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Call-Off Schedule 14 (Service Levels)

1. Definitions

1.1 Inthis Schedule, the following words shall have the following meanings
and they shall supplement Joint Schedule 1 (Definitions):

“Amber Service shall be the amber service level performance measure as

Level Performance set out against the relevant Service Level Performance

Measure” Criterion in the Annex to Part A of this Schedule;

“Critical Service means a failure to meet a Red Service Level Performance

Level Failure” Measure for a Critical Service Level defined in the
Order Form;

“Green Service
Level Performance
Measure”

shall be the green service level performance measure as
set out against the relevant Service Level Performance
Criterion in the Annex to Part A of this Schedule;

I1] . .
Red Service Level  gp,i be the red service level performance measure as set

Performance out against the relevant Service Level Performance
Measure” Criterion in the Annex to Part A of this Schedule;
"Service Credits" any service credits specified in the Annex to Part A

of this Schedule being payable by the Supplier to
the Buyer in respect of any failure by the Supplier to
meet one or more Service Levels;

"Service Credit has the meaning given to it in the Order Form;

Capll

"Service Level means a failure to meet the Service Level Performance
Failure" Measure in respect of a Service Level as follows:

i) the Suppliers performance of any Critical
Service Level is reported as failing to meet the
Red Service Level Performance Measure in a
given Service Period;

i) the Supplier's performance of a single Service
Level is reported as failing to meet the Red
Service Level Performance Measure for that
Service Level twice or more in any three (3)
consecutive Service Periods;

iii) the Supplier's performance of a single Service
Level is reported as failing to meet the Red
Service Level Performance Measure for that
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Service Level four (4) times or more in any
twelve (12) consecutive Service Periods; and

iv) the Supplier's performance of a single Service
Level is reported as failing to meet the Amber
Service Level Performance Measure for that
Service Level six (6) times or more in any twelve
(12) consecutive Service Periods.

"Service Level A Red Service Level Performance Measure, an Amber
Performance Service Level Performance Measure or a Green Service
Measure" Level Performance Measure as set out against the

relevant Service Level in the Annex to Part A of this
Schedule; and

"Service Level shall be as set out against the relevant Service Level
Threshold" in the Annex to Part A of this Schedule.
1. What happens if you don’t meet the Service Levels

1.1  The Supplier shall at all times provide the Deliverables to meet or
exceed the Service Level Performance Measure for each Service
Level.

1.2  The Supplier acknowledges that any Service Level Failure shall entitle
the Buyer to the rights set out in Part A of this Schedule including the
right to any Service Credits and that any Service Credit is a price
adjustment and not an estimate of the Loss that may be suffered by the
Buyer as a result of the Supplier’s failure to meet any Service Level
Performance Measure.

1.3  The Supplier shall send Performance Monitoring Reports to the Buyer
detailing the level of service which was achieved in accordance with
the provisions of Part B (Performance Monitoring) of this Schedule.

1.4 A Service Credit shall be the Buyer’s exclusive financial remedy for a
Service Level Failure except where:

1.4.1 the Supplier has over the previous (twelve) 12 Month period
exceeded the Service Credit Cap; and/or

1.4.2 the Service Level Failure:
(@) exceeds the relevant Service Level Threshold;

(b) has arisen due to a Prohibited Act or wilful Default by the
Supplier;

(©) results in the corruption or loss of any Government Data,
and/or

(d) results in the Buyer being required to make a
compensation payment to one or more third parties;
and/or
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1.4.3 the Buyer is otherwise entitled to or does terminate this Contract
pursuant to Clause 10.4 (CCS and Buyer Termination Rights).

1.5 Not more than once in each Contract Year, the Buyer may, on giving
the Supplier at least three (3) Months’ notice, change the weighting of
Service Level Performance Measure in respect of one or more Service
Levels and the Supplier shall not be entitled to object to, or increase
the Charges as a result of such changes, provided that:

1.5.1 the total number of Service Levels for which the weighting is to
be changed does not exceed the number applicable as at the
Start Date;

1.5.2 the principal purpose of the change is to reflect changes in the
Buyer's business requirements and/or priorities or to reflect
changing industry standards; and

1.5.3 there is no change to the Service Credit Cap.

2. Critical Service Level Failure
On the occurrence of a Critical Service Level Failure:

2.1 any Service Credits that would otherwise have accrued during the
relevant Service Period shall not accrue; and

2.2  the Buyer shall (subject to the Service Credit Cap) be entitled to
withhold and retain as compensation a sum equal to any Charges
which would otherwise have been due to the Supplier in respect of that
Service Period ("Compensation for Critical Service Level Failure"),

provided that the operation of this paragraph 3 shall be without prejudice to
the right of the Buyer to terminate this Contract and/or to claim damages from
the Supplier for material Default.

Part A: Service Levels and Service Credits

1. Service Levels
If the level of performance of the Supplier:
1.1 s likely to or fails to meet any Service Level Performance Measure; or
1.2 islikely to cause or causes a Critical Service Failure to occur,

the Supplier shall immediately notify the Buyer in writing and the Buyer, in its
absolute discretion and without limiting any other of its rights, may:

1l.a.1 require the Supplier to immediately take all remedial action that
is reasonable to mitigate the impact on the Buyer and to rectify
or prevent a Service Level Failure or Critical Service Level
Failure from taking place or recurring;

1.a.2 instruct the Supplier to comply with the Rectification Plan
Process;
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1.a.3 if a Service Level Failure has occurred, deduct the applicable
Service Level Credits payable by the Supplier to the Buyer;
and/or

l.a.4 if a Critical Service Level Failure has occurred, exercise its right
to Compensation for Critical Service Level Failure (including the
right to terminate for material Default).

1. Service Credits

1.1  The Buyer shall use the Performance Monitoring Reports supplied by
the Supplier to verify the calculation and accuracy of the Service
Credits, if any, applicable to each Service Period.

1.2  Service Credits are a reduction of the amounts payable in respect of
the Deliverables and do not include VAT. The Supplier shall set-off the
value of any Service Credits against the appropriate invoice in
accordance with calculation formula in the Annex to Part A of this
Schedule.

Annex A to Part A: Services Levels and Service

Service Level Performance Measure

Servic Service Service Service
Service Level e | Level - Level — Credll;cI Critical
Performance Description LeYIe a SR e Poaya € Service
Criterion e GREEN (%) Level
RED AMBER

Key Personnel and
Contract Manage-
ment

Key personnel to be Critical

available Monday to Service

Friday 08:00 to

17:30, fifty two (52) Level
Key Personnel Avail- weeks a year (as de-
ability ! Service

fined by the Con- <100 .

. . 100% Credit

tracting Authorities) % (3%)

excluding public and >

bank holidays. Maxi-

mum vacancy time

of 4 weeks per per-

sonnel

Physician available
Physician Availability 24/7 for Critical Inci- | <100% 100%

dent Support and
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Medical Emergen-
cies Governance
_ All customer Com-
Complaints — Re- plaints to be >=97%
ceived acknowledged within | < 97% and < >=99%
one (1) Working Day 99%
of receipt
Customer com-
Complaints_Re- | Saedwitin o > = 9T
omplaints — Re- solved within ten < 97% and < > = 99%
solved (10) working days 99%
and outcome pro- 0
vided.
Administration
Administration: % of emalls re-
) S sponded to or an- o >=90% —QEo
g'; gg;alls (Mon-Fri, swered within two <90% and < 95% >=95%
) working days
OH calls (Mon-Fri, 8- | *ofcallstoOHan- | 5=g00 > =95%
5.30) swered and < 95%
Management Refer-
rals
% of cases clinically
Management Referral triaged within one 1
; ; ; >=90% >= 95%
:;ir:;gee — received to Wo_rklng day of re- <90% | Zid <95% 0
ceipt
% of cases from tri-
age to appointment
Management Referral . L _
Appointment — triaged identified and com- <90% >=90% . >= 95%
to first offered municated within and < 95%
2WD
Time from appoint-
ment communicated
to first appointment
for those attending
in 5 working days
Management Referral
; - >=90% >= 950
Appointment — first of- | Measured in full <90% and < 95% 95%
fered to attended working days. Metric
to include
Number (%) can-
celled
Number (%) DNA
Referrer receives
Management Referral | advice viareport
Report — attended to | Wwithin 5 working <o0v, | >=90% >= 95%
dispatched days, or 2 working and < 95%
days where a clinical
or operational risk
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presents as defined
by OH management

Management Referral
— received to dis-
patched

From receipt of re-
ferral to close, % of
cases managed
within 13 WD (where
no clinical risk pre-
sents)

<100%

100%

Service
Credit
(3%)

Critical
Service
Level

Further Medical Evi-
dence and case esca-
lation if FME is not
available within 8
weeks

Further Medical Evi-
dence report re-
quested from a spe-
cialist or General
Practitioner within
two (2) days of the
need having been
identified by the
Supplier

< 100%

100%

Ill Health retirements

Medical opinion to
support ill health re-
tirement applications
to be delivered
within ten (10) work-
ing days of request

<95%

>= 95%
and <
100%

100%

Medical In (MIC) con-
fidence packs

Medical packs re-
quired for Civil Ser-
vice Pensions
Scheme (SMA) to be
complied and re-
turned within 3 days
of request being re-
ceived.

<95%

>=95%
and <98%

>98%

Case Management

Single case confer-
ences to take place
within 5 working
days of request of
Contracting Authori-
ties

<100%

>100%

Pre-Employment
Checks

Pre-Employment
Checks

Delivery of fithess
for work to Contract-
ing Authorities fol-
lowing screening
within 2 working
days from receipt

<90%

>=90%
and <95%

>95%

Pre-Employment
Checks

Telephone assess-
ment if required
within three (3)
working days of re-
quest.

<90%

>=90%
and <95%

>95%

Pre-Employment
Checks

Face to face Con-
tracting Authorities

<90%

>=90%
and <95%

>95%
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Personnel assess-
ment within five (5)
working days of re-
quest.

Pre-Employment
Checks

Written opinion fol-
lowing telephone
and face-to-face as-
sessment to be re-
ceived by Contract-
ing Authorities within
two (2) working days
of the assessment.

<90%

>=90%
and <95%

>95%

Physiotherapy

External Referrals to
third party suppliers —
Physiotherapy

% of referrals to be
made within 2 work-
ing days of recom-
mendation

<95%

>=95%
and <100%

>=100%

Physiotherapy

% of physiotherapy
treatments offered
an appointment
within three (3) days
of receipt of referral

<90%

>=90%
and <95%

>=95%

Physiotherapy

% of discharge re-
ports received within
2 working days of
discharge and saved
to electronic data-
base

<100%

>=100%

EAP

Counselling Sessions
(EAP)

% of requests for
counselling to be
sourced and com-
municated to the
employee within two
(2) working days

<95%

>=95%

Counselling Sessions
(EAP)

% of first counselling
sessions to be ar-
ranged and commu-
nicated with em-
ployee in 3WD

<95%

>=95%

Counselling Sessions
(EAP)

% of first counselling
sessions delivered
within 20WD work-
ing days from initial
request

<100%

100%

Service
Credit
(2%)

Critical
Service
Level

EAP
Phone calls and ad-
vice line

% of calls answered.
Should information
not available from
database, EAP
counsellors will re-
search and respond

<100%

100%
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within 3 working
days

EAP
Complaints and Esca-
lations

% of complaints and
escalations acknowl-
edged within 1 work-
ing day, with % of
complaints investi-
gated and re-
sponded to within 5
working days

<95%

>=95%
and <100%

100%

Specialist Assess-
ments

Specialist Assess-
ment

Overall time from re-
ferral to report no
longer than 30 WD
where an assess-
ment has been un-
dertaken

e Workplace / Work-

station Assess-
ments for employ-
ees considered
disabled under the
Equality Act 2010

Occupational
Therapy

® Specialist assess-

ments for sight
and hearing

e Dyslexia / Neuro-

diversity assess-
ment

<95%

>=95%
and <97%

>=97%

Service
Credit
(2%)

Critical
Service
Level

External Referrals to
third party suppliers
(Travel Health)

% of referrals to be
made within 2 work-
ing days of recom-
mendation

<95%

>=95%
and <100%

100%

Health Surveillance
and Fitness for Task

Health Surveillance
and Fitness for Task

% of individuals of-
fered an appoint-
ment who require a
routine assessment
within prescribed
time frame.

<95%

>=95%
and <97%

>=97%

Health Surveillance
and Fitness for Task

% of compliant offic-
ers within routine

<95%

>=95%
and <97%

>=97%
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health surveillance
and fitness for task
recall programme

% of paper or elec-
tronic notes and suit-
ability for role certifi-

Clinical Paperwork on cates uploaded to <95% >=95% 100%
electronic database ithi and <100%
Cohort within 1
working day of re-
ceipt
% of electronic cer-
Fitness for Task Cer- t|f.|ca.1tes |ssugd <95% >=95% 100%
tificate issued within 1 working day ° | and <100&
of receipt
Psychological As-
sessment Admin-
istration
% of individuals of-
fered an appoint-
Routine Psychologi- ment who require a —ano _
cal Assessments - routine psycho|ogi_ <90% 263235% >=95%
Scheduled cal within prescribed
time frame.
% of compliant offic-
Routine Psychologi- ers within routine 0
cal Assessments — psychological recall | <97% Z%({g /Oand 100%
Compliance programme
Substance Screen-
ing
Should be returned
by email within 5
Substance Screenin working days of re-
Result ’ il <9506 | 2TI0% 100%
esufts ceipt of sample. ° and <100%
(This includes re-
tests)
Should be returned
by email within 5
Random Substance working days of re- . >=95% 100%
Screening Results ceipt of sample. <95% | and <100%
(This includes re-
tests)
Should be returned
by email within 24
With Cause Test Re- hours of receipt of <95% >=95% 100%

sults

sample (This in-
cludes re-tests)

and <100%
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Credits Table

The Service Credits shall be calculated on the basis of the following formula:

Formula: x% (Service Level = Specified Service Credit % of the
Performance Measure) - x% Charges payable to the Buyer as
(actual Service Level Service Credits to be deducted
performance) from the next Invoice payable by
the Buyer
Worked example: 97% (e.g. = 2% of the Monthly Charges
Service Level Performance payable to the Buyer as Service
Measure requirement for overall Credits to be deducted from the
time from referral to report next Invoice payable by the Buyer

Service Level) - <97% (e.g.
actual performance achieved
against this Service Level in a
Service Period)

Part B: Performance Monitoring

1. Performance Monitoring and Performance Review

1.1  Within twenty (20) Working Days of the Start Date the Supplier shall
provide the Buyer with details of how the process in respect of the
monitoring and reporting of Service Levels will operate between the
Parties and the Parties will endeavour to agree such process as soon
as reasonably possible.

1.2  The Supplier shall provide the Buyer with performance monitoring
reports ("Performance Monitoring Reports”) in accordance with the
process and timescales agreed pursuant to paragraph 1.1 of Part B of
this Schedule which shall contain, as a minimum, the following
information in respect of the relevant Service Period just ended:

1.2.1 for each Service Level, the actual performance achieved over
the Service Level for the relevant Service Period;

1.2.2 asummary of all failures to achieve Service Levels that occurred
during that Service Period;
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1.3

1.4

1.5

1.2.3 details of any Critical Service Level Failures;

1.2.4 for any repeat failures, actions taken to resolve the underlying
cause and prevent recurrence;

1.2.5 the Service Credits to be applied in respect of the relevant
period indicating the failures and Service Levels to which the
Service Credits relate; and

1.2.6 such other details as the Buyer may reasonably require from
time to time.

The Parties shall attend meetings to discuss Performance Monitoring
Reports ("Performance Review Meetings") on a Monthly basis. The
Performance Review Meetings will be the forum for the review by the
Supplier and the Buyer of the Performance Monitoring Reports. The
Performance Review Meetings shall:

1.3.1 take place within one (1) week of the Performance Monitoring
Reports being issued by the Supplier at such location and time
(within normal business hours) as the Buyer shall reasonably
require;

1.3.2 be attended by the Supplier's Representative and the Buyer’s
Representative; and

1.3.3 be fully minuted by the Supplier and the minutes will be
circulated by the Supplier to all attendees at the relevant
meeting and also to the Buyer’'s Representative and any other
recipients agreed at the relevant meeting.

The minutes of the preceding Month's Performance Review Meeting
will be agreed and signed by both the Supplier's Representative and
the Buyer’s Representative at each meeting.

The Supplier shall provide to the Buyer such documentation as the
Buyer may reasonably require in order to verify the level of the
performance by the Supplier and the calculations of the amount of
Service Credits for any specified Service Period.

2, Satisfaction Surveys

2.1

The Buyer may undertake satisfaction surveys in respect of the
Supplier's provision of the Deliverables. The Buyer shall be entitled to
notify the Supplier of any aspects of their performance of the provision
of the Deliverables which the responses to the Satisfaction Surveys
reasonably suggest are not in accordance with this Contract
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