures as referenced in 
Paragraph 6.1 of Schedule 6.10 (Customer Authority 
Standards and Policies; 

"Service 
Charges" 

means period payments in respect of the supply of the 
Operational Services and which are calculated in accordance 
with Part A of Schedule 5.1 (Charges and Invoicing); 
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"Service Credits" means the sums payable in respect of the failure by the 
Contractor to meet one (1) or more Service Level Targets; 

"Service Desk" means the single point of contact for the management of 
Service Requests, Incidents and Problems by the SIAM 
Service Tower Provider; 

"Service Failure 
Threshold" 

means the level of performance of the Contractor System 
and/or a Service, which becomes unacceptable to the 
Customer, including as set out in each Service Measure and 
where the Contractor fails to provide the Services in 
accordance with this Agreement; 

"Service Failure" means any failure to meet a Service Level Target and/or any 
defect in or failure of the Contractor System and/or a Service 
which results (or would result if End Users were, at the relevant 
time, using that Contractor System or Service) in a failure to 
provide the Contractor System and/or a Service in accordance 
with the requirements of this Agreement or which results in the 
provision of the Contractor System and/or a Service to End 
Users not complying with the requirements of this Agreement; 

"Service 
Implementation 
Board" 

means a governance board involving the representatives of the 
Customer Authority, the Contractor, and Sub-contractors as 
requested by the Customer Authority, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Service Level" means a specific requirement of a level of performance to be 
achieved for the Services, as set out in Schedule 2.3 (Service 
Levels and Related Remedies), of the Agreement; 

"Service Level 
Management" 

means the operation of the Service Level Management 
processes as described in the SIAM Service Level 
Management Policies and Procedures, referenced in Table 4 of 
paragraph 2.4 of Schedule 6.10 (Customer Authority Standards 
and Policies); 

"Service Level 
Targets" 

means the target level of performance for a Service Level set 
out in the row entitled "Service Level Target" within Service 
Levels appearing in Part 1 of the Appendix to Schedule 2.3 
(Service Levels and Related Remedies) of the Agreement; 

"Service Line" means the Contact Centre identifying configuration to delivery 
particular Business Group functionality requirements for citizen 
access; 

"Service 
Management 
Acceptance 
Testing" or 
"SMAT" 

means the Service management acceptance testing required 
by SIAM to be applied to Service changes prior to agreement 
to implementation; 
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"Service 
Management 
Documentation" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Service 
Managers" 

means the individuals appointed as such by the Customer 
Authority and the Contractor in accordance with Paragraph 2.3 
of Schedule 6.1 (Governance); 

"Service 
Measure" 

means a specific requirement of a level of performance to be 
achieved for the Contractor System and/or Service; 

"Service 
Measurement 
Period" or "SMP" 

means any prescribed Service measurement period, the dates 
of which are set out in the SMP Calendar in Appendix 1 of 
Schedule 5.1 (Charges and Invoicing); 

"Service 
Performance" 

means the set of behaviours and performance metrics to be 
measured in respect of the Contractor pursuant to Schedule 
2.5 (Supplier Performance Management), as further described 
in Paragraph 3.4 of that Schedule; 

"Service 
Request" 

means a request issued by the Customer Authority in 
accordance with Paragraph 2 of Schedule 6.11 (Service 
Requests, Projects and Delivery Support); 

"Service Request 
Management 
Policies and 
Procedures 
(RTPi)" 

see "RTPi"; 

"Service 
Requirements" 

means the requirements of the Services which are chosen from 
Part A of Schedule 2 (Service Requirements and Contractor 
Service Descriptions) of the Framework Agreement; 

"Service Tower 
Provider" or 
"STP" 

means an entity that is contractually obliged to provide a 
Service to the Customer Authority from time to time in respect 
of a Service Tower;  

"Service Towers" means any of the Network Service Tower and other service 
towers; 

"Service 
Tranche" 

means the particular part of the Services which begins to be 
provided on a Transfer Date in circumstances where the 
Contractor commences providing separate parts of the 
Services at different times; 

"Services" means any and all of the Services to be provided by the 
Contractor under this Agreement; 

"Services Board" means a governance board involving the representatives of the 
Customer Authority and the Contractor, and which will be 
established in accordance with Schedule 6.1 (Governance); 

"Services Board means the regular meeting between the Contractor and the 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  66 

Meetings" Customer Authority to manage and review the Contractor's 
performance under this Agreement, as further described in 
Schedule 6.1 (Governance); 

"Services 
Description" 

means the description of the Services set out in Schedule 2.1 
(Service Description);  

"Severity Level" see "Incident Severity Level"; 

"Severity 
Weightings" 

means the percentage assigned to each Service Level as set 
out in Part 3 of the Appendix to Schedule 2.3 (Service Levels 
and Related Remedies), as the same may be adjusted or 
added to pursuant to Paragraph 9 of Schedule 2.3 (Service 
Levels and Related Remedies); 

"Shared Service" 
or "Shared 
Services" 

means a Service provided pursuant to this Framework 
Agreement that has been designed, configured and 
implemented by the Contractor so that more than one (1) 
Direct Customer or Indirect Customer may benefit from it;  

"SIAM Activation 
Date" 

means the date at which the Contractor has access to the 
Customer Authority's SIAM Services; 

"SIAM Interface 
and Integration 
Requirements" 

means the requirements for the integration of the Services with 
SIAM Services; 

"SIAM Policies 
and Procedures" 

means those policies and procedures of the SIAM Service 
Tower Provider as referenced in Table 4 (SIAM Policies and 
Procedures) in Paragraph 2.4 of Schedule 6.10 (Customer 
Authority Standards and Policies);  

"SIAM Service 
Desk" 

see "Service Desk"; 

"SIAM Service 
Tower Provider" 

means the third party supplier or other body appointed by the 
Customer Authority to provide the SIAM Services, as identified 
by the Customer Authority to the Contractor from time to time; 

"SIAM Services" means the Service integration and management Services and 
the technical infrastructure used to deliver those Services, as 
provided by the SIAM Service Tower Provider to the Customer 
Authority; 

"Siebel Adapter 
Reconfiguration" 

means the design, integration and testing activities to deliver 
the requirements set out in 1.13 of Schedule 2.1 (Services 
Description); 

"Siebel 
Implementation 
for 100 Users 
Complete" 

means when 100 Users who require a Siebel based desktop 
agent client have been Transitioned and subsequently have 
been using the Services for a period of at least one calendar 
month; 
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"Siebel 
Telephony 
Desktop 
Integration" 

has the meaning given to it in Section 1.13.4 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Significant 
Failure Service 
Level" 

means the percentage set out in the row titled "Significant 
Failure Service Level" in the Service level tables set out in the 
Appendix to Schedule 2.3 (Service Levels and Related 
Remedies);  

"Single Sign On" means the property of access control of multiple related, but 
independent software systems. With this property a user logs 
in once and gains access to all systems without being 
prompted to log in again at each of them;  

"SIP" means Session Initiation Protocol – The signalling 
communications protocol, used in control of multimedia 
communication sessions such as voice and video calls over 
Internet Protocol (IP) networks standardised in RFC 3261 
under the auspices of the Internet Engineering Task Force 
(IETF); 

"Site Charge at 
Risk Amount" 

means an amount equivalent to fifty per cent (50%) of the total 
Service Charges for a Service at a Customer Authority Site in 
that SMP;  

"Site 
Implementation 
Manager" 

means a contractor resource responsible for coordinating all 
transition activity locally at each Contact Centre including the 
communications, deployment of handsets, training, Incidents 
arising during Transition, transition checks for migrated Users; 

"Site Location 
Code" or 
"SLOC"  

means the six (6) digit code allocated to each Customer 
Authority Site as a unique identifier which is used as a key field 
in Asset Registers, Other Registers and a variety of operational 
reports; 

"Site Matrix" has the meaning given in Clause 9.14; 

"Site Specific 
Service Level" 

means a Service Level which measures performance of 
Services at a site level for each Customer Authority Site;  

"Sites" means any premises from which the Services are provided or 
from which the Contractor manages, organises or otherwise 
directs the provision or the use of the Services or where any 
part of the Contractor System is situated or where any physical 
interface with the Customer Authority System takes place and 
the locations to which the Services are to be delivered from 
time to time;  

"Skill" means a attribute of an Agent used to determine that Agent’s 
capability to receive and handle particular types of customer 
interactions or work; 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  68 

"Skill Level" means defined as a comparative or relative measure of an 
Agent’s Skill; 

"Smartphone" means a device with the features of a mobile phone 
supplemented with those of another popular consumer device, 
such as a personal digital assistant (PDA), a media player, a 
digital camera, a GPS navigation unit, web browsing, Wi-Fi, 
and 3rd-party applications; 

"Smartphone 
Application" 

means Software applications designed for use on 
Smartphones;  

"SME" means a small or medium-sized enterprise, as such 
enterprises are defined by the European Commission in 
Commission Recommendation 2003/361/EC, as updated from 
time to time; 

"SMP Quarter" means an SMP Quarter equals three consecutive Service 
management periods (SMPs). The first SMP Quarter starts on 
the Effective Date; 

"SMP Summary" has the meaning given to it in Paragraph 4.4 of Schedule 6.6 
(Records Provision); 

"SMS Integration 
Service" 

has the meaning given to it in Section 7.5 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"SMS Service" has the meaning given to it in Section 6.5 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Social Media" Websites and applications that enable users to create and 
share content or to participate in social networking; 

"Social Media 
Integration 
Service" 

has the meaning given to it in Section 7.4 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Social Media 
Service" 

has the meaning given to it in Section 6.4 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Soft Turret" means an application configured or optimised for the delivery 
of Contact Centre Agent voice media; 

"Softphone" means an application that enables a desktop, laptop or 
workstation computer to function as a telephone via voice over 
IP; 

"Softphone 
Service" 

means Telephony Services designed to operate from a 
desktop workstation or other computer device without the need 
for a traditional telephone device; 
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"Software" means Specially Written Software, Contractor Software and 
Third Party Software; 

"Software Level 
Matrix" 

means the matrix to be maintained by the Contractor in 
accordance with the obligations set out in section 8.3 of 
Paragraph 5 (Responsibility Matrix) in Schedule 2.1 (Services 
Description); 

"Software 
Licences" 

means the contents of Appendix E of the Exit Plan produced in 
accordance with the outline template Exit Plan in Appendix 3 to 
Schedule 6.4 (Exit Management);  

"Software 
Maintenance" 

means the ongoing support and update refresh of software 
deployed on the Contact Centre Service as described in 
section 8.3 of Paragraph 5 (Responsibility Matrix) of Schedule 
2.1 (Services description;  

"Software 
Release" 

means any software update or patch issued by a vendor to 
address detected problems or update a computer program 
and/or its supporting data; 

"Solvent" means that it: 

(a) has no reasonable expectation that it or its holding 
companies will be affected by an Insolvency Event; and  

(b) is not undergoing an Insolvency Event; 

"Source Code" means computer programs and/or data in eye-readable form 
and in such form that it can be compiled or interpreted into 
equivalent binary code together with all technical information 
and System Documentation necessary for the use, 
reproduction, modification and enhancement of such software; 

"Special Service 
Request" 

means an approved request by the Customer Authority for 
provision of Special Service Request Services executed in final 
form in accordance with Paragraph 3 of Schedule 6.11 
(Service Requests, Projects and Delivery Support); 

"Special Terms" means the additional terms which are required by the 
Customer Authority and permitted by the Regulations; 

"Specially 
Written Software" 

means any software created by the Contractor (or by a third 
party on behalf of the Contractor) specifically for the purposes 
of this Agreement including any Documentation; 

"Specific Change 
in Law" 

means a Change in Law that relates specifically to the 
business of the Customer Authority; 

"Specified 
Software" 

means the software which the Contractor may request that the 
Customer Authority provides in accordance with clause 14; 
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"Speech 
Analytics 
Service" 

has the meaning given to it in Section 3.2 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"SRO" has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Staff Transfer" means the transfer of staff under this Agreement pursuant to 
the Employment Regulations; 

"Staff Transfer 
Code" 

has the meaning given to it in Paragraph 1.1 of Section A of 
Appendix 1 of Schedule 7.1 (Staff Transfer); 

"Staff Vetting 
Procedures" 

means the Customer Authority’s procedures for the vetting of 
personnel and as advised to the Contractor by the Customer 
Authority; 

"Staffing 
Information" 

means in relation to employees, such information as may be 
reasonably requested (subject to Data Protection Legislation), 
but including in an anonymised format: 

(a) their ages, dates of commencement of employment or 
engagement and gender; 

(b) details of whether they be employed, self employed 
contractors or consultants, agency workers or otherwise; 

(c) the identity of the employer or relevant contracting party; 

(d) their relevant contractual notice periods and any other 
terms relating to termination of employment, including 
redundancy procedures, and redundancy payments; 

(e) the wages, salaries and profit sharing; 

(f) details of other employment related benefits, including 
medical insurance, life assurance, pension or other retirement 
benefit schemes, share option schemes and company car 
schedules applicable to them; 

(g) any outstanding or potential contractual, statutory or other 
liabilities in respect of such individuals (including in respect of 
personal injury claims); 

(h) details of any such individuals on long term sickness 
absence, parental leave, maternity leave or other authorised 
long term absence; 

(i) copies of all relevant documents and materials relating to 
such information, including copies of relevant contracts of 
employment (or relevant standard contracts if applied generally 
in respect of such employees);  

(j) details of all collective agreements with a brief summary of 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  71 

the current state of negotiations with such bodies and with 
details of any current industrial disputes and claims for 
recognition by any trade union; and 

(k) any other "employee liability information" as such term is 
defined in regulation 11 of the Employment Regulations; 

"Standard 
Dispute 
Timetable" 

means the standard timetable for the resolution of Disputes set 
out in Appendix 1 to Schedule 6.3 (Dispute Resolution 
Procedure); 

"Standard 
Historical MI 
Report" 

means any reports identified in Schedule 6.6 (Records 
Provisions), Appendix 5, Paragraph 6.2.1 and 6.2.2; 

"Standard IVR" has the meaning given to it in Section 2.1 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Standard MIS 
Report User" 

has the meaning defined within Schedule 2.1 Section 5 
Paragraph 1.1.15.1.1 d; 

"Standard 
Transition 
Approach 
Principles" 

has the meaning defined within Schedule 4.5 (Take-On and 
Transition Description), Section 4, Paragraph 1.3; 

"Standard Voice 
User" 

has the meaning defined within Schedule 2.1 Section 5 
Paragraph 1.1.8 d; 

"Standards" has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement and shall include any additional 
standards; 

"Step-In Notice" has the meaning given to it in Clause 49.7; 

"Step-In 
Services" 

has the meaning given to it in Clause 49.9.2; 

"Step-Out Date" has the meaning given to it in Clause 49.12.2; 

"Step-Out 
Notice" 

has the meaning given to it in Clause 49.12; 

"Step-Out Plan" has the meaning given to it in Clause 49.13; 

"Strategic 
Supplier 
Relationship 
Management" or 
"SSRM" 

means the Contracting Authority's relationship assessment 
methodology applied to contractors providing Services to the 
Customer Authority from time to time, as notified to the 
Contractor; 

"Sub-contract" means any contract or agreement or proposed contract or 
agreement between the Contractor and any third party 
whereby that third party agrees to provide to the Contractor the 
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Services or any part thereof or facilities or Services necessary 
for the provision of the Services or any part thereof or 
necessary for the management, direction or control of the 
Services or any part thereof; 

"Sub-contracting 
Report" 

has the meaning given to it in Clause 22.13; 

"Sub-contractor" means the third party with whom the Contractor enters into a 
Sub-contract or its servants or agents and any third party with 
whom that third party enters into a Sub-contract or its servants 
or agents; 

"Sub-Group" or 
"Sub Groups" 

has the meaning given to it in Paragraph 5 of Schedule 6.1 
(Governance); 

"Super User" has the meaning defined in section 1.1.8 c of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Supervisor" means a Contact Centre user whose primary function is to 
supervise and / or manage one or more Contact Centre 
Agents. A supervisor will also have the capability interact with 
citizens through one or more Contact Centre interaction types; 

"Supplier 
Governance 
Board" 

means a board involving the Customer Authority and the 
Contractor and which will be established in accordance with 
Schedule 6.1 (Governance); 

"Supplier League 
Table" 

means the Customer Authority's league table of relative 
supplier performance, prepared in accordance with the 
provisions of Paragraph 4 of Schedule 2.5 (Supplier 
Performance Management); 

"Supplier 
Management 
Policies and 
Procedures" 

means those policies and procedures referenced in Table 4, 
Paragraph 2.4 of Schedule 6.10 (Customer Authority 
Standards and Policies); 

"Supplier 
Performance 
Manager" 

has the meaning given to it in Paragraph 2 of Schedule 2.5 
(Supplier Performance Management); 

"Supplier 
Performance 
Remediation 
Plan" 

has the meaning given to it in Paragraph 3.8 of Schedule 2.5 
(Supplier Performance Management); 

"Supplier 
Performance 
Review Board" 

means a board jointly established by the Parties in relation to 
ongoing Contractor performance, whose members are 
appropriate representatives from each Party, and which will be 
established in accordance with Schedule 6.1 (Governance); 
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"Supplier 
Performance 
Scorecard" 

means the supplier performance assessment tool utilised by 
the Customer Authority, as further described in Paragraph 3 of 
Schedule 2.5 (Supplier Performance Management);  

"Supplier 
Relationship 
Assessment" 

means the Customer Authority's tool for measuring different 
aspects of the Contractor's relationship and its development, 
as further described at Paragraph 3.6 of Schedule 2.5 
(Supplier Performance Management); 

"Sustainability 
Plan" 

means the Contractor’s sustainability plan prepared pursuant 
to Paragraph 4 of Schedule 8 (Sustainable Development 
Requirements); 

"Sustainability 
Tests" 

has the meaning given to it in Paragraph 5.1 of Schedule 8 
(Sustainable Development Requirements); 

"Sustainable 
Development 
Policy 
Statement" 

has the meaning given in Paragraph 3 of Schedule 8 
(Sustainable Development Requirements); 

"Sustainable 
Procurement 
Awareness 
Sheet" 

means a document that summarises the sustainable 
procurement drivers and targets for Customer Authority 
Contractors;  

"Sustainable 
Procurement 
Strategy"  

means a document that provides an overview of the strategy 
that the Customer Authority has adopted with regards 
embedding sustainable issues into the Customer Authority 
procurement processes; 

"System 
Documentation" 

means all documentation (including systems designs) relating 
to each system which has been or is developed for the 
Customer Authority or any Indirect Customer by or on behalf of 
the Contractor in the provision of the Services (including any 
modifications or enhancements made to such documentation 
during the Term), including the following: 

1. diagrams and schematics; 

2. drawings and patterns; 

3. information relating to software/firmware; 

4. documentation including handbooks, manuals, 
specifications, process definitions, procedures, reports, 
build and testing regimes; 

5. designs and documentation for the system; 

6. quality control and inspection data, procedures and 
processes; 
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7. local work instructions; 

8. reports for testing, design and R&D; 

9. operating and testing procedures and processes; 

10. design documentation; 

11. descriptions of Services and Service Level Targets; 

"Systems 
Integrator" 

means those responsible for integrating component 
subsystems provided by Service Tower Providers, PSN 
Service Providers, and Outgoing Services Provider into a 
whole and ensuring that those subsystems function together to 
deliver the Services; 

"Take-On" means the activities to be undertaken by the Contractor to 
prepare for live delivery of the Services to the first Site with 
effect from the Commencement Date, as set out in the Take-
On Plan; 

"Take-On Plan" means the Outline Take-On Plan as superseded by the 
Detailed Take-On Plan following approval by the Customer 
Authority pursuant to Clause 3.2 (as updated from time to time 
in accordance with Paragraph 4 of 
Schedule 4.1.(Implementation Plans)); 

"Take-On 
Services" 

means the Services set out in Schedule 4.3 (Outline Take-On 
Plan);  

"Task Handling 
Service" 

has the meaning given to it in Section 6.9 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Telephony 
Device" 

means any Customer Authority endpoint that participates 
directly in this Contact Centre Service. This includes any 
device capable of making and receiving a telephone call, may 
be provided through the Softphone Service implemented on a 
Customer Authority desktop and also includes devices such as 
fax machines that make use of the Analogue Service; 

"Telephony 
Service 
Contractor" 

means the supplier selected by the Customer Authority to 
provide telephony Services to users, as identified by the 
Customer Authority to the Contractor from time to time; 

"Telephony 
Services 
Category Lead" 

means the person appointed to that position by the Customer 
Authority from time to time and notified in writing to the 
Contractor or, if no person is notified, the Customer Authority 
Representative; 

"Term" means the period commencing on the Effective Date and 
ending on the expiry of the Initial Term or any Extension Period 
or on earlier termination of this Agreement; 
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"Termination 
Assistance 
Notice" 

means the issue of written notice by the Customer Authority to 
the Contractor requesting Termination Services, issued before 
the date of termination (however arising) or expiry of the 
Agreement (or any relevant part of it); 

"Termination 
Assistance 
Period" 

means the period specified in the Termination Assistance 
Notice in which the Contractor shall provide the Termination 
Services in accordance with Schedule 6.4 (Exit Management). 
Where this Agreement is terminated in part, there will be more 
than one Termination Assistance Period; 

"Termination 
Notice" 

means a notice to terminate this Agreement or part of the 
Services either immediately or at a date specified in the notice; 

"Termination 
Payment" 

means the payment calculated in accordance with the formula 
set out in Paragraph 2 of Schedule 5.2 (Payments on 
Termination); 

"Termination 
Services" 

means the Services and activities to be performed by the 
Contractor pursuant to the Exit Plan, including ongoing 
provision of the Services, performance of those activities listed 
in Appendix 1 to Schedule 6.4 (Exit Management) and any 
other Services required pursuant to the Termination Assistance 
Notice; 

"Termination 
Transfer" 

has the meaning given to it in Paragraph 3 of Schedule 7.1 
(Staff Transfer); 

"Termination 
Transfer Date" 

means each date on which the Services or any part of the 
Services cease to be provided by the Contractor in 
circumstances where the Replacement Contractor or the 
Customer Authority will commence the provision of 
Replacement Services. Where there is a Partial Termination, or 
where there are multiple Replacement Contractors, there may 
be several Termination Transfer Dates; 

"Termination 
Transferring 
Employees" 

means the Contractor Personnel assigned to providing the 
Services which cease to be provided on the Termination 
Transfer Date and whose names are included in the list 
provided by the Contractor in accordance with the terms of this 
Agreement; 

"Test Certificate" means the certificate materially in the form of the document 
contained in Appendix 1 to Schedule 4.2 (Testing Procedures) 
issued by the Customer Authority when a Deliverable has 
satisfied its relevant Test Success Criteria without any Test 
Issues; 

"Test 
Environment" 

means the associated hardware, software and network 
configuration (as defined in the Enterprise Test Strategy, as 
varied (in the case of a Project) by the relevant Project Test 
Strategy) required to Test one or more Deliverables as part of 
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Implementation; 

"Test 
Environment 
Management" 

means the management of the Test Environment; 

"Test Event" means a Test that has been agreed between the Contractor 
and Customer Authority; 

"Test Event 
Clearance 
Report" 

means a report prepared and submitted by the Contractor to 
the Customer Authority confirming that the Test Event has 
been concluded and containing details of the outcome of that 
Test; 

"Test Issue" means any variance or non-conformity of a Deliverable from its 
requirements as set out in the relevant Test Success Criteria; 

"Test Issue 
Management 
Log" 

means a log for the recording of Test Issues as described 
further in Paragraph 10 of Schedule 4.2 (Testing Procedures); 

"Test Plan" means a plan for the Testing of Deliverables and other criteria 
agreed in writing by the Parties related to the achievement of 
Milestones as described further in Paragraph 5 of Schedule 4.2 
(Testing Procedures); 

"Test Planning" means the planning of the Testing of Deliverables and other 
criteria agreed in writing by the Parties related to the 
achievement of Milestones as described further in Paragraph 5 
of Schedule 4.2 (Testing Procedures); 

"Test Planning 
and Design" 

means the design and subsequent planning of the Testing of 
Deliverables and other criteria agreed in writing by the Parties 
related to the achievement of Milestones as described further 
in Paragraph 5 of Schedule 4.2 (Testing Procedures); 

"Test Report" means a report setting out the results of any Tests which shall 
include the information set out in Paragraph 9.5 of Schedule 
4.2 (Testing Procedures); 

"Test Script(s)" means a set of instructions that will be performed on the 
system under during a Test to test that the system functions as 
expected; 

"Test 
Specification" 

means the specification that sets out how Tests will 
demonstrate that the Test Success Criteria have been 
satisfied, as described in more detail in Paragraph 7 of 
Schedule 4.2 (Testing Procedures); 

"Test Strategy" means as described in Paragraph 4 of Schedule 4.2 (Testing 
Procedures); 
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"Test Success 
Criteria" 

means the test success criteria described in Paragraph 7 of 
Schedule 4.2 (Testing Procedures); 

"Test Witness" or 
"Test 
Witnessing" 

means any person appointed by the Customer Authority 
pursuant to Paragraph 11 of Schedule 4.2 (Testing 
Procedures); 

"Testing" and 
"Tests" 

means any tests required to be carried out under this 
Agreement, as further described in Schedule 4.2 (Testing 
Procedures); 

"Testing 
Procedures" 

means the Testing procedures and Test Success Criteria set 
out in Schedule 4.2 (Testing Procedures); 

"Testing Quality 
Audit" 

has the meaning given to it in Paragraph 12 of Schedule 4.2 
(Testing Procedures); 

"Text Channel 
Analytics 
Service" 

has the meaning given to it in Section 6.16 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Textphone" means a telephone developed for use by people who are deaf 
or hard of hearing, having a small screen and a keyboard on 
which a message may be typed to be received by another 
Textphone or soft Textphone application; 

"Third Party 
Contracts 
Register" 

means the register of third party contracts referred to in 
Paragraph 3.4.4 of Schedule 6.4 (Exit Management) to be 
maintained by the Contractor in accordance with Paragraph 7 
of Schedule 6.6 (Records Provisions); 

"Third Party 
Materials" 

means the Third Party Software together with the 
Documentation relating to the Third Party Software; 

"Third Party 
Service Provider" 

means any contractor (other than the Contractor, its agents or 
Sub-contractors) supplying goods and/or Services to the 
Customer Authority or any End User or Indirect Customer; 

"Third Party 
Software" 

means software which is proprietary to any third party (other 
than an Affiliate of the Contractor) which is or will be used by 
the Contractor for the purposes of providing the Services; 

"Time and 
Material 
Charges" 

means the charge that will apply in respect of those Services 
for which time and materials is specifically agreed as the 
applicable charging methodology, pursuant to a Project Work 
Order or Consultancy Services Request calculated in 
accordance with Paragraph 6 of Part A of Schedule 5.1 
(Charges and Invoicing); 

"Tooling" means tools used by the SIAM Service Tower Provider and/or 
Contractor to enable the active management of the Services;  

http://www.oxforddictionaries.com/definition/english/telephone
http://www.oxforddictionaries.com/definition/english/develop
http://www.oxforddictionaries.com/definition/english/use
http://www.oxforddictionaries.com/definition/english/person
http://www.oxforddictionaries.com/definition/english/deaf
http://www.oxforddictionaries.com/definition/english/hard
http://www.oxforddictionaries.com/definition/english/small
http://www.oxforddictionaries.com/definition/english/keyboard
http://www.oxforddictionaries.com/definition/english/message
http://www.oxforddictionaries.com/definition/english/type


DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  78 

"Total Invoices 
Report" 

means the report in Appendix 4 Paragraph 4.2 in Schedule 6.6 
(Records Provisions); 

"Total Number of 
Users 
Transitioned At 
The End Of The 
SMP Quarter" 

means the volume of User that have been Transitioned 
successfully within an SMP Quarter; 

"Total Service 
Downtime" 

has the meaning given to it in the Service Levels in Schedule 
2.3 (Service Levels and Related Remedies); 

"Training 
Strategy" 

means a strategy document to be drafted by the Contractor 
and approved by the Customer Authority that outlines the 
training needs, training and documentation of the Service; 

"Transfer Date" means each date on which one or more (as applicable) of the 
Transferring Outgoing Service Provider Employees and/or the 
Transferring Customer Authority Employees transfer in 
accordance with the Employment Regulations to the 
employment of the Contractor (or where relevant any Sub-
contractor) being a date on which the Contractor takes 
responsibility for some part (or all of) the provision of the 
Services. Where the Contractor is taking over the Services in 
stages or from multiple previous Outgoing Service Providers, 
there may be several Transfer Dates; 

"Transferring 
Asset 
Documentation 
Review" 

means the documentation review required by Appendix 3 of 
Schedule 6.4 (Exit Management); 

"Transferring 
Assets" or 
"Transferring 
Asset" 

means such assets as transferred to the Customer Authority on 
termination or expiry of this Agreement and as specified in the 
Exit Plan; 

"Transferring 
Contracts" or 
"Transferring 
Contract" 

has the meaning given to it in Paragraph 11.2.2 of Schedule 
6.4 (Exit Management); 

"Transferring 
Customer 
Authority 
Employees" 

means the employees of the Customer Authority identified in 
each case (in circumstances where the Contractor will 
commence providing separate parts of the Services at different 
times) by reference to the relevant Service Tranche which will 
replace the Services performed by the Outgoing Service 
Providers on the relevant Transfer Date or otherwise those 
employees of the Customer Authority who are identified 
pursuant to Paragraphs 2.17 and 2.18 of Schedule 7.1 (Staff 
Transfer); 
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"Transferring 
Outgoing Service 
Provider 
Employees" 

means the employees of the Outgoing Service Providers 
identified in each case (in circumstances where the Contractor 
will commence providing separate parts of the Services at 
different times) by reference to the relevant Service Tranche 
which will replace the Services performed by the Outgoing 
Service Providers on the relevant Transfer Date or otherwise 
those employees of the Outgoing Service Providers who are 
identified pursuant to Paragraphs 2.5 and 2.6 of Schedule 7.1 
(Staff Transfer); 

"Transition" means the activities to be undertaken by the Contractor after 
Take-On to transfer (whether in stages or otherwise) 
responsibility for live delivery of the Services from the Outgoing 
Service Provider(s) in respect of each Site, as set out in the 
Transition Plan; 

"Transition 
Approach" 

has the meaning given to it in the Responsibility Matrix, 
Paragraph 1.8 of Schedule 4.5 (Take-On and Transition 
Description); 

"Transition 
Group" 

a Transition Group is a group of Contact Centre Users which 
the Contractor shall transition as a single entity. A Transition 
Group can comprise of Contact Centre Users at one or more 
Contact Centre Sites and serving one or more customer 
Service lines, within a Business Group;  

"Transition Plan" means the Outline Transition Plan as superseded by the 
Detailed Transition Plan following approval by the Customer 
Authority pursuant to Clause 3.1 (as updated from time to time 
in accordance with Paragraph 4 of Schedule 4.1 
(Implementation Plan); 

"Transition 
Satisfaction 
Survey" 

means a qualitative and quantitative measurement of the 
Contractor’s transition performance for each Transition Group; 

"Transition 
Steering Group"  

means the group that manages the scope of the Transition 
Project, tracks progress, resets priorities and steers the exit 
through the corrective action of common Contractor, 
Replacement Contractor (if applicable) and Customer Authority 
shared risks and issues; 

"Transitioned" means where the conditions and actions outlined in Paragraph 
2.11.11 of Schedule 4.5 (Take On and Transition Description) 
have been met for the Migration of Users;  

"Trigger Event" has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Turret" means a device configured or optimised for the delivery of 
Contact Centre Agent voice media interactions; 

"Type 2 Report" has meaning given to it by International Standard on 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  80 

Assurance Engagements No. 3402; 

"Ultimate Holding 
Company" 

means in relation to any Relevant Entity, the Holding Company 
which is not owned by a Holding Company; 

"Ultimate Holding 
Company 
Change" 

means any transaction or series of transactions which result in:  

(a) a change in the identity of the Ultimate Holding Company; 

(b) a Change of Ownership or Control of the Ultimate Holding 
Company; and/or 

(c) the acquisition of Control of the Relevant Entity by a person 
(or connected persons or persons acting in concert) which are 
not themselves Controlled by the Ultimate Holding Company; 

"Uninvoiced 
Charge" 

has the meaning given to it in Part B Paragraph 16.4 of 
Schedule 5.1 (Charges and Invoicing); 

"Unique Call ID" means a unique interaction identifier generated within the 
Contact Centre Service allowing identification and labelling of 
single interactions or interaction strings for consumption both 
internally and externally to the Contact Centre; 

"Unit Price" means the unit prices for each Resource Unit as set out in 
Appendix 2 of Schedule 5.1 (Charges and Invoicing); 

"United 
Kingdom" or 
"UK"  

means England, Scotland , Wales, Northern Ireland and the 
British Crown Dependencies of the Isle of Man and the 
Bailiwicks of Jersey and Guernsey; 

"Universal 
Credit" 

an operating function of the Customer Authority; 

"Universal Credit 
Digital" 

an operating function of the Customer Authority; 

"Universal Credit 
Live" 

an operating function of the Customer Authority; 

"Unrecovered 
Costs" 

means the costs incurred by the Contractor in the performance 
of this Agreement and detailed in the Financial Model from time 
to time, to the extent that the same remain to be recovered 
through the Charges at the rate at which they fall to be 
amortised as detailed in the Financial Model. Such costs will 
exclude internal costs of financing, working capital or 
overheads associated with these costs but include profit 
earned but not received accruing to these costs; 

"Updated 
Financial Model" 

means the Financial Model as updated pursuant to Paragraph 
5 of Schedule 5.4 (Financial Model); 

"Upper Decile" means that based on an analysis of Equivalent Services Data, 
the Charges for the Benchmarked Services, as compared to 
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the range of prices for Comparable Services, are within the top 
ten percent (10%) in terms of best value for money or the 
recipients of Comparable Services; 

"Use" means (a) for Software that are embedded in or an integral part 
of the Designated IPR, means the right to load, execute, store, 
transmit, display and copy (for the purposes of loading, 
execution, storage, transmission or display), modify, enhance, 
reverse, compile, decode, translate or otherwise utilise that 
Software; (b) for all other Software, means the right to load, 
execute, store, transmit, display and copy (for the purposes of 
loading, execution, storage, transmission and display) but not 
to modify, enhance, reverse, compile, decode, translate or 
otherwise utilise the Software (except as permitted by law); and 
(c) for all other Intellectual Property Rights, means the right to 
copy, adapt, publish, distribute or otherwise use such 
Intellectual Property Rights; 

"User" or "End 
User" 

means an individual authorised by the Customer Authority to 
use the Services or the Customer Authority systems; 

"VAT" means value added tax as provided for in the Value Added Tax 
Act 1994; 

"Video Call" has the meaning given to it in Section 6.8.6 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Video Call 
Service" 

has the meaning given to it in Section 6.8 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Virtual Agent 
Integration 
Service" 

has the meaning given to it in Section 7.14 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Virtual Agent 
Service" 

has the meaning given to it in Section 6.19 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Voice Agent" means an Agent utilising the Agent Service as defined in 
Schedule 2.1 Section 5 Paragraph 1.12. for Voice and 
Textphone media, in conjunction with an Agent Desktop 
Service as defined in Schedule 2.1 Section 5 Paragraph 1.13; 

"Voice 
Biometrics 
Integration 
Service" 

has the meaning given to it in Section 7.11 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Voice 
Biometrics 
Service" 

has the meaning given to it in Section 6.11 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION –  
FOR INFORMATION PURPOSES ONLY 

 
CONTACT CENTRE SERVICES – SCHEDULE 1 DEFINITIONS v4.3 

 

  82 

"Voice Quality 
Mean Opinion 
Score – 
Conversational 
Quality (MOS- 
CQ) or MOS – LQ 
and Delay" 

means the industry standard measurement of telephone voice 
quality of the same name;  

"Voice Recording 
Download" 

has the meaning defined within Schedule 2.1 Section 5 
Paragraph 1.1.15.1.1 c; 

"Voice Recording 
Download 
Service" 

has the meaning given to it in Section 3.5 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Voice Recording 
Quality 
Management" 

has the meaning defined within Schedule 2.1 Section 5 
Paragraph 1.1.15.1.1 a; 

"Voice Recording 
Reviewer" 

has the meaning defined within Schedule 2.1 Section 5 
Paragraph 1.1.15.1.1 b; 

"Voice Recording 
Reviewer 
Service" 

has the meaning given to it in Section 3.4 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Voice Service 
User" 

means a user of the Voice Service; 

"Voicemail 
Password" 

means security protection for voicemail accounts; 

"WAN 
Bandwidth" 

the capacity of Customer Authority data network links used by 
the Contractor to the deliver the Services; 

"WAN Service" means the Services provided in relation to WAN by the WAN 
Service Provider; 

"WAN Service 
Provider" 

means the Third Party Service Provider contracted to deliver 
the Customer Authority WAN Service; 

"Warning Notice" has the meaning given to it in Clause 10.8;  

"Wayleave" means the consent in writing to allow work to be carried out on 
privately owned land, covering the installation, maintenance 
and repair of network equipment; 

"Web Call Back" has the meaning given to it in Section 6.10.2 c of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Web Chat" has the meaning given to it in Section 6.2 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 
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"Web Chat 
Agent" 

means an Agent utilising the Web Chat Service functionality as 
defined in Schedule 2.1 Section 5 Paragraph 6.2 in conjunction 
with an Agent Desktop Service as defined in Schedule 2.1 
Section 5 Paragraph 1.13; 

"Web Chat 
Integration 
Service" 

has the meaning given to it in Section 7.2 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Web Chat 
Service" 

has the meaning given to it in Section 6.2 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Web Form 
Email" 

has the meaning given to it in Section 6.6.3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Web Self 
Service" 

means Customer Authority web based application allowing the 
citizen to partially or fully self- serve; 

"WebRTC" has the meaning given to it in Section 6.7 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"WebRTC 
Service" 

has the meaning given to it in Section 6.7 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"WfM" means Workforce Management, the integrated multi-media, 
multi-channel forecasting and scheduling capabilities utilised in 
management and control of resources within the Contact 
Centre; 

"Wider PSN 
Contractors" 

has the meaning given to it in Schedule 1 (Definitions) of the 
Framework Agreement; 

"Work 
Programme 
Governance 
Board" 

means a board established by SIAM Service Tower Provider in 
relation to the SIAM Service Tower Provider on-boarding 
process as part of Take-On, as set out in Schedule 4.1 
(Implementation Plan), whose members are appropriate 
representatives from each Party; 

"Workarounds" means an action taken by or on behalf of the Contractor to 
eliminate the impact of an Incident for which a Service 
Restoration is not yet available. Any Workaround must:  

(a) not affect the way the Customer Authority, Indirect 
Customers and/or any End User uses the Contractor System 
or Service; and  

(b) still result in the Contractor System or Service being 
provided in accordance with this Agreement; 
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"Workforce 
Management 
Agent" 

means as Agent consuming the Workforce Management 
Service as defined in Schedule 2.1 Section 5 Paragraph 3.1 in 
conjunction with an Agent Desktop Service as defined in 
Schedule 2.1 Section 5 Paragraph 1.13.2.2; 

"Workforce 
Management 
Service" 

has the meaning defined within Schedule 2.1, Section 5, 
Paragraph 3.1; 

"Workforce 
Management 
Supervisor" 

means as Agent consuming the Workforce Management 
Service as defined in Schedule 2.1 Section 5 Paragraph 3.1 in 
conjunction with an Agent Desktop Service as defined in 
Schedule 2.1 Section 5 Paragraph 1.13.2.3; 

"Workforce 
Optimisation 
Service" 

has the meaning given to it in Section 3 of Paragraph 5 
(Responsibility Matrix) in Schedule 2.1 (Services Description); 

"Workforce 
Optimisation 
Software" 

means a suite of products including Call Recording, Quality 
Monitoring, Workforce Management and Speech Analytics 
designed to optimise the performance of a Contact Centre; 

"Working Day" means any day other than a Saturday, Sunday or public 
holiday in England and Wales.  

 


