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1 Introduction 

The UK Debt Management Office (DMO) has asked Tessella to provide a proposal to provide an additional year of 
support for a number of tools developed by DMO and The Mathworks in MATLAB which Tessella have been supporting 
over past years. 

This document presents our understanding of your support requirements, and details both the services we propose to 
meet them and how we will deliver those services. 

This proposal covers a 1-year support contract; in the future we would be happy to discuss the basis on which this 
support could be extended to further years. Where DMO has requirements for stand-alone enhancements to their 
software, we would be pleased either to perform them within the scope of this contract, if budget allows, or to quote for 
them separately, either on a fixed price or time and materials basis. 

This project is Commercial in Confidence and all aspects of the project are subject to the Non Disclosure agreement 
signed by Tessella  on 20 May 2011. 

2 Requirements 

2.1 System description 

DMO has a requirement to support and maintain three tools: 

 Yield Curve Tool (YCT) 

 Portfolio Simulation Tool (PST) 

 Strategic Debt Analysis (SDA) tool 

The three tools are understood to consist of the software and associated files provided to Tessella via FTP on 1 June 
2011, together with changes made since then by Tessella, and changed made by DMO which have been provided to 
Tessella. As well as the comments in the code, the tools are described through help files (html files supplied with the 
code) which include an overview of each tool, tutorials, installation notes, descriptions of GUIs, and documents for 
formulae. There is also a design document for the YCT (P910-Design-v1) prepared by The Mathworks. 

2.2 Support requirements 

DMO requires a professional and reliable support service to provide: 

 The resolution of software issues that arise during the support period 

 Maintenance of software documentation 

 Performance in accordance with defined service levels 

2.3 Constraints 

All Tessella staff who work on the project or have access to the DMO tools will be security cleared to SC level if required 
by DMO. 

3 Services to be provided 

3.1 Support activities 

Tessella will undertake on-call maintenance and on-demand support for the three tools (YCT, PST and SDA). 

Support will be provided via email and telephone. Any travel to DMO’s offices which is requested by DMO will be 
charged at cost. 
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3.2 Supported items 

The following items will be maintained and supported by the service: 

 Source code1 

 Configuration data such as report templates and example data files 

 User Guide (html help files)2 

 Installation scripts 

Master versions of these items will be maintained at Tessella for the duration of the contract. We will deliver updates to 
these documents in conjunction with the software releases. 

3.3 Service levels  

3.3.1 Period of operation 

We will commence the Support and Maintenance service on receipt of your order and provide it for 12 months unless 
otherwise agreed. The service will be available during UK office hours (08:30 – 17:30) on working days excluding English 
Bank Holidays and the period between Christmas and New Year. 

3.3.2 Priority level of requests 

In order for us to provide an appropriate response, we need you to indicate a seriousness level when reporting a problem 
or requesting an enhancement, by using one of the following categories: 

 Critical: A problem that causes a total or significant failure endangering business. 

 Urgent: A problem that limits full operational service without corrections to specific areas of operation. The 
problem has a significant business impact. 

 Routine: A problem that does not prevent the use of a facility in operational service, or for which a locally 
identified cure or circumvention is available. Problems in this category do not need immediate attention, but 
require agreement of a delivery date for a fix. 

3.3.3 Response timescale 

Tessella will respond to all requests raised in the agreed manner within the following defined timescales: 

 Acknowledge Request Start Work 

Critical Request 2 service hours 1 service day 

Urgent Request 2 service hours 2 service days 

Normal Request 2 service days N/A 

The timescales are based on the priority level of the request. Our support team currently achieves these targets on over 
99% of occasions. 

The terms “service hours” and “service days” mean a period of time within the agreed hours of operation. 

3.3.4 Complaints and escalation 

In the unlikely event of a complaint, please contact the Tessella ACI Manager, Martin Waller, without delay. He will 
immediately attempt to resolve the issue and will report the complaint internally in accordance with our quality 
procedures. Tessella receives very few customer complaints but each one is recognised as an opportunity to improve 
our service. All complaints are handled formally and are routed through the management chain to the Managing Director. 
                                                        
1 DMO sometimes use the MATLAB compiler to create compiled code; the executables thus produced are not specifically included in 

the list of supported items, but at request from DMO we will endeavour to provide any necessary assistance in this area.  
2 Note that we have not investigated the extent to which the existing help files match the current version of the software. Should 

discrepancies be discovered, these could be resolved at DMO’s option through the standard support processes.  
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3.4 Initiation and delivery of the service 

3.4.1 Service initiation 

This support service is currenly ongoing, so no specific service initiation tasks are required. 

 

3.4.2 Capability maintenance 

On an ongoing basis, throughout the support period, we will maintain our ability to provide the required standard of 
support by 

 Managing and maintaining the support environment. The Tessella development environment will be tested 
to confirm they are performing as expected.  

 Providing support team continuity training. The support team will carry out continuity training to maintain 
their knowledge of the system, and new staff will be added to the team as required 

3.4.3 Project management 

The Tessella team will work under the management of a Project Manager who will be responsible for service delivery 
and quality matters. 

The Project Manager also provides the prime point of contact for communications relating to the support contract and is 
responsible for: 

 Reporting. The Tessella Project Manager will provide monthly reports outlining the work carried out in the 
previous month, a breakdown of effort on a task by task basis, and if appropriate on the performance of the 
service against the agreed service levels. 

 Regular review meetings. The Tessella Project Manager will arrange review meetings as required with the 
superintending officer. These will usually be over the telephone. These meetings provide an opportunity to 
review the service that we provide and to discuss any suggestions for improving the system. 

4 Client dependencies  

4.1 Raising support requests 

To ensure that only legitimate support requests are passed on to Tessella, it is important that incidents and enhancement 
requests are submitted only by nominated client personnel who are authorised to agree expenditure by Tessella against 
the project budget. 

Incidents and support requests should be raised by email to dmo.support@tessella.com. Critical incidents can also be 
raised by telephone to 01235 546 612. 

4.2 Other dependencies 

Support can only be provided efficiently if the client and Tessella staff work effectively together, and the Tessella support 
staff have access to all the information and facilities they need. To ensure this we need you to provide the following: 

Delivery Day Dependency 

Support contract 
kickoff 

Provide Tessella with any changes to the list of authorised users 

As required 
throughout the 
support contract 

Access to user raising bug, user community representative, system administrators, etc  

As required 
throughout the 
support contract 

Access to up-to-date software, for example taking into account any updates made by 
DMO or third parties 

 

mailto:dmo.support@tessella.com
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Throughout the project we would like to be able to ask questions of key members of your staff outside of the normal 
review and progress meetings, for example, to seek clarification of the problems and proposed solutions. 

4.3 Scheduling of support activities 

Tessella’s support work will be carried out as required by DMO according to a prioritised work list. Consequently it is 
important that you prioritise all requests and inform the Tessella Project Manager of any changes in priority that may 
occur. 

 

5 Financial proposal 

Tessella is pleased to offer to perform the above work for the following price: 

 Fixed price element to cover capability maintenance for a period of 12 months: £6,000. 

 On-demand support as requested by DMO.  
 

. Support time will be charged on an hourly basis, with a 
minimum spend of 80 hours and a limit of liability for the year of £19,000. Should the DMO award Tessella 
separate tasks outside of this agreement, these tasks will contribute to the minimum spend calculation. 

 Total LOL is therefore £25,000 

 

This proposal is valid for three months from the date of issue. 

Beyond the present proposal, Tessella would be pleased to continue supporting DMO into future years. 

6 Payment Plan 

The following payment plan is suggested:  

- Start of contract: £6,000 Fixed Price element 

- Monthly in arrears based on support given 




