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1. Definitions 

1.1 In this Schedule, the following words shall have the following meanings and they shall 
supplement Schedule 1 (Consolidated Definitions): 
 

"Supplier Framework 
Manager" 

  

 has the meaning given to it in Paragraph 3.1 of this 
Schedule; and 

"Supplier Review Meetings"  has the meaning given to it in Paragraph 3.6 of this 
Schedule. 

2. How the Framework Authority and the Supplier will work together 

2.1 The successful delivery of this Framework Agreement will rely on the ability of the Supplier 
and the Framework Authority to develop a relationship immediately following the conclusion 
of this Framework Agreement and maintaining this relationship throughout the Framework 
Term.  

2.2 To achieve this relationship, there will be a requirement to implement framework 
management activities which will be informed by quality Management Information, and the 
sharing of information between the Supplier and the Framework Authority. 

2.3 This Schedule outlines the general structures and management activities that the Parties 
shall follow during the Framework Term. 

3. Framework Management 

Framework Management Structure 

3.1 The Supplier shall provide a suitably qualified nominated contact (the "Supplier Framework 
Manager") who will take overall responsibility for the delivery of the Services, as well as a 
suitably qualified deputy to act in their absence.  

3.2 The Supplier shall put in place a structure to manage this Framework Agreement in 
accordance with the Framework Schedules.  

Growth of the Framework Agreement 

3.3 The Supplier shall produce and issue to the Framework Authority a draft supplier action plan 
(the "Supplier Action Plan"). The Supplier Action Plan will be mutually agreed by the parties 
within 30 days of the Framework Effective Date and will include as a minimum  a list of tasks 
or step-by-step sequence of actions needed to complete or achieve the objective or goals. 
The Supplier Action Plan shall include, as a minimum, details of: existing Customers; 
potential Customers; contact details and frequency and nature of the engagement. The 
Framework Authority shall not unreasonably withhold or delay its agreement to the draft 
Supplier Action Plan. The Supplier Action Plan shall be agreed between the Parties and 
come into effect within two weeks from receipt by the Supplier of the draft Supplier Action 
Plan.  

3.4 The Supplier Action Plan shall be maintained and updated on an ongoing basis by the 
Supplier and, at a minimum, reviewed and updated by the Supplier and the Framework 
Authority not less than once every 6 months during the Framework Term. Any changes to 
the Supplier Action Plan shall be agreed by the Framework Authority and the Supplier. The 
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Supplier shall not unreasonably withhold its agreement to any changes to the Supplier Action 
Plan. Any such changes shall, unless the Framework Authority otherwise approves, be 
agreed between the Parties and come into effect within two weeks from receipt by the 
Supplier of the Framework Authority’s notification. 

3.5 The Supplier agrees to comply with its obligations in the Supplier Action Plan as updated 
from time to time. 

Supplier Review Meetings 

3.6 Regular performance review meetings will take place at the Framework Authority’s premises  
or via conference facilities if appropriate  throughout the Framework Term ("Supplier 
Review Meetings") at such times and frequencies as the Framework Authority determines 
from time to time but which shall be no less than the frequencies set out in Annex 1 to this 
Schedule. 

3.7 The Supplier Review Meetings will review the Supplier Reports, the Supplier’s performance 
under this Framework Agreement more generally and, where applicable, the Supplier’s 
adherence to the Supplier Action Plan. The agenda for each Supplier Review Meeting shall 
be agreed by the Framework Authority Representative and the Supplier Framework Manager 
in advance of each meeting. 

3.8 The Framework Authority may ask the Supplier to discuss any instances known to the 
Supplier where any Customers decided not to use this Framework Agreement for their order. 

3.9 The Supplier Review Meetings shall be attended, as a minimum, by the persons fulfilling 
those roles specified as “Required Attendees” in Annex 1 to this Schedule. 

Supplier Reports 

3.10 The Supplier will submit reports throughout the Framework Term ("Supplier Reports"): at 
such frequencies; to cover such content; and to such recipients, as is set out in the 
Schedules to this Framework Agreement and Annex 2 to this Schedule or as otherwise 
determined by the Framework Authority from time to time. 

Operational Boards 

3.11 In the event that the Framework Authority replaces a member of a Board on which it sits, the 
Framework Authority shall notify the Supplier in writing. 

3.12 In the event that the Supplier wishes to replace any member of a Board on which it sits it 
shall notify the Framework Authority in writing of the proposed change for agreement by the 
Framework Authority (such agreement not to be unreasonably withheld or delayed). 

3.13 The Framework Authority, the Supplier and each Customer shall ensure that any person it 
appoints to any Board set out in this Schedule or created pursuant to this schedule has 
sufficient expertise and authority to be able to advise the relevant Board and where that 
person does not have sufficient expertise or authority to be able to advise on the required 
issue, that person shall use reasonable endeavours to ensure that: 

3.13.1 a delegate attends the relevant meeting and that such delegate is properly briefed 
and prepared in relation to such issue; and 
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3.13.2 where a delegate attends in place of the member, the member is debriefed by the 
delegate as soon as reasonably practicable following the relevant meeting. 

3.14 The chairperson of the relevant Board shall be responsible for: 

3.14.1 scheduling meetings of the relevant Board and giving sufficient notice of the 
schedule meeting to Board members; 

3.14.2 setting the agenda for meetings of the Board and circulating the agenda to all 
attendees in advance of such meeting; 

3.14.3 inviting attendance at Board meetings of persons who are not members of the 
relevant Board and providing such persons with details of the issues to be 
discussed;  

3.14.4 chairing meetings of the Board; 

3.14.5 monitoring the progress of any follow up tasks and activities agreed to be carried 
out following the Board meetings; 

3.14.6 ensuring that the minutes for each Board meeting are recorded and sent 
electronically (i) in full to the Board members; (ii) to all Customers; and (iii) in part 
to any other attendees as applicable in relation to those parts of the meeting to 
which that attendee was present, within five (5) Working Days after the relevant 
Board meeting; and 

3.14.7 appointing a delegate as required from time to time to perform any of the 
responsibilities set out in this paragraph 3.14. 

3.15 The relevant Board shall be responsible for determining:  

3.15.1 the members of the sub-board; 

3.15.2 the purpose of the sub-board; and  

3.15.3 how often the sub-board shall report to the Board. 

3.16 The members, purpose and frequency of reporting in respect of the TSC sub-board are as 
set out in this Schedule.  

3.17 The Supplier shall ensure that the appropriate Supplier Personnel attend those Board and 
sub-board meetings at which their attendance is required by the Framework Authority at no 
charge to the Framework Authority or any Customer. 

3.18 Board and sub-board meetings shall be held at such times, dates and locations as shall be 
reasonably required by the Framework Authority. 

3.19 The Framework Authority shall provide the terms of reference for each of the Boards to the 
Supplier within thirty (30) days after the Framework Effective Date.  

3.20 Each Board may delegate any function which it deems appropriate from time to time to a 
sub-board.  
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3.21 The C&OB shall be responsible for: 

3.21.1 managing the relationship between the Framework Authority, the Supplier and 
Customers; 

3.21.2 facilitating and managing discussion between the Framework Authority, the 
Supplier and Customers on issues which are relevant to all Customers including 
service improvement, audit, benchmarking, security and disputes; and  

3.21.3 will be the first point of formal escalation from the Call-Off Agreements if 
agreement cannot be reached between the Supplier and Customers. 

3.22 The Framework Authority shall establish a C&OB. This forum shall be responsible for the 
activities, and perform the roles, specified in paragraph 3.15. For the avoidance of doubt, the 
C&OB is not responsible for performing any of the obligations of the Supplier under the 
Framework Agreement or any Call-Off Agreement. 

3.23 The C&OB shall be the forum where this Framework Agreement and the Call-Off 
Agreements are formally and officially managed, including: 

3.23.1 ensuring that this Framework Agreement and each Call-Off Agreement is operated 
in a manner which optimises the value for money and operational benefit derived 
by the Framework Authority, Customers and Service Recipients; 

3.23.2 overseeing management and provision of the Services; 

3.23.3 managing any current proposed Benchmark Review; 

3.23.4 reviewing progress against the Implementation Plan; 

3.23.5 receiving reports from the Supplier (including the Service Reports) on matters 
including the performance against the Service Levels and compliance verification 
or other audits; 

3.23.6 receiving reports from the TSC; 

3.23.7 referring technical / performance matters to the TSC; 

3.23.8 authorising or rejecting changes to Call-Off Agreements escalated to it from 
Customers, the Supplier or the TSC and further having the authority to commit the 
Framework Authority and/or the relevant Customer to any such change to Call-Off 
Agreements; 

3.23.9 consideration of requirements or changes need to be actioned by the Framework 
Authority with the Supplier; 

3.23.10 seeking to resolve Disputes escalated to it by the Framework Authority, Supplier or 
any Customer in accordance with Schedule 6.3 (Dispute Resolution Procedure) of 
the Framework Agreement; 
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3.23.11 reviewing and advising the Framework Authority and relevant Customers about 
any Rectification Plan or providing advice to the Framework Authority or relevant 
Customer as to whether a Rectification Plan should be approved; and 

3.23.12 resolving Service related issues escalated to it by Customers. 

3.24 The Parties and the Customers shall agree the Framework Authority members, the 
Customer members and the Supplier members of the C&OB within thirty (30) days of the 
Framework Effective Date and the members shall be set out in the terms of reference for the 
C&OB. This list may be updated from time to time by notification to the Framework Authority 
in writing.  

3.25 The C&OB shall meet at the offices of the Framework Authority or at an alternative location 
as agreed between the Parties from time to time.  

3.26 The members of the C&OB will include: 

3.26.1 one representative of the Supplier; 

3.26.2 one representative of the Framework Authority; 

3.26.3 optionally, one representative from each Customer. 

3.26.4 The members of the C&OB shall ensure, as far as reasonably practicable, that the 
C&OB shall, as soon as reasonably practicable, resolve the issues and achieve 
the objectives placed before them. 

3.27 The Supplier shall ensure that: 

3.27.1 it is represented at the relevant parts of the C&OB meetings as reasonably 
requested by the Framework Authority from time to time; and 

3.27.2 its representatives at the relevant parts of the C&OB meetings are empowered to 
make relevant decisions or have access to empowered individuals for decisions to 
be made to achieve this. 

3.28 The C&OB shall be chaired by the Framework Authority's representative referred to in 
paragraph 3.26.2 which may invite such other persons (including representatives of the 
Supplier) as are relevant to attend meetings of the C&OB.  

3.29 A C&OB meeting shall be quorate as long as at least one (1) Framework Authority member, 
one Supplier member and one Customer member are present. 

3.30 The first meeting of the C&OB shall take place no later than sixty (60) days after the 
Framework Effective Date.  

3.31 The C&OB shall meet: 

3.31.1 at least once per month from the first C&OB meeting until such time as the 
Framework Authority notifies the Supplier that it no longer requires meetings at 
such frequency; 
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3.31.2 at least once every three (3) months after the Supplier's receipt of the Framework 
Authority's notification pursuant to paragraph 3.11(a) above; and  

3.31.3 at such other times reasonably requested by the Framework Authority; 

3.32 In each Contract Year, at least one C&OB meeting shall be an annual review meeting. The 
Framework Authority and Supplier shall agree whether additional attendees should attend 
the relevant C&OB meeting for the purpose of the annual review. 

3.33 The C&OB shall establish a TSC as a sub-board to consider technical and performance 
matters.  

3.34 The TSC shall: 

3.34.1 review the Supplier's performance of the Services and discuss any Service 
incidents/ problems; 

3.34.2 consider future service requirements, including major technical change, 
maintenance and works, technology refresh; 

3.34.3 receive reports from the Supplier on anticipated works to be undertaken by or in 
relation to other customers of the Data Centres;  

3.34.4 consider the impact of any changes to Standards, Industry Standards and security 
requirements; 

3.34.5 consider potential service improvements and innovations; 

3.34.6 provide reports to the C&OB;  

3.34.7 refer matters to the C&OB for discussion; and 

3.34.8 liaise with the Supplier's change advisory board. 

3.35 The members of the TSC will include: 

3.35.1 one representative of the Supplier; 

3.35.2 one representative of the Framework Authority; 

3.35.3 optionally, one representative from each Customer. 

3.36 The TSC shall be chaired by the representative of the Framework Authority.   

3.37 The Supplier will be required to ensure that its attendees are empowered to make relevant 
decisions or have access to empowered individuals for decisions to be made to achieve this. 

3.38 At any meeting of the TSC the quorum shall be one (1) representative from the Framework 
Authority, the Supplier and at least two (2) of the Customers.  

3.39 The TSC shall meet at least quarterly, commencing on the Service Commission Date for the 
first Customer.   
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4. What the Supplier must do to measure their performance 

4.1 The Supplier shall cooperate in good faith with the Framework Authority to develop efficiency 
tracking performance measures for this Framework Agreement. This shall include the 
following (but this list is not exhaustive and may be developed during the Framework Term):  

4.1.1 tracking reductions in costs, in order to demonstrate that Customers are 
consuming less and buying more smartly;  

4.1.2 developing performance measures to ensure that this Framework Agreement 
supports the emerging target operating model across central government 
(particularly in line with centralised sourcing and category management, 
procurement delivery centres and payment processing systems and shared 
service centres). 

4.2 The metrics that are to be implemented to measure efficiency shall be developed and agreed 
between the Framework Authority and the Supplier. Such metrics shall be incorporated into 
the Supplier Reports. 

4.3 The ongoing progress and development of the efficiency tracking performance measures 
shall be reported through framework management activities as outlined in this Schedule. 

5. Contract Risk Management 

5.1 Both the Framework Authority and the Supplier shall pro-actively manage risks attributed to 
them under the terms of this Framework Agreement. 

5.2 The Supplier shall develop, operate, maintain and amend, as agreed with the Framework 
Authority, processes for: 

5.2.1 the identification and management of risks; 

5.2.2 the identification and management of issues; and 

5.2.3 monitoring and controlling project plans. 

5.3 The Supplier allows the Framework Authority to inspect at any time within working hours the 
accounts and records which the Supplier is required to keep. 

5.4 The Supplier will maintain a risk register of the risks relating to the Framework Agreement 
which the Framework Authority, Customer(s) or the Supplier have identified. 

6. Marketing 

6.1 The Supplier shall ensure that a person is appointed who shall be responsible for the 
marketing obligations of the Supplier in relation to this Framework Agreement.  
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How the Supplier must contribute to the Framework Authority publications 

6.2 The Supplier shall supply current information relating to the Services it offers for inclusion in 
the Framework Authority marketing materials when required by the Framework Authority 
from time to time. 

6.3 Such information shall be provided in such form and at such time as the Framework 
Authority may request. 

6.4 Failure to comply with the provisions of Paragraphs 6.2 and 6.3 may result in the Supplier's 
exclusion from the use of such marketing materials. 

What Supplier can say in its own publications 

6.5 All marketing materials produced by the Supplier in relation to this Framework shall at all 
times comply with the Framework Authority’s branding guidance at  
https://www.gov.uk/government/publications/crown-commercial-service-supplier-logo-and-
brand-guidelines 26 February 2021 (the “Guidelines”). 

6.6 The Supplier will periodically update and revise its marketing materials to ensure ongoing 
compliance with the Guidelines. 

6.7 The Supplier shall regularly review the content of any information which appears on its 
website and which relates to each Call-Off Agreement and ensure that such information is up 
to date at all times. 

6.8 The Supplier shall obtain all appropriate approvals prior to publishing any content in relation 
to a Call-Off Agreement with that Party using any media, including on any electronic medium, 
and the Supplier will ensure that such content is regularly maintained and updated.  In the 
event that the Supplier fails to maintain or update the content, the Framework Authority or 
the relevant Customer may give the Supplier notice to rectify the failure and if the failure is 
not rectified to its reasonable satisfaction within one (1) month of receipt of such notice, shall 
have the right to remove such content itself or require that the Supplier immediately arranges 
the removal of such content. 

7. Management Information 

7.1 The Supplier shall, at no charge, provide timely, full, accurate and complete Management 
Information Reports (“MI Reports”) to the Framework Authority which incorporate the data, 
in the correct format, required by the MI Reporting Template and such guidance that the 
Framework Authority may issue from time to time.   

7.2 The initial MI Report template is set out in Annex 3 to this Schedule and the Framework 
Authority may change it from time to time (including the data required and/or format) and 
issue a replacement version.  The Framework Authority shall give at least thirty (30) days' 
notice in writing of any such change and shall specify the date from which it must be used. 
The Supplier may not make any amendment to the current MI Report template without the 
prior approval of the Framework Authority.  

7.3 MI Reports must be completed and returned to the Framework Authority by the tenth (10th) 
Working Day of every month during the Framework Term and thereafter until all transactions 
relating to Call-Off Agreements have permanently ceased. If at any point there is a period of 
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a month where no reportable transactions occur, then a declaration must be made 
confirming no business has been conducted, in place of data submission. 

7.4 In an MI Report, the Supplier should report contract data that is one month in arrears. For 
example, if an invoice is raised for October but the work was actually completed in 
September, the Supplier must report the invoice in October's MI Report and not 
September's.  Each Call-Off Order Form received by the Supplier must be reported only 
once, i.e. when the Call-Off Order Form is received.  

7.5 MI Reports shall be completed electronically and uploaded to the Framework Authority data 
submission service available at: https://www.reportmi.crowncommercial.gov.uk   

7.6 MI Reports must be completed in pounds sterling unless the Framework Authority has given 
prior written consent to the use of another currency.  

7.7 The Framework Authority may reasonably require that MI Reports be submitted by an 
alternative means such as email.   

7.8 Where requested by the Framework Authority, the Supplier shall provide Management 
Information to a Customer as specified by the Framework Authority. 

7.9 The Supplier grants the Framework Authority a non-exclusive, transferable, perpetual, 
irrevocable, royalty free licence to:  

7.9.1 use and to share with any Customer; and/or 

7.9.2 publish (subject to any information that is exempt from disclosure in accordance 
with the provisions of FOIA, being redacted), 

any Management Information supplied to the Framework Authority for the Framework 
Authority’s normal operational activities including administering this Framework Agreement 
and/or all Call-Off Agreements, monitoring public sector expenditure, identifying savings or 
potential savings and planning future procurement activity. 

7.10 The Framework Authority may consult with the Supplier to inform its decision to publish 
information. However, the Framework Authority shall retain absolute discretion regarding the 
extent, content and format of any disclosure. 

7.11 If the Supplier or the Framework Authority identify material error(s) and/or material 
omission(s) in historic MI Report(s) (MI Failure), the Supplier must provide corrected MI 
Report(s) to the Framework Authority on or before the date when the next MI Report is due.  
Corrections may be either in the form of an addendum to the next MI Report submission, or a 
resubmission of existing historic returns, at the discretion of the Framework Authority. 

7.12 Following an MI Failure, the Framework Authority may issue reminders to the Supplier and 
require the Supplier to correctly complete the MI Report.  The Supplier shall rectify any 
deficient or incomplete MI Report as soon as possible and not more than five (5) Working 
Days following receipt of any such reminder. 

7.13 The Supplier agrees to attend meetings between the Parties in person to discuss the 
circumstances of any MI Failure(s) at the request of the Framework Authority.  If the 
Framework Authority requests such a meeting the Supplier shall propose and document 
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measures as part of a Rectification Plan to ensure that the MI Failure(s) are corrected and do 
not occur in the future. 

7.14 If two (2) MI Reports are not provided in any rolling six (6) month period then an MI Default 
shall be deemed to have occurred and the Framework Authority shall be entitled to: 

7.14.1 suspend the Supplier from the agreement until such time that deficient MI 
Reports(s) are rectified; and/or 

7.14.2 terminate this Framework Agreement.   

 

 

 



OFFICIAL 

CH Framework Agreement II 
Schedule 6.1 (Governance and Reporting) 

 

1 
 

Annex 1 

Supplier Review Meetings 

 

 

 

 

 

 

Supplier 
Review 
Meeting Title 

 

Purpose Frequency Required Attendees Optional Attendees 

 



OFFICIAL 

CH Framework Agreement II 
Schedule 6.1 (Governance and Reporting) 

 

1 
 

Supplier 
Operational 
Performance 
and Service 
Management 

To specifically monitor performance 
proposed minimum agenda:  

 SLAs 

 KPIs 

 Incidents 

 Workarounds 

 Service Credits  

 Performance improvement plans 

 Management Information 

 Risks and mitigations 

 Any current proposed Benchmark 
Review 

 Escalation or referral of 
technical/performance matters 

 Seeking to resolve Disputes or any 
issues escalated in relation to 
Changes 

 Considering future service 
requirements, including major 
technical change, maintenance and 
works, technology refresh 

 Considering the impact of any 
changes to Standards, Industry 
Standards and security requirements 

 Considering potential service 

Monthly during the 
Framework Term 

 Framework 
Authority 
Representative 
 

 Supplier 
Framework 
Manager 
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improvements and innovations 

 Unresolved service, service 
management and/or performance 
issues requiring escalation for 
resolution 

 Agreement of the content of the 
communications at the C&OB 

Security 
Working 
Group 

As defined by Schedule 3.6 (Security) Quarterly during the 
Framework Term 

 Framework 
Authority Security 
Representatives 

 Supplier Security 
Representatives 

  

Business 
Development 

To review and plan for new customer 
growth, and innovation, proposed minimum 
agenda:  

 Service delivery - New customer/ 
projects 

 Value, performance against 
business case 

 Innovation  

 Relationship, strategic alignment, 
new opportunities including pipeline. 

Quarterly during the 
Framework Term 

 Framework 
Authority 
Commercial 
Manager 

 Supplier Business 
Development 
Manager 

 Framework 
Authority 
Representative 
Manager 

 Supplier 
Framework 
Manager 

 Framework 
Authority  Marketing 

 Account Leads 

 Cabinet Office IT  

 Supplier Product 
Manager 
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Strategic To take a longer-term view of the 
relationships and strategic goals sought as 
a result of the Framework Agreement, 
proposed minimum agenda:  

 Strategic alignment;  

 New opportunities as a result of 
policy or market changes;  

 Commercial performance;  

 Operational performance. 

Every 6 months 
during the 
Framework Term 

 Head of 
Framework 
Authority Tech 
Pillar  

 Supplier CEO 

 Framework 
Authority 
Commercial 
Manager  

 Supplier Business 
Development 
Manager  

 Framework 
Authority 
Representative  

 Supplier 
Framework 
Manager 

 Head of Cabinet 
Office IT  

 Customer’s Head of 
IT 
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Annex 2 

Supplier Reports 

REDACTED 
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Annex 3 

Initial MI Report template 

 

REDACTED 


