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Attachment 1 – Services Specification  
 

1. The Customer requires an Application Development & Support Partner (Supplier) to, 
without limitation, on-board Products  and Services (initially as detailed in the provided 
Change Assessment Workbooks) plus provide Application Support and Maintenance 
services (Support Services) as well as Application Development and DevOps ser-
vices.   
 

2. By establishing Shared Applications Service (SAS) for the development, maintenance 
and support of all products across the Home Office (Customer Estate), SAS in conjunc-
tion with the Application Development & Support Partner will deliver a mature, effective 
and efficient capability, bringing convergence between the Portfolios and allowing 
DDaT to:  
2.1. Scope, develop, build, deploy and operate applications or Products as part of multi-

disciplinary product teams;  
2.2. Support, maintain, enhance and decommission or replace products/applications 

and software.  
2.3. Introduce technical, commercial and cultural convergence across the Home Office 

so, SAS can deliver:  
2.3.1. Lower cost of managed service support through consolidating, optimising 

and reducing the number of contracts;  
2.3.2. Lower cost of providing support through resource optimisation;  
2.3.3. Convergent technical and commercial landscape through standardised pro-

cesses, technologies, tools and teams;  
2.3.4. Increased agility enabling more rapid deployment of new applications and 

capabilities in response to changing business requirements;  
2.3.5. Improved design, development and testing of applications, leading to more 

secure and resilient applications;  
2.3.6. Increased and improved internal Home Office products/application develop-

ment and support capabilities through the transition of skills and expertise in-
house.  

2.4. The realisation of this vision and the associated benefits will require a joint endeav-
our across the business. Change and transition activities will need to occur across 
all areas of DDaT, with a collective responsibility to ensure a smooth transition to 
the new operating model.   

  
3. Without limitation, the Services may include:  

3.1. Strategy  
  

3.1.1. Working with the Customer to evolve and enhance the SAS Function (and 
associated functions) technology strategy.   

 
3.2. Service Design  
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3.2.1. Working with the Customer in the identification, evolution and design of tech-
nology services including a SAS Function service delivery model, resources, 
processes and assets to meet current and future SAS Function service needs 
and demand. This may include auditing current service provision, continuous 
service improvement and developing new services.  

  
3.3. Transition and Transformation  

  
3.3.1. Transition and transformation services which supports the implementation of 

new services, service providers, architectures or processes in line with the 
Customer specifications and/or services strategy, with minimal risk and impact 
to the organisation. The Supplier shall conduct the process in a cost effective 
and timely manner. The service(s) may be new, modified, enhanced or the re-
tirement of a service(s).  
 

3.3.2. This may include:  
  

3.3.2.1. transition from one operational site(s) and/or service provider(s) to an 
alternative and/or insourcing of previously outsourced services.  

3.3.2.2. The identification of the transition/transformation success factors and 
their measurement.   

3.3.2.3. Risk analysis and risk management.   
3.3.2.4. Audit and due diligence activities for the Customer’s estate.  
3.3.2.5. Project and programme management, including planning, delivery and 

reporting.   
3.3.2.6. Implementing and managing the transition/transformation process and 

coordination of resources, potentially across a multi supplier environment.  
3.3.2.7. Post transition/transformation review to identify if the objectives, suc-

cess factors and benefits have been met and realised.  
3.3.2.8. Legacy service decommissioning and disposal, including planning, de-

livery and coordination of activities.  
  

3.4. Application and Data Management  
3.4.1. The services, processes and tools needed to manage the provisioning, ca-

pacity, performance, security and availability of the technology environment. 
Delivering at the right quality and at competitive costs. All services shall allow 
for change management within their delivery. Services may be delivered in line 
with IT Service Management Models (ITSM) such as ITIL, Cobit, ISO/IEC 
20000-1 or others, as required by the Customer including provision of the fol-
lowing services:  
  

3.4.1.1. Data Warehouse, Database and Data Management  
3.4.1.1.1. Data, database and middleware management and integration 

practices, architectural techniques and tools for achieving consistent 
access to data across the technology estate. The services shall meet 
the data consumption requirements of all other services, applications 
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and business processes. This is inclusive of installation, configura-
tion, management and support (1st or 3rd party) of databases. Activi-
ties include data extraction, translation, transfer, conversion and 
backup and recovery.  

 
3.4.1.2. Applications Management and Support  

3.4.1.2.1. A wide variety of application services, processes and methodol-
ogies for maintaining, enhancing, managing and supporting custom 
or enterprise applications, packaged software applications, ESCROW 
or network-delivered applications.  

 
3.4.1.3. DevOps or Release Management  

3.4.1.3.1. A collaborative approach to the integration of the software life 
cycle from application development through release and IT opera-
tions activities, with a focus on process workflows, application crea-
tion, deployment, and delivery using tools to automate the delivery for 
rapid and reliable software release.  

  
  

4. Support Services (Application Maintenance and Support)  
4.1. Support Services are a sub-set of Application and Data Management requirement 

described in paragraph 3.4 above.  
4.2. The Supplier shall work as directed by the Customer throughout the Term of this 

Contract and in-line with their response to the ITT requirements embedded within 
this agreement.  For the avoidance of doubt, direction is anticipated to be through 
outcomes and Deliverables captured in Work Packages.  

4.3. The Supplier shall   
4.3.1. provide the detailed Services as defined in Support Services v1.0.docx for all 

Products or Services successfully on-boarded whether via the Work Package 
‘SAS ASP WP 1 – On-boarding’ or successfully on-boarded by other methods 
including without limitation Civil Servants, contractors or other Suppliers follow-
ing SAS onboarding processes.  

4.3.1.1. For the avoidance of doubt, the price for provision of Services for par-
agraph 4.3.1 above shall be capped for each Product both as part of the 
on-boarding process and once successfully on-boarded in accordance 
with the Supplier response to the ITT and their Capped T&M price cap-
tured in C18410 – Financial Response.xlsx, Worksheet ‘Charges’, column 
I – ‘Monthly Capped Support Costs’.  

4.3.2. Ensure that the Controlled Document Supported Applications as initially de-
fined in (‘Supported Applications v1.0.xlsx’) is kept up to date including with-
out limitation, maintaining the list of all successfully on-boarded applications 
and any other data fields required to maintain a comprehensive record.  

4.3.3. Provide the services as detailed in the Supplier’s response reflecting the 
compliance with the requirements.  

4.3.4. Provide any other services as requested by the Customer which is in-line 
with the expected service requirements of this contract.  
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4.3.5. The Customer envisages that, without limitation, all Products and Services, 
Change Assessment Workbooks shall transition to the Customer.  For the 
avoidance of doubt, at the request of the Customer, transition could be to other 
Suppliers throughout the Term of the Contract.  

4.3.6. Transition of Services to the Customer and/or a replacement Supplier shall 
be at no additional cost to the Customer.  

4.3.7. All Documentation shall be maintained and kept up to date throughout the 
Term of the Contract.  For the avoidance of doubt, any Documentation found 
not to be up to date shall be updated at the Suppliers own cost.  

 
4.4. Supported Applications (Controlled Document)  

4.4.1. The Customer requires a controlled but flexible approach to application sup-
port including without limitation the ability to request applications be supported 
via an update to the Controlled Document ‘Supported Applications’.  

4.4.2. For the avoidance of doubt, where there is a change to the contract or a 
Work Package that affects the Services or Call Off Terms and/or a price 
change or introduction of a new price needs to be agreed, a member of the 
Customer Commercial Team shall be engaged in the process.   

4.4.3. The Supplier shall maintain and agree with the Customer a list of applica-
tions supported under this contract in the Controlled Document Supported Ap-
plications.  

4.4.4. Updates to, introductions and retirements of applications included with the 
Supported Application shall be managed through local operational change pro-
cess provided always that no change to Supported Applications shall be effec-
tive unless and until agreed in writing by authorised representatives of both 
parties.  

4.4.5. A draft has been provided in the ITT and the Supplier shall, within 20 days of 
contract signature agree the format and approach to updating Supported Appli-
cations or as instructed and/or requested by the Customer.  

4.4.6. Agreement of the list of applications to be included in Supported Applications 
shall not be unreasonably withheld by the Supplier.  

4.4.7. The Supported Applications document shall be maintained and agreed as re-
quired with an annual review including, without limitation, setting out the names 
and version numbers if appropriate to each application.  

  
  

5. Supplier ITT Response  
5.1. The Customer has a fluid operating environment and reserves the right to amend 

the scope of the on-boarding and support activities as described in the ITT.  
5.2. Unless otherwise directed by the Customer, the Supplier shall meet and Deliver all 

their stated obligations and commitments, plus how they would operate, detailed 
within their response to the ITT including without limitation:  

5.2.1. SAS ASP WP 1 - On-boarding  
5.2.1.1. Successfully Deliver ‘SAS ASP WP 1 – On-boarding’ including with-

out limitation successfully on-boarding all Products within the five (5) 
Change Assessment Workbooks provided in the ITT transitioning services 
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to the Shared Applications Service function for the fixed price stated in 
their ITT response.    

5.2.2. For the avoidance of doubt, successful on-boarding shall enable the Cus-
tomer to exit of all incumbent Level 2 and Level 3 support requirements associ-
ated with the Products or Services in the Change Assessment Workbooks.  

5.2.3.  Individuals in the Supplier’s team will require SC clearance or NPPV3 clear-
ance or higher clearance as appropriate, or be willing to undergo SC clearance 
or NPPV3 clearance or higher clearance. Unless otherwise agreed by the Cus-
tomer in writing, SC clearance or NPPV3 clearance needs to have been 
achieved and validated by the Customer before each individual can commence 
work. 

5.2.4.  Suppliers ITT Response: 
  

6. Intentionally left blank 
 

  
7. Agile Ways of Working  

7.1. The Buyer anticipates that all Services will be delivered in accordance with Agile 
principles including without limitation:  

7.1.1. Sprints to be managed in 4 week cycles unless otherwise agreed.  
7.1.2. Deliverables, outcomes and Acceptance Criteria for each Sprint to be agreed 

prior to the commencement of any Sprint and captured in the Customer Tool-
set.  The current Toolset is Jira with details captured in the Description box in-
cluding, without limitation, Stories, Tasks and sub-tasks.  

7.1.3. Sprint retrospectives will be held once a Sprint completes to determine if the 
Deliverables, outcomes and Acceptance Criteria have been Delivered in ac-
cordance with the Acceptance Procedure in Paragraph 5 of the Additional spe-
cific standards or compliance requirements.  

7.2. The Supplier is required to organise their teams with Product in mind providing a 
‘one team’ Run/Change model. The team should be sized to provide both applica-
tion support and maintenance and agile delivery services from a single source. De-
livery of those Services will be managed by an appropriately empowered scrum 
masters/project/service delivery manager.  
 

8. The Supplier shall identify the status of resources deployed in support of the Services 
including, without limitation, whether resources are permanent, sub-contract or contract 
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hire plus inside or outside of IR35 and update the Customer should the status 
change.    

  
9. Optional Recruiting and Training Requirement  

 
9.1. The Supplier shall, as a minimum, provide the Customer with flexible deployment 

periods; fully trained resources; and the option to retain deployed resources at the 
end of their tenure with the supplier.  

9.2. Develop a pipeline of skilled resources who can be deployed to the Customer to 
deliver specific Work Packages and who can subsequently apply for permanent 
Customer vacancies should the opportunity arise and should they wish to do so.  

9.3. The Supplier agrees they will not put in place any financial and/or time restrictions 
under this contract if a resource was to take a salaried permanent role, following an 
open and fair recruitment process with the Customer during or at the end of their 
tenure.  
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Attachment 2 – Charges and Invoicing  
 

1. The total Charges payable by the Customer during the Initial Term shall not exceed the 
Total contract value except that this value may be increased at the sole discretion of the 
Customer via a notice to extend or agreed contract change.  

 
2. As per the Call Off Terms, the Supplier shall be entitled to issue a Valid Invoice for the 

Payment Milestone after receiving the Satisfaction Certificate from the Customer in re-
spect of Achievement of the relevant Milestones.   

 
3. The relevant Milestone Date, Payment, Payment Retention and Daily Delay Payment 

for SAS ASP WP 1 – on-boarding is described in the table below.   
 

3.1. 
 
4. Call Off Contract SFIA day rates   
 

4.1. The below SFIA maximum day-rates will apply to the Call Off Contract to agree 
Charges for future Work Packaged based on capped or Time and Materials. For the 
avoidance of doubt, these are the maximum rates and the Customer expects rates be-
low these rates to be proposed for the majority of requirements.   
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4.1.1.  
 

5. Milestone Payments  
5.1. Payment Milestones shall be made following the issue of a Satisfaction Certif-
icate by the Customer in respect of Achievement of the relevant Payment Milestone.  
5.2. For the avoidance of doubt, Payment Milestones (Fixed On-boarding Costs) 
have been identified for each Product, Application or Service in Paragraph 3 above.    

5.2.1. A payment of 80% will be made following the issue of a Satisfaction 
Certificate by the Customer in respect of Achievement of the relevant Payment 
Milestone of each Product in each Change Assessment Workbook.  

5.2.2. The retained 20% will be paid following the issue of a Satisfaction Cer-
tificate by the Customer in respect of Achievement of successfully on-boarding 
all Products in all Change Assessment Workbook in Work Package ‘SAS ASP 
WP 1 – On-boarding’.  
 

6. Time and Material Charges or capped Time and Materials Charges  
6.1. The Service Charges for delivery are based upon the Day Rates proposed by 
the Supplier in their ITT Response.  
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6.2. The Day Rate proposed by the Supplier shall be based upon a standard work-
ing day of eight (8) hours, which shall be calculated exclusive of any breaks.   
6.3. on any day where less than eight (8) hours are worked one eighth of the ap-
plicable Standard Day Rate shall be paid for each whole hour that is worked.  
6.4. The Day Rate shall apply irrespective of when the hours are worked. That is 
to say, 8 hours worked at the weekend or 8 hours worked between midnight and 8am 
will incur the same costs as 8 hours worked as part of “normal” office hours.  
6.5. Payment Mechanism   

6.5.1. The Supplier shall maintain full and accurate records of the time spent 
by the Supplier's Personnel in providing the Services and shall provide such 
records to the Customer with each relevant invoice submitted.  

6.5.2. The Customer shall pay the monthly Charges against the signed Ac-
ceptance Certificate for timesheets and monthly Deliverables.  At the end of 
each month the Parties shall review a report developed by the Supplier that 
summarised the works completed in the last period, the time sheet actuals for 
the Supplier team and will include a forecast of works and estimates for the 
next period.  Once the Customer has approved this report it shall produce an 
Acceptance Certificate. The Supplier will issue invoices for issued Acceptance 
Certificates.  

6.5.3. With each invoice, the Supplier shall also provide Management Infor-
mation including without limitation a summary of the total charges incurred un-
der this contract and a break- down of charges per role per application.  

6.6. For the avoidance of doubt, Provision of Services shall be capped for each 
application both as part of the on-boarding process and once successfully on-boarded 
in accordance with the Supplier response to the ITT and their Capped T&M price cap-
tured in C18410 – Financial Response.xlsx, Worksheet ‘Charges’, column I – ‘Monthly 
Capped Support Costs’.  
 

7. The Customer is looking to ensure value for money throughout delivery of the services 
and may look to deploy an alternative approach to managing the delivery and payment 
structure of both on-boarding activities and support activities including, without limita-
tion:  
7.1. Fixed Resource Capacity  
7.2. The Supplier shall deliver Services from a fixed capacity team providing cost 
certainty with flexibility to deploy as mutually agreed to the most critical activities (e.g. 
major incidents, application stability or improvements).    
7.3. Delivery will be Agile through 4 week sprints with regular project governance 
to support the overall goal of replacing supplier resources with Civil Servants.    
7.4. As Civil Servants are recruited, they will replace supplier resources who can 
roll-off or redeploy to other critical activities amending the resource capacity and price 
as appropriate.  
7.5. Fixed Price Support  
7.6. The supplier shall initially provide support on a capped T&M basis to enable 
the gathering of sufficient knowledge to enable a fixed price quote that may also include 
cost reductions / gainshare.  
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7.7. On request from the Customer, the Supplier shall provide a fixed price pro-
posal for continued support.  
7.8. The Customer reserves the right to accept the fixed price quote, continue on 
a capped T&M basis or initiate the transition of the service(s) to a replacement supplier 
(or the Customer).  
7.9. The intention is to move from capped T&M to fixed price.  The Parties will 
review each Product within three months of commencement of Service for suitability to 
move to fix price.  For the avoidance of doubt, the Customer may remain on capped 
Time and Materials or apply a combination of fixed and capped Time and Materials 
pricing for each Product or part thereof over the Term.  

  
8. Expenses  

8.1. The Charges are inclusive of all Supplier travel and subsistence and all other 
expenses for work conducted within the M25 motorway. Whilst the main locations are 
expected to be Croydon, Sheffield, Manchester and central London, some travel is ex-
pected between Customer sites. For the avoidance of doubt, all Supplier expenses in-
cluding without limitation, travel and subsistence, within the M25 motorway is inclusive.   
8.2. Where, at the Customer’s prior request and with prior Customer manager ap-
proval, travel is required outside of the M25, this shall be charged without margin and 
as incurred and will be arranged by the Supplier at the lowest logical fare or rate for 
each journey acting reasonably.   
8.3. The Supplier commits to keeping any such expenses to a minimum commen-
surate with operational needs and will, where such travel is anticipated in advance, pro-
vide the Customer with prior notice so that the Customer’s approval in accordance with 
the Customer’s current financial guidelines and policy is in place at the time of 
travel.  The policy is available on request.  

  
9. Resources  

9.1. The Supplier is providing Services to support business critical applications and 
the Customer may from time to time need assurance that the Services are being pro-
vided in accordance with paragraph 6 above of the Call Off Contact.  Therefore, without 
prejudice to any other rights and remedies of the Customer, the Customer may require 
the Supplier to provide additional information to support that sufficient resources have 
been allocated and that these resources have sufficient technical expertise; skills; 
knowledge; and experience.  Acting reasonably, the Customer may, at its discretion and 
without prejudice to any other rights and remedies of the Customer request that re-
sources be replaced.  

  
10. Yearly Cost Reduction  

10.1. The Customer expects that the Supplier will be able to make efficiencies over 
the course of this contract.  
10.2. For the Change Assessment Workbooks provided as part of this Further Com-
petition, Suppliers have provided a capped cost for the provision of BAU support.  Each 
anniversary of the contract signature, the charges will be reduced by 10%.  For the 
avoidance of doubt, the same principle will apply to all future services on-boarded and 
supported by the Supplier  
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11. Delay Payments  

11.1. Delay Payments will be capped at 10% of each Payment Milestone described 
in the Work Book ‘Charges’ that formed part of the Supplier Tender. In accordance with 
Clause 5.4 of the Call Off Contract, Delay Payments will be set at 0.5% of the affected 
Payment Milestone accrued in accordance with the Call Off Terms. All Payment Mile-
stones listed in the Work Book ‘Milestone Dates & Price’ and the Implementation Plan 
are subject to Delay Payment.  
11.2. Worked Example:   

11.2.1. If the Milestone Date is due on February 1st, 2021 but, delayed and not 
successfully delivered until February 15th, 2021, this would be a 14 day de-
lay.  The corresponding Milestone Payment would be subject to a 7% reduc-
tion based on 14 days at 0.5% per calendar day.  

11.3. The Customer reserves the right to apply these principles to all future Work 
Packages.  

  
12. Retention Payment  

12.1. For each Work Package, 20% of the T&M, Capped T&M or Fixed price will be 
retained until all Deliverables and Milestones within the Work Package have been suc-
cessfully delivered and accepted by the Customer in accordance with the Acceptance 
Procedure in Paragraph 5 of the Additional specific standards or compliance require-
ments.  
12.2. As an example, for a Fixed Price Deliverable under a Work Package for an 
Epic consisting of three sprints priced at £10,000 each.  On completion of each sprint, 
assuming charges of £10,000 apply, £8000 will be paid on successful completion of 
each Sprint.  On completion of the final sprint, and acceptance of the Epic or Work Pack-
age, £14,000 will be paid may up of £10,000 for the third and final sprint plus £4,000 
retained against the two earlier Sprints.   

  
13. Risk Share Principles  

13.1. The Customer reserves the right to include Risk Share principles in future work 
activities.  It’s anticipated that a risk pot against a set of Deliverables will be agreed with 
associated risks.  If risks occur, the risk pot is utilised until exhausted beyond which the 
supplier would be responsible for completion of delivery at their own cost.  Should the 
risk not occur, the Parties will agree principles in advance as to how the risk pot will be 
shared.  

   
14. GainShare Principles  

14.1. Whilst not applicable to the initial Work Packages, the Customer would like to 
work with the Supplier to agree suitable Gainshare principles to future work for the mu-
tual benefit and ensure common goals of both Parties. 
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Part A – Milestone Payments and Delay Payments  
 
To be set out within the individual work packages  

 
Part B – Service Charges  
 
To be set out within the individual work packages  

 

 
Part C – Supplier Personnel Rate Card for Calculation of Time and 
Materials Charges    
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Part D – Risk Register     
 
To be set out within the individual work packages  

 
 

 
Part E – Early Termination Fee(s) 

 
The calculation shall be based on reasonable, proven and unavoidable losses, evidenced by the 
supplier. 
 

Attachment 3 – Outline Implementation Plan 

 
To be set out within the individual work packages  
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Attachment 4 – Service Levels and Service Credits 

 
 

Service Levels and Service Credits 
 
As part of the on-boarding process, the Service Levels for each Product, Application and/or 

Service will need to be assessed.  At the request of the Customer, the Supplier shall adopt any 
additional requirements through the Change Control Process with agreement not to be 
unreasonable withheld.  
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Attachment 5 – Key Supplier Personnel and Key Sub-Contractors 

 
.1.5 The Parties agree that they will update this Attachment 5 periodically to record any changes 

to Key Supplier Personnel and/or any Key Sub-Contractors appointed by the Supplier after 
the Commencement Date for the purposes of the delivery of the Services. 

Part A – Key Supplier Personnel  

 

 
Part B – Key Sub-Contractors  
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Attachment 6 – Software 

 
.1.1 The Software below is licensed to the Buyer in accordance with Clauses 20 (Intellectual Property Rights) and 21 (Licences Granted by the 

Supplier). 

.1.2 The Parties agree that they will update this Attachment 6 periodically to record any Supplier Software or Third Party Software subsequently 
licensed by the Supplier or third parties for the purposes of the delivery of the Services. 

Part A – Supplier Software 
 
The Supplier Software includes the following items: 
 

Software Supplier (if an Affiliate of the 
Supplier) 

Purpose Number of 
Licences 

Restrictions Number of 
Copies 

Type (COTS or 
Non-COTS) 

Term/ 

Expiry 
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Part B – Third Party Software 
 
The Third Party Software shall include the following items: 

 

Third Party Software Supplier Purpose Number of Licences Restrictions Number of Copies Type (COTS or Non-COTS) Term/ 

Expiry  
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Nature and purposes of the 
processing 

• To be set out in individual work packages 

 

Type of Personal Data • To be set out in individual work packages 

 

Categories of Data Subject • To be set out in individual work packages 

 

Plan for return and 
destruction of the data once 
the processing is complete 
UNLESS requirement under 
union or member state law to 
preserve that type of data 

• To be set out in individual work packages 
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Annex 1 – Call Off Terms and Additional/Alternative Schedules and 

Clauses 
 




