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Attachment 3 – Statement of Requirements

[bookmark: _heading=h.gjdgxs]Contract Reference: CCBO21A04 

[bookmark: _heading=h.3zsikvlbhnr]Title: Workplace Service Transformation  Programme (WSTP) - Supply Chain Performance Partner 
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[bookmark: _heading=h.kzjjja1kegbd]

[bookmark: _heading=h.mzpgdlkvg7fe]

[bookmark: _heading=h.sltguzmx9zi3]

[bookmark: _heading=h.2ffrew6gtd7b]

[bookmark: _heading=h.8if2vl4v90ci]

[bookmark: _heading=h.7vq8pnjb4vqa]

[bookmark: _heading=h.prm0sssxz494]

[bookmark: _heading=h.5nyuwmmvj11h]

[bookmark: _heading=h.7fdu2hmbi5cr]

[bookmark: _heading=h.n7jjtpsvzuqp]

[bookmark: _heading=h.m1mq0r40qxy2]

[bookmark: _heading=h.l9j5ra1pb34g]

[bookmark: _heading=h.zh20rjyo2xvt]Introduction and Overview

[bookmark: _heading=h.y3c4uuo2ulg1]1.	PURPOSE

[bookmark: _heading=h.mstuf2lycpom]1.1	The purpose of the wider programme this procurement is being issued under, is to improve our customers’ experiences in every building for which we are – or will become – accountable for the delivery of workplace services; and deliver better value for the client organisations that choose to use these services. 

[bookmark: _heading=h.q0u2vdvi63tf]1.2	This will be achieved through an improved customer experience, better value for clients, and improved social value delivery in a regional context

[bookmark: _heading=h.3gz6q1iq03mx]1.3	The programme will procure services that will act as an enabler to: “transform the use of land and how property will move ‘away from the opportunistic realisation of savings, to a more proactive approach that considers property as a platform for the delivery of government’s wider objectives’ and transform ‘how and where we work’ across all four nations of the UK in support of ‘Levelling Up’ (as per the Places for Growth and Beyond Whitehall programmes) for the re-balancing our economy and strengthening of the Union.”

[bookmark: _heading=h.69j6m2k0uyi6]

[bookmark: _heading=h.rxnmrg4jdyek]2.	BACKGROUND TO THE CONTRACTING AUTHORITY

[bookmark: _heading=h.5a2qmfmlcqeq]2.1	The Government Property Agency (GPA) was launched as an Executive Agency of the Cabinet Office in 2018. Our core service is to support departments in business change and workforce transformation.  

[bookmark: _heading=h.by67ve7xt7mj]2.2	As the landlord for government departments, we are the place to be for the UK's leading professionals in commercial, estates and project management. 

[bookmark: _heading=h.vlqk7wql9opt]2.3	The GPA is supporting the UK Government in delivering against the following priority areas:

· [bookmark: _heading=h.ahz9sj2a3lsb]strengthening the UK’s economic recovery from COVID-19; 

· [bookmark: _heading=h.rfmh2i7d73tf]levelling up economic opportunity maximising productivity and improving value;

· [bookmark: _heading=h.9shevztll1u6]supporting the government’s ambition to reach net zero carbon emissions by 2050; and

· [bookmark: _heading=h.sa9fiov39eqx]managing the Government estate better and/or releasing it so it can support the sustainability of the public sector balance sheet

[bookmark: _heading=h.evlrk839d40b]

[bookmark: _heading=h.4lbg0l1m0h0q]3.	BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT

[bookmark: _heading=h.oxj3td3q8ddm]3.1	The existing GPA and Official Government Departments (‘OGD’) incumbent contracts of the GPAs' on-boarded Clients are nearing the end of their term, all of which are due to expire in 2023. The necessitates procurement of the replacements in the context of a new operating model aligning to the wider strategic aims of the GPA.

[bookmark: _heading=h.2e0isw99owup]3.2	The GPA’s long-term strategy has been set out as a demonstration of the GPA’s vision and to illustrate how this Commercial and Procurement Strategy seeks to act as an enabler for the smooth and seamless transition of the GPA from its current state (Current Operating Model (COM)) to the desired interim model (Interim Operating Model (IOM)), and then to GPA Workplace Service Target Operating Model (TOM) at the end of these arrangements, whilst maintaining Customer service levels during the mobilisation and demobilisation of these contacts now and in the future.

[bookmark: _heading=h.bkf3wo8ohdfb]3.3	The WS Performance Partner and Workplace Services supply chain contracts will be let by GPA as the contracting authority. The contractual arrangement we are establishing will be part of the journey referred to in 3.2, by implementing the Interim Operating Model.

[bookmark: _heading=h.dmtchzx70trf]3.4	Through the WSTP programme, the existing Total Facilities Management contracts will be disaggregated into regional Contracts that the supply chain will deliver.

[bookmark: _heading=h.vtprditkd7ll]3.5       The Performance Partner shall facilitate the management of the supply chain performance and business-as-usual contract management through collating, analysing, and reporting trends, and providing recommendations to the GPA on how to manage the performance and contract management. This facilitation extends to the delivery of audits, customer surveys and associated action plans arising from such work, which would then be assigned to the suppliers, clients and authority as required.

[bookmark: _heading=h.9ywbwil63l7s]3.6	The WS Service delivery during the IOM will be reviewed by the GPA and assessed during the life of these Supply Chain Partners Contracts to explore options and determine the preferred TOM to take forward.

[bookmark: _heading=h.yr0nu5laxbky]3.7	During the IOM phase, the GPA will utilise the WS Performance Partner to report on the performance of the Supply Chain Partners and support their operational activities through service provision such as a helpdesk and data collation. GPA will use the period of the IOM to develop the best approach for the GPA in the long-term, as it is currently envisaged that the GPA may begin to transfer some responsibility from the Performance Partner in-house as it grows its own capabilities and resources.

[bookmark: _heading=h.7aoh5rl96ast]3.8	This transition of responsibility may take the form of a single transfer at the end of contract, or may be through a phased approach during delivery as outlined in 3.6. The phased approach would have the intention of taking full or part responsibility from the Performance Partner at the conclusion of the IOM phase. As such we provide two scenarios for exit, but for clarity we will need to work collaboratively with the WS Performance Partner to achieve our aim of designing and successful transition to the TOM.

[bookmark: _heading=h.nm9zokee3a0v]3.9	The GPAs intention is for the SC Performance Partner to use a GPA-owned system so that once appointed, the SCPP will configure (reconfigure) the technology platform (“Digital Partner”) with the GPA and subsequently operate it on the GPAs' behalf during service delivery.

[bookmark: _heading=h.s7liz0v2ylau]3.10	This approach will result in a bespoke GPA digital platform with data that is owned by the GPA, and a separate performance management activity that over the period of the contract will transfer the skills and experience in-house. 

[bookmark: _heading=h.4tief55830u4]3.11	The Performance Partner will be called off from the RM6168 Estates management Services (EMS) Framework following a competitive procedure.

[bookmark: _heading=h.eos1k6jzvxl3]3.12	The Specification details the services the Performance Partner will collaboratively deliver with and for the GPA.

[bookmark: _heading=h.yxxf2ialwk70]3.13	Ensure to refer to the Social Value schedule [enter annex/schedule references] in the context of the ‘Public Services (Social Value) Act 2012’, which will be applied to secure wider social, economic and environmental benefits.

[bookmark: _heading=h.vcmnejfcdyo1]3.14 Future Growth - The Buyer has a strategic objective to manage the government estate and in line with the “Levelling Up the United Kingdom '' Government Policy. As part of the Buyer’s role in managing the Government's Office portfolios, we have responsibility for managing multiple onboarding and offboarding of significant numbers of properties throughout the duration of this Contract. There are currently 25 sites (net of additions and removals) confirmed in the Buyers 5 year pipeline with potentially more expected through the term of the Contract.

[bookmark: _heading=h.kyl8lpenh9n9]4.	CONTINUOUS IMPROVEMENT

[bookmark: _heading=h.fmi7yt5e7rlq]4.1	The Supplier will be expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.

[bookmark: _heading=h.5rt2ifvsydbp]4.2	The Supplier should present new ways of working to the Authority during the Contract review meetings (refer to Schedule 3 clause 2.2). 

[bookmark: _heading=h.z9tz96e4mdlt]4.3	Changes to the way in which the Services are to be delivered must be brought to the Authority’s attention and agreed prior to any changes being implemented.

[bookmark: _heading=h.klgx14oveyqp]5.	PRICE

[bookmark: _heading=h.gw6qxi4mmi8b]5.1	Please refer to Call-Off Schedule 5 and Attachment 4 Pricing Matrix.

[bookmark: _heading=h.w79vegi7a7ai]5.2	Prices are to be submitted via the e-Sourcing Suite Attachment 4 – Price Schedule excluding VAT and including all other expenses relating to Contract delivery.

[bookmark: _heading=h.pusuo9a3otpu]6.	STAFF AND CUSTOMER SERVICE

[bookmark: _heading=h.avrewkues2d8]6.1	The Supplier shall provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service.

[bookmark: _heading=h.vwymt7dq8v]6.2	The Supplier’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract to the required standard. 

[bookmark: _heading=h.lrqtpuvaoyu7]6.3	The Supplier shall ensure that staff understand the Authority’s vision and objectives and will provide excellent customer service to the Authority throughout the duration of the Contract.  

[bookmark: _heading=h.p99v8jb6kzm8]7.	SERVICE LEVELS AND PERFORMANCE

[bookmark: _heading=h.jbvpidxqdpu3]7.1	Further details can be found in Attachment 3 Annex A KPI Model and Call Off Schedule 14 Service Levels

[bookmark: _heading=h.rxnb3o5fo7xg]8.	LOCATION 

[bookmark: _heading=h.td5qgfd35ab1]8.1	The location of the Services will be carried out at the Supplier’s identified location for the provision of Services.

[bookmark: _heading=h.e0ov93mk52nw]

[bookmark: _heading=h.2f3dr2oolt0n]

[bookmark: _heading=h.kt65jzwlab82]













[bookmark: _heading=h.bhbtrz2xk55h]Detailed Statement of Requirements

Part 1: 	Index 

Work Package A - Contract Management Services 	

1	Service A:1	Integration.

2	Service A:2	Health and Safety

3	Service A:3	Management Services.

4	Service A:4	Service Delivery Plans (SDP)

5	Service A:5	Fire Safety

6	Service A:6	Permit-to-Work / Authority-to-Work 

7	Service A:7	Accessibility Services

8	Service A:8	Risk management

9	Section A:9	Customer Satisfaction 

10	Service A:10	Reporting

11	Service A:11	Performance self-monitoring

12	Service A:12	Business Continuity and Disaster Recovery ("BCDR") Plan

[footnoteRef:1]13	Service A:13	Quality Management Systems. [1:  ] 


14	Service A:14	Staff and Training

15	Service A:15	Selection and Management of Subcontractors

16	Service A:16	Property Information Mapping Service ("EPIMS")

17	Service A:17	Sustainability

18	Service A:18	Social Value

Work Package B - Contract Mobilisation 	

19	Service B:1	Contract Mobilisation

Work Package C - Workplace Services 	

20	Service C:1	Helpdesk Services 

Work Package D - Benchmarking, Audit and Survey Services	

21	Service D:1	Benchmarking Services 

Work Package E - Performance Reporting Services	

22	Service E:1	Performance Reporting 

Work Package F - Audit and Survey Services	

23	Service F:1	Performance Audit (Auditing of KPI and other operational data). 



24	Service F:2	Commercial and Cost Audits 

25	Service F:3	Supply Chain Audits 

26	Service F:4	Savings, Benefits Realisation and Continuous Improvement 

Work Package G - Customer Services 	

27	Service G:1	Customer Services

28	Service G:2	Customer Satisfaction Surveys 

29	Service G:3	Complaints Management 

Work Package H - Health & Safety Services 	

30	Service H:1	Emergencies Management 

31	Service H:2	Fire Strategy

32	Service H:3	Fire Management  

33	Service H:4	Water Hygiene Risk Management 

34	Service H:5	Asbestos Management 

35	Service H:6	Construction Regulations Compliance 

36	Service H:7	DSE Assessments 

Work Package I - Business Continuity and Disaster Recovery (BCDR)	

37	Service I:1	Business Continuity and Disaster Recovery Services 

Work Package J - Training Services 	

38	Service J:1	Tower Model Training 

39	Service J:2	Systems Training 

40	Service J:3	Manual Handling Training 

Work Package K - Miscellaneous Services 	

41	Service K:1	Risk Management Services 

[bookmark: _heading=h.30j0zll]42	Service K:2	Management of New, Existing and Exiting Buyer Supply Chains 

43	Service K:3	Asset Failure Investigation Services 

44	Service K:4	Business Process Mapping

45	Service K:5	Coordination of Works 

Work Package L - Demobilisation, Exit and Transfer Services 	

46	Service L:1	Demobilisation, Exit and Transfer Services 











Part 2: 	Specification of Requirements 

Work Package A - Contract Management Services 	

1. Service A:1 – Integration.



1.1. Service A:1 – Integration is a Core Service.



1.2. The buyer will be establishing a function data model for their offices, to baseline and practically demonstrate how they require the B2IM asset information model to be structured to deliver specific client specific applications for defined information purposes, using the data workflows and data schemas and technology to support these outcomes, for example:



1.2.1. Project handover into operations and maintenance (post construction);



1.2.2. Setting up the maintenance service level models based on customisation of SFG20 task schedules (fit for function for offices);



1.2.3. Tender and contract resource modelling;



1.2.4. Uploading data into the IWMS and CAFM systems;



1.2.5. Contract delivery and change control;



1.2.6. Life cycle asset renewal planning, including development of condition grading and remaining life assessments into future maintenance investment plans; and



1.2.7. Contract audits and benchmarking, to ensure compliance and drive continuous improvement and efficiency / net zero carbon reduction initiatives.



1.3. The Buyers function data model for offices will practically utilise the relevant data classifications (Uniclass, NRM and SFG20 and CIBSE Guide M) in an integrated application for specific life cycle trigger events and information purposes – such as, for surveys, inspections and PPM and compliance assurance.



1.4. The Supplier shall deliver assurance Services to the Buyer, ensuring an integrated, seamless and coordinated Delivery and effective synergies with the Buyer’s Regional Supply Chain Partners, third-party suppliers and service providers are Delivered at all times. The Supplier shall explore, recommend and maximise the synergies between the different Services and maximise the benefits that integration will deliver to the Buyer where recommendations are approved by the Buyer. 



1.5. The Supplier shall be accountable for implementing the Buyer’s B2IM functional model for offices, in a consistent way of working across the Buyers portfolio. The data workflow process defines step by step the responsibilities of the supplier and the Buyer and other relevant parties involved.



1.6. The Supplier and the Buyer shall adopt a partnering approach to optimise the delivery of the Services to best meet the Buyer’s requirements and needs of the Customers across the Region, Area and at each individual Buyer Premise in accordance with the principles set out in ISO 44001 Collaborative Business Relationship Standard and in full alignment with ISO 19650, for project lifecycle information management.



1.7. [bookmark: _heading=h.3znysh7]The Supplier shall deliver the Services in conjunction with the Buyer and the Buyer’s Customer intelligent client teams and Buyer Regional Supply Chain Partners to ensure compliance with all statutory obligations and legislation. Details of the Buyer’s Statutory Compliance Strategy are attached at Annex 19- GPA Workplace Services Statutory Compliance Assurance Strategy.



1.8. The Supplier shall work closely with the Buyer and the Buyer’s Regional Supply Chain Partners to ensure that communications relating to service issues, service changes, and any other relevant updates are clearly communicated in a timely manner which aligns with the Buyer's ambition of delivering a high quality, Customer Centric Service. The Supplier shall recognise communications may be need to be issued to a wide range of stakeholders, including: 



1.8.1. [bookmark: _heading=h.2et92p0]The Buyer's colleagues/employees;



1.8.2. Buyer’s Regional Supply Chain Partners, their employees, and their subcontractors;



1.8.3. The Buyer's clients; 



1.8.4. The Buyer's customers; and 



1.8.5. The Buyer appointed Digital Platform provider.



1.9. The Supplier shall at each Buyer Premises and across the Region



1.9.1. Focus on cross/multi-skilling of Supplier Staff to allow for efficiencies when delivering the required Services; 

 

1.9.2. Explore and share more efficient ways of working with the Buyer that will ensure better working practices in delivering the Services, aligned with B2IM Functional Model Office in accordance with Annex 1 – Government Property Agency (GPA) Mandated B2IM Policy and Guiding Principles;



1.9.3. Work collaboratively with the Buyer and identify opportunities in relation to delivering the Services;



1.9.4. Procure billable work Services only with the approval of the Buyer;



1.9.5. Use pan-Government Frameworks approved by the Authority wherever possible. The Supplier shall be invited to review the use of such contracts and make proposals for alternative procurement routes if these can be demonstrated to provide greater value for money for the Buyer; and



Be alert and provide the benefits of working together to the Buyer. The Supplier shall also provide the most advantageous options in relation to the deployment of Supplier Staff in order to deliver the required Services in the most efficient, cost-effective and sensible manner.



1.10 The Supplier shall work collaboratively with the Buyer when establishing their operational delivery plan and Continuous Improvement Plan and shall focus on industry best practice, use of new and innovative technology solutions, data and analytics to develop, maintain and improve the workplace experience and value-for-money for the Buyer, including utilising the B2IM data maturity assessment framework – as appended in the Annex 3 B2IM Policy Guidance document v1.5.



1.11 The Supplier shall represent the Buyer and work collaboratively with the Buyer's Regional Supply Chain Partners to review and update their Continuous Improvement Plans at the commencement of each Contract Year. These initiatives shall include but not be limited to: 



1.11.1 Use of intelligent systems to aid with the Delivery of maintenance solutions, such as use of electric vehicles, use of mobile applications for field data collection, use of sensor technologies and predictive analysis systems for faults and defect detection; 



1.11.2 Use of new technology, to include but not be limited to Smart building technologies, use of assets and equipment which reduce greenhouse gas emissions, improved and/or enhanced use of building management systems (BMS), CCTV, drones and robotic solutions, to support the Delivery of Services where appropriate;



1.11.3 Adoption of energy reduction measures to reduce CO2 emissions; and



1.11.4 Adoption of waste reduction measures to minimise the Buyer's impact on the environment. These can include introduction of improved recycling and re-use measures, achieving zero waste to landfill measures via adoption of different waste management processes and prevention of single-use plastics usage across the Buyer premises. 



1.12 The Supplier shall ensure that all opportunities identified that have the potential to deliver performance, customer satisfaction, economic and social value improvements and/or contribute to the Buyer's greenhouse gas emissions reduction targets and initiatives linked to the Buyer's carbon net zero plan are presented to the Buyer for consideration.  



1.13 The Supplier shall ensure that the initiatives agreed with the Buyer are:



1.13.1 Captured within the Service Delivery Plan ("SDP");



1.13.2 Recorded within the Buyer's Digital Platform; and



1.13.3 Reported upon as part of the agreed contract reporting regime.



1.14 The Buyer recognises that it will be a step change for them and the Supplier, to adopt the B2IM functional model office and common data standards, in terms of the actual data workflow. Therefore, the Buyer will provide input and support to the mobilisation of the Functional Model Office approach related to this contract, until the Supplier is fully competent and collaboratively implemented this approach with the Regional Supply Chain partners.

 

1.15 At regional, area and at individual Premises level the Supplier shall also be required to work in partnership with the Buyer in order to promote and support the seamless delivery of all of the Buyer’s FM Service requirements.



1.16 In addition to this, the Supplier shall be required to work strategically with the Buyer’s Regional Supply Chain Partners delivering Services on other Buyer Contracts to apply best practice and innovation across the Buyer’s wider property portfolio. The Supplier shall be required to adopt this ethos and support the Buyer in this objective at all times during the Contract. Further details of this requirement will be provided by the Buyer during the Mobilisation Period. 



1.17 The Supplier shall aim at all times to enable the delivery of a consistent and best-in-class service across the Buyer’s wider property portfolio. To support this aim, the Supplier shall:



1.17.1 Share challenges, successes, lessons learned and examples of best practice and innovation from this Contract; and



1.17.2 Share their experience of the wider FM market; and



1.17.3 Attend and contribute to the Buyer’s Best Practice Forums with the Buyer and the Buyer’s Regional Supply Chain Partners to help achieve the best-in-class aims and objectives; and



1.17.4 Actively contribute to the development of a Joint Relationship Management Plan as set out in ISO 44001 Collaborative Business Relationship Standard.



1.18 The Supplier shall develop, document, implement and maintain the Master Information Management Process (MIMP) for each regional-centres as well as the Whitehall Campus and legacy sites – in accordance with ISO 19650 assets information requirements (AIR) and exchange information requirements (EIR). The Supplier shall be actively involved in the establishment of the practical application of these information management processes and the assurance of data outputs and where appropriate to the third parties involved in the performance of their respective contractual obligations – covering the design and construction teams (project delivery and assurance parties); the handover to operations and maintenance (assurance and compliance teams) and the implementation of the hard and soft FM contracts in accordance with GPA defined key performance indicators / related measures.



1.19 Details of the Buyer’s mandated B2IM policies and guiding principles are attached at Annex 1 – Buyer Mandated B2IM Policy and Guiding Principles.



2. Service A:2 - Health and Safety



2.1. Service A:2 – Health and Safety is a Core Service. 



2.2. The Supplier shall provide the Buyer with a written H&S policy statement, signed by the Supplier’s managing director or appropriate senior manager.



2.3. The Supplier shall provide the Buyer with a health and safety (safe system of work) plan during the Mobilisation Period prior to the commencement of Services. This plan shall detail the Supplier’s approach to Health and Safety management when delivering Services at the Buyer Premises and shall be fully aligned to the Buyer’s Health & Safety Policy (see Annex 22 – GPA Health & Safety Management System”) and incorporate all statutory and contractual requirements.



2.4. The Supplier shall ensure:



2.4.1. Their safety policy statement aligns with the requirements of the Buyer and that throughout the Contract Period, they have suitable organisation and arrangements in place to implement their safety policy;



2.4.2. The safety policy and safety management plan shall be readily available and accessible to all their employees and anyone, including the Buyer, who may require sight of it; and



2.4.3. Details of the Supplier’s safety management shall be reviewed and revised accordingly to take account of legislation and other factors that may affect its effectiveness.





2.5. The Supplier shall provide professional advice service on all matters relating to the Health and Safety at Work Act 1974 and any subsequent re-enactments. The Services may be requested by mutual agreement between the Buyer and the Supplier and shall be limited to the Services delivered under the Contract on behalf of the Buyer. 



2.6. The Supplier shall notify the Buyer in writing of any potential implications of not implementing the recommendations of any advice given.



2.7. The Supplier shall provide a single point of contact for professional advice pertaining to Health and Safety matters, as they relate to the Delivery of the Services. The Supplier shall be aware of the appropriate Buyer contact point for the onward transmission of enquiries relating to Health and Safety matters and direct communication via this individual.



2.8. The Supplier shall provide ad-hoc Health and Safety advice within one (1) Working Day of request. The Supplier shall as far as practical ensure, through constant interaction with the Buyer, that a holistic Good Industry Practice approach is taken to the execution of good Health and Safety management and legal compliance. Furthermore, the Supplier shall be required to cooperate fully with the Buyer and any other relevant parties and co-ordinate on matters of health and safety in accordance with The Management of Health and Safety at Work Regulations.



2.9. The Supplier is required to provide a Health and Safety expert who is either a member of the Institution of Occupational Safety and Health ("IOSH") or hold an equivalent qualification that is issued by a recognised organisation.  



2.10. The Supplier shall be responsible for recording and investigating all accidents, incidents, dangerous occurrences and near misses involving their staff, to include Sub-Contracted third-party staff delivering FM Services on their behalf, and shall issue a written report, which shall include recommendations to prevent any repeat to the Buyer.



2.11. The Supplier shall be responsible for ensuring that all RIDDOR related incidents in relation to Supplier Staff engaged on the Contract are reported in accordance with HSE legislation and shall ensure the Buyer is notified immediately in writing. The Supplier shall record and report RIDDOR related incidents in a format, which is consistent with the Buyer’s internal reporting systems to provide consistency of reporting data.



2.12. The Supplier shall also, in conjunction with the Buyer, be responsible for the publication via the Buyer’s digital platform and hard copy of all Industry updates, legislative changes and Health & Safety notices for Customers where this relates to the Services and all other statutory signage in the Buyer Premises throughout the Contract Period.



2.13. The Supplier shall demonstrate through the delivery of the Services that the management of Supplier Staff is exemplar in terms of Health & Safety Good Industry Practice.





3. Service A:3 – Management Services.



3.1. Service A:3 – Management Services is a Core Service. 



3.2. The Supplier shall:



3.2.1. Be responsible for ensuring a change management plan is in place which shall be developed and agreed with the Buyer at the during the Mobilisation Period;



3.2.2. Ensure that they have processes in place to attract, recruit and retain appropriately skilled and experienced Supplier Staff for the duration of the Contract. Details of the professional qualifications and accreditation required will similarly be defined by the Buyer during the Mobilisation phase.



3.2.3. Develop and maintain appropriate management and staffing levels for the supply of the Services as documented in the Service Delivery Plan (SDP), which:



3.2.3.1. Are fully compliant with the right to work in the United Kingdom requirements and be fully compliant with the Immigration, Asylum and Nationality Act 2006. The cost of obtaining any such evidence shall be the responsibility of the Supplier; 

 

3.2.3.2. Incorporate details of the proposed organisational structure, management levels, resource allocation and shift patterns that will support the Services. All resources must be inducted, trained and where possible multi-skilled to maximise their flexibility to meet operational requirements.



3.2.3.3. Appoint a dedicated Supplier representative, to act as a single point of contact for the Services, known as the Supplier’s Contract Manager within this Contract, who will provide regular contact with the Buyer. The Supplier’s Contract Manager shall be the primary contact for the Buyer and be responsible for all administrative and managerial matters relating to the Contract and the Supplier Staff, including Subcontractors, employed on the Contract.



3.2.4. Support the Buyer’s requirement for succession planning the Supplier shall provide the Buyer with a Curriculum Vitae (CV) of the proposed Supplier’s Contract Manager and other Senior Management Staff dedicated to the contract during the Mobilisation Period. Similarly, if in any instance during the Contract Period, the position of the Supplier’s Contract Manager or other Senior Management Staff becomes vacant, the Supplier shall again provide the Buyer with a CV of the proposed candidate for their Approval. The Buyer reserves the right to decide whether or not the proposed candidate should be interviewed and also reserves the right to interview the proposed candidate prior to an Approval. The Supplier shall no less than quarterly provide a list of vacancies and recruitment to the Buyer. This period may be escalated should vacancies remain unfilled



3.2.5. Recognise that the Supplier’s Contract Manager is a Key Role as defined in Call off Schedule 7 – Key Supplier Staff and therefore must:



3.2.5.1. Be suitably qualified;



3.2.5.2. Have experience of transitioning and managing complex contracts across multiple premises with multiple Buyer appointed third-party supply chain partners; 



3.2.5.3. Have a detailed understanding of good industry practice; quality management systems; integrated workplace delivery, facilities management, B2IM management and Health & Safety regulations; 



3.2.5.4. Have the necessary experience and track record in the contribution to service delivery to high profile premises;



3.2.5.5. Be an effective problem solver, with strong leadership skills, have excellent pro-active organisational, project management and PC skills;



3.2.5.6. Have excellent written and oral communication skills; and



3.2.5.7. Have a ‘can do’ attitude and embrace a partnership Service delivery ethos. The Supplier’s contract manager will meet with the Buyer on a monthly basis in the collaboration contract period. There will be a requirement for the supplier to attend forums with other Buyer suppliers from current and future FM contracts. These meetings will be forums for the Suppliers to exploit the benefits of collaboration.



3.2.6. Provide all other necessary management and administrative support and resource to enable the Supplier’s Contract Manager to fully meet the management, reporting and administrative requirements of the Contract. The Supplier Service Delivery Plans must detail the adjacent support mechanism within the Supplier organisation



3.2.7. Deliver all Services in alignment with the Buyer’s and HM Government’s policies (and any future re-enactments) to ensure compliance, details of which are published on the Government website (GOV.UK). Further details can be found in Annex 6 - Security Policies, Government Property Agency, Annex 8 Sustainability & Net Zero Design Guide and Annex 9 Latest  Greening Government Commitments and links below:. 



3.2.7.1. Government Functional Standard Govs004: Property;

https://www.gov.uk/government/publications/government-standard-for-property-govs-004



3.2.7.2. Government Property Agency (GPA) Business Plan 2021/22: 



https://www.gov.uk/government/publications/gpa-business-plan-202122





3.2.7.3. Government Property Agency (GPA) Strategy 2020-2030; 



https://www.gov.uk/government/publications/gpa-strategy-2020-2030





3.2.7.4. Government Property Agency (GPA) Onboarding Brochure; https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/940577/6.7079_GPA_Onboarding_Brochure_WEB_FINAL.pdf



3.2.7.5. Government Property Agency (GPA) Framework Document; https://www.gov.uk/government/publications/government-property-agency-framework-document



3.2.7.6. Government Property Agency (GPA) About Our Services; https://www.gov.uk/government/organisations/government-property-agency/about-our-services



3.2.7.7. Guidance: Physical Security; 



https://ico.org.uk/for-organisations/accountability-framework/records-management-and-security/



https://www.cpni.gov.uk/



3.2.7.8. The Data Protection Act 2018; https://www.legislation.gov.uk/ukpga/2018/12/contents/enacted



3.2.7.9. Government Workplace Design Guide (Version 2, Part 1). 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/1080616/Government_Workplace_Design_Guide_V3.0_Government_Workplace_Design_Guide_-_Current_version__uploaded_05_05_22__A_Accepted_as_Stage_Complete_4.pdf





3.2.8. [bookmark: _heading=h.tyjcwt]In addition, the Supplier shall recognise and comply with the following Buyer policies and processes (and any future re-enactments) when delivering Buyer Services:



3.2.8.1. Annex 1 – Buyer Mandated B2IM Policy and Guiding Principles 



3.2.8.2. Annex 2 – Government Property Agency (GPA) B2IM Condition Survey and Lifecycle Replacement (LCR) Policy; 



3.2.8.3. Annex 3 - B2IM Policy Guidance 



3.2.8.4. Annex 4 – Government Property Agency (GPA) – Customer Survey Process Map;



3.2.8.5. Annex 5 - Indicative Performance Partner Contract Scheduler.



3.2.8.6. Annex 6 - GPA Security Policies



3.2.8.7. Annex 7 - Billable Works Project Delivery 



3.2.8.8. Annex 8 – Sustainability & Net Zero Design Guide Annex



3.2.8.9. Annex 9 – Latest Greening Government Commitments



3.2.8.10. Annex 10 - Government Property Agency (GPA) Fire Safety Management Plan (FSMP) – Sample;



3.2.8.11. Annex 11 - Example of Service Delivery Plan Table of Contents



3.2.8.12. Annex 12 – Performance Partner Performance Mgmt Flow Chart



3.2.8.13. Annex 13 - WS Data Controller 



3.2.8.14. Annex 14 – WS Analyst



3.2.8.15. Annex 15 – WS Finance Data Controller



3.2.8.16. Annex 16 – Indicative Performance Partner Social Value Output Schedule



3.2.8.17. Annex 17 – SFG20 Government Property Agency (GPA) Functional Model – Offices; 



3.2.8.18. Annex 18 - Government Property Agency (GPA) Digital Platform System Information; 



3.2.8.19. Annex 19 - GPA Workplace Services Statutory Compliance Assurance Strategy; 



3.2.8.20. Annex 20 – Government Property Agency (GPA) Regional Supply Chain Partner Scope of Services (All Contracts);



3.2.8.21. Annex 21 - Government Property Agency (GPA) Workplace Services Workflow process between the Helpdesk and Regional Supply Chain Partner/s; 



3.2.8.22. Annex 22 – GPA Health & Safety Management System



3.2.8.23. Annex 23 – GPA Incident Response Plan



3.2.8.24. Annex 24 - Government Property Agency summary of Expenses Policy



3.2.9. The Supplier shall act upon the instructions of the Buyer should there be a change in the threat assessment and response Level; 



3.2.10. Ensure that all Supplier Staff adopt and follow all security contingency plans as directed by the Buyer in the event of a security alert or incident;



3.2.11. [bookmark: _heading=h.3dy6vkm]Be responsible for ensuring all Supplier staff are provided with the necessary training in relation to their responsibilities and activities when changes in security status occur;



3.2.12. All Supplier Staff employed or engaged in the provision of the Services who have access to Buyer data as part of their role shall be security cleared to “SC” (Security Check) clearance. Additionally, the Supplier shall ensure: 



3.2.12.1. that all Supplier Staff (including Subcontractors employed or engaged in the provision of the Services) have been vetted and have their “SC” clearances in place prior to commencing work at the Buyer Premises; Ensure that Supplier Staff delivering the Services; 



3.2.12.2. that all Subcontractors requiring access to the Buyer’s Premises to deliver Services have the appropriate security “SC” clearance as defined by the buyer. It is the Supplier's responsibility to ensure whether or not the level of clearance will be sufficient for accessing Buyer Premises; 



3.2.12.3. they maintain a pool of contingency Staff with the appropriate “SC” to ensure they have the necessary levels of contingency to maintain the Services at all times; and 



3.2.12.4. they note that enhanced levels of security clearance may be required (e.g. DV clearance) at some Buyer premises. Where this is the case, the Buyer will inform the Supplier during the Mobilisation Period. 



3.2.13. Maintain full and accurate records of all security clearance checks such that the Buyer may verify that the Supplier has carried out such checks correctly. The Supplier shall make these records available to the Buyer in full upon request. The Supplier shall maintain an up-to-date and accurate list of vetted Supplier Staff (including Subcontractors) via the Buyer's Digital Platform. 



3.2.14. Ensure that there are no breaks in the provision of Services at any time. As part of their resilience measures, the Supplier shall be responsible for 6ensuring they have access to alternative accommodation and sufficient pool of suitably qualified Staff to deliver the Buyer’s Services. The Supplier shall ensure that these nominated Staff possess the required levels of security clearance and have awareness of the Services, Buyer Premises, health and safety, security and operational policies linked to the provision of the Service.  



3.2.15. Be responsible for meeting the costs associated with security clearances for Supplier Staff and subcontractors;



3.2.16. Be responsible for the provision of security cleared escort services and meet all associated costs as required where access is required to the Buyer Premises as part of the Service provision of in-scope Services unless prior approval has been received from the Buyer; and



3.2.17. Recognise that some of the Buyer’s data is protectively marked and may contain potentially sensitive information and shall ensure that management systems are in place to maintain the security of the Buyer’s data.



3.2.18. The Suppliers staff, to include all sub-contracted and supply chain staff, shall where appropriate cooperate with and assist the Buyer with the implementation of all enhanced security-related measures required in the event that enhanced security measures be required in response to increased threat assessment and/or level of alert.



3.2.19. The Supplier shall ensure that all Supplier Staff and sub-contractor vehicles attending the Buyer Premises as part of the delivery of the Services:



3.2.19.1. minimise transport carbon emissions by optimising collections and ensuring that transportation schedules are planned to reduce carbon emissions and/or through the use of well maintained, low emission vehicles and e.g. electric vehicles;



3.2.19.2. Do not cause an obstruction or impede access to the building or site; and



3.2.19.3. Do not park on or load or unload goods onto or from vehicles save in those parts of the Buyer Premises designated for that purpose.



3.2.20. The Supplier shall provide expert technical and professional advice to the Buyer upon request on issues related to the Services detailed within this Specification.



3.2.21. The Contract Manager and the Buyer shall hold performance review meetings on a monthly basis to review their performance across all in-scope Services. 

3.2.22. The Contract Manager and the Buyer shall hold performance review meetings on a regular basis to review the performance and effectiveness of the Services. The frequency of the meetings shall be in accordance with the Service Delivery Plan and shall be based on the following meeting framework:



3.2.22.1. Quarterly service review meetings (Supplier Director level) upon request by the Buyer; 



3.2.22.2. Monthly Customer Satisfaction and Insight review meetings; and 



3.2.22.3. Quarterly Sustainability forum.



3.2.23. Ad-hoc meetings may be requested with the Supplier at any point during the Contract and the Supplier shall be required to attend with suitable representation, subject to reasonable notice from the Buyer. Ad-hoc meetings may include but not be limited to:

3.2.23.1. Local Customer briefings;



3.2.23.2. Buyer Health & Safety meetings;



3.2.23.3. Local meetings with the Landlord, CAT A works contractor, CAT B works contractor or third-party Tenants; and



3.2.23.4. Business Continuity and Disaster Recovery (BCDR) planning meetings and table top exercises.



3.2.24. All meetings will be held at Buyer Premises unless by mutual agreement between the Supplier and the Buyer.



3.2.25. During the Mobilisation Period the Supplier shall work together with the Buyer to finalise the Service Delivery Plan for the relevant Contract Period. The Service Delivery Plan shall be subject to regular and ongoing review which shall occur no less frequently than annually and in advance of the commencement of Services to a new individual Buyer Premises.

Digital Platform

3.2.26. The Supplier shall be responsible for the operation and management of Services and shall ensure that they manage all work requests issued by the Buyer’s clients, customers and Regional Supply Chain Partners, via the Buyer’s Digital Platform. It shall be the Supplier’s responsibility to ensure they have fully integrated management and operational processes to manage all agreed workflows in place at the commencement of the Contract.



3.2.27. The Supplier shall collaborate with the Buyer and, where authorised to do so by the Buyer, directly with the Buyer’s appointed Digital Platform provider during the mobilisation period.  



3.2.28. Where applicable and agreed with the Buyer, the Supplier shall ensure that their chosen IT solution / system has been fully configured and tested and is fully integrated with the Buyer’s Digital Platform system requirements prior to the commencement of the Contract.



3.2.29. The Supplier shall develop reporting processes with the Buyer to effectively manage all system software updates that are the responsibility of the Buyer’s third-party Digital Platform provider with the aim that system outages and Service disruption is avoided at all times.  



3.2.30. The Supplier shall develop an escalation process with the Buyer to manage service disruptions and/or faults with the Digital Platform during the mobilisation period and shall be responsible for ensuring these processes are followed at all times to mitigate, as far as possible, Service disruptions.  



3.2.31. The Supplier shall work with the Buyer and shall assist the Buyer’s appointed Suppliers with their mobilisation activities associated with their use of the Buyer’s Digital Platform. 



3.2.32. Further details of the Buyer’s Digital Platform are included at Annex 18 - Government Property Agency (GPA) Digital Platform System Information



Customer Communications	

3.2.33. The Buyer requires the Supplier to support and facilitate excellent communication with Customers throughout the Contract Period.



3.2.34. The Supplier shall attend a programme of regular meetings with Buyer’s Clients based at the Buyer Premises. The effectiveness of these meetings shall be reviewed no less frequently than annually, or by request from the Buyer. It is anticipated that customer communications may include, but not be limited to:



3.2.34.1. Regular (monthly) provision of communications content to inform a building bulletin (to be produced by the Buyer) which shall include key communications from the Supplier regarding the delivery of the Services; and



3.2.34.2. Participation by the Supplier in regular customer briefings on the promotion, delivery and performance of the Services including service performance, building performance, service innovations and environmental and sustainability issues.



3.2.35. The Supplier shall take due cognisance of the rights and obligations of the Buyer, acting as the tenant, and the Landlord as set out within the Buyer Premises Leases when delivering the Services at the Buyer Premises.



3.2.36. The Supplier shall note that where the obligations within an individual Buyer Premises Lease conflict with the requirements within this Contract, the obligations within the Buyer Premises Lease shall take precedent.



3.2.37. The Supplier is required to familiarise themselves with the obligations set out in the Buyer Premises Leases and shall at all times work collaboratively with the Buyer, the Landlord, third parties appointed by the Landlord and third-party Tenants to ensure the delivery of Services by the Buyer’s Regional Supply Chain Partners comply with all relevant Buyer Premises Lease obligations. This shall include but not be limited to:

3.2.37.1. The timely collation and provision of required, relevant information in an appropriate format;



3.2.37.2. The provision of separate energy and utilities consumption and/ or FM service cost information for those common parts, shared building services or any other elements where the Buyer is entitled to recharge the Landlord, third-party Tenants or other third parties for energy and utilities consumption and/or the cost of services delivered by the Supplier;



3.2.37.3. Facilitating access to the Buyer Premises;



3.2.37.4. Facilitating Landlord insurance inspections;



3.2.37.5. Supporting the development and implementation of lease specific management strategies between the Buyer, the Landlord and third-party Tenants;



3.2.37.6. General assistance to the Buyer in relation to their ongoing liaison with the Landlord;



3.2.37.7. General assistance to the Buyer in relation to their ongoing liaison with third-party Tenants; and 



3.2.37.8. Via the Buyer's Digital Platform, notify the Buyer immediately of any relevant matter in accordance with the requirements of the Buyer Premises Lease, with a relevant matter meaning any matter that a prudent insurer or underwriter might treat as material in deciding whether or on what terms to insure the Premises.

3.2.38. During the Mobilisation Period, the Supplier shall review in full the terms of the redacted Premises Lease and highlight to the Buyer any areas where the Supplier believes the Premises Lease requirements conflict with the requirements set out in this Contract. These will be discussed and agreed with the Buyer with any required changes to the Supplier’s Fixed Price agreed on an open book basis at the discretion of the Buyer. This shall include the provision of all Open Book Data.

Project Technical Support:	

3.2.39. The Supplier shall provide technical support to the Buyer to include but not be limited to:



3.2.39.1. Managing the transfer of asset and BIM data from the Buyer appointed contractor/s delivering lifecycle replacement works, project and/or fit-out works on behalf of the Buyer and collaborating with the Buyer and Buyer appointed Regional Supply Chain Partners to ensure all data is compliant with the Buyer’s B2IM Policy prior to uploading to the Buyer’s Digital Platform; 



3.2.39.2. Supporting the investigation of faults and issues to try and determine the cause of a problem and establish whether the item is a maintenance fault or a snag or defect; 



3.2.39.3. Identifying and issuing potential defect reports to the Buyer;



3.2.39.4. Attend joint snagging/defects progress meetings with the Buyer and other relevant Supplier(s) in support of the Buyer. The Supplier shall also participate in any dispute resolution processes when requested by the Buyer. This may include attendance at relevant site inspections; 



3.2.39.5. Upon request, provide representations and/or technical advice to the Buyer to support the sign-off of completed capital project Works defects and snagging items; and 



3.2.39.6. Further details of the Buyer’s B2IM Policy which is committed to the development of solutions to the integration and transfer of data throughout the entire lifecycle, are attached at Annex 1 – Government Property Agency (GPA) Mandated B2IM Policy and Guiding Principles and at Annex 2 – Government Property Agency (GPA) B2IM Condition Survey and Lifecycle Replacement (LCR) Policy.

Defects Management: 	

3.2.40. Where instructed by the Buyer, provision of management and oversight of snagging Services, where the Buyer’s Regional Supply Chain Partners identifies an issue which it considers a potential snag or defect which is not recorded on the agreed snagging or defect list, the Supplier shall review and collate the data issued by the Buyer’s Regional Supply Chain Partners and inform the Buyer immediately of the suspected snag or defect where this is within the relevant snagging and/or defect periods. These Services shall be recorded on the Buyer's Digital Platform and be managed via the Billable Works and Approval Process.



3.2.41. Where the Supplier suspects the fault or issue constitutes a Defect, the Supplier shall gather sufficient evidence to support this claim to support the Buyer in this process.



3.2.42. At all times the Supplier shall act reasonably and try to minimise costs. 

Health and safety	

3.2.43. Where any reported Task has the potential to cause an immediate hazard to the health or safety to the Buyer and/or Buyer's clients at a Buyer Premise, the Supplier shall ensure that details are immediately reported to the Buyer via telephone and recorded upon the Buyer's digital platform. 

Asset Management (Forward Maintenance Register) 	

3.2.44. The Supplier shall: 



3.2.44.1. Support the Buyer in the development and maintenance of a lifecycle replacement model (Forward Maintenance Register) for the Buyer Premises for the duration of the Contract. The Buyer's lifecycle model shall include all property assets for which the Buyer is responsible, including all mechanical, electrical and building services systems, plant and equipment, building fabric and external works. The Supplier will take into account historic asset maintenance data provided by previous Buyer’s Regional Supply Chain Partners in developing the Register.   For the avoidance of doubt, the lifecycle model is not required to include those building elements for which the Buyer is not responsible, e.g. those elements, which shall remain a Landlord’s responsibility. 



3.2.44.2. Support the Buyer with the development and introduction of the SFG20 customised planned maintenance model, to include the development and launch of the data capture templates for use by the Buyer’s Regional Supply Chain Partners to ensure consistent coding and language is used across all Buyer Premises. 



3.2.44.3. Review and advise on the life cycle information provided to the Buyer’s Regional Supply Chain Partners across all Buyer Premises and issue a consolidated Report annually or following the completion of a condition survey.

New Works	

3.2.45. Where new works are carried out by the Regional Supply Chain Partners or any other Buyer appointed third-party or Subcontractor, the Supplier shall satisfy itself that the works are delivered to the required standards and are fully compliant with all regulations and legislative requirements. 



3.2.46. The Supplier shall:



3.2.46.1. Support the Buyer in the development and maintenance of a lifecycle replacement model (Forward Maintenance Register) for the Buyer Premises for the duration of the Contract as detailed in Annex 2 – Government Property Agency (GPA) B2IM Condition Survey and Lifecycle Replacement (LCR) Policy. The Buyer's lifecycle model must include all Property Assets for which the Buyer is responsible, including all mechanical, electrical and building services systems, plant and equipment, building fabric and external works. For the avoidance of doubt, the lifecycle model is not required to include those building elements for which the Buyer is not responsible, e.g. those elements, which shall remain a Landlord’s responsibility.



3.2.46.2. Within the Mobilisation Period, agree with the Buyer the information that the Supplier is required to provide to inform the Buyer's life cycle model.





3.2.46.3. Review and update the life cycle information provided to the Buyer by the Buyer's appointed Regional Supply Chain Partners and report no less frequently than annually (by the end of October each year) or following the completion of a condition survey.

Methods of working	

3.2.47. The Supplier must, at all times when delivering the Services, take all necessary precautions to minimise inconvenience, avoid disruption to the business of the Buyer and prevent injury to persons or damage to Buyer Premises arising from the carrying out of the Services.



3.2.48. The Supplier must not do anything on the Buyer Premises which may become a nuisance, damage, danger, annoyance or inconvenience to the Buyer, the Landlord or any nearby owner or occupier.



3.2.49. The Supplier shall, in the course of delivering the Services, ensure that insofar as is possible based on the nature of the task the Buyer Premises is kept clean, tidy and in good order. In addition, the Supplier must not cause any common parts or any other area abutting the Buyer Premises to be untidy.

Security and access	

3.2.50. Where required to access Buyer Premises to deliver Services, due to the sensitive nature of the Buyer’s business operations, the Supplier shall continually liaise with and agree in advance all the dates and times for all works taking place with the Buyer. This shall include specified areas within Buyer Premises due to the sensitive nature of the Buyer operations in this area. These areas will be confirmed during the Mobilisation Period.



3.2.51. The Supplier shall at all times comply with the Security Management Plan and the requirements of Call Off Schedule 9 (Security) to keep Buyer Premises, the Sites, and any ICT, information and data secure through the delivery of all Services.





3.2.52. The Buyer will provide the Supplier with access passes reflecting the access requirements for each individual member of Supplier Staff. The Supplier shall manage the control of access passes to Supplier Staff at all times. This shall include the implementation of effective management systems to request new passes and to support the return and deactivation of passes when Supplier Staff no longer work at the Buyer Premises. The Supplier shall provide to the Buyer a monthly access pass/key audit and reconciliation report.



3.2.53. The Supplier shall ensure that all Supplier staff display valid passes as approved by the Buyer at all times whilst attending Buyer Premises. Such passes shall be removed upon exit of the premises.



3.2.54. All missing access passes and keys are to be reported by the Supplier to the Buyer immediately.



3.2.55. Access cards and keys shall be returned to the Buyer in the event of a member of Supplier Staff leaving his or her role within the Contract.

Building records management	

3.2.56. The Supplier shall undertake an annual review of the operations and maintenance (O&M) Manuals, all relevant drawings, Asset registers, maintenance and service records, test and compliance certificates, inspection programmes, orders, logbooks and the Health & Safety file(s) for the Buyer Premises produced and maintained by the Buyer's appointed Regional Supply Chain Partners to ensure alignment with the B2IM Policy as appended in the Annex 3 B2IM Policy Guidance document v1.5. 



3.2.57. The Supplier shall be responsible for carrying out an annual reconciliation of all building records held on their CAFM system, including the provision of accurate building drawings and data, ensuring that they are up to date and accurate.



3.2.58. The Supplier will inform the Buyer on a monthly basis via the issue of a change log of all changes, updates and revisions to O&M records, drawings, documents and the like and assist the Buyer in ensuring that the data held within the Buyer's Digital Platform is kept current at all times. This information will remain the ownership of the Buyer at all times.

Vehicles and car parking 	

3.2.59. The Supplier shall ensure vehicles used by Supplier Staff and Subcontractors when delivering FM Services are environmentally friendly and aligned to the buyer’s sustainability and carbon net zero policy;



3.2.60. Generally, dedicated parking at the Buyer Premises is not available to the Supplier. The Buyer will endeavour to make available a car parking space for the mobile on call for sub-contractors and engineers.

Financial transparency  	

3.2.61. The Buyer recognises modern business practices, including operation for profit, and seeks to ensure that both they and the Supplier have a mutually beneficial relationship.



3.2.62. All financial dealings shall be exercised on an open book basis. This shall include the provision of all Open Book Data. The Supplier shall provide costs for all Services (including any overheads and profit) on this basis, including its financial relationships with its Subcontractors.

Buyer policies and procedures 	

3.2.63. Without prejudice to the requirements stated of the Supplier within this Contract, the Supplier, including any Supplier appointed Subcontractors, shall adhere strictly to the Buyer’s policies and procedures when delivering the Services. A list of the Buyer’s policies and procedures shall be provided during the Mobilisation Period. Updated policies and procedures will be shared with the Supplier as they become available.

[bookmark: _heading=h.1t3h5sf]Liaison with police, security services and other Enforcing Authorities 

3.2.64. The Supplier shall assist and cooperate with the Buyer and other Buyer appointed Suppliers in developing and establishing a clear strategy for effective and proactive working relationships, communication, and liaison with the police, security services, emergency services and other enforcing authorities (e.g. HSE, CPFSI).

4. Service A:4 - Service Delivery Plans (SDP)



4.1. Service A:4 – Service Delivery Plans are a Core Service.



4.2. The Supplier shall prepare an SDP, describing the approach to managing and providing the required Services as per the requirements of the Contract. As a minimum, the SDP shall contain the following information see Annex 11 Example Service Delivery Plan Table of Contents:



4.2.1. Scope and Services objectives;



4.2.2. Management of the Services; 



4.2.3. Process maps demonstrating how Services will be delivered;



4.2.4. Standard Operating Procedures (SOPs); 



4.2.5. Delivery of the Services; and 



4.2.6. Approach and methodology; 



4.2.7. Variation Procedures and additional work requests;



4.2.8. Operational structure including resource proposals. This shall include a management structure, detailing roles, responsibilities, working hours, resilience plan and reporting structures; resource profiles by Service and job descriptions including required qualifications and competencies see Annex 13 WS Data Controller, Annex 14 Analyst and Annex 15 Finance Data Controller. These shall clearly illustrate the availability of resources during and outside Openuous rational Working Hours and demonstrate the competency of Supplier Staff to deliver the Services outlined in this Specification;



4.2.9. Methodology to outline alignment and compliance to the Buyer’s B2IM and SFG20 customised functional model and lifecycle replacement policies. Further details of the SFG20 functional model is attached at Annex 17 – SFG20 Government Property Agency (GPA) Functional Model – Offices; 



4.2.10. Quality policy/quality statement;



4.2.11. Details as to which Services will be carried directly by the Supplier and which will be Subcontracted with relevant details of the Third third-party suppliers/partners;



4.2.12. Performance monitoring plan (including self-monitoring procedures);



4.2.13. Procurement of Services;



4.2.14. Procurement of materials taking account of embodied carbon and recycled content;



4.2.15. Input into the formulation and ongoing management and update of the PPM programme (based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules and additional warranty protection requirements). This shall include the Supplier’s approach to ensuring that Buyer’s Regional Supply Chain Partners operational and reporting activities fully align and comply with the Buyer’s customised SFG20 functional model and customised task schedules. This shall also include how the Supplier will undertake their own monitoring for assessing technical innovations and details on how they will highlight these for discussion and Approval with the Buyer. 



4.2.16. Services management, recording and reporting;



4.2.17. Inspections;



4.2.18. Conservation and sustainability;



4.2.19. Management arrangements including contract monitoring procedures for all the Services:



4.2.20. Quality management procedures;



4.2.21. Complaints management processes;



4.2.22. Operational liaison;



4.2.23. Protocols and procedures for the integration of the Suppliers operations within the Buyer's Digital Platform;



4.2.24. Report formats to be presented by the Supplier for agreement with the Buyer;



4.2.25. Approach to communication and liaison with the Buyer, including the Buyer's Client communication;



4.2.26. Annual meeting timetable across the Contract Year including proposed attendees and sample agendas;



4.2.27. Weekly, monthly, quarterly and annual meeting details including level of the attendees;



4.2.28. Customer satisfaction survey procedures;



4.2.29. Interfaces with the Buyer emergency procedures including Business Continuity and Disaster Recovery planning; 



4.2.30. Interfaces with the Buyer's Landlord and lease requirements; and



4.2.31. Sustainable development and environmental management.



Self-audit regime	

4.3. The Supplier shall demonstrate their self-auditing regime to include but not be limited to:



4.3.1. Approach to management of health and safety, quality, sustainability and environmental requirements;



4.3.2. Contract monitoring procedures for all the Services (including details of any back-to- back agreements with subcontractors;



4.3.3. Performance monitoring plan with agreed monthly, quarterly and annual monitoring reporting formats;



Self- monitoring procedures; 	

4.4. The Supplier shall demonstrate their self-monitoring processes and regimes within the Service Delivery Plan to include but not be limited to:



4.4.1. Annual meeting timetable across the Contract Year including proposed attendees and sample agendas;



4.4.2. Methodology to be applied to ensure the Supplier delivers Services to a consistent standard and quality across the Contract which recognises the expectations and priorities of the Services may be unique to each individual Buyer Premises and which adopts an approach that is site-specific, proactive and responsive; and 



4.5. Development of their Service Delivery Plan (SDP) during the Mobilisation Period and issue to the Buyer for approval.  



4.6. A refined proposed SDP shall be available for comment and review and Approval by the Buyer before the end of the Mobilisation Period. The agreed plan should be effective on the relevant Service Start Date.



4.7. The SDP shall be reviewed and updated annually by the Supplier or whenever there is a material change to the Services. All updates shall be submitted to the Buyer for Approval in advance of any change taking effect.



Service Transition:	

4.8. At the anniversary of the Contract, the Supplier shall be required to outline to the Buyer details on how any agreed Services are to be transitioned back to Buyer ownership throughout the lifetime of this Contract. Further details of these requirements will be discussed and agreed between the Buyer and Supplier. 



5. Service A:5 - Fire Safety



5.1. Service A:5 - Fire Safety is a Core Service.



5.2. Where requested to do so, the Supplier shall provide a professional advice service on all matters relating to the Regulatory Reform (Fire Safety) Order 2005 for each Buyer Premises. The cost of this service shall be included in the Charges.



5.3. When present at the Buyer premises, the Supplier shall at all times abide by the Buyer’s current Fire Safety Management Plan.



6. Service A:6 – Permit-to-Work and Authority-to-Work



6.1. Service A:6 Permit-to-Work / Authority-to-Work are Core Service. 



6.2. Where required, the Supplier shall ensure their activities at Buyer Premises are, where required, delivered in compliance with all Permit-to-Work regulations and the Buyer's Authorisation-to-Work policies and processes.  



6.3. The Supplier shall work with the Buyer to develop permit-to-work and authorisation-to-work management systems which shall be managed via the Buyer's digital platform. The Buyer shall be responsible for managing these processes with the Buyer's Regional Supply Chain Partners and shall ensure compliance with all Regulations and Buyer policies and procedures. Further details of these processes will be provided by the Buyer during the Mobilisation Period. 



6.4. The Supplier shall undertake reviews of the Buyer's Regional Supply Chain Partners Permit-to-Work systems on an annual basis to assess compliance with all regulations. Upon completion, the Supplier shall inform the Buyer of the outcome of the audits and provide a statement of compliance or, where non-compliance is identified, details of the non-compliances identified and rectification actions required. 



6.5. The Supplier shall undertake random audits of the Buyer's Regional Supply Chain Partners Permit-to-Work and Authority-to-Work systems as well as inspections of works covered by PTWs / ATWs to confirm correct implementation.  Any ‘fails’ or "non-conformities" observed during the audit or inspection process shall be reported immediately to the Supplier who shall be required to issue the Supplier a remedial action plan. The Supplier shall ensure that the Buyer is informed via telephone and that full details are recorded on the Buyer's Digital Platform.



7. Service A:7 - Accessibility Services



7.1. Service A: 7 - Accessibility Services is a Core Service. 



7.2. The Supplier shall be responsible for ensuring that their management systems fully align to the public sector’s equality duty (s.149 of the Equality Act 2010) at all times, which states that all public bodies have due regard to the need to eliminate discrimination, advance equality of opportunity and foster good relations between different people when carrying out their activities to ensure:



7.2.1. eliminate discrimination, harassment, victimisation and any other conduct that is prohibited by or under the Equality Act 2010;

7.2.2. advance equality of opportunity between persons who share a relevant protected characteristic and persons who do not share it; and

7.2.3. foster good relations between persons who share a relevant protected characteristic and persons who do not share it.



7.3. Where required by the Buyer, the Supplier shall:



7.3.1. Provide advice relating to the Equality Act 2010 and BS 8300 including health and safety matters with particular regard to the accessibility of the Buyer Premises and ongoing requirements for building adaptations;



7.3.2. Ensure continuous interactions with the Buyer's Staff and stakeholders, including any Disability Advisor and the Occupational Health and Safety representatives;



7.3.3. Provide advice on further special needs issues including technical problem-solving regarding access and signage; and



7.3.4. Provide advice on health and safety matters as they relate to those with accessibility needs. 



7.4. Where required by the Buyer, the Supplier shall be responsible for undertaking a review of recommendations issued by the Buyer's Regional Supply Chain Partners and shall evaluate and issue a report upon the Supplier's investment proposal for the delivery of adaptations to be made to improve the Buyer's Premises. This shall include all access and egress related works for use by those with disabilities as required to ensure compliance with the Equality Act 2010.



8. Service A:8 - Risk management



8.1. Service A:8 – Risk management is Core Service. 



8.2. The Supplier shall construct a risk register for each Buyer Premises. The Supplier shall have sole responsibility for the production, update and publication of the risk register. Risks shall be recorded on the Buyer's Digital Platform and shall include but not be limited to operational, financial, H&S, environmental and fire safety risks.



8.3. The Supplier shall be required to liaise with the Buyer's Regional Supply Chain Partners and shall evaluate their site and/or business unit specific risk management systems in accordance with the Buyer's risk management strategy. The Supplier shall present these plans to the Buyer for approval. When agreed by the Buyer, the Supplier shall record these plans within the Buyer's Digital Platform and be responsible for the annual review, update and publication of the plans on an annual basis. 



8.4. The Supplier shall assist the Buyer with the ongoing monthly review of the Regional Supply Chain Partner’s risk assessments when requested by the Buyer. 



9. Section A9 - Customer Satisfaction 



9.1. Service A:9 – Customer satisfaction is a Core Service. 



9.2. The Supplier shall recognise the strategic importance the Buyer places on customer satisfaction levels and the application of the principles of the Leesman Index (Lmi) that shall apply when managing customer insight on this Call-Off Contract.  



9.3. To manage customer satisfaction levels, the Supplier shall ensure:



9.3.1. They have processes in place to provide proactive and responsive customer service, managing customer satisfaction to the agreed levels throughout the duration of the Contract Period;



9.3.2. They have processes in place for managing customer satisfaction, ensuring satisfactory customer service is provided to both the Buyer and all Customers;



9.3.3. Their customer satisfaction processes align with the Buyer’s Quality Management System ("QMS"); and



9.3.4. They administer the formal process for handling service failures, complaints and works recall. Further details of these processes will be provided during the Mobilisation Period. 



9.3.5. They utilise the customer engagement and customer satisfaction process to identify opportunities for the continuous improvement of FM Services. 



9.3.6. They undertake regular customer engagement, satisfaction and quality assessments in relation to Services with the results scrutinised, presented and discussed with the Buyer and outcomes (subject to the Buyer’s agreement) incorporated into the future Services delivery solution;



9.3.7. They ensure the Supplier's Service Delivery Plan (SDP) contains details of the proposed methodology for contributing to the Buyer surveys and carrying out the focused customer satisfaction surveys as described above including:



9.3.7.1. Engagement methods/medium (for example, deployment of technology, use of online or, paper-based surveys etc.);



9.3.7.2. Approach to maximising customer engagement and rates;



9.3.7.3. Sample/draft questionnaires and other engagement/feedback methods; and



9.3.7.4. Approach to the analysis and presentation of results.



9.3.8. Investigate the cause of the dissatisfaction where the results of the customer satisfaction surveys generate scores less that the agreed satisfaction levels and produce an action plan (including timescales for actions) within five (5) Working Days to address the root cause of customer dissatisfaction, and where appropriate carry out further investigations to establish whether the cause of the dissatisfaction has been resolved within the timescale defined.



9.3.9. Agree with the Buyer target satisfaction results for those elements of customer satisfaction surveys that relate to the Services during the Mobilisation Period; and



9.3.10. Review with the Buyer, and where appropriate increase, the target satisfaction results prior to the issue of subsequent surveys to take account of the need for continuous improvement in customer satisfaction.



10. Service A:10 – Reporting



10.1. Service A:10 – Reporting is Core Service. 



10.2. The Supplier shall ensure that the format, content and frequency of reporting is delivered in accordance with the Buyer's requirements and is fully inclusive of the full range of Services delivered at all times. 



10.3. The Supplier shall be responsible for ensuring that all information required to report against its agreed KPI measures via formal written and dashboard performance reports is contained within the Buyer's Digital Platform and maintained accurately at all times. Details of the Buyer’s Key Performance Indicators (KPIs) are provided at Call Off Schedule 14 - Service Levels and Attachment 3 Annex A KPI model. 



10.4. For the avoidance of doubt, reporting, and all supporting data shall be produced in a consistent format and structure. All reports shall be flexible with regard to the scope of Services delivered at / across individual Buyer Premises included and should be available to present aggregate data across all, or a select number, of Buyer Premises as well as for individual Buyer Premises.



10.5. The Supplier shall provide a broad and comprehensive reporting solution under the following categories see Annex 5 Indicative Performance Partner Contract Scheduler:



10.5.1. Industry-standard FM reports; and



10.5.2. Performance measurement analysis and statistical reporting.



10.6. The Supplier shall provide reports relating to the performance of the Supplier and statistical information relating to the Services being provided including:

10.6.1. Reportable incidents;

10.6.2. Real-time Reporting;

10.6.3. Expert analysis reports;

10.6.4. Ad hoc reporting requirements;

10.6.5. Self-service reporting capability;

10.6.6. Performance measurement and reporting;

10.6.7. Management and staffing levels;

10.6.8. Supplier Staff Training Records; and 

10.6.9. Buyer Premises related drawings.



10.7. The Supplier shall inform the Buyer in accordance with an Approved procedure each time reportable incidents occur. Reportable incidents shall be agreed on with the Buyer during the Mobilisation Period. These shall be recorded on the CAFM system and shall include:



10.7.1. Health and Safety accidents and incidents, to include HSE RIDDOR reports;



10.7.2. Statutory compliance failures;



10.7.3. Asset and system failures which may impact on business continuity;



10.7.4. Physical, data and document security breaches;



10.7.5. Service failures;  



10.7.6. Staff disciplinary issues where associated with personal integrity which may have the potential to damage the reputation of the Buyer; and



10.7.7. Complaints.  



10.8. The Supplier shall implement and maintain systems and procedures to report, record and collate all incidents correctly, accurately and of a quality suitable for submission in Court or other tribunal or judicial forum. These are to be made available to the Buyer as part of regular assurance.

10.9. The Supplier shall report serious incidents to the Buyer immediately. The Supplier shall submit a report containing all incidents to the Buyer on a daily basis.



10.10. The Supplier shall provide monthly and quarterly trend reporting by Region and location (individual Buyer Premises) specific.  



10.11. On discovery of a criminal act, the Supplier shall report all findings immediately to the Buyer and investigate the incident on behalf of the Buyer in accordance with the Approved strategies and protocols agreed with the Buyer (Development of operational strategies and protocols).



Expert analysis reports 	

10.12. The Supplier shall compile and analyse a suite of specific reports which is to be agreed with the Buyer during the Mobilisation Period where applicable. This shall be in support of the Buyer's performance measurement and management of the Services.  The Supplier shall interpret the reports and provide a written commentary of its expert analysis and issue recommendations to the Buyer. 



Ad hoc reporting requirements	

10.13. The Buyer may request the Supplier to create and generate ad hoc reports on its behalf;



10.14. Where necessary and agreed, the Supplier shall provide the reports with expert commentary, as specified by the Buyer; and



10.15. The Buyer is answerable to Parliament and, on occasion, is required to respond to parliamentary questions regarding the Buyer's Premises on an urgent basis.  The Supplier shall comply with any such reasonable request in the event that information is required under these circumstances. The Supplier shall also respond to requests for the provision of information in response to the Buyer’s disclosure obligations under the Freedom of Information Act and Environmental Information Regulations.



10.16. The Supplier shall report monthly on its own performance against the agreed KPIs and other measures reasonably requested by the Buyer.  These reports shall include summaries at Region and individual Buyer Premises level as appropriate, for the following:



10.16.1. Achievement against KPI agreements;



10.16.2. Status and achievement against social value initiatives;



10.16.3. Reasons for failure to meet any KPI agreements; and 



10.16.4. Performance failures accruing as a result of failure to meet KPI agreements.



Levels of Statutory Compliance. 	

10.17. The Supplier shall provide a statutory compliance register (which shall be made available from the Buyer's Digital Platform demonstrating current compliance with relevant statutory and mandatory requirements on an ongoing basis. The Supplier shall also report results arising from any audits measuring compliance with legislative requirements, including actions arising. The following information shall be provided by the Supplier:



10.17.1. Performance against sustainability plan;



10.17.2. Details of performance against planned maintenance activities (separately reported for statutory and non-statutory activities), including reactive works generated from planned maintenance activities. This shall identify the planned date and actual date activities were carried out. Where tasks have not been completed the reasons, and action plans for completion shall be clearly identified;



10.17.3. Details of Assets or systems have been taken out-of-service for health and safety or operational reasons and anticipated details of the same for the forthcoming 2 months;



10.17.4. Details of recommendations generated from Planned maintenance works;



10.17.5. Reasons for failure to complete planned statutory and mandatory inspections/tasks;



10.17.6. Progress/status of work orders;



10.17.7. Waste volumes;



10.17.8. Number and details of all compliments and Complaints;



10.17.9. Health and Safety accident reporting/RIDDOR reports and proactive H&S management actions including but not limited to risk assessments reviewed and the results and recommendations associated with inspections undertaken and/or audits carried out;



10.17.10. Environmental incidents/breaches (e.g. high consumption alerts and leak detection alarms) and environmental, performance and statistics for the month;



10.17.11. Security breaches;



10.17.12. Achievement against the Delivery of statutory testing and inspections;



10.17.13. Progress on outstanding actions; and



10.17.14. Details of actions plans for the following Month that will be reviewed to check progress and track actions carried out to completion. The Buyer shall not unreasonably withhold or delay agreement of these action plans with the Supplier.



10.17.15. Summary produced from the CAFM system of reactive tasks carried out by the Supplier in the reporting month showing priority categories, target Attendance and Completion Times and actual Attendance and Completion Times achieved. Where tasks have not been completed the reasons, and action plans for completion shall be clearly identified;



10.17.16. A summary of open tasks/backlog tasks, including dependencies or actions required to progress the timely completion of these tasks;



10.17.17. Summary of Billable Works undertaken or in progress in reporting month, including Billable Works completed below the Value of Billable Works not Requiring Approval;



10.17.18. Status of Projects undertaken or in progress in reporting month;



10.17.19. Summary of forthcoming planned lifecycle replacement in accordance with agreed lifecycle plan;



10.17.20. Identification and recommendations (including budget costs) for any anticipated unplanned lifecycle replacement requirements based on ongoing analysis of Asset condition and/or observations made through planned or reactive maintenance activities;



10.17.21. Issues impacting upon the implementation and ongoing management of the Buyer’s function model for offices and AIM, including any changes or updates required;



10.17.22. Review of staffing numbers and contract management structures including a full list of Supplier Staff showing name, job descriptions, work location, security check status and other relevant certification details as required related to the Services;



10.17.23. Proactive H&S management actions including but not limited to risk assessments reviewed, inspections undertaken and/or audits carried out;



10.17.24. Health, safety and environmental breaches and recordable accidents, incidents and near misses;



10.17.25. Instances of vandalism;



10.17.26. Forward work plan to show planned services (i.e. PPM etc.) for the forthcoming three months to be presented to the Buyer at the monthly management meetings;



10.17.27. Environmental performance and statistics for the month;



10.17.28. Contract variation requests following additions, deletions and amendments to the Services;



10.17.29. Forthcoming changes in legislation;



10.17.30. Anticipated and/or published updates/amendments which may impact upon the Buyer’s current and prevailing customised SFG20 maintenance model and task instructions;



10.17.31. Statement of accounts showing the invoiced amounts, payments made by the Buyer, payments made to Subcontractors and payments made to suppliers;



10.17.32. Application for payment;



10.17.33. Service delivery proposals and contractual issues related to the Services if any changes have occurred; and



10.17.34. Additional detail may be requested by the Buyer as the Contract progresses. The Buyer and the Supplier shall both within reason, have the opportunity to add further measurable items to these lists. Such requests shall be provided within a reasonable time before the production of the service review report to enable the Supplier to collate the necessary information.



10.17.35. Details of the Buyer’s Statutory Compliance Strategy are attached at Annex 19 - GPA Workplace Services Statutory Compliance Assurance Strategy.



Calculation of Supplier performance results against the Key Performance Indicator (KPI) Model. 

10.18. The Supplier shall be required to input performance data relating to its operational KPIs into the Buyer's Digital Platform. 



10.19. The Supplier shall collate the data required to calculate its performance against the obligations in the Supplier performance mechanism;



10.20. The Supplier shall measure its performance each Month against each of their KPIs and calculate payment mechanism scores in accordance with its Supplier performance mechanism;



Reporting Supplier performance data and associated information	

10.21. During the Mobilisation Period, the Supplier shall provide a report for the Buyer on a Monthly basis. The format will be specified by the Buyer and agreed with the Supplier;

10.22. The Supplier shall provide a quarterly report to the Buyer detailing:The performance scores and associated Deductions calculated;



10.22.1. An analysis of the cumulative trend of all scheduled, periodic and reactive service requests for the previous quarter, including performance against the requirements of the Specification for the same;



10.22.2. Suggestions or recommendations to improve the operation and performance of the service delivery;



10.22.3. Up-to-date risk register;  

10.22.4. Quality assurance programme;

10.22.5. Supplier Staff turnover;

10.22.6. Training report for that quarter;

10.22.7. Health & Safety statistics and trends for the quarter;

10.22.8. Environmental statistics and trends for the quarter; 

10.22.9. Call volume trends;

10.22.10. Progress against agreed action plans (e.g. remedial works, PPM recommendations); 

10.22.11. Risk profiles (e.g. risk mitigation progress and details of new risks identified); 

10.22.12. Customer satisfaction survey results; and

10.22.13. Trends and themes observed through customer communication. 



10.23. The Supplier shall provide a reconciliation report to the Buyer within seven (7) calendar days following the end of each quarter.



Drawings	

10.24. The Supplier shall:



10.24.1. Review and report on Buyer drawings when relevant to the Services provided by the Supplier within the Mobilisation Period;

10.24.2. Produce a report containing recommendations and budget costs for the update and reconciliation of all Buyer Premises drawings with the aim of bringing them up to date where practicable and to enable them to be issued to the Buyer to meet Buyer reporting requirements.



10.25. The costs for the production of new or revised drawings shall be managed via the Billable Works and Approval Process.



11.    	Service A:11 – Performance self-monitoring



11.1. Service A:11 – Performance self-monitoring is Core Service. 



11.2. The Supplier is required to undertake a performance self-monitoring regime inclusive of all Services, which is to be agreed upon with the Buyer. This shall be inclusive of all Services delivered by Supplier appointed third-party suppliers and partners.  



11.3. Within the performance self-monitoring regime, the Supplier is required to:



11.3.1. Operate procedures and systems to record information in support of performance monitoring and to enable regular robust performance reporting;



11.3.2. Monitor the performance of the Services via a programme of internal and external audits and inspections and trend analysis of recorded data held in the Buyer's Digital Platform and produce Monthly performance reports for the Buyer; and





11.3.3. Whilst the Supplier may maintain their own Management Information System ("MIS"), data relating to the performance of the Services shall primarily be held and/or made available via the Buyer's Digital Platform against defined performance requirements.



11.4. Data inputted by the Supplier to the Buyer's Digital Platform utilised by the Buyer, shall at all times be capable of monitoring performance of Services and meeting the stated obligations to support reporting of the performance of the Services, notwithstanding any changes in work practices, technology and agreed performance Standards.  



11.5. The Supplier shall work with the Buyer and support their internal management processes. The Supplier’s self-monitoring regime shall recognise these processes and capture feedback from Buyer audits and inspections, to include independent audits scheduled by the Buyer. The Supplier shall be responsible for taking appropriate action to Deliver agreed outcomes to identified issues and failures.



11.6. The Supplier will be required to quality check a minimum of ten percent (10%) of all completed Tasks. This may vary across Services and the Supplier shall agree on a plan and a programme of quality checks across the Services with the Buyer during the Mobilisation Period and annually thereafter.



11.7. The Supplier shall recognise that the Buyer reserves the right to undertake their own performance monitoring and audit activities at any time.



12. Service A:12 - Business Continuity and Disaster Recovery ("BCDR") Plan



12.1. Work Package J - Training Services Service A:12 – Business Continuity and Disaster Recovery Plan is Core Service. 



12.2. In accordance with Call-Off Schedule 8 - Business Continuity and Disaster Recovery, the Supplier shall have a BCDR Plan to Deliver the Services throughout the duration of the Call-Off Contract. This plan shall be aligned to ISO 22301 Business Continuity unless agreed otherwise by the Buyer during the Mobilisation Period.



12.3. The Supplier shall:



12.3.1. Notify the Buyer as soon as it becomes aware of a Disaster event or a likely Disaster event. The Supplier shall collaborate with the Buyer to ensure that the BCDR Plan interfaces seamlessly to support the Buyer's business;



12.3.2. Liaise with the Buyer to ensure that appropriate communication lines are maintained;



12.3.3. Ensure that its BCDR Plan addresses all risks that could lead to the loss of (or disruption to) the Services delivered to the Buyer. The Supplier shall ensure that these risks have been reviewed and Tested in conjunction with all key stakeholders (e.g. utility providers) to a programme agreed with the Buyer. The risks to be covered in the BCDR shall include but not be limited to: 



12.3.3.1. Loss of utilities; 

12.3.3.2. Failure of IT systems and related infrastructure; 

12.3.3.3. Loss of IT following cyber-attack; 

12.3.3.4. Workforce absenteeism / absence; and

12.3.3.5. Loss of Supplier building.



12.3.4. Ensure its BCDR Plan is executed as planned with due expediency following the loss of one or more energy supplies. The Supplier shall inform the Buyer of all scheduled interruptions to any energy supply if it may affect the Buyer's operations; and



12.3.5. Provide its BCDR Plan at least sixty (60) Working Days prior to the Start Date to the Buyer to obtain written approval of the plan. The BCDR Plan shall be reviewed on a regular basis and as a minimum once every six (6) months; 



12.3.6. At the request of the Buyer, the Supplier shall assist in Testing the Buyer's BCDR Plan at intervals to be agreed by both Parties.



12.3.7. The Buyer may require the provision of professional advice in relation to its own BCDR Plan, including the safe evacuation of premises during an emergency and the operation of emergency systems. This advice shall be of a practical nature and shall relate to the ongoing provision of the Services at each Buyer Premises.  The Supplier shall note that the acquisition and setting-up of immediate replacement accommodation shall not be required as part of this Service.



12.3.8. The Buyer's BCDR Plan is confidential and the Buyer will decide which information will be divulged to assist in the process. Any information divulged must be treated as confidential and shall not be issued to others without the written permission of the Buyer.  



12.4. In addition to the development and production of their own BCDR for in-scope Services, the Supplier shall be responsible for the review of BCDR plans produced by the Buyer's Regional Supply Chain Partners to ensure upon completion and thereafter on an annual basis; 

 

12.4.1. The BCDR plans are aligned to ISO 22301 Business Continuity unless agreed otherwise by the Buyer; 



12.4.2. The BCDR plans are aligned across all Buyer appointed Regional Supply Chain Partners to ensure the delivery of Services at Buyer Premises where co-dependencies exist;



12.4.3. The BCDR are not contradictory to the Buyer's BCDR; and 



12.4.4. The BCDR plans ensure resilience across all Buyer premises and regions as necessary to maintain Services.  



12.4.5. When developing the BCDR plan you should take into consideration Annex 23 - GPA-Incident Response Plan.



12.5. The Supplier shall issue a written report to the Buyer within five (5) working days of the completion of the BCDR reviews and submit recommendations for consideration as / where appropriate. The Supplier shall record the reports upon the Buyer's digital platform.   



12.6. The Supplier shall, where instructed by the Buyer, work directly with the Buyer appointed third-party Suppliers to support the development of BCDR plans to ensure compliance with all Buyer requirements.  



13. Service A:13 – Quality Management Systems is Mandatory



13.1. Service A:13 – Quality Management Systems is a Core Service.

  

13.2. As set out in the Order Form the Supplier shall have in place ISO 9001, ISO 14001, ISO 45001 and ISO 27001 accreditation. Accreditation shall be directly relevant to the delivery of the Services.



13.3. The Supplier shall maintain such accreditation throughout the Contract Period.



13.4. The Supplier shall provide the Buyer with evidence of its ISO 9001, ISO 14001, ISO 45001 and ISO 27001 accreditation upon request at any time during the Contract Period.



13.5. The Supplier shall implement a Buyer Premises specific Quality Management Plan in accordance with the ISO 9001 quality accreditation, which shall include a proposed methodology to align with and support the Buyer's quality management systems and its related systems and for delivering continuous improvement. The plan shall include a proposed methodology for maintaining ISO 9001 accreditation, and its related systems at the Buyer Premises. The quality management plan shall be in place by the end of the Mobilisation Period and be reviewed on a quarterly basis by the Supplier. The Quality Management Plan shall include but not be limited to: 



13.5.1. The quality management system;



13.5.2. Management responsibilities; 



13.5.3. Resource management;



13.5.4. Methods, working practices and procedures; 



13.5.5. Continuous improvement measures.



13.6. The Supplier shall be responsible for undertaking an annual review of their quality management system with the Buyer to ensure compliance with ISO 9001 to ensure the management systems continue to be suitable, adequate and effective.



13.7. The Supplier shall, as part of the quality management system, ensure all key Documentation controlled or uncontrolled whether in hard copy or electronic form is managed including, but not limited to:



13.7.1. Authorisations;

13.7.2. Issue of documents (internal and external);

13.7.3. Management of documents;

13.7.4. Periodic review;

13.7.5. Update of documents;

13.7.6. Software control including data back-up;

13.7.7. Removal of obsolete documents;

13.7.8. Document and data archiving (this shall include working in collaboration with the Buyer to establish solutions that will deliver effective methods of archiving and document storage and assisting with the development of an archiving strategy for the Buyer); 

13.7.9. Quality audits;

13.7.10. Drawings;

13.7.11. Notifications of start of works and close out of works notices; and

13.7.12. Identification of source of products used and their traceability.



13.8. All document data shall be easily identifiable, legible and maintained in an orderly manner.



13.9. A document log shall be maintained and updated identifying which documents form part of the quality management plan, including but not limited to:



13.9.1. Quality manuals;

13.9.2. Environmental documents and records;

13.9.3. Health & Safety documents and records;

13.9.4. O&M manuals; and

13.9.5. Operational procedures.



13.10. The document log shall as a minimum show document reference, description, type of document, current issue/revision, the person responsible for controlling document, updating/issuing and any approvals.



13.11. The Supplier shall allow for providing the Buyer, upon request, with reasonable numbers of copies of Documentation.



13.12. The appointment of independent auditors and inspection bodies shall be Approved by the Buyer prior to the commencement of any works at the Buyer Premises. Where requested by the Buyer, the Suppliers quality management system shall be accredited by the UK Accreditation Service (“UKAS”).



13.13. The Supplier shall develop and agree to their quality audit programme with the Buyer during the Mobilisation Period. The programme shall show registration body inspection visits, Buyer audits, internal Supplier assessor visits and audits delivered by independent bodies.



13.14. The Supplier shall allow the Buyer to attend third-party surveillance visits by its registration body throughout the Contract Period.



13.15. The results, findings and actions arising from audits and inspections (third-party and internal Supplier audits) shall be summarised in the next available monthly report following the audit. Full audit reports shall be made available to the Buyer within four (4) weeks of completion of the audit, with the report made available on the CAFM system within this timescale.



13.16. The Supplier shall appoint a quality management representative who will have the authority and responsibility to ensure that the quality management plan is properly operated in accordance with the requirements of EN ISO 9001. This individual will also be expected to attend quarterly service review progress/strategy meetings.



13.17. The quality management representative will liaise as necessary with external assessment third parties on matters relating to the quality management plan and will be responsible for reporting on systems for review and as a basis for improvement.



13.18. The quality representative’s responsibilities will include but not be limited to:



13.18.1. Ensure that the quality management plan demonstrates compliance with statutory and contractual obligations;

13.18.2. Perform internal quality audits;

13.18.3. Initiate quality plans and encourage the development of new procedures;

13.18.4. Ensure Supplier Staff involved in the quality systems are issued with up-to-date information on quality issues;

13.18.5. Maintain quality records; and  

13.18.6. Coordinate the implementation of appropriate quality and assurance systems and ensure the ongoing operation of the quality systems.



14. Service A:14 – Staff and Training



14.1. Service A:14 – Staff and Training is a Core Service. 



14.2. The Supplier shall attract, recruit and retain staff to deliver the required Services and any future expansion of the required Services.



14.3. The Supplier shall ensure that all Supplier Staff employed on the Contract are competent with regard to their assigned role and have been trained to prevailing industry recognised standards to undertake the tasks required of them. The Supplier shall not allocate Supplier Staff duties outside of their recognised skill sets. Supplier Staff shall receive appropriate training, to include refresher training, to ensure the successful and safe Delivery of the Services, these shall include but not be limited to:



14.3.1. The use of the Buyer's Digital Platform;

14.3.2. The use of the Supplier's CAFM and / or MIS IT systems;

14.3.3. Relevant Authority to Work;

14.3.4. Service delivery plans;

14.3.5. Quality management plan;

14.3.6. Health and safety (safe system of work) plan (including relevant PTW and ATW systems);

14.3.7. The sustainability plan;

14.3.8. The BCDR plan; 

14.3.9. Customer Service skills; and

14.3.10. All the provisions of this Schedule relevant to the duties to be performed.  



14.4. The Supplier shall be responsible for the provision of training and refresher training to Buyer Staff including:



14.4.1. Communication and interface between the Buyer and the Supplier, including the use of technology to be deployed to support this process and enhance the customer experience;



14.4.2. Business processes;



14.4.3. Health and Safety;



14.4.4. Emergency systems; and



14.4.5. Site Induction training for Buyer Staff. This shall extend beyond training associated with the Services and shall also include the coordination of input from the Buyer's other Regional Supply Chain Partners to feed into the Buyer’s induction programme for Buyer staff.



14.4.6. In addition, the Buyer may be required to deliver additional specialist training or health and safety related Services. This may include but not be limited to:



14.4.7. Workplace risk assessments;



14.4.8. Display screen equipment (DSE) risk assessments;



14.4.9. Home worker risk assessments;



14.4.10. Fire Warden / Fire Awareness training; 



14.4.11. Pregnancy related working risk assessments; and



14.4.12. Remote working risk assessments.  



14.5. The Supplier shall be responsible for the provision of training and refresher training to Buyer appointed third party Suppliers on the use of the helpdesk and Buyer's digital platform. 



14.6. The Supplier shall maintain a register of all training delivered to the Buyer's third-party appointed Suppliers which shall include details of training completed, qualifications and refresher training dates.



14.7. The Supplier shall maintain a register of Supplier Staff employed on the Contract which shall include details of training completed, qualifications and refresher training dates.



14.8. The Supplier shall retain records of training issued to Buyer Staff and completed risk assessments for issue to the Buyer. The costs for these Services shall be excluded from the Charges and be discussed and agreed with the Buyer during the Mobilisation Period.



14.9. The Supplier shall maintain appropriate staff records and training records for all Supplier Staff. The Supplier shall provide a summary of Supplier Staff training to the Buyer on a quarterly basis, and at such other periods as may be requested, for Health & Safety meetings.



14.10. The Supplier shall work collaboratively with the Buyer by employing the Buyer’s Staff on a secondment basis to assist their personal development by:



14.10.1. Gaining hands-on work experience;

14.10.2. Receiving training;

14.10.3. Gaining professional qualifications; and

14.10.4. Gaining experience of work in the private sector.



14.11. The Supplier shall ensure that all Supplier Staff provide evidence of their right to work in the United Kingdom in line with the Immigration, Asylum and Nationality Act 2006. The cost of obtaining any such evidence shall be the responsibility of the Supplier.  



14.12. Any Supplier Staff who has not received the clearance required by the Buyer, and who are required to be at the Buyer Premises must be accompanied and supervised at all times by an individual who has the appropriate level of clearance.



14.13. The Supplier shall provide an induction programme for all Supplier Staff and for any relevant Buyer Staff, and also participate in any relevant Buyer induction programme. The Supplier’s induction programme for Supplier Staff shall be developed in accordance with the Buyer’s current policy and procedures, the content and style of delivery for which shall be Approved by the Buyer on an annual basis (and at any time when circumstances change). The programme shall as a minimum include the items listed in Work Package J - Training Services. The Supplier shall ensure all new Supplier Staff involved in delivering the Services undertake the relevant components of the induction programme prior to their commencement of work at the Buyer Premises.



14.14. The Supplier shall investigate where more than one (1) substantiated complaint is made against any individual member of its Staff within any Month. The Supplier shall take appropriate action to mitigate future re-occurrence and include the complaint and action taken in the Monthly performance reports as required through the Call-Off Contract with the Buyer.



14.15. When accessing Buyer Premises, Supplier Staff shall be suitably presented at all times. The Supplier shall be responsible for the provision of all equipment, workwear, uniforms and PPE for their personnel for use on the Contract.



14.16. The Supplier's Staff shall at all times:



14.16.1. Be courteous at all times to Customers, public and other persons with whom their duties bring them into contact;

14.16.2. Be medically fit for the work that they are required to undertake; and 

14.16.3. [bookmark: _heading=h.4d34og8]Not be on duty if under the influence of alcohol or drugs or other debilitating substances.



14.17. Supplier Staff shall wear visible identification at all times whilst on Buyer Premises. This identification will take the form of a Buyer Approved name badge. The badge format shall be agreed by the Buyer and Supplier during the Mobilisation Period and will be consistent for all Supplier Staff. 



14.18. The Supplier shall demonstrate that it provides Supplier Staff access and opportunity to accredited training for nationally recognised scheme(s), for example, National Vocational Qualifications (NVQs)



14.19. The Supplier shall release Supplier Staff as may be required from time to time to attend obligatory training in accordance with an agreed programme. The Supplier shall at its own expense provide suitably trained replacement Supplier Staff so as not to compromise the level of quality of service delivery.



14.20. To ensure there is a continuity of Services, holiday cover is to be provided for planned absences from Site at all times and included with the fixed fee.



14.21. All Supplier Staff and Subcontractors must conform to and uphold the Buyer’s policies and procedures in undertaking their duties and whilst on the Buyer Premises. This includes but is not limited to behavioural standards, smoking policy and equal opportunities and diversity policy. The Buyer’s policies and procedures shall be made available from time to time.



14.22. The Supplier shall ensure that the Buyer is continuously updated with the names of Supplier Staff, including their Subcontractor and consultants, agencies and their staff who are permanently allocated to the Buyer Premises. This shall be included in the event of any changes by exception within the monthly service review report.



14.23. The Buyer will be provided with the opportunity to take part in the interviews for key senior roles within the Supplier’s core service delivery team. The Supplier will provide the Buyer an opportunity to feed into the final selection of the aforementioned roles.



14.24. The Buyer shall retain the right (in its sole discretion) to refuse to accept any member of Supplier Staff proposed by the Supplier (including but not limited to the senior Key Personnel) if in its opinion such member of Supplier Staff is/are not appropriate or otherwise not acceptable. In such circumstances, the Supplier shall promptly provide replacement Supplier Staff at its own cost.



14.25. The Supplier shall provide the Buyer with details of the resource allocation which shall include details of Supplier Staff names and qualifications during the Mobilisation Period and thereafter where changes are proposed to the resourcing of the Contract. These shall be reviewed jointly between the Supplier and the Buyer no less frequently than annually to ensure the allocated Staff resources continue to meet service requirements.



14.26. The Supplier shall ensure and maintain the well-being of Supplier Staff allocated to the Contract at all times. The Supplier shall also ensure that Supplier Staff shift patterns are suitably structured to maintain performance Standards.



14.27. The Supplier shall submit to the Buyer at least quarterly an up-to-date training matrix for the year identifying the training which has taken place, the training due to take place as well as the in-date training of each member of Supplier Staff.



14.28. The Supplier shall keep, for the duration of the Contract, an electronic record of the hours worked by all Supplier Staff in the provision of the Services. The following information shall be recorded and available to the Buyer for inspection at any reasonable time:



14.29. The name of the member of Supplier Staff (and sub-contractors and Regional Supply Chain Partners) attending;



14.29.1. Actual attendance dates and times;

14.29.2. A breakdown of activities for the hours worked week by week for each of the following categories;

14.29.3. Hours worked on planned, scheduled and periodic duties;  

14.29.4. Hours worked on reactive requests (for example, reactive maintenance and including emergency maintenance/ call-outs) duties; and

14.29.5. Hours worked on escorting, coordination, operation and supervisory duties.



14.30. The Supplier shall provide appropriate mobile communications devices to all Supplier Staff as required in order to maintain proactive and responsive service standards.



14.31. Where devices such as mobile phones, tablets or PDAs are used to deliver the Services, the Supplier must consider their environment, and such devices must be used discreetly.



14.32. The Supplier shall ensure that no Supplier Staff, including sub-contractors, undertake work at the Buyer Premises without confirmation of the following:



14.32.1. Individual is an employee of the Supplier;

14.32.2. Individual is an employee of an Approved Subcontractor;

14.32.3. Individuals have provided evidence of their right to work in the United Kingdom in line with the Immigration, Asylum and Nationality Act 2006.

14.32.4. Individual is “SC” security vetted / checked in accordance with the requirements of the role;

14.32.5. Individual has attended site induction; and

14.32.6. Individuals have signed in and wear suitable Supplier/visitor identification.



14.33. The Buyer shall reserve the right to refuse access by any individual to the Buyer Premises or have any member of Supplier Staff removed from the Buyer Premises without notice.



15.     	Service A:15 - Selection and Management of Subcontractors



15.1. Service A:15 – Selection and management of Subcontractors is a Core Service. 



15.2. The Supplier is required to actively manage all aspects of Sub-Contract involvement in the Contract to ensure that all Services received reflect that required under the Contract. 



15.3. The Supplier shall be responsible for ensuring:



15.3.1. All Subcontractors operate a Safe System of Work and that all activities at the Buyer Premises are delivered in compliance with the Supplier’s Health and Safety policy statement and Management Plan;



15.3.2. The Performance monitoring of all Subcontractors against agreed KPIs;

15.3.3. The benchmarking and market testing of Services against the provision from other Service providers;



15.3.4. Effective problem-solving and Dispute (prevention and) resolution where issues exist;



15.3.5. The auditing and inspecting the Subcontractors' work, ensuring that they comply with the contractual requirements on quality, Health and Safety, environmental and legislative requirements;



15.3.6. Appropriate records are maintained and information management systems are in place to record and manage the performance of the Subcontractors;



15.3.7. Robust processes are in place for the receipt, checking and authorising of invoices for payment for additional Services (Billable Works); and 



15.3.8. Managing communication between the Buyer and Subcontractors working at the Buyer Premises.



15.4. The Supplier shall warrant that all Subcontractors have the contractual levels of insurance and accreditations required to ensure that they are legally and professionally compliant in all activities whilst undertaking works at the Buyer Premises. The Supplier shall ensure details are recorded within their Service Delivery Plan (SDP). 



15.5. The Supplier shall develop, implement and maintain an appropriate supply chain management system which shall be part of their ISO 9001 QMS including procedures for validating and accepting new service suppliers using as a minimum the following criteria:



15.5.1. Previous experience, technical skills/competence and appropriate qualifications;

15.5.2. Capability of providing the Services required;

15.5.3. Understanding of the Services requirements;

15.5.4. Ability to meet response priorities;

15.5.5. Number of Supplier Staff involved in undertaking the Services;

15.5.6. Any work to be Subcontracted;

15.5.7. Policy for ensuring continuity of Subcontractor staff;

15.5.8. Proposed management and operation structure;

15.5.9. Health & Safety (including any prior or pending prosecutions by the Health & Safety executive);

15.5.10. Finance;

15.5.11. Insurance;

15.5.12. References;

15.5.13. Periodic service Supplier performance review; and

15.5.14. Feedback of performance back to the person responsible for the procurement of external services.

15.6. The Supplier shall submit for prior Approval to the Buyer a list of companies it proposes to employ as Sub-Contractors, detailing their scope. The Supplier shall consider the use of SME's wherever possible to align to the Buyer's Social Value aims. The Supplier shall maintain an Approved Subcontractors list that has been agreed with and is specific to the Buyer.



15.7. The Supplier will monitor performance to ensure Subcontractor capability matches specific work requirements (technical, quality and financial) and maintain records of all performance monitoring and auditing activity.



15.8. The Supplier shall be responsible for the day-to-day management, administration and supervision of all Subcontractors including but not being limited to:



15.8.1. Planned, periodic, scheduled and reactive visits (e.g. to deliver audits, inspections, surveys and quality management activities); 

15.8.2. Review, management and control of risk assessments;

15.8.3. Review, management and control of method statements; and

15.8.4. Management of access and PTW / ATW processes.

15.8.5. Before any work to be carried out by Subcontractors or other agencies (e.g. insurance inspectors) is commenced, the Supplier shall ensure:



15.9. All tasks and actions have been made subject to risk assessment and method statements and these are reviewed to ensure that the documents are suitable for the task(s) at hand and are compliant with all Health and Safety and the Buyer requirements.



15.10. Subcontractor Staff engaged in the work possess the relevant skills, qualifications and accreditations to undertake the works.



15.11. All works are to be inspected and signed off by the Supplier and, if required, the Supplier shall manage the resolution of all snagging and defects.



15.12. The Supplier shall ensure that each Subcontractor appoints a competent person who will be responsible for the management and performance of each Subcontract.  



15.13. For each Subcontract, the Supplier shall on request by the Buyer, report on the following:



15.13.1. Planned, scheduled, periodic and ad-hoc works undertaken;

15.13.2. Reactive works undertaken;

15.13.3. Standards achieved;

15.13.4. Details of audits undertaken;

15.13.5. Details of re-occurring failures; reasons for failure, actions taken to reduce the incidents of failure and any future works required;

15.13.6. Details of relevant insurances;

15.13.7. Warranty information; and

15.13.8. Attendance records verses scheduled dates.



15.14. The Supplier’s Subcontractors and suppliers shall have the same or better payment terms as the Supplier has with the Buyer.



15.15. The Supplier shall ensure that the Buyer has the ability to carry out audits of the Supplier’s Subcontractors. The Supplier shall provide all necessary assistance as and when required by the Buyer when planning and undertaking these audits, including participation at these audits.



16. Service A:16 - Property Information Mapping Service ("EPIMS")



16.1. Service A:16 - Property Information Mapping Service ("EPIMS") is a Core Service.



16.2. The Buyer may require the Supplier to maintain up-to-date, accurate metrics including cost and performance data on its behalf. Further details will be provided during the Mobilisation Period.



17. Service A:17 – Sustainability



17.1. Service A:17 – Sustainability is a Core Service. 



Sustainability Management Plan

17.2. The Supplier shall:



17.2.1. Develop, maintain and implement a sustainability management plan in line with the Buyer’s sustainability requirements. The content, structure and format of the sustainability management plan shall be agreed upon between the Buyer and the Supplier;



17.2.2. Submit the sustainability plan for the Buyer’s Approval within three (3) Months of the Call-Off Start date; and



17.2.3. Ensure that the sustainability management plan complies with GBS and all Buyer requirements.



17.3. Ensure the sustainability management plan includes the Supplier’s approach to:



17.3.1. Energy management;



17.3.2. Water, to include system infrastructure maintenance and waste water management;



17.3.3. Waste prevention and management including waste Hierarchy and segregation; and



17.3.4. Recycling of waste paper.





17.4. The Supplier shall ensure that the sustainability management plan includes the Buyer’s specialist management requirements, including but not necessarily limited to:



17.4.1. Natural Environment;

17.4.2. Public access requirements;

17.4.3. Environmental protection, including management of pollution spills, land contamination and groundwater levels;

17.4.4. Historic environment; and

17.4.5. Government historic estate.



Energy Management	

17.5. The Supplier shall:



17.5.1. Take account of and comply with the Buyer’s energy strategy and action plan and its targets under the Greening Government Commitments and any subsequent Government policy;



17.5.2. Make recommendations to the Buyer of any works / strategies which could be implemented to improve energy efficiency and reduce consumption at the Buyer Premises as is reasonably practical;



17.5.3. Ensure that all energy-consuming plant under its jurisdiction or control is maintained to operate at optimum efficiency and all fuels, gas, electricity is used economically, in accordance with any operational policies issued by the Buyer;



Recycled Materials	

17.6. The Supplier shall:



17.6.1. Ensure that products purchased contain a high proportion of recycled content which can be evidenced and issued to the Buyer where available.



Transport	

17.7. The Supplier shall:



17.7.1. Work to reduce the amount of travel undertaken by Supplier Staff and third-party suppliers;



17.7.2. Ensure that transport carbon emissions are minimised by optimising collections and ensuring that transportation schedules are planned to reduce carbon emissions and/or through the use of well maintained, low emission vehicles and e.g. electric vehicles;



17.7.3. Maintain records of actions taken to reduce the impact of transport; and



17.7.4. Ensure that any vehicle purchases used (or predominantly used) by the Supplier for the purpose of providing the Services are in compliance with the GBS for transport.

17.8. The Supplier shall note that they may be requested to provide the appropriate data to the Buyer on a Monthly basis.



18. Service A:18 – Social Value



18.1. Service A:18 – Social Value is a Core Service. 



18.2. The Public Services (Social Value) Act 2012 requires public authorities to have regard to economic, social and environmental wellbeing in connection with public services contracts and for connected purposes as well as allowing for national and local strategies around this area. The Buyer recognises the training and employment opportunities that the delivery of the Services can create for the wider community, including the use of SMEs, and beyond and throughout the Contract Period. In line with the Buyer’s strategic objectives, the Contract also has the potential to drive significant initiatives relating to regeneration, sustainability and social benefits. The Supplier is therefore required to work in partnership with the Buyer to deliver community benefits where possible.  Please see Annex 16 Indicative Performance Partner Social Value Output Schedule.



18.3. Social Value requirements are expressed in general terms. The Supplier shall be given the freedom to provide proposals that best fit their delivery structure and procedures however such proposals shall be in line with the Government Commercial Function’s Social Value Model’s five themes of:



18.3.1. COVID-19 Recovery;

18.3.2. Tackling Economic Equality;

18.3.3. Fighting Climate Change;

18.3.4. Equal Opportunity; and

18.3.5. Wellbeing



18.4. [bookmark: _heading=h.2s8eyo1]The Supplier shall be responsible for the development, production and maintenance of a contract specific social value action plan and for reporting performance against the targets contained within the plan. The Plan shall be developed and issued to the Buyer for approval within ninety (90) days of the Contract Commencement.  The initiatives shall include, but not be limited to how the Supplier shall: 



18.4.1. Create supply chain opportunities for SME’s;



18.4.2. Ensure the appointment of apprenticeships;



18.4.3. Provide additional opportunities for individuals or groups facing greater social or economic barriers (as per the requirements set out in the Equality Act 2010);



18.4.4. Support work placements to school children and young adults;



18.4.5. Recruit locally engaged labour;



18.4.6. Recruit long-term unemployed labour;



18.4.7. Recruit those not in education, employment or training (NEET);



18.4.8. Recruit local supply chain partners;



18.4.9. Procure and source sustainable Services and products;



18.4.10. Encourage ethical and fair-trade procurement; 



18.4.11. Encourage community engagement;



18.4.12. Support health and wellbeing in the workforce





Community benefits	

18.5. The Supplier shall ensure that they adopt a positive stance on delivering community benefits throughout the life of the Contract.



The public sector in the UK	

18.6. The public sector in the UK is committed to the Delivery of high-quality public services, and recognises that this is critically dependent on a workforce that is well rewarded, well-motivated, well-led, has access to appropriate opportunities for training and skills development, are diverse and is engaged in decision making. These factors are also important for workforce recruitment and retention, and thus continuity of service.



18.7. Public bodies in the UK are adopting fair work practices, which include:



18.7.1. A fair and equal 'pay policy' that includes a commitment that will support the Living Wage, including, for example, being a 'Living Wage Accredited Employer’;



18.7.2. Clear managerial responsibility to nurture talent and help individuals fulfil their potential, including for example, a strong commitment to 'Modern Apprenticeships' and the development of the UK’s young workforce;



18.7.3. Promoting equality of opportunity and developing a workforce that reflects the population of the UK in terms of characteristics such as age, gender, religion or belief, race, sexual orientation and disability;



18.7.4. Support for learning and development; stability of employment and hours of work, and avoiding exploitative employment practices, including, for example, no inappropriate use of zero-hours contracts;



18.7.5. Flexible working (including, for example, practices such as flexi-time and career breaks) and support for family-friendly working and wider work-life balance; and



18.7.6. Support progressive workforce engagement, for example, Trade Union recognition and representation where possible, otherwise alternative arrangements to give staff an effective voice.



18.8. [bookmark: _heading=h.17dp8vu]In order to ensure the highest Standards of service quality in this Contract the public bodies in the UK expect Suppliers to take a similarly positive approach to fair work practices as part of a fair and equitable employment and reward package.



18.9. The Supplier shall agree a Social Value plan and output schedule with the Buyer and be responsible for maintaining up-to-date performance data record and progress on agreed social value measures within the Buyer’s Digital Platform and report progress at the planned performance review meetings. Further detail of these requirements will be provided during the Mobilisation Period.  



19. Work Package B - Contract Mobilisation 

	

19.1. Service B:1 - Contract Mobilisation is a Core Service.



19.2. During the mobilisation period, the Supplier shall work closely with the Buyer to configure their chosen IT solution to ensure that a fully integrated Service, linked to the Buyer’s Digital Platform, is in place which ensures that the Supplier can discharge its contractual obligations as effectively as possible. The Buyer shall retain full ownership and intellectual property rights for the Digital Platform, and the systems and functionality within, as well as all data hosted on the Digital Platform. 



19.3. The Buyer shall utilise the Mobilisation Period in order to make the Digital Platform fully functional. During the Mobilisation meetings The Buyer will inform The Supplier on the completion of the required Digital Platform functionality. 



19.4. As part of mobilisation, the Supplier shall take part in user acceptance testing and shall attend any training organised by the Buyer on the use of the Buyer's Digital Platform, in order to familiarise themselves with the functionality and offer suggestions for future scope. For the avoidance of doubt, this shall include supporting the Buyer with the initial and ongoing testing of Buyer appointed third-party supplier’s API and interface links with the Buyer’s Digital Platform and establishing contingencies to help maintain Services during unplanned or unexpected occurrences.  



19.5. The Supplier shall create a Mobilisation Plan, to be agreed by The Buyer prior to commencement of the Mobilisation Period, for performing the requirements of the Mobilisation Period including but not limited to key milestones and dependencies. The key milestones will be discussed and agreed with the Buyer at the commencement of the mobilisation period and be detailed within the agreed Mobilisation Plan for performance monitoring / payment purposes. 



19.6. The Mobilisation Plan shall include but not be limited to:



19.6.1. Scope and Service objectives;



19.6.2. Approach to Mobilisation; 



19.6.3. A method statement for meeting The Buyer's requirements to include a management structure. This shall detail management roles, responsibilities, job descriptions and reporting structures (a detailed organogram is expected as a minimum requirement); 



19.6.4. Any Buyer delegated approvals process; 



19.6.5. Allocation of budget responsibilities within the organogram or hierarchy and the set-up of fixed verses call-off service fees; 



19.6.6. Resource profiles for delivery of the Services (with a proactive focus on staff retention and Supplier Personnel training and development);



19.6.7. [bookmark: _heading=h.3rdcrjn]Operational Working Hours and availability of managers and employees; 



19.6.8. Provision of training and documentation for the Buyer and the Buyer’s Regional Supply Chain Partners to fulfil contract obligations (including the Digital Platform); 



19.6.9. The plan to incorporate the implementation and mobilisation of the Buyer's Digital Platform; 



19.6.10. Performance monitoring plan; 



19.6.11. Change control procedures to be defined and agreed; 



19.6.12. Agreement of Monthly monitoring report format with The Buyer; 



19.6.13. Self-monitoring procedures;



19.6.14. Information collection and upload of data;



19.6.15. Service and process testing;



19.6.16. Implementation of the Workplace Services Helpdesk capability, including but not limited to: Helpdesk Decision Tree question set reviewed and agreed, Helpdesk User Acceptance testing and appropriate helpdesk training provided;



19.6.17. Annual meeting timetable including but not limited to proposed attendees and sample agendas; 



19.6.18. Monthly meeting details including but not limited to level of attendees;



19.6.19. Customer satisfaction survey and complaints procedures; 



19.6.20. Quality Assurance procedures; 



19.6.21. Emergencies management procedures; 



19.6.22. Security clearances for all staff as required; 



19.6.23. Setting up of authorisation protocols and priority ratings; 



19.6.24. Setting up of KPIs and SLAs (The Supplier and Buyer’s Regional Supply Chain Partners);



19.6.25. Setting up escalation procedures with the Buyer for requests that fall outside agreed Business Rules;



19.6.26. Setting up of Regional Supply Chain Partner’s response and rectification times. Further details will be provided during the Mobilisation Period;



19.6.27. Interfaces with The Buyer's emergency procedures including but not limited to Business Continuity and Disaster Recovery planning which the Supplier shall contribute to; 



19.6.28. Mobilisation procedures for Service commencement relating to any TUPE transfers and proposals for any in-situ transfer requirements involving any and all staff and the Buyer's management orientations; 



19.6.29. Management and supervision outside the Operational Working Hours; 



19.6.30. Process and charging mechanism for requesting additional works by the Buyer; and



19.6.31. Sustainable development and environmental management (where applicable).



19.7. During the Mobilisation Period the Supplier shall



19.7.1. Work with the incumbent Suppliers (where appropriate) and the Buyer to assess the scope of the Services and prepare a plan which demonstrates how they will mobilise the Services; 



19.7.2. Work with The Buyer to ensure that the Digital Platform is fully functional for Day One;



19.7.3. Mobilise all the required Services specified within the Contract;



19.7.4. Detail how they will work with the incumbent Suppliers and the Buyer to transfer and load up Asset Data; 



19.7.5. Agree a training programme with the Buyer as an initial deliverable within the first two weeks of Mobilisation; 



19.7.6. Liaise with the incumbent Supplier to enable the full completion of the Mobilisation Period activities; 



19.7.7. Produce and implement a communications plan, to be agreed with The Buyer, including but not limited to the frequency, responsibility for and nature of communication with The Buyer. Buyer’s clients and customers; 



19.7.8. Lead the development of a communications strategy across all stakeholders which shall be agreed with The Buyer and Buyer’s Regional Supply Chain Partners. This strategy shall include, but not be limited to:



19.7.8.1. Identification of key communications themes and activities;



19.7.8.2. Agreement on means by which key communications will be delivered (e.g. email; virtual noticeboard);  



19.7.8.3. Detailed allocation of communications responsibilities according to the party best placed to deliver them; 



19.7.8.4. An implementation-plan clearly defining activities by all parties which has been agreed on by the Buyer, Buyer’s Regional Supply Chain Partners and the Supplier;



19.7.8.5. Be responsible for ensuring that the communications strategy remains accurate and up to date; 



19.7.8.6. Where the identified approach is considered by the Buyer to be appropriate and proportional, The Supplier shall be responsible for assisting the Buyer and Buyer’s Regional Supply Chain Partners in the delivery of their communications;



19.7.8.7. Ensure that all risks associated with the Mobilisation Period are minimised to ensure a seamless change of control between incumbent Supplier and the Supplier;



19.7.8.8. Construct and maintain a mobilisation risk and issue register in conjunction with The Buyer;



19.7.8.9. Report progress to The Buyer against the Mobilisation Plan;



19.7.8.10. [bookmark: _heading=h.26in1rg]Attend progress meetings in accordance with The Buyer's requirements during the Mobilisation Period (flash meetings weekly and formal Mobilisation review meeting monthly). Mobilisation meetings shall be chaired by The Buyer and all meeting minutes shall be kept and published by The Supplier; and 



19.7.8.11. Familiarise itself with The Buyer's Premises and the needs of the Buyer’s clients and customers. The Supplier shall ensure that it is appropriately equipped to deal with the level of liaison that will be involved with the Buyer’s clients and customers in this period and the complexity and diversity of their operating methods.

	

Work Package C - Workplace Services 	



20. Service C:1 - Helpdesk Services 



20.1. Service C:1 - Helpdesk Services is a Core Service.



20.2. The Supplier shall provide a professionally managed, appropriately staffed and supervised, high-quality Helpdesk service which will operate principally as part of the Digital Platform twenty-four (24) hours per day, three hundred and sixty-five (365) days per year (366 days in a leap-year). The Supplier shall also provide a telephone contact option for the Helpdesk which will be accessible three hundred and sixty-five (365) days per year (366 days in a leap-year) in the hours 0800-1800 Monday to Friday (excluding Bank Holidays), and 1000-1600 Saturday, Sunday, and on Bank Holidays. 



20.3. Supplier Staff who operate the Telephone Helpdesk shall have full access to the Digital Platform, and any contact made via telephone will be fed into, logged on, and linked to the Digital Platform. Alternative contact options may be used, such as via an app, if requested by The Buyer and is compatible with the Digital Platform. The Helpdesk will be staffed appropriately in order to accommodate peak traffic during Core Working Hours and reduced traffic outside those Core Working Hours.

  

20.4. The Supplier, using The Buyer's Digital Platform Helpdesk function, shall ensure that the Helpdesk shall provide the following requirements delivered including include, but are not limited to:



20.4.1. The capture, monitoring and escalation of active requests;

20.4.2. The assignment of unique task references and associated priorities for each logged task; 

20.4.3. The capture, monitoring and escalation of risks;

20.4.4. Customer satisfaction monitoring and Complaints handling;

20.4.5. Helpdesk promotional activities for example, Customer surveys;

20.4.6. Flexible and comprehensive reporting;

20.4.7. In collaboration with The Buyer and Buyer’s Regional Supply Chain Partners, management of The Buyer’s Assets and Work Orders through to completion, planning and recording of maintenance regimes and management of sustainability activities e.g. energy, water and waste performance management see Annex 12 Performance Partner Performance Mgmt Flow Chart; and

20.4.8. The recording, reporting and analysis of their performance and self-monitoring of the Helpdesk Services.



20.5. The Supplier shall manage and supervise the Helpdesk to ensure continuous and satisfactory delivery of the required Helpdesk Services.



Scope: 	

20.6. The Supplier shall ensure that the Services provided by the Helpdesk support the provision of Services delivered by the Buyer’s Regional Supply Chain Partners and Third Parties (e.g. landlords). In scope Services are listed at Annex 20 - (GPA) Regional Supply Chain Partner Scope of Services (All Contracts).



20.7. The Supplier shall ensure that any Service Request shall result in the creation of a Work Order. The Supplier shall have in place a system to ensure no duplication of work orders. 



20.8. Work orders will be assigned a priority based on the criticality of the work as described by the reporter, this will be dependent on the impact being caused and the property it has occurred in. 



20.9. The Supplier shall ensure that the Helpdesk will be effective, flexible and efficient in coping with variable demands and will provide a high level of Customer care creating confidence that aLOC timely response will be achieved.



20.10. The Supplier shall support The Buyer and its Buyer’s Regional Supply Chain Partners’ emergency response procedures where appropriate to assist in their effective delivery and create an emergency communications plan. 



20.11. The Supplier will provide a twenty-four (24) hours per day, three hundred and sixty-five (365) days per year (366 days in a leap-year) monitoring service of systems which are linked to the Digital Platform including but not limited to:



20.11.1. The Buyer’s Digital Platform and all associated APIs / Interfaces;  

20.11.2. BMS building alarms;

20.11.3. Fire alarms; and 

20.11.4. Passenger lift alarms.



20.12. In the event of any alarm being activated, the Supplier shall take the relevant measures to contact the emergency services immediately and shall ensure the relevant Buyer’s Regional Supply Chain Partners are contacted (within three (3) minutes of the alarm being triggered) and made aware of the alarm. 



Services: 	



20.13. The Supplier shall ensure that the Helpdesk provides a high-quality single point of contact for Buyer’s clients and customers in relation to all property/Facilities Management related Service Requests. The Helpdesk shall have a customer-centric approach, and shall make the delivery of a high-quality customer experience for The Buyer's clients and Customers a priority.



20.14. The Supplier may receive requests related to a Buyer's third party (e.g. landlord) to directly resolve property related enquiries which require third party information, including but not limited to requests for general property information. Where these occur, the Supplier shall refer the request to the Buyer and record details within the Buyer's digital platform.  



20.15. Helpdesk activities which occur within the scope of the Services shall include but not be limited to:



20.15.1. Buyer’s client and customer requests for Reactive Maintenance; 

20.15.2. Buyer’s client and customer requests for elective works or variations to soft FM Services; 

20.15.3. Buyer’s client and customer requests for repairs relating to items under warranty; 

20.15.4. Buyer’s client and customer compliments/complaints regarding Buyer’s Regional Supply Chain Partner performance; 

20.15.5. Buyer’s clients and customers compliments/complaints regarding Helpdesk performance; 

20.15.6. Buyer’s Regional Supply Chain Partner compliments/complaints regarding Helpdesk performance; 

20.15.7. Buyer’s clients and customers User requests for updates, on planned or unresolved Work Orders; 

20.15.8. Buyer’s clients and customers notification of variations to existing activities;

20.15.9. Requests for emergency contact information; 

20.15.10. Third party enquiries (e.g. property contact information);

20.15.11. The Buyer / Buyer’s Regional Supply Chain Partner notification of related works or projects;

20.15.12. Requests for temporary changes to the delivery of and scope of Services;

20.15.13. Notification of Emergencies, reactive repairs and maintenance;

20.15.14. The reporting of all queries and ad-hoc service requests relating to the Buyer’s Regional Supply Chain Partners;

20.15.15. Requests for information relating to the operation of the Service.



20.16. If requested by The Buyer, The Supplier shall provide a telephone and automated Workspace Booking Service via the Helpdesk, where required.  The Service shall include but not be limited to:



20.16.1. The facility to accept telephone and electronic bookings (including but not limited to rooms, individual workstations, and events spaces) and issue confirmations; 



20.16.2. Ensure no double booking of spaces (including but not limited to rooms, individual workstations, and events spaces);



20.16.3. Passing requests for hospitality, room, and audio-visual support services to the appropriate Buyer’s Regional Supply Chain Partner. An automated customer satisfaction survey shall be issued to all Buyer’s clients and customers as part of this process; and



20.16.4. Liaising with the appropriate supplier to ensure any income related to hospitality, room set up and audio-visual support is managed through the system. Approval levels will be dictated by The Buyer's Financial Policy. 



Service Request Management: 	

20.17. The Helpdesk shall accept Service Requests from all Buyer’s clients and customers and Buyer approved third party suppliers including but not limited to Buyer’s Regional Supply Chain Partners, who are reporting faults or requesting provision of any in scope Services as specified at Annex 20 - (GPA) Regional Supply Chain Partner Scope of Services (All Contracts). A typical example of the workflow between the Helpdesk and the Buyer’s Regional Supply Chain Partners is provided at Annex 21 - (GPA) Typical Workflow process between the Helpdesk and Regional Supply Chain Partner/s. 



20.18. The Supplier shall track responses to Helpdesk requests in real time at each stage of the process (including but not limited to call logged, Buyer’s Regional Supply Chain Partners operative despatched to site, arrival on site of FM operative, fault diagnosed, approach to rectification identified, cost estimate identified and agreed, fault rectified and request closed out). The Digital Platform will provide a 'bi-directional' interface to Buyer’s Regional Supply Chain Partner’s systems and allow data to be transferred in real time. It is intended by The Buyer that The Digital Platform shall be compatible with commonly-used / industry standard hand-held devices, this is to be agreed with the Buyer and Buyer’s Regional Supply Chain Partners during the mobilisation. 



20.19. The Supplier shall monitor, via the Buyer's digital platform the progress of all works assigned to the Buyer appointed third-party Suppliers and ensure that alerts be issued notifying the Supplier responsible for the completion of the work of the imminent breach and/or KPI failure. The Supplier shall ensure that these alerts are issued 24hr prior to the date / time of expiry of the Buyer’s client and customer’s logged request. 



20.20. The Supplier shall accept Service Requests raised in the following formats: through a mobile application, through a web portal (accessible via an internet browser), via email, and via telephone calls.



20.21. All priority work orders will be phoned through to the Buyer’s Regional Supply Chain Partner’s Service desk to ensure the work order has reached their system and an email notification will be sent to the list of Business-Critical contacts provided by The Buyer. 



20.22. The Supplier shall have ownership of each Service Request throughout its lifecycle, including but not limited to the monitoring and escalating of planned and Reactive Work Orders, and ensuring closed-loop feedback with the Buyer’s clients and customers and The Buyer.



20.23. The Supplier shall ensure that all inbound and outbound Helpdesk calls are audio recorded, in alignment with The Buyer's records retention policy. 



20.24. Whilst the use of interactive technology may be used to intercept an inbound telephone call, a telephone call shall not be deemed as satisfactorily answered until connected to the Supplier’s Personnel. For the avoidance of doubt, no form of electronic answer service with the exception of voicemail shall be considered as meeting the requirements of receiving an inbound call. 



20.25. The Supplier shall ensure that all FM related Service Requests are logged in the Digital Platform within the required Service Levels and are allocated a unique reference. 



20.26. The Supplier shall ensure that the individual who originated the Service Request is notified with updates regarding the progress, including regarding any delay, of any open Work Orders through the Helpdesk functionality in the Digital Platform, and also via email including notifications of approval, closure and/or completion. 



20.27. The Supplier shall inform the Buyer’s clients and customers who originated the Service Request of the proposed course of action and response and resolution time allocated. Such communication shall be documented.



20.28. The Supplier on completion of the remedial activity shall inform the Buyer’s client and customer who originated the Service Request via automated email with the achieved response, resolution time and the action undertaken. The information shall be logged onto the Helpdesk system. An automated customer satisfaction survey shall be issued to the Buyer’s clients and customers as part of this process. 



20.29. When requested, the Supplier shall provide an update to Buyer’s clients and customers other than the originator. This may include a requirement for the Helpdesk to contact the Buyer’s Regional Supply Chain Partner and report back to The Buyer in accordance with the Service Levels set out in the Performance Model. 



20.30. The Supplier shall obtain customer feedback directly following request close out in relation to the performance of the overall service request process for a proportion of requests logged (min 30% of calls).



20.31. The Supplier shall identify through escalation procedures agreed with The Buyer the approach to resolution of requests that fall outside agreed Business Rules and then deal with the requests as agreed through the escalation procedure including through the assigning the request to relevant Buyer’s Regional Supply Chain Partner or feeding back to the FM Buyer’s clients and customers the approach agreed.



20.32. The Supplier shall separately log and identify contacts that are complaints and/or FM Stakeholder follow-ups of request progress.



20.33. The Supplier shall track activities relating to projects, planned and preventative maintenance activities. The scope of activities to be included shall be agreed with The Buyer during mobilisation.



20.34. The Supplier shall provide a Helpdesk manager with a single point who holds responsibility for the day to day operation of the Helpdesk service, during The Buyer's operational hours.



20.35. The Supplier shall ensure that all technical FM / Buildings related events are managed by appropriately technically skilled Supplier personnel.



 Non-Property Related Enquiries:	

20.36. Where a Service Request is outside the standard scope of services provided, the Supplier shall advise the Buyer’s clients and customers accordingly and redirect the enquiry to the Buyer and/or the Buyer's Representative. 



20.37. The Supplier shall maintain, update and enhance contact details of any third-party suppliers, as notified to the Supplier by The Buyer from time to time, who provide such services.



20.38. Where the Supplier does not have the appropriate information available to directly assist a Buyer’s clients and customers, the Supplier shall refer the Buyer’s clients and customers to The Buyer. The Supplier shall use data on these events as part of their continuous improvement process.



20.39. The Supplier shall ensure that out-of-scope enquiries are each logged against a unique Service Request and the Supplier’s actions recorded within the same request.



Reactive Maintenance:	

20.40. The Supplier shall receive Reactive Maintenance Service Requests for all property-related repair and maintenance requirements.



20.41. The Supplier shall have Helpdesk operators with sufficient FM knowledge/tools (e.g. scripting) to ask appropriate questions or use mandatory fields, as appropriate to enable fault diagnosis to be undertaken.  This is to identify the correct Asset/trade required and the nature of the fault for documenting in the Work Order. 



20.42. The Supplier shall refine the details of the Work Order, through interaction with the Buyer’s clients and customers, to help the Buyer’s Regional Supply Chain Partner achieve a permanent resolution during the first visit thus avoiding unnecessary delays and subsequent visits.

 

Status Updates:	

20.43. The Supplier shall provide a telephone Service for Service Request updates. 

 

20.44. The Supplier shall ensure that upon every action the Service Request shall be updated with an appropriate status code during the Service Request lifecycle. 



20.45. When appropriate to the Service Request status, the Supplier shall provide the Buyer’s clients and customers and Buyer’s Regional Supply Chain Partners with details of the Service Request including but not limited to:



20.45.1. Service Request unique identifier;

20.45.2. Assigned priority rating;

20.45.3. Current status; 

20.45.4. Permit-to-Work (as updated by the Buyer’s Regional Supply Chain Partner, i.e. required ‘yes / no’, and authorised ‘yes / no’);

20.45.5. Authorisation-to-Work (ATW) status; 

20.45.6. Appointment times; 

20.45.7. Remaining time within specified Service Level; 

20.45.8. Regional Supply Chain Partners Helpdesk notes and/or comments; 

20.45.9. Details of assigned resource to attend; and

20.45.10. Security status of assigned resource (as updated by the Buyer’s Regional Supply Chain Partners).



20.46. The Supplier shall ensure that status updates are available to Buyer’s clients and customers within ten (10) minutes from the Supplier receiving any such information.



Inbound Telephone Calls:	

20.47. The Supplier shall ensure: 



20.47.1. All inbound telephone calls to the Helpdesk shall be answered within 20 seconds. This time shall be calculated after the Supplier’s voice technology concludes and is exclusive of any call-routing or interactive technology not specified by The Buyer; and 



20.47.2. All requests are logged within the Buyer’s Digital Platform within 2 minutes of termination of the call; and  



20.47.3. All customer data is recorded accurately within the Buyer’s Digital Platform, with the appropriate categorisation, priority and customer details; and

 

Call Charges: 	

20.48. The Supplier shall provide a free number for Buyer’s clients and customers to contact the Helpdesk. The Supplier shall be responsible for the cost of its own inbound and outbound calls.



Helpdesk Personnel: 	

20.49. The Supplier shall provide an appropriate number of Supplier Personnel to ensure that the Helpdesk can operate within the required Service Levels as specified by The Buyer. 



20.50. The Supplier shall ensure that all Supplier Personnel who operate the Helpdesk can access and report the status of all Service Requests at any such time as requested by The Buyer. 



20.51. The Supplier shall ensure that all Supplier Personnel operating the Helpdesk are effectively trained in order to ask appropriate questions to ensure the information gathered from the call provides the operator with enough information to raise a Work Order efficiently, and effectively capture all requirements in detail.



20.52. The Supplier shall provide all Supplier Personnel who operate the Helpdesk with documented training, including but not limited to:



20.52.1. Training on the Buyer’s Digital Platform, including the Helpdesk function, and its Service Management; 



20.52.2. Customer service skills; 



20.52.3. Service call management; 



20.52.4. Listening skills; 



20.52.5. Escalation procedures; 



20.52.6. The Buyer's emergency procedures; 



20.52.7. Knowledge of Facilities Management and Security Services; 



20.52.8. Training in respect of all operational areas of the Affected Property; and



20.52.9. Training on security procedures and the requirements of the Data Protection Act 2018 (GDPR).



20.53. The Supplier shall ensure that all Supplier Personnel operating the Helpdesk are security cleared to “SC” (Security Check) clearances to work on The Buyer's Helpdesk.



Appointments Schedule: 	

20.54. The Supplier shall track the Buyer’s Regional Supply Chain Partner’s progress in updating Planned and Reactive Work Orders in the Digital Platform with appointment times, attendee information and Permit-to-Work / Authority-to-Work details. 



Variations to Reactive Work Orders: 	

20.55. The Supplier shall manage instances where the Buyer’s Regional Supply Chain Partners considers that a Reactive Work Order requires a change in:

20.55.1. Owner (i.e. The Buyer's obligation / landlord obligation / out-of-scope / incorrect allocation); or

20.55.2. Authorisation protocol (i.e. approval required or not required).

20.55.3. Priority status (i.e. against the Service Level Agreement - SLA); 



20.56. The Supplier shall ensure all variation requests received are managed via and recorded within the Buyer's digital platform. 



20.57. The Supplier shall note that only the Buyer is authorised to change the status of a Reactive Work Order. 



20.58. Should the Buyer request a change to a Reactive Work Order, the Supplier shall amend the Work Order immediately and inform the Buyer’s clients and customers and other relevant parties of any such change.



20.59. Work Orders shall be managed by the Supplier, and will flow between the Supplier, the Buyer’s Regional Supply Chain Partners and the Buyer depending on the requirement.



Works Request Notifications: 	

20.60. The Supplier shall track the Buyer’s Regional Supply Chain Partner’s progress and activity in updating the Work Order on the Digital Platform.  Each update shall be electronically time stamped, recorded and linked to the Buyer’s Regional Supply Chain Partner’ performance management; if The Supplier identifies that this is not happening, the Supplier shall inform The Buyer.



20.61. The Supplier shall track the Buyer’s Regional Supply Chain Partner’s activity in documenting a limited number of pre-agreed potential mitigating reasons, for The Buyer’s consideration, for their failure to complete a Work Order within the required Service Level.  The Supplier shall provide appropriate challenge and approval of these mitigations prior to reporting to The Buyer.  



Emergency Contact Enquiries: 	

20.62. The Supplier shall ensure that all necessary Buyer procedural and emergency contact information is kept up to date at all times within the Buyer’s Digital Platform.



20.63. Any personal data held within the Digital Platform e.g. home phone numbers and addresses, shall be held securely and in line with all legal requirements including GDPR. The Supplier shall not share personal data with any third parties without prior approval from The Buyer. 



Promotional Activities: 	

20.64. The Supplier shall work with The Buyer to promote the benefits of the Helpdesk and web portal across The Buyer’s staff on a continuous basis. The Supplier shall promote the use of digital means of accessing the Helpdesk over telephony, and shall encourage The Buyer's clients and customers to use these digital means wherever possible instead of calling the Helpdesk.

Collaboration: 	

20.65. The Supplier shall work in a collaborative manner with third parties and the Buyer’s Regional Supply Chain Partner(s) in order to support the efficient delivery and management of the Helpdesk and FM Services. Senior management from The Supplier are expected to attend key meetings and workshops. 



Work Package D - Benchmarking, Audit and Survey Services	

21. Service D:1 - Benchmarking Services

 

21.1. Service D:1 - Benchmarking Services is a Core Service.



21.2. The Supplier shall provide a commercial benchmarking service to enable The Buyer to better understand the relative performance and value for money being delivered within the Buyer’s Regional Supply Chain Partner contracts, both from the perspective of a comparison between Buyer’s Regional Supply Chain Partners delivering services for The Buyer (internal benchmarking), and a comparison with the wider market (external benchmarking). The internal benchmarking planning and procedures will be discussed and agreed with the Buyer during the Mobilisation Period. 



21.3. The Supplier shall carry out regular internal benchmarking of the Buyer’s Regional Supply Chain Partners against one another, where the nature of the contracts allows (i.e. where more than one Buyer’s Regional Supply Chain Partners is delivering a comparable service. If this is not the case, internal benchmarking is not expected). The Supplier's approach to the formulation and delivery of these reports will follow Good Industry Practice and may include, but will not be limited to: 



21.3.1. Benchmarking against all KPIs;

21.3.2. Benchmarking against price; 

21.3.3. benchmarking against chargeable works and contractual unit-of-measure rates; and 

21.3.4. Benchmarking against customer satisfaction survey results.



21.4. The supplier shall deliver internal benchmarking reports to The Buyer on an annual basis. These reports will summarise findings and present a relative ranking of comparable suppliers. The Buyer reserves the right to request additional benchmarking reports on an ad hoc basis. 



21.5. In addition to internal benchmarking, The Supplier shall provide an external benchmarking service which provides The Buyer with an understanding of how the services which are being delivered by its Buyer’s Regional Supply Chain Partners compare with services delivered in the wider market. The Supplier's approach to the formulation and delivery of these reports will follow Good Industry Practice and may include, but will not be limited to:



21.5.1. Utilising market knowledge and insight to provide The Buyer with an understanding of how the scope of services in the Buyer’s Regional Supply Chain Partner contracts compare against the wider market offering



21.5.2. Utilising market knowledge and insight to provide The Buyer with an understanding of how the pricing structure of the Buyer’s Regional Supply Chain Partner contracts compares against the wider market offering



21.5.3. Providing specific information on and examples of where The Buyer may not be gaining best value for money from its Buyer’s Regional Supply Chain Partner contracts, based on comparisons with the wider market offering



21.6. The supplier shall work collaboratively with the Buyer and Buyer Regional Supply Chain partners and shall deliver an external benchmarking services reviewing the value-for-money benefits potential which could be realised via the Buyer Regional Supply Chain Partner's use of Buyer approved pan-Government frameworks to procure goods and services. The scope of these services will include but not be limited to project works, billable works and the procurement of goods (e.g. white goods, catering consumables, computer accessories). The Supplier shall recognise that where requested by the Buyer, they may be required to procure goods directly via a Buyer approved pan-Government framework or via another procurement solution agreed with the Buyer. Further details of these requirements will be provided by the Buyer during the Mobilisation Period. 



21.7. The supplier shall deliver external benchmarking reports to The Buyer on an annual basis. These reports will summarise findings, focussing on any discrepancies between the Buyer’s Regional Supply Chain Partner contracts and the wider market offering. The Buyer reserves the right to request additional benchmarking reports on an ad hoc basis. 



21.8. During the Mobilisation Period, The Supplier shall work with the Buyer to agree a written benchmarking approach which shall cover the internal and external benchmarking service the Supplier intends to deliver. The Supplier shall take into account any specific requirements the Buyer expresses. Details of the agreed benchmarking approach shall be recorded within the Service Delivery Plan (SDP). 	

Work Package E - Performance Reporting Services	

22. Service E:1 - Performance Reporting 



22.1. Service E:1 - performance Reporting is a Core Service.



22.2. The Supplier shall provide and keep up to date a comprehensive repository/source of information that provides confidence of performance and the ability to compare and analyse performance across the Buyer’s estate and Buyer’s Regional Supply Chain Partners using the Digital Platform.



22.3. The Supplier shall manage on an ongoing basis the agreed information management processes to ensure that information remains accurate and up to date. 



22.4. The Supplier shall manage and maintain approaches to obtaining, accessing and interrogating information from Buyer’s Regional Supply Chain Partners in order to provide the required confidence to the Buyer of overall FM service performance, control and financial management and to enable effective performance and trend analysis to be conducted.



22.5. The Supplier shall use the Buyer's Digital Platform to provide an easy to use means for The Buyer to access the required information in order to enable the effective and efficient business decision making, robust performance monitoring and management and effective audit control. Whilst the base data will flow directly from Buyer’s Regional Supply Chain Partners into the Buyer's Digital Platform, The Supplier shall assist The Buyer in viewing this data in such a way that allows straightforward interpretation which enables business decisions to be taken.



22.6. The Supplier shall assist The Buyer in responding to routine and ad-hoc requests for information from Stakeholders (e.g. number of active calls, number of comms/first aid rooms, Health and Safety incidents, condition of public spaces etc). A provisional list of stakeholders will be communicated to The Supplier during mobilisation, but this list may be updated from time to time at The Buyer's discretion.



22.7. The Supplier shall review ad-hoc requests for information on an ongoing basis to identify if particular information should be provided on a routine basis. If such a need is identified, The Supplier shall action this no more than one month from the need being identified. The regularity with which the information is reported shall be decided through discussion with The Buyer. 



22.8. The Supplier shall review and update as required the processes and Business Rules for information collection, management and updating to ensure ongoing process improvement.



22.9. The Supplier shall maintain, promulgate and ensure application and compliance across the Buyer’s Regional Supply Chain Partners of appropriate meta-data standards and processes to ensure consistent treatment of information and data relating to the all Buyer’s Regional Supply Chain Partner activities including but not limited to; financial, operational, performance, and associated coding and definition. The Digital Platform will provide a single source of truth for The Buyer's asset data.



22.10. The Supplier shall ensure that all information necessary to action requests and support all other Supplier Services (including performance management and reporting, service audit and cost assessment etc.) is captured, managed and retained within the Buyer’s Digital Platform.



22.11. The Supplier shall ensure that information aggregated into performance reports can be drilled through to show individual requests, transactions and events received through the Helpdesk.



22.12. The Supplier shall proactively analyse performance information and identify pre-emptive actions that can be undertaken to minimise/avoid faults and/or failures. The supplier shall provide reports and recommendations based on these findings to The Buyer on a monthly basis.



22.13. The Supplier shall retain an ongoing expertise in best practices in performance management, monitoring and reporting as it relates to the Services delivered by the Buyer’s Regional Supply Chain Partners and advise The Buyer of trends and innovations in this area via reports delivered on a quarterly basis. Where the Supplier identifies a clearly defined issue which is leading directly to substandard performance, The Supplier shall report this to The Buyer within one week and shall provide a recommended resolution.



22.14. The Supplier shall provide the necessary systems, processes and interfaces to enable the analysis and manipulation of base data from the Digital Platform in order to provide the required performance information and performance information access, interrogation and analysis capabilities. 



22.15. The Supplier shall develop and implement the procedures and protocols for the collection, manipulation, analysis, reporting, audit and review of performance information for all FM and other Designated Contracts in scope.



22.16. The Supplier shall develop, implement and assist the Buyer in configuring an easy to use front end/customer interface to the performance reporting systems that can be used by the Buyer and Buyer’s Regional Supply Chain Partners for ad-hoc analysis and reporting.



22.17. The Supplier shall within this performance reporting approach provide both routine and ad-hoc performance reporting capabilities and provide as a minimum but not limited to: 



22.17.1. The delivery of monthly KPI reports by Buyer’s Regional Supply Chain Partners to support monthly performance reviews and the calculation of performance remedies/abatements (and incentives) with a level of detail that enables performance by contract, regions, business type, business unit, affected property and FM service line to be reviewed and provides The Buyer with a view of Buyer’s client and customer experience;



22.17.2. Financial reports showing cost per square metre of service elements across The Buyer estate, average, upper and lower quartile, and management reporting information for each service element month cost, Y.T.D cost, month cost vs budget and Y.T.D cost vs budget;



22.17.3. Regular customer satisfaction reports that incorporate results from a multi-channel approach to determining satisfaction levels (e.g. Surveys, just in time feedback from call closures, focus groups, complaints, and identification of evolving client and customer needs that fall outside of the Buyer’s Regional Supply Chain Partners);



22.17.4. Contract risk reports at contract, region, business unit and affected property level showing number of risks by priority, new risks identified, changes in existing risk profiles, issued and closed risks and to include mitigation activities and recommendations;



22.17.5. Statutory compliance reports (% compliance by site/business unit/region) and completion rate and timeliness of any remedial work identified through statutory compliance related PPM activity.



22.17.6. Health and safety reports (incidents, near misses, RIDDOR);



22.17.7. Environment and sustainability reports and waste management reports;



22.17.8. Utility usage and costs across Buyer premises (using data recorded on the Digital Platform by the Buyer’s Regional Supply Chain Partners – e.g. meter readings); 



22.17.9. Spend profile reports and performance against work programmed for PPM (hard and soft);



22.17.10. Status of security clearances for staff within Buyer’s Regional Supply Chain Partners;



22.17.11. Project status reports, status, time, cost quality defects and handover;



22.17.12. Buyer’s Regional Supply Chain Partner performance report relating to availability, responsiveness, timely delivery of routine reports, contact centre performance, audit performance etc.;



22.17.13. Monthly ‘out of scope’ reports that show the requests for services that are not within the responsibilities of the Buyer’s Regional Supply Chain Partners – including one-off orders and contract variations;



22.17.14. Exception reports showing key variances from agreed performance levels across range of FM KPIs;



22.17.15. Fault driver/reason reports highlighting the Buyer’s Regional Supply Chain Partner’s assessment of the reason/cause of faults vs the customer’s assessment of the fault (e.g. Misuse, abuse, vandalism, wear and tear, poor maintenance, inherent equipment fault etc.);



22.17.16. Monthly reports detailing the number of task orders issued to the Buyer’s Regional Supply Chain Partners, the value of such, status and number in breach of contractual terms; 



22.17.17. Monthly technical assurance and demand challenge indicating number of task orders reviewed, numbers and value of rejected/disputed task orders (together with reason for dispute/rejection), accruals information in relation to number of and value of completed task orders not yet invoiced, number of agreed/amended task orders, annual and monthly values and monetary savings made through technical challenges; and



22.17.18. Monthly reports on the number of Contract Variations lodged by Buyer’s Regional Supply Chain Partners and The Buyer, status of each, numbers in breach of contract or contract time limits, overall contract values and change amounts. 



22.17.19. The Buyer’s Regional Supply Chain Partner’s performance against contractual outputs to include but not be limited to performance against social value plans, sustainability plans and Greening Government Commitments. 



Performance Reporting - Ad-Hoc (where Ad-Hoc reporting that is not available via self-service portals.)	

22.18. The Buyer may request that the Supplier create and generate ad-hoc performance reports where reports are not available via self-service portals on its behalf. 



22.19. Where necessary and agreed, the Supplier shall provide the reports with technical analysis and expert commentary, as specified by The Buyer. 



22.20. The Buyer is answerable to Parliament and, on occasion, required to respond, at short notice, to Parliamentary Questions regarding The Buyer’s Affected Property. The Supplier shall comply with any such reasonable request in the event that information is required under these circumstances. The Supplier shall support The Buyer in responding to any FOI requests where The Buyer requests assistance.



Performance Analysis (Analysis of KPIs and other operational data.)	

22.21. The Supplier shall provide The Buyer with monthly comprehensive Management Information statistics and trend analysis, by client / customer profile and hierarchies, in relation to all performance and other operational data in relation to the Services, including but not limited to:



22.21.1. Inbound volume, by type and region;



22.21.2. Completed Work Orders, by inbound channel;



22.21.3. Work Orders successfully resolved on the first visit;



22.21.4. Work Orders raised and completed within and outside SLA;



22.21.5. Average and maximum call waiting times;



22.21.6. Average inbound call duration;



22.21.7. Volume of duplicate Work Orders;



22.21.8. Total outbound calls;



22.21.9. Volume of requests originated by the Buyer’s Regional Supply Chain Partners, by site/region/area;



22.21.10. Volume of requests originated by other Buyer’s appointed sub-contractors by site/region/area;



22.21.11. Volume of requests originated by The Buyer's Staff by site/region/area/business unit;

[bookmark: _heading=h.2jxsxqh]

22.21.12. Calls abandoned;



22.21.13. Chase calls undertaken by the Supplier to Buyer’s Regional Supply Chain Partners in respect of KPIs nearing failure; and



22.21.14. Complaints received.



22.22. The Digital Platform shall contain functionality for a performance and analysis dashboard that enables KPIs for the Supplier, Buyer’s Regional Supply Chain Partners, and The Buyer to be analysed on a daily basis in order to identify areas of performance issues and correct them before KPIs are failed by any party. The Supplier shall work collaboratively with the Buyer to develop performance and analytics dashboards within the Buyer’s Digital Platform as required for compliance, Health and Safety, performance management and sustainability performance

. 

22.23. The Supplier shall manage and update a set of web-based performance and analytics dashboards, hosted on the Buyer’s Digital Platform, to enable “real time” reporting and analysis of Supplier and Buyer’s Regional Supply Chain Partner’s KPIs as set out in the performance models for each of the Supplier and Buyer’s Regional Supply Chain Partners and as agreed with the Buyer during Mobilisation,



22.24. The Supplier shall manage and update a set of compliance dashboards, hosted on the Buyer’s Digital Platform, that show at an overall portfolio and for each Affected Building the % compliance in relation to statutory and mandatory (and OH&S as relevant) tests and maintenance activities, with details showing the relevant assets in the buildings, dates of tests, the current status of certification and the completion of remediation actions



22.25. The Supplier shall manage and update a set of sustainability dashboards, hosted on the Buyer’s digital platform, that shows at an overall portfolio and for each Affected building relevant performance and trend analysis relating to utilities consumption, carbon, and waste aligned to Government reporting requirements and the tracking of achievement against existing and future targets; 



22.26. The Supplier shall ensure that all performance and analysis dashboards are updated on at least a daily basis with the transaction and “event” information that is used to calculate individual KPIs and/or statistical and/or graphical views of performance and performance trends.



22.27. The Supplier shall maintain knowledge management expertise to support the Buyer in understanding and analysing the Digital Platform functionality, data and performance and analysis dashboards and to develop and analyse reports for The Buyer.



22.28. The Supplier shall coordinate the upload of underlying transaction/event/activity information from the Buyer’s Regional Supply Chain Partners and calculate KPIs for the Buyer’s Regional Supply Chain Partners on a daily basis to enable regular performance analysis.



22.29. The Supplier shall undertake benchmarking, trend analysis, comparative performance analysis of FM services and the Buyer’s Regional Supply Chain Partners using the data contained within the Buyer's digital platform to identify and recommend performance improvement opportunities and the potential for implementing service innovations. Recommendations shall be presented to the Buyer on a quarterly basis. The Supplier shall note that this requirement shall include the physical attendance at Buyer premises as required to deliver the benchmarking Services. Further details of these requirements will be provided by the Buyer during the Mobilisation Period.



22.30. The Supplier shall proactively analyse performance information and identify pre-emptive actions that can be undertaken to avoid faults and/or failures in order to enable The Buyer to drive down the ratio of unplanned vs planned spend. This shall include the analysis of spend data by asset type to establish benefits of replacement of assets. Recommendations shall be presented to The Buyer on a quarterly basis.



22.31. The Supplier shall provide The Buyer business cases supporting recommended improvements, including those designed to support The Buyer's Net Zero Programme, across the FM service issued by the Buyer’s Regional Supply Chain Partners setting out current position, changes proposed, financial case, implementation options, risks, risk mitigations and proposed timetable. These shall be presented on a quarterly basis.



22.32. The Supplier shall track the progress and outcomes resulting from performance improvement opportunities that are implemented, and shall provide reports to The Buyer on their efficacy on a quarterly basis (after at least one performance improvement opportunity has been implemented).



22.33. The Supplier shall track the progress and outcomes from any audit remediation actions that are identified as a result of Supplier audits of Affected Properties and Buyer’s Regional Supply Chain Partners, and shall provide reports to The Buyer on their efficacy on a quarterly basis (after at least one audit remediation action has been implemented).  



22.34. The Supplier shall track the progress and outcomes from any remedial maintenance activities that are identified as a result of statutory compliance activities and/or PPM. The Supplier shall manage the escalation of non-performance against the contractual Service Level Agreement (SLA) directly with the Regional Supply Chain Partners responsible via the Buyer's digital platform and provide monthly updates to the Buyer on Supplier performance. 



22.35. The Supplier shall track performance of the Buyer’s Regional Supply Chain Partners against performance and KPI improvement action plans where underperformance is identified and an action plan agreed between the Buyer and Buyer’s Regional Supply Chain Partners, and shall provide reports to The Buyer on their efficacy on a quarterly basis (after at least one KPI improvement action plan has been implemented).



22.36. The Supplier shall participate in an annual review of the KPIs, which may involve supporting the development of new KPIs if requested by The Buyer. 



22.37. The Supplier shall provide ongoing reporting in relation to the resilience status (as defined during mobilisation) of all Affected Properties, including building systems and assets, across The Buyer Estate.



22.38. [bookmark: _heading=h.lnxbz9]The Supplier shall provide reports and analysis of each FM Service and function across a range of service factors including contract, region, business type, business unit, type of service within building, service/building criticality and Buyer’s Regional Supply Chain Partners including Supplier appointed sub-contractors. 



22.39. The Supplier shall coordinate and administer and act as the independent chair for quarterly performance meetings for each Buyer’s Regional Supply Chain Partners.  



22.40. The Supplier shall record minutes from Buyer’s Regional Supply Chain Partner quarterly performance meetings and track progress and completion of all action items.  

	

Work Package F - Audit and Survey Services	



23. Service F:1 - Performance Audit (Auditing of KPI and other operational data).

 

23.1. Service F:1 - Performance Audit is a Core Service.



23.2. The Supplier shall undertake a monthly assurance check of all Buyer Regional Supply Chain Partner and other designated contracts which assess the provision of services delivered by those Contractors in accordance within the said contract requirements and specifications via undertaking the following actions:



23.2.1. Undertake a monthly assurance audit of the compilation of the Key Performance Indicators (KPIs) prepared and self-reported by the Buyer’s Regional Supply Chain Partners to include a 10% check of the KPI scores reported by the Buyer’s Regional Supply Chain Partners against the relevant source performance data



23.2.2. Monitor and report monthly on the Buyer’s Regional Supply Chain Partners or other designated Contractors' procedures and compliance, based on a 100% check that all statutory, mandatory and/or Departmental health and safety certification and required documentation has been provided in advance of invoicing for relevant services by the Buyer’s Regional Supply Chain Partners or other designated Contractors.



24. Service F:2 - Commercial and Cost Audits 



24.1. Service F:2 - Commercial and Cost Audits are a Core Service.



24.2. The Supplier shall develop and implement a commercial audit and assurance process for validating the costs and best value approach implemented by the Buyer’s Regional Supply Chain Partners in relation to all chargeable works including works that are below the agreed pre-approved financial threshold (£1,000). 



24.3. Prior to payment, the Supplier shall provide The Buyer with verification and validation of the monthly payment amounts due to the Buyer’s Regional Supply Chain Partners or other designated Contractors. To validate any such payment application the Supplier will undertake a: 



24.3.1. 10% assurance, audit and verification of chargeable reactive repairs and works issued to the Buyer’s Regional Supply Chain Partners by the Buyer through the Supplier;



24.3.2. 10% assurance, audit and verification check of all planned work (hard and soft FM Services);



24.3.3. 10% assurance audit and verification of amounts due for project work;



24.3.4. 10% assurance audit and verification of all other amounts to be paid or retained; 



24.3.5. 100% assurance audit of any adjustments to the amount due as a consequence of the Buyer’s Regional Supply Chain Partner’s failure to meet the contracted KPI scores; and	



24.3.6. Technical value for money and contractual assurance check on all (100%) Task Orders issued by the Buyer’s Regional Supply Chain Partner, ensuring that all task orders are compliant with the said FM Contracts, that all Task Orders are technically compliant and represent the best value in terms of the solution proposed and costs identified to The Buyer. The Supplier shall, following the 100% check of all Task Orders then provide a recommendation to The Buyer as to the acceptance or not of the Task Order request  



24.4. The Supplier shall provide to The Buyer and Buyer’s Regional Supply Chain Partners a consolidated pack of all performance, audit and invoice validation information, flagging exceptions or items where payment may be disputed for review by the Buyer’s Regional Supply Chain Partners in advance of certification of invoices for payment. As a minimum this shall be provided on a monthly basis. The Buyer may also request The Supplier to submit additional and/or ad hoc reports where there is a business need.



24.5. The Supplier Shall track disputed invoice items to resolution and work with Buyer’s Regional Supply Chain Partners to ensure they provide the required documentation and certification to evidence the completion of works (including documentation and certificates, cost breakdown, etc).



24.6. The Supplier shall track works against cash-flows agreed through Business rules including undertaking where required, business rules and valuation of work in progress.



24.7. The Supplier shall retrospectively review payments to the Buyer’s Regional Supply Chain Partners to take account of findings from building audits and to ensure that The Buyer has accurately paid for works completed. Where discrepancies and/or errors are identified, The Supplier shall notify The Buyer and suggest how these can be best corrected.



24.8. The Supplier shall develop a template for the rechargeable Buyer’s Regional Supply Chain Partner’s works and facilitate the recharging exercise following assurance of works and fees. 



24.9. The Supplier shall validate the accuracy of Buyer’s Regional Supply Chain Partners invoices, based on a 10% sample check, in respect of fixed and variable fee elements including:



24.9.1. The accuracy of penalty and incentive amounts based on cross comparison against performance information and KPI outcomes;



24.9.2. The calculation of the invoice line items;



24.9.3. The split between devolved and non-devolved elements and the correctness of cost code/GL code/cost centre allocation;



24.9.4. The accuracy of other splits as may be included and required (e.g. VAT); and



24.9.5. The completeness of all required accompanying information in order to advise The Buyer that invoices are accurate or otherwise and should be certified for payment. 



24.10. The Supplier shall audit, monitor and assure the Asset Verification and Price Adjustment mechanism in the Buyer’s Regional Supply Chain Partners contracts and ensure that all proposed changes to the baseline costs and significant data are validated and assessed for both compliance with the Contract provisions and value for money, and that all formal applications by the Buyer’s Regional Supply Chain Partners for change are correctly applied for and processed in accordance with the requirements of the said FM contract.





25. Service F:3 - Third-Party Supply Chain Audits 



25.1. Service F:3 - Third-Party Supply Chain Audits are a Core Service.



25.2. The Supplier shall be responsible for performing audit activities to ensure that all Buyer’s Regional Supply Chain Partners are working in accordance with their contractual obligations and in alignment with integrated management system activities. 



25.3. The Supplier shall develop and be responsible for implementing a monthly analysis of the performance across all Buyer Premises by the Buyer's Regional Supply Chain Partners to include but not be limited to: 



25.3.1. Levels of statutory compliance;



25.3.2. Planned maintenance (PPM) performance; 



25.3.3. Reactive works performance; 



25.3.4. Sub-contractor performance; 



25.3.5. Performance against the contractual KPIs; 



25.3.6. Compliance with the L8 ACoP (written scheme of control for legionella);

 

25.3.7. Fire Risk Assessments, remedial works and recommendations; 



25.3.8. Asbestos control; 



25.3.9. Accuracy of data uploaded onto the Buyer’s Digital Platform; 



25.3.10. Permit-to-Work and Authority-to-Work compliance; 



25.3.11. Compliance with the Buyer's customised SFG20 planned maintenance model; 



25.3.12. Municipal waste and recycling data, including expert analysis of waste diversion reports;  



25.3.13. Pre-approved reactive works (i.e. works below the £1,000 financial threshold); 



25.3.14. Reactive works above the pre-approved financial threshold; 



25.3.15. H&S performance; 



25.3.16. Self-auditing regimes; 



25.3.17. Trend analyses;



25.3.18. Security breaches; 



25.3.19. Accident statistics and RIDDOR reporting;



25.3.20. Performance against agreed Social Value Action Plans; 



25.3.21. Requisite Security clearance;



25.3.22. Complaints;  



25.3.23. Customer Satisfaction scores / performance; 



25.4. The Supplier shall present a Report outlining the findings of the analyses and any associated recommendations to the Buyer at a quarterly third-party supply chain performance review meeting. Details of the quarterly Report are to be recorded on the Buyer's digital platform. The Supplier shall be responsible for producing the minutes of the meeting and associated action logs and shall ensure these are produced and issued to the Buyer no later than five (5) working days after the date of the quarterly meeting. 



25.5. The Supplier shall outline their supply chain performance processes within their Service Delivery Plan (SDP) which shall be agreed with the Buyer during the Mobilisation Period. 



25.6. The Supplier shall be responsible for assessing and auditing the competences and professional expertise of all Buyer’s Regional Supply Chain Partner’s Staff employed in the delivery of the Services and for issuing recommendations or risks to the Buyer via the digital platform.  



26. Service F:4 - Savings, Benefits Realisation and Continuous Improvement 



26.1. Service F:4 - Savings, Benefits Realisation and Continuous Improvement is a Core Service. 



26.2. The Supplier shall recognise the importance the Buyer places on the identification, management and delivery of savings and benefits realisation opportunities and the Buyer's aims to provide all Buyer Appointed Suppliers a financial motivator to help drive continuous focus on and delivery of cost efficiencies and savings. 



26.3. The Supplier shall be responsible for the development, launch and management of an effective mechanism to align with the Buyer's aims which:  



26.3.1. Actively and continuously seek genuine and demonstrable cost efficiencies and savings, (in this context a saving is a real terms net reduction in spend from the agreed baseline),



26.3.2. Record, evaluate and analyse the operational, (including but not limited to any KPI impacts) and cost impact on any and all cost efficiencies and savings initiatives,



26.3.3. Accurately, fairly and reasonably attribute real, bottom line, demonstrable cost efficiencies and savings to the most suitable and appropriate party within the Buyer’s Regional Supply Chain Partners;



26.3.4. Track, prove and sign-off / Approve any and all cost efficiencies and savings, and



26.3.5. For the avoidance of doubt, any gain-share payments shall be net of all investment and or change costs required to deliver the cost efficiency or savings.  



26.4. The Buyer shall be responsible for: 



26.4.1. Creating the cost efficiency and savings gain-share model, (as included in the Price Schedule), Approving (or otherwise dealing with) any and all cost efficiency and savings proposals from the Buyer’s Regional Supply Chain Partners and the Supplier, determining what is and isn’t a cost efficiency or saving, the value of the cost efficiency and saving and also determining which party between the Buyer, Supplier and Buyer’s Regional Supply Chain Partners the efficiency or saving should be attributed.



26.4.2. Chairing a monthly review meeting, to be attended by the Buyer, the Buyer's clients and Regional Supply Chain Partners, where all cost efficiency and savings proposals can be reviewed, evaluated and analysed and where attribution can be agreed by the Buyer’s Regional Supply Chain Partners or, where agreement cannot be reached, be as determined by The Buyer. These meetings shall be minuted by the Supplier and copies of the minutes distributed to The Buyer and Buyer’s Regional Supply Chain Partners within forty-eight (48) hours of the meeting ending. 



26.4.3. Reporting annually on all cost efficiency and savings proposals, including those rejected and those taken forward for further development and those executed including the net cost impact. 

	



Work Package G - Customer Related Services 	

27. Service G:1 - Customer Service



27.1. Service G:1 - Customer Service is a Core Service.



27.2. The Supplier shall be responsible for the provision of quarterly customer surveys across Buyer Premises. The content and format of these surveys shall be agreed with the Supplier during the Mobilisation Period. 



27.3. Upon completion of the quarterly surveys, the Supplier shall collate and analyse the returned data and issue a report comprising of the outcome of the surveys and any associated recommendations related to the survey findings to the Buyer within ten (10) working days following the closure of the agreed survey period.



27.4. The report and analysis provided by The Supplier shall at a minimum contain, but not be limited to:



27.4.1. Key themes; 

27.4.2. Trend analysis;

27.4.3. Root cause analysis; and 



27.5. Recommendations for the how the Buyer can address key issues which emerge in the survey results.

 

27.6. The Supplier shall ensure details of all surveys, to include details of the annual programme and survey results, are recorded on the Buyer's Digital Platform. Where mechanisms are in place which allow instant feedback to be recorded and issued to the Buyer, the Supplier shall ensure this is linked to a dashboard and that all data presented is accurate and current at all times. 



27.7. The Supplier shall commit to working with the Buyer to measure customer insight and shall ensure: 



27.7.1. They assist the Buyer with the development, launch and management of processes to measure levels of customer insight via the adoption of the Buyer's principles which shall reflect the principles of the Leesman Index (Lmi) to baseline levels of customer experience on a year-on-year basis across all Buyer Premises for Services delivered under the Buyer's Regional Supply Chain Partner third party Contracts. This baseline will facilitate the ability to measure improvement of Supplier service delivery / actions that directly affect the “Lmi”, please see Annex 4 GPA Customer Insight Process Map;



27.7.2. They adopt and comply with their Customer Insight processes across all Buyer Premises. Details of this policy are provided at Annex 4 - (GPA) – Customer Insight Process Map;



27.7.3. Manage and oversee regular customer insight surveys as part of a joint (Buyer/Supplier) ongoing commitment to continuous improvement and performance management (in addition to ensuring value for money);



27.7.4. Interrogate and analyse the survey returns and the resultant action plans assigned to the Buyer's Regional Supply Chain Partners to ensure that customer satisfaction and insight is captured and utilised to inform improvement and change across the contract and Buyer Premise/s. The frequency of the customer insight surveys shall be aligned to the frequency of the Customer Satisfaction Surveys; and



27.7.5. Ensure the actions plans developed from the customer satisfaction surveys are cognisant of the Leesman Index (Lmi) such that they focus on general cleanliness and tidiness, toilet facilities and refreshment facilities and Services alongside the other required actions identified from the customer satisfaction surveys.



27.8. The Supplier shall comply with the Buyer's targets for the development and launch of the customer surveys: 



27.8.1. Develop surveys;



27.8.2. Issue of a customer insight survey every six (6) months; 



27.8.3. Issue customer insight survey to all customers within ten (10) working days;



27.8.4. Collate all responses within ten (10) working days; 



27.8.5. Develop action plan within twenty (20) working days; 



27.8.6. Issue action points to stakeholders and collect responses within thirty (30) working days; and 



27.8.7. Produce outcome report within thirty (30) working days. 



27.9. Further details of the Buyer’s Customer Insight requirements will be provided during the Mobilisation Period.



28. Service G:2 - Customer Satisfaction Surveys 



28.1. Service G:2 - Customer Satisfaction Surveys is a Core Service.



28.2. To meet the Buyer's ambition of delivering a highly customer centric Service, the Supplier shall ensure that they have processes in place to manage the handling of all complaints, service failures and recalls, ensuring that customer satisfaction is provided to The Buyer, Buyer's Clients and all stakeholders. The Buyer shall be responsible for ensuring that a high-quality customer experience is offered at all times.  This will include the monitoring, escalation and intervention of all Work Orders, issued to the Buyer’s Regional Supply Chain Partners as / where appropriate.



28.3. When measuring customer satisfaction surveys for the Supplier’s own Helpdesk Service and all Services delivered by the Buyer’s Regional Supply Chain Partners, the Supplier shall conduct a customer satisfaction survey following the closure of at least 30% of Work Orders.  The survey shall determine:



28.3.1. The Customer's level of satisfaction in relation to the management of the Work Order by the Helpdesk;



28.3.2. Whether the Work Order was completed;

	

28.3.3. Regional Supply Chain Partner’s delivery and standard of services, through to closure of the Work Order;



28.3.4. The net promoter score that the Buyer’s clients and customers would assign to both the Supplier and the relevant Buyer’s Regional Supply Chain Partners.



28.3.5. The Supplier shall report the results to the Buyer on a daily and consolidated Monthly basis.



28.3.6. Where applicable, the Helpdesk will re-open any Work Orders which the Buyer’s clients and customers deems to be incomplete; and 



28.4. When managing the customer satisfaction related to the Buyer’s Regional Supply Chain Partners, the Supplier shall: 



28.4.1. Conduct regular and proactive customer satisfaction surveys on all non-reactive Services provided by each of the Buyer’s Regional Supply Chain Partners.  The survey shall be completed based on The Buyer’s requirements, which may evolve over time. If requested, The Supplier will assist The Buyer in defining these requirements. 



28.4.2. Include all elements of Service delivery including but not limited to the Helpdesk and arrangements for the management of the Services delivered by the Buyer’s Regional Supply Chain Partners, results of which shall be analysed, interpreted with recommendations presented to the Buyer by the Supplier.

 

28.5. When managing the customer satisfaction related to ad-hoc Customer requests, the Supplier shall: 



28.5.1. Deliver ad-hoc customer satisfaction surveys as requested by The Buyer.  The format, method and sample size of each survey will be defined by The Buyer during the Mobilisation Period;



28.5.2. Produce a Monthly report indicating the results from the survey in an agreed format to the Buyer; 



28.5.3. Employ a broad range of survey techniques in order to ensure that a representative sample of a diverse range of Buyer’s clients and customers, at all levels within The Buyer’s organisation, receive and are able to respond to the survey;



28.5.4. Conduct a survey, which facilitates the measurement of the Buyer’s Regional Supply Chain Partner’s performance against the customer satisfaction KPIs; and



28.5.5. Provide the Buyer with annual continuous improvement plans to consistently raise customer satisfaction with The Supplier’s Services. As part of the continuous improvement plans, the Supplier shall be responsible for continuous development to maximise Buyer’s client and customer response rates. 

28.6. The Supplier shall report on the results and analysis from all customer satisfaction surveys. As a minimum, reporting shall include but not be limited to, trending, benchmarking, FM analysis and recommendations.  The customer satisfaction processes and reporting requirements shall be discussed and agreed with the Buyer and Supplier during the Mobilisation Period.



28.7. To manage customer insight, the Supplier shall ensure:



28.7.1. Commit to and deliver an increase in customer insight scores (using the Buyer’s approach based on the “Leesman Index - Lmi”) to baseline levels of customer experience on a year-on-year basis across all Buyer Premises for FM Service delivered under the Contract. This baseline will facilitate the ability to measure improvement of Supplier service delivery / actions that directly affect the “Lmi”;



28.7.2. Adopt and comply with their Customer Insight processes across all Buyer Premises. Details of this policy are provided at Annex 4 – (GPA) Customer Insight Process Map;



28.7.3. Conduct regular customer insight surveys as part of a joint (Buyer/Supplier) ongoing commitment to continuous improvement and performance management (in addition to ensuring value for money);



28.7.4. Develop, issue and collate survey returns the resultant action plan to ensure that customer satisfaction and insight is captured and utilised to inform improvement and change across the contract and Buyer Premise/s; and 



28.7.5. Ensure the actions plans developed from the customer satisfaction surveys are cognisant of the Leesman Index (Lmi) such that they focus on general cleanliness and tidiness, toilet facilities and refreshment facilities and Services alongside the other required actions identified from the customer satisfaction surveys.



28.8. Further details of the Buyer’s Customer Insight requirements will be provided during the Mobilisation Period.



29. Service G:3 - Complaints Management 



29.1. Service G:3 - Complaints Management is a Core Service.



29.2. The Supplier shall record, quantify, and manage complaints from Buyer’s clients and customers in respect of the Services, the performance of the Buyer’s Regional Supply Chain Partners, or any other property and Facilities Management related services.  



29.3. All complaints shall be logged and managed through the Digital Platform provided by The Buyer.



29.4. The Supplier is expected to put customer satisfaction at the heart of its complaints process, which shall be agreed in conjunction with The Buyer. The process is expected to align with The Buyer's focus on client / customer experience, and shall detail how The Supplier shall manage the complaint, from initiation to satisfactory completion, including but not limited to any necessary escalation to The Buyer.  This process shall be specified and agreed upon with The Buyer during Mobilisation. 



29.5. The Supplier shall escalate any complaint relating to any relevant Service Level in a Work Order which has not been resolved within the required timescales to The Buyer’s appropriate management team for the Affected Property via a weekly complaints report. If the required timescales are not achieved, complaints shall be escalated to The Buyer senior management team. The final content and format for the report will be specified with and agreed upon by The Buyer during Mobilisation. 

	

Work Package H - Health & Safety Services 	

30. Service H:1 - Emergencies Management



30.1. Service H:1 - Emergencies Management is a Core Service.



30.2. The Supplier shall support The Buyer and its Buyer’s Regional Supply Chain Partner’s emergency response procedures where appropriate to assist in their effective delivery and the effective management of any emergencies which may arise. The approach shall be agreed between all parties during the mobilisation period. 



31. Service H:2 - Fire Strategy



31.1. [bookmark: _heading=h.35nkun2]Service H:2 - Fire Strategy is a Core Service. 



31.2. The Supplier shall support the Buyer with the creation and maintenance of fire strategies across the Buyer Premises and be responsible for the creation and maintenance of an overarching corporate fire standard covering all Buyer Premises. This strategy shall be delivered in compliance with: 



31.2.1. BS 9997 Fire risk management systems;



31.2.2. BS 9999: Code of practice for fire safety in the design, management and use of buildings;



31.2.3. BS 8644-1 Digital management of fire safety information. Part 1: Design, construction, handover, asset management and emergency response - Code of practice;



31.2.4. All relevant fire related legislation e.g. FSO, CDM, DSEAR, Equalities Act; and



31.2.5. All upcoming changes in legislation e.g. Building Safety Bill. 



31.3. The Supplier shall at all times adhere to Good Industry Practice and ensure that all documentation relating to fire strategy includes but is not limited to:  



31.3.1. An assessment of the Estate's current readiness to deal with fire-related issues;



31.3.2. An analysis of key fire risk themes across the estate;



31.3.3. A breakdown of the Buyer's Premises fire-readiness by area, client, and type of building; and 

31.3.4.	Proposed actions the Buyer can take in the short, medium, and long term to improve its fire safety levels, taking into consideration upcoming legislative changes and implementing best practice.  

31.4. The Supplier shall ensure they inform the Buyer of the following events / occurrences and shall ensure full details are recorded within the Buyer’s Digital Platform: 

31.4.1. fire incidents, near misses and false alarm activations resulting in an evacuation;

31.4.2. loss of fire and associated life safety / evacuation systems;

31.4.3. acts of vandalism reported via the Helpdesk; and 

31.4.4. system faults that may impact on the safety of clients, customers and/or visitors at the Buyer Premises. 



32. [bookmark: _heading=h.1ksv4uv]Service H:3 - Fire Management.

[bookmark: _heading=h.75s7phjl5nap] 

32.1. Service H:3 - Fire Management is a Core Service.



32.2. The Supplier shall be responsible for the creation and maintenance of Fire Safety Management Plans (FMSPs) at Buyer Premises. A copy of a Buyer’s FMSP is attached at Annex 10 – Government Property Agency (GPA) Fire Safety Management Plan (FSMP) – Sample. 



32.3. The Supplier shall be responsible for the delivery of the annual Fire Risk Assessments for each Buyer Premise commencing at the contract commencement. 



32.4. Where Fire Risk Assessments and/or Fire Safety Management Plans (where required) are not in place the Supplier shall ensure this be prioritised and undertaken during the first three-months of the contract and shall ensure the Supplier  undertakes these activities in a timely fashion. The Supplier shall escalate issues to the Buyer in all instances where it feels the Supplier may not meet the required timescales and shall provide a summary report stating areas of concern and/or non-compliance. 



32.5. The Supplier shall be responsible for the production of Building Fire Strategies across Buyer Premises and shall deliver reviews every three years, unless the following criteria is met: 



32.5.1. Significant changes are made to the building within this timeframe in which case assessments should be undertaken following the completion of the changes to the Buyer Premise;  

32.5.2. The Buyer Premise is high-rise (i.e. above 6 storeys) in which case the reviews should be undertaken annually; and

32.5.3. The Buyer Premises contains sleeping accommodation in which case the reviews should be undertaken annually.

32.6. The Supplier shall be responsible for the management of all FRA actions and recommendations and shall ensure: 



32.6.1. they work with the Buyer to create a standard model for compliance across office environments; 



32.6.2. that completed FRAs are issued to all relevant parties;

32.6.3. that all actions and recommendations issued to third-parties are monitored and tracked;



32.6.4. that they evidence every action to completion within the identified timescale, including those actions assigned to the Buyers clients; and 



32.6.5. that all details are recorded on the Digital Platform, with performance reports generated, noting that all FRA actions should remain on trackers until completed and remain logged even if a new or review of an FRA is completed



32.7. The Supplier shall provide a timely professional assurance service on all matters relating to the Regulatory Reform (Fire Safety) Order 2005 for each Buyer Premise. The Supplier shall ensure that at all times there is an up-to-date Fire Risk XX Assessment for all Buyer Premises and that Fire Risk Assessments and Fire Safety Management Plans are reviewed annually or when there are any relevant changes within Buyer Premises.  



32.8. The Supplier shall ensure that it maintains Fire Risk Assessments and that they update these to incorporate any changes or enhancements to the life safety systems including the production and maintenance of a fire safety manual in accordance with BS 9999.  



32.9. The Supplier shall manage the upload of the Fire Risk Assessments onto the Digital Platform and notify the Buyer when this is completed. The Supplier shall ensure the format of all documentation aligns with Good Industry Practice and all statutory requirements. 



32.10. Fire Risk Assessments and fire strategy action plans must be submitted to The Buyer within ten (10) Working Days following the completion of any site visit and be Risk RAG rated with appropriate timescales. The Supplier shall then review and confirm the prioritisation of the actions to be implemented within Fire Safety Plans within ten (10) days following submission; the recommendation will then be presented to and agreed with The Buyer.  



32.11. The Supplier shall ensure that Fire Risk Assessments, reviews of Fire Risk Assessments, and Fire Safety Management Plans are undertaken by suitably qualified Fire Risk Assessors and in accordance with PAS 79, Code of Practice, current edition.   



32.12. Where Fire Risk Assessments generate remedial and recommended works, the Supplier shall liaise with the Buyer's Regional Supply Chain Partner and produce a report for issue to the Buyer for approval. When approved by the Buyer, the Supplier shall record the Report and associated remedial works on the Buyer's digital platform, generate the appropriate work order/s and track progress through the full lifecycle of the works. 



32.13. For the avoidance of doubt, it shall be the Supplier's responsibility to issue these actions as work orders to the relevant Regional Supply Chain Partners and then monitor and audit progress against the timeframes indicated within the Fire Risk Assessment.  Where deadlines are close to being breached or have been breached, the Supplier shall escalate to The Buyer and agree the necessary action to complete the works within the agreed timeframes. 



32.14. The Supplier shall be responsible for auditing the competency levels of the Buyer’s Regional Supply Chain Partner’s appointed persons where requested by the Buyer. 



32.15. If requested by The Buyer, The Supplier shall arrange the provision of bespoke fire advisory services to assist in the resolution, and the recommendation of solutions, for any specific fire-related issues identified which have not been satisfactorily resolved by Buyer’s Regional Supply Chain Partners. Where required, these Services shall be managed via the Billable Works Approval process. 



32.16. The Supplier shall ensure that they provide fire information, documents, registers, and performance reports on an ad-hoc basis when requested by the Buyer to support the Buyer’s fire management and to demonstrate compliance to customers and enforcing agencies.



32.17. The Supplier shall collaborate with the Buyer and develop a salvage plan for Heritage assets contained within Buyer Premises. 

  

33. Service H:4 - Water Hygiene Risk Management 



33.1. Service H:4 - Water Hygiene Risk Management Service is a Core Service.



33.2. The Supplier shall be responsible for the planning, delivery and management of the annual water risk assessments across Buyer premises. 



33.3. The Supplier shall issue the Water Risk Assessment to the Buyer for approval and record details within the Buyer's digital platform. 



33.4. Upon receipt of approval from the Buyer, the Supplier shall issue the Water Risk Assessment to the Buyer appointed Buyer’s Regional Supply Chain Partners to enable them to develop a site-specific written scheme of control for legionella in accordance with the HSE L8 Approved Code of Practice (ACoP) and production of the Site Water Logbook. 



33.5. Where Water Risk Assessments generate remedial and recommended works, the Supplier shall liaise with the Buyer's Regional Supply Chain Partners and produce a report for issue to the Buyer for approval. When approved by the Buyer, the Supplier shall record the Report and associated Tasks on the Buyer's digital platform and track progress through the full lifecycle of the works. For the avoidance of doubt, it shall be the Supplier's responsibility to issue these actions as work orders to the relevant Buyer’s Regional Supply Chain Partner and then monitor and audit progress against the timeframes indicated within the Water Risk Assessment.  Where deadlines are close to being breached or have been breached, the Supplier shall escalate to The Buyer and agree the necessary action to complete the works within the agreed timeframes. 



33.6. In addition to the delivery of the water risk assessments and water management plans across Buyer Premises, the Supplier shall be responsible for the creation and maintenance of an overarching water risk management strategy covering all Buyer Premises. This strategy shall follow Good Industry Practice and shall include but not be limited to: 



33.6.1. An analysis of key water risk themes across the estate;

33.6.2. A breakdown of the Estate's water risk profile by area, client, and type of building; and 

33.6.3. Proposed actions The Buyer, and its Buyer’s Regional Supply Chain Partners, can take in the short, medium, and long term to improve its water risk profile.



33.7. The Supplier shall monitor and track Buyer’s Regional Supply Chain Partner's activity in relation to water risk management activity and update the Buyer monthly as part of performance reporting regimes. 



34. Service H:5 - Asbestos Management 



34.1. Service H:5 - Asbestos Management is a Core Service.



34.2. The Supplier shall be responsible for the delivery of Asbestos Risk Assessments and for the production of the Asbestos Management Plan at Buyer Premises. 



34.3. Where the completed Asbestos Risk Assessments generate remedial works and/or recommendations, the Supplier shall produce a report for issue to the Buyer for approval and record details on the Buyer's digital platform.  



34.4. When approved by the Buyer, the Supplier shall record the Tasks on the Buyer's digital platform and track progress through the full lifecycle of the works. For the avoidance of doubt, it shall be the Supplier's responsibility to issue these actions as work orders to the relevant Buyer’s Regional Supply Chain Partners and then monitor and audit progress against the timeframes indicated within the Asbestos Management Plan.  Where deadlines are close to being breached or have been breached, the Supplier shall escalate to The Buyer and agree the necessary action to complete the works within the agreed timeframes. 



34.5. The Supplier shall ensure that any asbestos removal works are undertaken by HSE licensed personnel. 



34.6. The Supplier shall oversee the Buyer's Regional Supply Chain Partner’s responsibilities for Facilities Management and Security Services and shall monitor compliance with their contractual obligations in relation to asbestos, including all statutory requirements.



34.7. The Supplier shall incorporate all data arising from the Asbestos Register into the Digital Platform within three (3) days of receipt. 



35. Service H:6 - Construction Regulations Compliance 



35.1. Service H:6 - Construction Regulations Compliance is a Core Service.



35.2. The Supplier shall discharge The Buyer’s obligations, under the Construction (Design and Management) Regulations 2015; ensuring projects are suitably managed, ensuring the health and safety of all who might be affected by the work, including members of the public, and; 



35.2.1. Sensibly plan all projects so the risks involved are managed from project start to completion, 



35.2.2. Ensure the Buyer’s Regional Supply Chain Partners has the right people for the right job at the right time



35.2.3. Cooperate and coordinate your work with others, 



35.2.4. Provide professional assurance that, (in accordance with the Construction Design and Management Regulations 2015) the “principal designer” and “principal contractor” are fulfilling their duties under Construction (Design and Management) Regulations 2015, 



35.2.5. Have the right information about the risks associated with the Project and how they will be managed by the Buyer’s Regional Supply Chain Partners, 



35.2.6. Communicate this information effectively to those who need to know; 



35.2.7. Consult and engage with The Buyer's staff about the risks and how they are being managed  



36. Service H:7 - DSE Assessments 



36.1. Service H:7 - DSE Assessments are a Core Service.



36.2. The Supplier shall establish arrangements to enable The Buyer to discharge its obligations under the Health and Safety (Display Screen Equipment) Regulations 1992 (DSE), as amended by the Health and Safety, (Miscellaneous Amendments) Regulations 2002. These arrangements shall be consistent with The Buyer processes and shall include, (but are not limited to): 



36.2.1. Supporting individuals to complete a suitable and sufficient risk self-assessment;



36.2.2. Enabling line managers to review the self-assessment and make a record of any corrective actions taken; 



36.2.3. The provision, within 48 hours, (upon request by The Buyer), of a suitably competent one to one workstation risk assessment where required, providing appropriate advice to The Buyer Staff and line managers, (for the avoidance of doubt this may include home-worker or non- Buyer properties); 



36.2.4. Suitable linkage to the FF&E management requirements and purchasing Service requirements, to ensure all follow-up activities are appropriately resolved in a timely fashion, and; 



36.2.5. Provision of DSE awareness training to The Buyer staff (by the Supplier or a subcontractor) that will include specific DSE awareness on the use of a variety of devices including desk based and mobile devices.



Reasonable Adjustments: 	

36.3. Based on the outcomes of either a display screen equipment assessment, or workplace assessment (undertaken by The Buyer’s occupational health service provider, details to be provided by The Buyer), the Supplier shall coordinate the provision of all suitable and appropriate equipment in line with the provisions relating to Furniture, Fixtures and Equipment, (FF&E) or the purchasing service provisions. 

  

	

Work Package I - Business Continuity and Disaster Recovery (BCDR)	

37. Service I:1 - Business Continuity and Disaster Recovery Services 



37.1. Service I:1 - Business Continuity and Disaster Recovery Services is a Core Service.



Overview: 	

37.2. The Supplier shall integrate The Buyer’s requirements into the Service in relation to Business Continuity and Disaster Recovery, including but not limited to the requirement on The Supplier to develop, review, test, change and maintain a Business Continuity and Disaster Recovery Plan (the ‘BCDR Plan’).



37.3. The BCDR Plan shall be agreed with The Buyer by the end of the Mobilisation Period, or as when agreed with and approved by The Buyer. 



37.4. The Business Continuity and Disaster Recovery support associated with the Services shall be at no extra charge. 



37.5. The BCDR Plan shall detail the processes and arrangements that The Supplier shall implement and the procedures that The Supplier shall follow in respect of the following:



37.6. The Business Continuity element of the BCDR Plan shall consist of:



37.6.1. Ensuring that The Supplier is able to maintain an appropriate level of service in the event of a Core Service Failure or disruption, however caused, to the Services, to enable The Buyer and the Buyer’s Regional Supply Chain Partners to continue to operate without disruption to their ‘business as usual’ activities (e.g. by reverting to manual based operations systems or transfer to a replacement system);

37.6.2. Planning for any failure or disruption to the Services from any source and addressing the various levels of Core Service Failure or disruption (from minimal failure through to total failure); and



37.7. The Disaster Recovery element of the BCDR Plan shall consist of:



37.7.1. Ensuring that, in the event of a Disaster, recovery of the Services is achieved within the time frames specified in accordance with the BCDR Plan to enable the Services to resume to meet the required Service Levels;



37.7.2. Ensuring that the Services are available after the Disaster Recovery element of the BCDR Plan is invoked in accordance with the Contract;



37.7.3. Ensuring that in the event of a Core Service Failure or disruption arising from a Disaster, The Supplier shall ensure that any loss of or disruption to the Services shall not exceed the level identified in the BCDR Plan and that there shall be no loss of data or degradation of data integrity in respect of the system or software used to provide the Services;



37.7.4. Ensuring that any Buyer heritage protection measures required at the Buyer premises (e.g. artwork) is suitably captured in line with the English Heritage guidelines within the BCDR; and 



37.7.5. Ensuring that The Supplier is able to maintain an appropriate level of service in the event of a Core Service Failure or disruption, howsoever caused, to the Services to enable The Buyer and the Buyer’s Regional Supply Chain Partners to continue to operate without disruption to their ‘business as usual’ activities. 



Development and testing of the Plan:	

37.8. The Supplier shall ensure the BCDR Plan (and the risk analysis on which it is based) in place at the Service Commencement Date is reviewed every six (6) Months, or where there is a significant change to the Services.  Each review shall generate a report which shall be submitted to The Buyer within ten (10) Working Days of completion.  All BCDR Reviews shall:

37.8.1. be conducted in conjunction with The Buyer and the Regional Supply Chain Partners 

37.8.2. assess the procedures and methodologies; and



37.8.3. assess the suitability of the procedures and methodologies in the event of any change to the Services or business processes made in the previous six (6) Month period, or the occurrence (or likely occurrence) within the previous six (6) Month period of any event, that may increase the likelihood of implementation of the BCDR Plan.

37.9. The Supplier shall undertake additional reviews of the BCDR plan where The Buyer considers it necessary, including in circumstances where there has been any change to the Services or business processes, or on the occurrence of any event which may increase the likelihood of implementation of the BCDR Plan. These additional reviews shall be undertaken at The Supplier’s expense. 



37.10. At the request of The Buyer, The Supplier shall amend the BCDR Plan to ensure that it is consistent with the Business Continuity and Disaster Recovery plans of the Buyer’s Regional Supply Chain Partners. The Supplier shall have responsibility for liaising with The Buyer and Buyer’s Regional Supply Chain Partners.



37.11. The Supplier shall, at the reasonable request of The Buyer, make amendments to the BCDR Plan in circumstances where it is not possible for The Buyer to communicate the reasons for such changes. 

Testing: 	

37.12. The Buyer shall require The Supplier to undertake tests, or assist The Buyer in undertaking tests, of some or all aspects and procedures in the BCDR Plan at any time, provided always that The Buyer shall give The Supplier written notice of the tests it requires to be undertaken by The Supplier, or the assistance required from The Supplier, and the date on which any such tests shall take place.  The Buyer and the Buyer’s Regional Supply Chain Partners shall be entitled to participate in any such tests. 

37.13. The Supplier shall, at no additional cost to The Buyer, deliver two (2) tests of the BCDR Plan in each Year of the Contract.  Where the Buyer reasonably considers that there is a significant change necessitating further testing, The Supplier shall cooperate fully with such testing.  Costs for additional tests shall be borne by The Buyer unless the BCDR Plan fails the additional test, in which case The Buyer and The Supplier’s costs of the failed test shall be borne by The Supplier. 



37.14. The Supplier shall liaise with The Buyer in respect of the planning, testing and review of each test, and shall comply with the requirements of The Buyer. Each test shall be carried out under the supervision of The Buyer and The Supplier shall provide a comprehensive written report, highlighting outcomes, shortfalls and proposals for remedying failures and shortfalls, within ten (10) Working Days of the completion of testing. 



37.15. Where authorised by The Buyer, The Supplier shall provide accelerated services to accommodate emergency situations. The Supplier shall ensure that within one month of the provision of such accelerated services all relevant documentation for The Buyer will be provided retrospectively.  The requirement for this service will be restricted to emergency situations.

	

Work Package J - Training Services 	

38. Service J:1 - Tower Model Training 



38.1. Service J:1 - Tower Model Training is a Core Service.



38.2. The Supplier shall, when requested by The Buyer, deliver training to The Buyer's Clients and Customers covering The Buyer's IOM and the responsibilities of and activities carried out by each provider (including The Supplier). This activity is mostly expected to take place during Mobilisation, however there may be an occasional requirement for additional training during the life of the contract.



39. Service J:2 - Systems Training 



39.1. Service J:2 - Systems Training is a Core Service.



39.2. The Supplier shall provide online guidance and process documentation in the use of the Digital Platform to support The Buyer, Buyer’s Regional Supply Chain Partners and third-party suppliers. The Supplier shall provide hard copies where appropriate at no additional cost. The Supplier shall provide on-going updates related to future development changes at no additional cost.  The guidance and process documentation shall be presented in the form of an Operations Manual that documents, all for Supplier services and additional requirements, processes and workflows (using a standard process mapping methodology) from level 1 – level 5 and includes clear user operating instructions for all processes and workflows with screen shots and guidance notes as necessary 



39.3. The Supplier shall provide a range of digital and classroom training to key System Users, including but not limited to The Buyer and Buyer’s Regional Supply Chain Partners, prior to the Service Commencement Date.  The Supplier shall structure training in modules covering all aspects of the services, processes, workflow and systems with 12 half day classroom training sessions to be delivered.



39.4. The Supplier shall adopt a ‘train the trainers’ approach.  The Buyer and Buyer’s Regional Supply Chain Partners will nominate representatives who will assume a ‘super user’ role on the Digital Platform and the Supplier shall train the ‘super users’ so that they are familiar with the full administration of the Digital Platform.  The representatives shall be tasked with the training and addition of further users to the Digital Platform.  The volume of staff requiring training comprises 12 half day classroom training sessions to an audience of up to 20 representatives at each half day session.



39.5. The Buyer’s expectation is that user and administrator classroom training shall be kept to a minimum.  For the majority of the Buyer’s clients and customers the service will be intuitive and users shall be assisted by on-line help and guidance material.



39.6. The Supplier shall ensure that every training course provided will be assessed by the attendees including, as a minimum, but not limited to:



39.6.1. the course meeting its objectives; 

39.6.2. standard of lecturer; 

39.6.3. standard of documentation; and

39.6.4. overall quality. 

39.7. Training courses and materials provided by the Supplier under the training service shall be subject to formal acceptance by The Buyer. If requested by The Buyer, the training courses shall be held at one of The Buyer’s locations.  The Buyer shall approve all venues, attendees, times and dates for all training courses and materials provided by The Supplier under the training service.



39.8. The Supplier shall arrange contact and enrollment of all staff attending training courses. 



39.9. The Buyer shall have the right to deliver training itself, or via third parties, using training materials provided by The Supplier. 



39.10. The Supplier shall ensure that training is designed to be inclusive of those with special needs and to facilitate the use of specialised equipment where appropriate.  Normally this will be part of any order for special needs equipment.



39.11. The Buyer may observe any course. 



39.12. The Supplier shall provide a complete training environment for all supported applications, appropriately sized for the user community. 



40. Service J:3 - Manual Handling Training 



40.1. Service J:3 - Manual Handling Training is a Core Service.



40.2. The Supplier shall provide assurance that manual handling training has been delivered to staff working on The Buyer's estate. These staff may be The Buyer's employees or employees of Buyer’s Regional Supply Chain Partners. This assurance shall include, but not be limited to: 



40.3. Assurance that manual handling has been delivered by appropriately qualified individuals, and that the training content meets recognised standards;



40.4. Assurance that manual handling training has been delivered to all staff who require it; and 



40.5. Assurance that manual handling training records are kept up to date and that these records are easily accessible via the Digital Platform.



40.6. Where the Supplier identifies an inadequacy in the provision of manual handling training, the Supplier shall alert the Buyer immediately, explaining the issue and providing a suggested resolution.  



Work Package K - Miscellaneous Services 	

41. Service K:1 - Risk Management Services 



41.1. Service K:1 - Risk Management Services is a Core Service.



41.2. The Supplier shall maintain and update a central risk register based on risks identified by The Buyer and Buyer’s Regional Supply Chain Partners. The Supplier shall work closely with The Buyer and Buyer’s Regional Supply Chain Partners to ensure this risk register is comprehensive and up to date at all times. The Supplier shall track progress on required actions and mitigations identified on the risk register. The Supplier shall provide reports to The Buyer on a quarterly basis following Good Industry Practice. These reports will include, but not be limited to:



41.2.1. A summary of key risks identified across The Buyer's estate;

41.2.2. Analysis of change in risk profile since the previous reporting period (not applicable in the case of the first report);



41.2.3. A list of outstanding actions and mitigations and explanations from the relevant Buyer’s Regional Supply Chain Partner for why these have not been completed; and



41.2.4. Recommended next steps for reducing risks over the upcoming reporting period. 



41.3. If the Supplier identifies a critical risk (as defined according to Good Industry Practice) which has not already been highlighted to The Buyer, the Supplier shall report this immediately (within one hour) to the Buyer. 



42. [bookmark: _heading=h.1fob9te]Service K:2 - Management of New, Existing and Exiting Buyer Supply Chains

[bookmark: _heading=h.e2acruq635vc]

42.1. Service K:2 - Management of New, Existing and Exiting Buyer Supply Chains



42.2. The Supplier is responsible for assisting the Buyer with the management of mobilisation and demobilisation planning activities associated with the onboarding of new Suppliers and exit of incumbent Suppliers to ensure a successful transition is achieved across all Buyer Premises. The Supplier shall ensure that they appoint a dedicated transition manager and team across each staged mobilisation period to ensure the transition is successful and avoids any loss of Service across the Buyer Premises. 



42.3. The Supplier shall work collaboratively with the Buyer, the Buyer's Customers, incoming Regional Supply Chain Partners to ensure an effective and efficient mobilisation and handover is achieved.  The Suppliers activities shall include but not be limited to:



42.3.1. Undertaking a review and providing expert advice and commentary on the exiting Supplier’s demobilisation plan/s and any associated legacy work programmes;



42.3.2. Assisting the Buyer to capture, collate, produce and present incumbent Supplier data for future issue as part of the procurement process; 



42.3.3. Assisting the Buyer with the data capture of all historical contract data from the exiting Buyer contracts being issued to the Buyer as part of the demobilisation process and facilitating the upload of this data to the Buyer's Digital Platform for future reference or use;



42.3.4. Delivering a review of the onboarding Supplier's proposed mobilisation plans, identifying any risks and/or issues which may impact on the successful mobilisation of the Contract; 



42.3.5. Aligning the individual onboarding Supplier's mobilisation plans from each of the Buyer's Suppliers and production of an overarching mobilisation plan to deliver a consistent mobilisation approach for all Services across each of the Buyer's regions; 



42.3.6. Assisting the Buyer with the management of the key stages of the mobilisation plan, including monitoring achievements against agreed key milestones being used by the Buyer as a means to trigger staged payment events;



42.3.7. Attending site visits organised by the Buyer, to include the capture of any issues / queries raised by the bidders during the visits for presentation to the Buyer to enable responses to be issued; 



42.3.8. Delivery of a holistic overview of the phased mobilisations as they occur post the award of Buyer Contracts, delivering robust lessons learnt analyses at the end of each agreed key milestone stage to ensure benefits for the Buyer and risks are fully maximised and mitigated; 



42.3.9. Assisting the Buyer by monitoring new and emerging risks and issues as they arise during the Mobilisation Period and recommending measures to mitigate risks as / where appropriate;  



42.3.10. Managing and overseeing progress made by Buyer appointed Regional Supply Chain Partners in relation to the development of and connectivity to the Buyer's Digital Platform. 



42.3.11. Production of materials (e.g. contract handbooks, signage) as required to help the Buyer ensure all customers are aware of the new contractual processes at the start of each new FM and/or Security contract; 



42.3.12. Assisting the Buyer with the reporting and publication of mobilisation key events as appropriate to ensure awareness and operational readiness across all Buyer Premises is achieved; 



42.3.13. Production of cost and service data for issue to the Buyer's customers as part of the launch of the new Services; and  



42.3.14. Supporting the Buyer with pilot schemes on new and / or existing contracts and development of new ways of working to improve performance and efficiency of the Buyer’s supply-chain partners.    



42.4. Where Buyer contracts involve the delivery of maintenance services (i.e. services associated with the Buyer’s “customer comfort and safety (hard FM)” and “customer safety and response technical services (technical security)” contracts), the Supplier shall be responsible for the following:

 

42.4.1. Reviewing all third-party planned maintenance annual schedules to ensure:



42.4.1.1. they are aligned to and fully compliant with the Buyer’s B2IM functional model offices data standards; and 

42.4.1.2. all statutory compliance tasks reflect the SFG20 customised functional maintenance-office model. 



42.4.2. The review of the Buyer appointed third-party supplier’s Planned preventative maintenance regimes at the annual anniversary of the Buyer’s contracts to ensure compliance with the B2IM policy and statutory compliance is achieved. 



42.5. The Supplier shall be responsible for supporting the Buyer’s onboarding Supplier/s with the technical requirements associated with the connectivity to the Buyer’s digital platform. The Supplier shall ensure that any issues that cannot be resolved are escalated immediately, supported by a summary of the issues and potential recommendations, to the Buyer for further action and resolution.



42.6. Further details of these requirements will be discussed and agreed during the Mobilisation Period.



43. Service K:3 - Asset Failure Investigation Services 



43.1. Service K:3 - Asset Failure Investigation Services is a Non-Core Service.



43.2. The Supplier shall, where requested by The Buyer, carry out (or have carried out on its behalf) asset and/or system failure investigations following Good Industry Practice. If, as an output of the asset failure investigation, actions are identified for the Buyer and/or Buyer’s Regional Supply Chain Partners, The Supplier shall ensure these are logged on the Digital platform, monitor progress on these actions, and report on this to The Buyer via the Digital Platform. Where required, these Services will be managed via the Billable Works Approvals process. 



44. Service K:4 - Business Process Mapping



44.1. Service K:4 - Business Process Mapping is a Non-Core Service. 



44.2. The Supplier shall, where requested by The Buyer, produce business process maps following Good Industry Practice. These business process maps may be required to cover processes carried out by The Buyer or The Supplier. Where required, these Services will be managed via the Billable Works Approvals process. 



45. Service K:5 - Coordination of Works 



45.1. Service K:5 - Coordination of Works is a Core Service.



45.2. The Buyer requires the supplier to track the progress and the performance of Planned Maintenance, Reactive Works, Minor Works, Billable Works see Annex 7 Billable Works Project Delivery, and Capital Projects being undertaken in order to ensure all Services are aligned to and compliant with the Buyer’s B2IM policy.  



45.3. The Supplier shall develop and implement assurance processes to ensure Forward Maintenance Registers are being developed by Buyer’s Regional Supply Chain Partners in alignment to the Buyer's business planning and budgeting cycle, the estate strategy as set out in Strategic Asset Plans provided by The Buyer.



45.4. The Supplier shall ensure that the Forward Maintenance Register is updated by Buyer’s Regional Supply Chain Partners to include all condition or other building/service surveys, reviews, audits, carbon reduction strategy activities, and other building or asset reports undertaken by The Supplier, the Buyer’s Regional Supply Chain Partners, the Buyer or other third-party Stakeholders. 



45.5. The Supplier shall provide the Forward Maintenance Register to the Buyer in sufficient detail to enable The Buyer to plan to minimise disruption to The Buyer’s activities. 



45.6. [bookmark: _heading=h.44sinio]The Supplier shall ensure that Buyer’s Regional Supply Chain Partners include in the Forward Maintenance Register details of the total cost of all tasks identified (both net and gross of VAT and any appropriate third party fees and charges), the forecast delivery timetable, an assessment of the operational and strategic risk of the task identified, an assessment of the likelihood of failure of the task identified and failure date and an assessment of the effect any identified task on the delivery of the Services and/to activities of The Buyer.



45.7. The Supplier shall ensure that Buyer’s Regional Supply Chain Partners provide an annual schedule of programmed maintenance in accordance with the Buyer’s functional SFG20 model (office) and shall be responsible for ensuring compliance with the Buyer’s Asset Hierarchy Requirements for Asset Management and Reporting and Government Standard Govs004. 



45.8. Where building from the Forward Maintenance Register, the Supplier shall ensure that Buyer’s Regional Supply Chain Partners include all Planned Preventative Maintenance, operational and capital tasks/works and that Regional Supply Chain  develop a B2IM compliant Forward Maintenance Plan which is aligned to the Buyer’s lifecycle replacement policies for each Affected Property and Asset and spaces within them with costings, prioritisation and an assessment of the risks for each.



45.9. The Supplier shall ensure Buyer’s Regional Supply Chain Partners provide a quarterly update to the Forward Maintenance Register/Schedule of Planned Programmed Maintenance to address account for any unplanned project that result in a need to re-prioritise the Forward Maintenance Register and or bring forward works from the 10 year Forward Maintenance Plan. The Supplier shall inform The Buyer on any updates. 



45.10. The Supplier shall track and monitor projects from the Forward Maintenance Register that are approved and allocated budget to progress (revenue or capital) as part of the wider project tracking required in the paragraphs below.



45.11. The Supplier shall develop and implement and manage procedures and protocols for the collection, reporting, communication and coordination of project and building work status and performance information (including for projects that are being delivered by Buyer’s Regional Supply Chain Partners).



45.12. The Supplier shall for project works agreed to be delivered through the Buyer’s Regional Supply Chain Partners, track the status of all projects from inception through key project lifecycle stages to completion, handover and release of retentions, including warranty conditions and where relevant monitoring progress against each of the RIBA stages.



45.13. The Supplier shall develop and implement procedures to obtain project status updates from project sponsors/owners and/or consultants and or the PMO for Project Delivery on a monthly basis to confirm whether there have been any changes highlighting areas of variance in each category and then update project status information on a by exception basis. The Supplier shall monitor the costs for each project to ensure it aligns with the agreed budget. Any differences shall be raised with The Buyer and Buyer’s Regional Supply Chain Partners. 



45.14. The Supplier shall advise The Buyer and relevant Buyer’s Regional Supply Chain Partners, through the appropriate contract processes and procedures of the need to ‘stand down/revise the approach to FM Services to account for projects and works (e.g. cleaning, planned preventative maintenance, security and other services not required when major project works are occurring).



45.15. The Supplier shall advise The Buyer of potential schedule clashes in respect of proposed projects to ensure that the operational impact of all works and projects are minimised.



45.16. The Supplier shall advise The Buyer of potential scope clashes between planned FM Services and reactive works and planned project works:



45.16.1. The Supplier shall in conjunction with the Buyer, advise the Buyer’s Regional Supply Chain Partners of reactive/additional works that would need to be referred to the Buyer for approval to commence because of planned works; and

45.16.2. The Supplier shall advise on process changes that may be required to improve the efficiency of referrals to The Buyer.



45.17. The Supplier shall maintain and update a central repository of project status information, hosted on the Buyer’s Digital Platform, co-ordinated and collected from multiple sources including but not limited to the Buyer’s Regional Supply Chain Partners, Buyer’s property management and project teams (including consultants, contractors and agents). This information shall at a minimum include:



45.17.1. Client Information – client contact number, Customer contact, budget code and cost centre, building, type of project, project owner and contact details, project contractor;



45.17.2. Financial Information – contract sum, current agreed sum, value paid to date, variance against contract sum, remaining commitment, retentions, accruals, WIP reports, flow-throughs, consultant/project fees paid/outstanding; and



45.17.3. Project Progress – date of issuing brief to consultant, date of tender, date of award, start date, completion date, release of retention due date, comments/progress against programme and RIBA stages.



45.18. The Supplier shall work with the Buyer's Regional Supply Chain Partners and the Buyer to support work around and define the BMS strategy and implementation. This will include, but not be limited to, The Supplier:



45.18.1. Inputting to and reviewing BMS-related strategy documents;

45.18.2. Inputting to and reviewing BMS-related procedures; and 

45.18.3. Providing insight and sharing knowledge based on wider Good Industry Practice.



45.19. Where the Supplier identifies actions, which could be taken to improve the Buyer's approach to, and management of, BMS systems the Supplier shall present recommendations to The Buyer.

	

Work Package L - Demobilisation, Exit and Transfer Services 	

46. Service L:1 - Demobilisation, Exit and Transfer Services 



46.1. Service L:1 - Demobilisation, Exit and Transfer Services are a Core Service.  

46.2. The Supplier shall provide appropriate handover support to any incoming supplier including but not limited to allowing access during the incoming supplier's Mobilisation Period to allow timely sharing of information.



  

46.3. The Supplier shall ensure that during the transition from The Supplier to the incoming supplier(s) that all Services and systems are maintained with the minimum disruption to The Buyer.



46.4. The Supplier shall ensure that after the Service Commencement Date the Supplier shall agree a detailed exit and transfer plan with The Buyer within a period to be defined by The Buyer. The Supplier shall ensure that this plan is reviewed at intervals (intervals to be defined by The Buyer) throughout the duration of any Contract or at such frequencies as requested by The Buyer. 



46.5. Where requested by The Buyer, The Supplier shall provide such information as is required for The Buyer to aid due diligence and run a competitive tender for re-supply of the Services. 



46.6. Where the Buyer notifies The Supplier of the intent to terminate the Contract, or at an agreed time prior to expiry of the Contract, The Supplier shall act reasonably and in good faith to work with The Buyer to develop an exit and transfer plan to transfer the Services and data to The Buyer or the incoming supplier(s).



46.7. The Supplier shall be responsible for maintaining the exit and transfer plan and updating the risk management plan ensuring that this is made available to The Buyer as and when requested. 



46.8. The Supplier shall allocate a Supplier Representative who will be responsible for managing the exit and transfer plan as finalised and agreed between The Supplier and The Buyer.



46.9. The Supplier shall cooperate and act reasonably with The Buyer and any third parties to ensure that the delivery of the required Services is not negatively impacted during the transition period including ensuring that the same levels of The Supplier's Personnel for each activity are maintained during the transition period between the end of the Contract Period and the beginning of The Buyer's new contract with the incoming supplier(s).



46.10. The Supplier shall allow reasonable access to any incoming supplier(s). Access requirements will be defined by The Buyer prior to any transition period to a new contract. 
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