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	Abbreviation
	Definition

	BSD
	Benefit Services Directorate

	DPA
	Data Protection Act

	DWP
	Department for Work and Pensions

	DfC
	Department for Communities

	ESA (IR)
	Employment and Support Allowance (Income Related)

	FCA
	Financial Conduct Authority

	PCG
	Planning and Capability Group

	GDS
	Government Digital Service

	HB
	Housing Benefit

	IS
	Income Support  

	JSA (IB)
	Jobseeker’s Allowance (Income Based)

	L&D
	Learning & Development

	OED
	Operational Excellence Directorate

	PC
	Pension Credit

	SMI
	Support for Mortgage Interest

	UC
	Universal Credit



[bookmark: _Toc468435468]
Glossary of Terms

	
	Definition

	Authorised Body
	Any individual, organisation or representative of an organisation legally appointed to act on behalf of an individual who cannot manage their own affairs because of a mental or physical disability. Will have the legal status of Appointee or Power of Attorney.

	Call Recording and Quality Monitoring
	The main purpose of call recording and quality monitoring is to analyse the interaction between agent and customer. It is used as a coaching tool to support the individual learning and development of agents and to verify compliance with security protocols.

	(Registered) Charge 
	Refers to either an equitable charge or a legal charge on a property. A charge on a property allows a creditor (in the case of SMI this is DWP) to secure a debt against the property.

	Compound Interest
	Interest calculated on the loan amount plus any interest previously added. For example, a 10% annual interest rate on a £100 loan after year 1 is £110 and after year 2 is £121. This is because year 2 interest is calculated from £110 instead of the original £100.

	Customer Complaint
	A complaint is an expression of dissatisfaction about the service received.

	Equitable Charge
	Allows DWP to pursue recovery of the charge through a judicial process once the property has been disposed of. SMI loans will place an equitable charge when a legal charge cannot be placed. This may occur when all parties on a mortgage do not agree to a legal charge being registered.

	Equity
	The net value of a person’s shares in their home. For SMI loans, this refers to the amount of money that remains after the claimant has sold the property and paid other allowable charges (e.g. mortgage, other secured loans, legal sale fees).

	Gilt Rate
	The interest rate set by the Government at which it trades its bonds. For SMI loans this will be the rate used to calculate the interest rate charged by DWP on any loan until it is repaid.

	Information Provider
	The body responsible for providing SMI Loan claimants with information only on the loan and alternative funding options.  

	Loan Management Provider
	The body responsible for registering charges, maintaining loan balances, issuing statements and recovering the loan.

	Informed Discussion  
	Script-led discussion between DWP representative and the claimant to inform the claimant what the SMI Loan is and its implications.

	Legal Charge
	Allows a creditor to enforce their right on a property when it is sold. For SMI loans this allows DWP to recover the amount owed to them from the remaining equity once the property is disposed of and all other allowable charges have been paid.

	Mortgage Provider
	The financial institution that loaned the money to purchase a property or fund home repairs or improvement and has a charge secured against the property.

	Standard Interest Rate
	The rate at which SMI is calculated. The rate is based on the average mortgage interest rate published monthly by the Bank of England

	Support for Mortgage Interest
	DWP financial support for homeowners getting certain income related benefits towards the interest payments on a mortgage on a mortgage or loan(s) for certain repairs or improvements. 

	The Authority
	Department for Work and Pensions

	The Supplier
	The Supplier of the specified services
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[bookmark: _Toc269894865][bookmark: _Toc276994135][bookmark: _Toc468435469][bookmark: _Toc75931271]Department for Work and Pensions
1.1	The Department for Work and Pensions (DWP) is responsible for welfare and pension policy. It is the biggest public service delivery department in the UK and administers a range of Pension Age, Working Age, Disability and Health benefits to over 22 Million Claimants. 
1.2	DWP provides financial support for customers claiming benefits – for example, Pension Credit (PC), Universal Credit (UC), Employment Support Allowance -income related (ESA-IR), Job Seekers Allowance - income based (JSA-IB), Income Support (IS). Offices across the country manage telephony and benefit processing work.
1.3	DWP operational telephony and digital services are managed by the department’s Planning and Capability Group (PCG) within the Benefit Services Directorate (BSD). It is anticipated BSD will own SMI Loan services.
[bookmark: _Toc468435470]Introduction

2.1	This is an Invitation to Tender (ITT) for an outbound telephony service to provide an Informed Discussion to Support for Mortgage Interest claimants in Great Britain and Northern Ireland. Any reference to DWP throughout the document and process maps should assume inclusion of Department for Communities (DfC) in Northern Ireland unless otherwise stated. The inclusion of DfC in this ITT is however provisional as they may use an alternative Information Provider service.
[bookmark: _Toc73331652][bookmark: _Toc272156137][bookmark: _Toc276994136]
2.2	In the Summer Budget 2015, the Chancellor announced that from 5th April 2018 Support for Mortgage Interest (SMI) will be changed from a benefit component to a loan secured by a registered charge on claimants’ properties. This means that from 5th April 2018 SMI will no longer be payable as part of an individual’s benefit entitlement. Instead SMI applicants will have to repay the SMI they receive, with interest, when the property is sold or ownership transferred. 

2.3	A priority for the Minister for Welfare Reform, transferring SMI from a benefit into a loan will retain support to owner occupier claimants’ in a sustainable way whilst providing increased fairness to the taxpayer.

2.4	Legislation underpinning this transformation of SMI is contained in the Welfare Reform and Work Act 2016.

2.5	There are forecast to be circa 126,000 claimants receiving SMI in 2017/2018, around 52% are forecast to be working age and 48% pension age.

2.6	The cost of SMI is sensitive to increases in mortgage interest rates, for example if the current standard interest rate of 3.12% doubled to 6.24% at the current caseload the cost of SMI to the exchequer (estimated  £240m in 15/16) would be £480m a year. 

[bookmark: _Toc272156139][bookmark: _Toc276994138][bookmark: _Toc201730138][bookmark: _Toc73331654][bookmark: _Toc74379157]2.7	The conversion of SMI from a benefit to a loan will not change the availability of money for those who need support with their mortgage, or entitlement to other associated benefits. Eligibility will be the same as it is now, however existing and new claimants will need to make a decision to accept a loan in order to receive SMI. 

[bookmark: _Toc468435471][bookmark: _Toc74379158][bookmark: _Toc272156140]SMI Scope
[bookmark: _Toc201730141][bookmark: _Toc74557079][bookmark: _Toc272156175][bookmark: _Toc276994390]
3.1	The project will ensure that the SMI loans scheme is introduced for existing and new SMI claimants from 5th April 2018. This will include moving all existing claimants of SMI benefit component who accept an SMI loan onto the SMI loans system.

3.2	The introduction of the loan system will require some additional functions that will be the responsibility of contracted providers to provide information and issue Loan Agreements (Information Provider) and register charges on property, maintain and recover the loans (Loan Management).

3.3	DWP and DfC in Northern Ireland will remain responsible for determining eligibility for loans, calculating the loans and making payments directly to lenders. 

3.4	The project will make changes to DWP’s current IT systems to provide an interface with the information provider and loan management elements of the service. Details of the information provider interface will be confirmed before completion of the Tendering process.

3.5	DWP is open to accepting ideas for innovative solutions (e.g. SMS texting to prompt informed discussion reminders) which improve service levels as long as costs and benefits to the service are identified and objectives achieved. 

[bookmark: _Toc468435472]Objectives

4.1	From 5th April 2018 claimants will be able to apply for SMI to be awarded as an interest bearing loan secured on the property. SMI will, as now, be paid direct to their mortgage lender. SMI loans will be repayable when the property is sold or transferred, or sooner if the claimant is able and chooses to make voluntary repayments. 

4.2	The project will identify and implement services responsible for:
· Providing information; 
· Registering and removing a charge;
· Managing the loan;
· Recovering the loan;
· On-going information

This ITT only relates to the first of these.

4.3	Figure 1 below shows the High-Level process, including the role played by the Information Provider and Loan Management functions.

[image: ]
Figure 1


[bookmark: _Toc468435473]The Information Provision Requirement 

5.1	This requirement is to cover the service over an 18 month period from 01 June 2017 to 30 November 2018, with the option of a contract extension for 18 months.

5.2	The Supplier will telephone existing (Bulk) and New or Repeat (Flow) claimants to explain that from 2018 SMI will only be payable as an interest bearing-loan, secured on the property. 

5.3	The supplier will telephone claimants based on a schedule(s) provided by DWP and also provide the facility for claimants to book their informed discussion on a date and time of their own choosing. It is expected that 40% of claimants will wish to use this booking service. Average anticipated call time and wrap-up / off-call time for Informed Discussion booking calls is 4 minutes and this will be firmed up through testing before completion of the Tendering process.

5.4	The supplier will complete the discussion based on a flexible script with some mandatory text content. There will be tailored versions of this for Bulk and New claims, with up to 3 variants of each plus supporting Q&A documents. Average anticipated call time and wrap-up / off-call time is forecast at 47 minutes per case, this will be firmed up through testing before completion of the Tendering process.

5.5	It is anticipated that there will also be a number of miscellaneous calls. Average anticipated call time and wrap-up / off-call time for these calls is 3 minutes. These are detailed in Appendix 1. 

5.6	Agreed breaks will be built into the scheduling of Bulk cases and calling claimants to jointly review the scripts and schedule where this is deemed appropriate by DWP. The first of these will be 2 weeks after commencement and a reduced volume of 500 weekly discussions will be undertaken during this initial period. 

5.7	The discussion will cover the rate of interest charged, alternatives to taking an SMI Loan e.g. downsizing, borrowing from friends and family, the facility to make voluntary repayments, and that annual SMI loan statements will be issued. The supplier will explain the implications of a legal charge and explain the terms for mandatory repayment of the loan.

5.8	The Supplier will relay facts about SMI loans, but will not offer advice. They will inform claimants that advice can be taken from other organisations if they choose to do so (e.g. AgeUK, Citizens Advice Bureau etc.). The supplier will inform the claimant that independent financial and legal advice can also be taken.

5.9	The Supplier will deal with Authorised bodies for vulnerable claimants, utilise standard DWP alternative formats (e.g. Text-talk, large print etc.) where claimants have accessibility needs and comply with the Welsh Language Act 1993.  They will also bring a third party into the conversation, for example the DWP translation service or other translation provider using a 3 way conference call facility.

5.10	The Supplier will populate (name/address/date/reference) and issue a SMI Loan agreement form and Charge Deed document (where appropriate) with standardised content to claimants who decide to take an SMI Loan, and at the end of each case notify DWP or DfC of the outcome of all informed discussions, call attempts and documents to show a person’s consent to a legal charge.

5.11	The supplier will make three reasonably spaced attempts to contact the claimant over a 10 working day period. Contact will be classified as unsuccessful after 3 failed attempts.

5.12	All claimants will be sent a summary of the discussion by the Supplier, regardless of accepting the loan and all failed contacts (number unavailable or 3 failed attempts) will be sent a standard letter by the Supplier. The wording of these letters will be supplied by DWP and adapted by the Supplier with claimant name, address and reference number. 

5.13	Supplier issued documents and letters will contain both DWP and Supplier branding. DWP will supply pre-paid envelopes for issue of documents and letters. DWP will supply pre-paid Business Reply Envelopes (BREs) or labels for issue with Loan Agreement and Charge documents, to allow claimants to return forms to DWP. 

5.14	Average call duration and wrap-up time has been calculated at 47 minutes per call for a full informed discussion including wrap up. The call can be completed in a shorter time if the claimant is satisfied with the information given.

5.15	The Supplier will issue Loan Agreement forms and charge deeds, supplied by DWP, where this is requested by DWP.

5.16	The Supplier will provide all secure UK based accommodation, telephony, IT and staff to provide this service.

5.17	The Supplier must ensure they have the capacity and capability to deliver the volumes detailed in Appendix 1 plus a variance of +10% throughout the contract term. The successful Supplier’s organisational structure should reflect this requirement. Any variances beyond this range will be dealt with through contract change control at the appropriate stage. 

5.18	Agents recruited and trained on relevant DWP processes ready for go live on 01 June 2017 with appropriate resources to provide flexibility. 

[bookmark: _Toc468435474]Customer Journey

6.1	The Claimant Journey varies depending on whether the claimant is entitled to SMI via Pension Credit (PC), or via a Working Age Income related benefit Jobseekers Allowance (JSA (IB), Employment Support Allowance (ESA (IR), Income Support (IS) or Universal Credit (UC). This is because there is a 39 week qualifying or waiting period for working age claimants. There is no qualifying period for pension age claimants, although they are able to submit a claim four months in advance. However this advance claim does not affect payment start date.

6.2	Figure 2 shows the end to end customer journey for Bulk and New claims. Information Provider processes are shown in yellow.
[image: ]

Figure 2
[bookmark: _Toc201730145]
[bookmark: _Toc468435475]Information Provision  

[bookmark: _Toc468435476]Bulk Cases – Information Provision

7.2	Approximately 126,000 claimants will already be receiving SMI Benefit when it converts into SMI Loans at 5th April 2018. This group of claimants are referred to as Bulk claimants. 

7.3	Bulk Claimants will be sent a warm-up letter and fact sheet in advance of the Informed Discussion. This will be issued by DWP no more than 5 days before the claimant is referred to the Supplier.  These timescales will be formed up during implementation to prevent the Supplier making “cold calls”.

7.4	It is our assumption that the Supplier will provide information to existing claimants over a period beginning June 2017 All Bulk claimants must be contacted sufficiently in advance of 5th April 2018 to allow them to make alternative arrangements to meet their mortgage interest responsibilities, therefore all  bulk cases need to have been completed by 31 January 2018. 

7.5	This is to allow claimants sufficient time to seek independent legal and/or financial advice or make alternative arrangements if they do not wish to accept an SMI Loan, and to allow the Supplier time to manage this function over a reasonable period. The Suppliers may propose alternative schedules for handling the Bulk cases within the timescales above but any change must be agreed by DWP.
	
7.6	Where there are joint claims to SMI (normally a couple living together) then both will need to have the informed discussion, the preference would be to have a joint call with both claimants where possible otherwise the call would have to be conducted individually to each claimant. 

7.7	The order in which Bulk claimants are contacted is likely to be dictated by which benefit they receive, with those most likely to remain entitled to SMI being contacted first e.g. PC, ESA (IR), IS, JSA (IB) and UC. There will be some overlap of benefits in this process.

7.8	DWP will provide the information required to undertake the Informed Discussion, and refresh this weekly or more often for new claims and monthly or more often for bulk claims. The Supplier will complete all required action and reply to DWP within 11working days of issue by DWP.

7.9	Figure 3 shows the processes involved for the provision of information to the claimant, including the ability to schedule a call. The number of contact attempts and protocols around unanswered calls are detailed in the Detailed Business requirements (DBRs), Appendix 2, and conform to DWP standards. 

7.10	The map also shows the process when a loan is accepted or rejected, what happens when SMI loan agreement forms and Charge Deed forms are returned late or the claimant declines and subsequently reconsiders.

7.11	Bulk case activity also includes any cases which become entitled to SMI Benefit component between 1st February 2018 and 4th April 2018. These cases do not form part of the normal Bulk load but will be notified to the Supplier in the same way and require the same informed discussion and associated actions. The volumes are included in Appendix 1 tables.  
[image: ]
Figure 3
 
[bookmark: _Toc468435477]New and Repeat Claim – Information Provision

8.1	Approximately 26,000 New and Repeat claims are received each year for SMI. These claimants will be contacted by the Information Provider as part of the information gathering process. This group of Claimants are known as the Flow.

8.2	Where SMI Loan eligibility criteria is met, the Claimant will be informed that an Informed Discussion will be required. Claimant contact details will be passed on a daily or weekly basis to the Information Provider who will ring the claimant, complete or attempt the informed discussion, issue the required documentation and notify outcome to DWP within 11working days.

8.3	Where there are joint claims to SMI (normally a couple living together) then both will need to have the informed discussion, the preference would be to have a joint call with both claimants where possible otherwise the call would have to be conducted individually to each claimant. 

8.4	Figure 4 shows the process for processing the Informed Discussion with new and repeat claims. 
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Figure 4

[bookmark: _Toc468435478]Accessibility and Vulnerable Claimants 

9.1	The Supplier will ensure all DWP standards are met to support claimants with accessibility requirements and these are shown in the SMI DBRS at Appendix 2

9.2	The Supplier will ensure all DWP standards are met to support claimants classed as vulnerable and shown in the SMI DBRS at Appendix 2. This will include dealing with authorised bodies.

9.3	DWP will identify where a claimant has accessibility requirements or is classed as vulnerable, if known. The supplier will be expected to use reasonable discretion where it becomes apparent claimants are vulnerable, or need accessibility support where not already identified and liaise with DWP.   

[bookmark: _Toc468435479]Implementation 

[bookmark: _Toc468435480]10.1 Implementation Requirements

10.2	The Supplier will be required to have the following in place, tested and signed off by DWP in readiness for making, receiving (call-back booking) and managing calls from 01 June 2017 onwards;

10.3	Secure accommodation from which to operate the service (in line with recognised international security standards such as ISO 27001).

10.4	A secure discrete area within these premises shall be identified for DWP service delivery with separate, controlled and monitored access for DWP work. 

10.5	An integrated and approved telephony solution capable of making and receiving calls including call distribution, MI collection, real time and customer contact management

10.6	The ability to bring a third party into the conversation, for example the DWP translation service or other translation provider using a three way conference call facility 

10.7	The ability to record all calls where required in their entirety so that defined individuals or groups may listen to selected recordings to ensure quality and accuracy of information given to the claimant. 

10.8	The ability to securely store and retrieve all voice recordings for a period of 6 years from the date of the call recording, and to extend this provision at the request of DWP. 

10.9	The call recording and storage solution must be accredited by DWP. 

10.10	All calls still held by the supplier at the end of the contract term must be securely stored for 6 years from the date of the call and then securely deleted with confirmation provided to DWP. This is to mitigate against the risk of legal liability for “mis-selling” allegations and is recognised as the industry norm. Throughout this period all call recordings must remain accessible to ensure that any required by DWP can be retrieved within 2 working days.

10.11	All testing of systems and processes to be completed before operational go live.  

10.12	Working in partnership with DWP, security assurance of all systems and processes to be completed promptly in accordance with DWP requirements prior to go-live

10.13	A training package to train agents (DWP will provide the elements of the training package pertinent to delivering its specific service guidelines including process flows and telephony scripts where appropriate).

10.14	The ability to provide all MI as detailed in Appendix 4 and the Appendix 2 SMI DBRs and any new requirements during the duration of the contract.

10.15	A contract management function as DWP’s single point of contact to manage the service.

10.16	Business Continuity and Disaster Recovery plans in place and approved by DWP.

[bookmark: _Toc468435481]Accommodation, Resources and Standards

11.1	The Supplier will provide UK based accommodation necessary to fulfil its obligations laid down in this specification document. DWP and its representatives will reserve the right to have unrestricted access to the Supplier business delivery area. 

11.2	The Supplier will follow DWP’s ‘Standards and Values’ when dealing with customers. The DWP Customer Charter provides these standards: https://www.gov.uk/search?q=dwp+supplier+charter 

11.3	The Supplier will ensure all paper waste deemed confidential must be dealt with in line with Requirements shown in Appendix 2.  As a minimum requirement the Supplier will meet current legislation, ensuring that: pending removal, confidential waste is stored and securely locked away; all waste is disposed of by secure destruction (i.e. incineration or pulping). 

[bookmark: _Toc178417713][bookmark: _Toc205877133][bookmark: _Toc468435482]Telephone and Digital Technical Requirements

12.1	DWP reserve the right to access the Supplier’s premises in order to ensure fitness for purpose and on-going support of the site (e.g. site surveys), both within the implementation and post go live.

[bookmark: _Toc178417715][bookmark: _Toc205877135]12.2	The Supplier shall provide:

a. The functionality for call recording of all calls in relation to the business processes, and an audit trail facility to be able to control and track managers and staff accessing this function. Access to the call monitoring system (including engineer access) must also be controlled to prevent un-authorised call listening taking place.

b. A telephony service to monitor recorded and real-time calls in their entirety so that defined individuals or groups (standard setting, calibration and best practice) may listen to selected recordings to ensure quality and accuracy of information given to the claimant.

c.  Secure storage of all SMI voice recordings for a defined retention period of 6 years from the date of the call. Access as and when requested by DWP, on site at the Supplier’s premises, alongside supply of copies of such recordings to DWP as and when requested. The call recording and storage solution must be accredited by DWP. All calls still held by the supplier at the end of the contract term must be securely stored for 6 years from the date of the call recording and then securely deleted with confirmation provided to DWP. Throughout this period all call recordings must remain accessible to ensure that any required by DWP can be retrieved within 2 working days. 

d. At the end or when requested during the contract period, the supplier must additionally return all data to DWP and consult with DWP on process relating to archived data prior to the secure wiping of any data.  DWP data must be marked as deleted and any disk space made available to be over written.  

e. Telephony equipment (including telephones, headsets, turrets, etc.) must be fit for purpose.

f. The means to make outbound calls to schedules provided by DWP, and taking into account individual outbound call appointments made by claimants using a booking system. This will not entail handling inbound calls made for the purpose of undertaking the Informed Discussion.

g. The means to ensure the facility for three-way conference calls, for example when accessing a translation service

h. The means to ensure there is no cost to the claimant to use the Informed Discussion booking system or to receive any outbound or other calls, other than where this is out of the control of DWP or the Supplier (claimant roaming). 

i. All MI relating to customer contact in a format and frequency as specified in Appendix 4 and the Appendix 2 SMI DBRs and any new requirements during the duration of the contract.

j. The means to make and record outbound calls, the ability to identify individual calls and the agent that transacted the call. 

12.3 Messaging for call booking service and business continuity if unavailable will be agreed by DWP for Supplier implementation on their telephony infrastructure. 

[bookmark: _Toc468435483]IT Requirements

13.1	DWP will securely provide relevant claimant data to the Supplier on a regular basis to enable them to make outbound calls to claimants, method to be confirmed in the next version of this product.

[bookmark: _Toc468435484]13.2	The Supplier will provide an end user platform to enable the: 
· ability to run and operate flexible call-scripted discussions; 
· ability to update the text within the call scripts when directed by DWP; 
· ability to securely capture claimant data where required by DWP; 
· search facility to access and utilise frequently asked questions and answers;
· ability to securely send electronic call outcomes to DWP 

13.3	The Supplier will:

a. Allow DWP access to ensure all security provisions are satisfied.

b. Respond to cases in the same format and at the same frequency as received.

c. Provide systems with the means to capture MI in relation to outbound calls, ability to manage booked calls

[bookmark: _Toc178417718][bookmark: _Toc205877148]d. Provide MI in a format and frequency as specified in Appendix 4 and the Appendix 2 SMI DBRs and any new requirements during the duration of the contract. All MI relating to customer contact is required in a format and frequency agreed by the authority.

[bookmark: _Toc468435485]Training

[bookmark: _Toc468435486]DWP Provided Training Provision:

a. All Supplier agents will need technical knowledge based training. This training will be delivered by DWP to the Suppliers Training staff and will last 1 day. Where appropriate, additional training will cover generic areas including security, data protection, vulnerability testing and implicit consent
 
b. Training material and the initial training courses for the Supplier’s trainers

c. Training thereafter will be the responsibility of the Supplier. However additional training briefings will be provided by DWP when work streams or processes change. On occasion the Supplier may be required to develop training material for their agents based on process design and requirement documents provided by DWP and authorised by DWP.  

[bookmark: _Toc468435487]14.2 Supplier Training Provision:

a. The training environment for its staff 

b. Staff already trained and experienced in general call handling and management and/or recruitment policy that ensures the appropriate calibre of agents to deliver the service to DWP standards are available to meet the work schedule.

c. Experienced and qualified trainers in place to receive DWP’s initial training to ensure mobilisation and quality assurance

d. On-going training for its own staff as appropriate, for example: new staff, remedial training or revised processes throughout the Contract period. Training delivered must be planned to ensure protection of service delivery.

e. Any amendments to training material must be approved by DWP prior to use.

[bookmark: _Toc468435488][bookmark: _Toc204500433][bookmark: _Toc205877138]Operational Delivery

15.1	Normal operating hours for outbound calls will be Monday–Friday 09:00 to 18:00 and Saturday 09:00 to 16:00. This service will close on English, Northern Irish, Scottish and Welsh Bank Holidays in the Countries where the relevant Bank Holidays apply. Opening times align to DWP Employee Deal, with the exception of calls being made to Claimants before 9:00, and after 18:00.

15.2  As a minimum, the claimant will also be able to book their Informed Discussion for Monday-Friday 08:00 to 20:00 and Saturday 09:00 to 16:00.

15.3	Suppliers should be mindful that within the contract term there may be a requirement to extend opening hours Monday to Friday, and for some weekend opening. Should DWP wish to invoke extended delivery then sufficient notice will be provided and this will be pursued via a contract variation.

15.4	Bulk Cases – will be provided via a schedule by DWP on a monthly basis or less.  

[bookmark: _Toc205877141]15.5	New and Repeat Claims – will be provided on a schedule by DWP on weekly basis or less.

15.6	On an on-going basis, the Supplier will be expected to have flexibility to provide continuity in respect of quality of service if actual volumes prove to be higher than forecast; and manage staffing levels appropriately if actual volumes are lower than forecast. The Supplier will be required to provide flexibility and capacity in terms of both accommodation infrastructure and Agent resources. 

15.7	All call scheduling will be done by the Supplier to meet the forecast. This will include accepting call backs requested by claimants using the call booking service

15.8	The agent will call the claimant and use a specific salutation approved by DWP.

15.9	The agent will manage the call based on the agreed script and customer’s needs.

15.10	The agent will capture the required outcome information and if required direct the claimant to other services either by signposting to DWP or alternative sources of information.

15.11	The agent will close the call using the agreed call closure script

15.12	The Supplier will ensure that all telephony agents have undergone and passed a Disclosure and Barring Service (DBS) check and that they are compliant with DWP’s Baseline Personnel Security Standards which will be provided as a guide for the Supplier. DBS checks are valid for 3 months once completed and before a supplier agent begins work on this contract.

15.13	Agents will not be permitted access to claimant data without these in place

15.14	The Supplier will ensure that it has adequate disciplinary policies to respond to instances of misconduct and the Supplier will adhere to these disciplinary policies when appropriate.
[bookmark: _Toc468435489]Complaints and Compliments
16.1	A complaint is an expression of dissatisfaction about the service received made in person, in writing, clerical or digital or by telephone to any Supplier member of staff that requires follow-up action. Complaints and compliments can be made by the claimant, their authorised representative or third party. Complaints against policy will be referred to DWP.


16.2	The Supplier will be provided with the DWP Complaints handling process, and will be expected to follow these processes. Reporting of complaints will be part of the monthly contract team reporting requirements. The supplier will be expected to fully investigate complaints via DWP systems updated by their staff as well as call recording on their software and provide full details of the complaint to DWP.

16.3	The Supplier will comply with requests for information from the Independent Case Examiner (ICE), DWP Parliamentary Business Unit (PBU), System Access requests and those requests stimulated by Parliamentary questions, freedom of information requests and any other ad hoc requests for information by specified timescales. These requests are to be managed in accordance with DWP security rules in respect of the transfer of data.

16.4	DWP will progress and resolve any escalated complaints and administer pay-out as part of the appropriate compensation/redress schemes. Any payments will be recovered from the Supplier where they are at fault, on a monthly basis. 

[bookmark: _Toc468435490]Management Information (MI)

[bookmark: _Toc468435491] The Supper should:

a. Provide MI to DWP as detailed in Appendix 4 and the Appendix 2 SMI DBRs and any new requirements during the duration of the contract of this document. 

b. Fully validate MI prior to the distribution of reports to ensure accuracy. 

c. Be flexible and change the scope of the reports and frequency as requested.
[bookmark: _Toc19498411][bookmark: _Toc178417722][bookmark: _Toc205877151]
[bookmark: _Toc468435492]Audit and Security  

[bookmark: _Toc19498416]18.1	The Protective Marking of OFFICIAL will apply to all claimant data, as defined in the HMG Security Policy Framework. 

18.2	The security requirements are detailed in the Security Schedule of the contract Terms and Conditions.

18.3	The Supplier must comply with the requirements for adequately and proportionately securing data, in line with the relevant DWP Security Standards and Policies which are based on and follow the International Standard ISO 27001/2:2013. The supplier will provide a statement of their compliance against all of the ISO 27002 controls.

18.4	DWP Security personnel must also have access to supplier premises to conduct audits on processes and procedures used to provide the service as deemed necessary, and also to perform physical security audits on the premises as required.

18.5	The standards link is: https://www.gov.uk/government/publications/security-policy-framework

[bookmark: _Toc178397517][bookmark: _Toc205877154]18.6	DWP Security personnel must also have access to supplier premises to conduct audits on processes and procedures used to provide the service as deemed necessary, and also to perform physical security audits on the premises as required.

[bookmark: _Toc468435493]Quality Standards and Accuracy Targets

19.1	Quality criteria, measurement and monitoring procedures will be standard across the network and suppliers will be required to follow the following agreed processes:
	
a. System vulnerability testing 

b. Independent call monitoring/validation by DWP 

c. DWP also reserves the right to run customer satisfaction surveys, in respect of customer/Supplier interactions

d. The Supplier will undertake their standard or a minimum of 2 call checks, per agent per month, as business as usual. However during the implementation phase and with new agents beyond this, DWP will expect a higher level of quality checking which will be agreed with DWP 

e. The frequency of checks to be increased where specific performance or quality issues are identified either in respect of individuals or issues

f. Reporting of results will be monthly, unless agreed a different level by DWP.  Any remedial action required will be agreed between DWP and the Supplier

19.2	The Supplier will provide DWP with details of how it will monitor quality in line with the targets specified by DWP. DWP would also expect regular contributions and suggestions from the supplier regarding process improvement and enhanced customer service.

19.3	The supplier will be provided with the DWP complaints handling process and are expected to follow processes. The Supplier will be required to implement the DWP Feedback process and respond to feedback within 5 working days, alongside swiftly implementing any improvement plans necessary either across the agent community or with individual agents
[bookmark: _Toc205877157]
[bookmark: _Toc468435494]Contract Management

[bookmark: _Toc468435495]DWP shall provide:

a. Senior managers and support teams to work in conjunction with the Supplier to manage and monitor operations. Members of the DWP Contract Management Team will work from the Supplier’s premises as DWP feels necessary during the lifetime of the contract.

[bookmark: _Toc468435496]20.2 The Supplier shall provide:

a. A Manager and Deputy to be available to cover all DWP operational opening hours and to be empowered to enact Business Continuity processes;

b. A service to collate, interpret and monitor MI for the contracted operations;

c. DWP Contract Management Team access to all MI throughout the life of the Contract. The Supplier will also retain data, including MI, in line with the terms and conditions of this contract;

d. DWP’s representative with detailed meaningful evaluation and MI as and when DWP requires, providing both qualitative and quantitative information on all aspects of the service;

20.3 DWP and Supplier Contract Management personnel will agree an appropriate method of updating the Supplier on information, changes to processes and procedures and issues relating to services; 

20.4 Monthly and Quarterly Planning and Business Review Meetings will be led by DWP to discuss performance achievement. These will be at a location approved by DWP.





[bookmark: _Toc468435497]Appendix 1 - Volumes 

Bulk Discussions 

Volume of SMI cases for Great Britain (GB), Northern Ireland (NI) and Combined. The Inclusion of DfC volumes are provisional as they may use an alternative Information Provider service.

	Qualifying Benefit
	GB - Bulk Cases June 2017
	GB - Annual New Claims
	NI - Bulk Cases June 2017
	NI - Annual New Claims
	Combined - Bulk Cases June 2017
	Combined Annual New Claims

	PC
	60480
	5000
	2730
	489
	63210
	5489

	ESA (IR)
	51160
	13000
	5760
	1034
	56920
	14034

	IS
	11340
	4000
	600
	108
	11940
	4108

	JSA(IB)
	2520
	3000
	1820
	327
	4340
	3327

	UC*
	0*
	0*
	0*
	0*
	0*
	0*

	Total
	125500
	20500
	10910
	1958
	136410
	26958


*Universal Credit TBC based on benefit roll-out plan, not anticipated to affect overall volumes. 

Bulk Discussions June 2017 – March 2018, includes joint (34%) cases and assumes no joint telephony IT for both SMI recipients to engage in a single call so individual informed discussions
First month is flexible to allow bedding in and refinement of scripts. Assumes 500pw for 1st 2 weeks.

	Great Britain 
	June 2017
	July 2017
	Aug 2017
	Sep 2017
	Oct 2017
	Nov 2017
	Dec 2017
	Jan 2018
	Feb 2018
	Mar 2018
	Total

	PC
	12469
	23877
	24896
	24896
	4512
	558
	558
	558
	558
	558
	93442

	ESA (IR)
	0
	0
	0
	0
	21389
	25171
	25343
	6767
	1832
	1452
	81953

	IS
	0
	0
	0
	0
	0
	0
	0
	15364
	1855
	335
	17553

	JSA (IB)
	0
	0
	0
	0
	0
	0
	0
	3600
	784
	447
	4831

	Total
	12469
	23877
	24896
	24896
	25901
	25729
	25901
	26289
	5029
	2792
	197780



	Northern Ireland
	June 2017
	July 2017
	Aug 2017
	Sep 2017
	Oct 2017
	Nov 2017
	Dec 2017
	Jan 2018
	Feb 2018
	Mar 2018
	Total

	PC
	1012
	2083
	966
	110
	74
	74
	74
	74
	74
	74
	4613

	ESA (IR)
	0
	0
	1215
	2071
	2221
	2221
	930
	143
	154
	154
	9108

	IS
	0
	0
	0
	0
	0
	0
	804
	88
	16
	16
	925

	JSA (IB)
	0
	0
	0
	0
	0
	0
	487
	2023
	48
	48
	2606

	Total
	1012
	2083
	2181
	2181
	2295
	2295
	2295
	2328
	292
	292
	17253



	Combined
	June 2017
	July 2017
	Aug 2017
	Sep 2017
	Oct 2017
	Nov 2017
	Dec 2017
	Jan 2018
	Feb 2018
	Mar 2018
	Total

	PC
	13481
	25961
	25862
	25006
	4586
	632
	632
	632
	632
	632
	98056

	ESA (IR)
	0
	0
	1215
	2071
	23610
	27392
	26273
	6910
	1986
	1606
	91061

	IS
	0
	0
	0
	0
	0
	0
	804
	15452
	1871
	351
	18478

	JSA (IB)
	0
	0
	0
	0
	0
	0
	487
	5623
	833
	495
	7438

	Total
	13481
	25961
	27077
	27077
	28196
	28024
	28196
	28617
	5321
	3084
	215033



Miscellaneous Inbound Calls April 2018 onwards

	Great Britain 
	Month
	Year
	
Northern Ireland 

	
Month

	
Year

	
Combined

	
Month

	Year
	
	
	

	Total
	140
	1675
	
	15
	175
	
	154
	1850
	
	
	



New and Repeat Discussions April 2018 onwards 
	
	
	
	
	
	
	
	
	
	
	
	

	
	Great Britain
	Month
	Annual
	Northern Ireland
	Month 
	Annual
	Combined
	Month
	Annual 
	
	
	
	
	
	
	
	
	

	PC
	
	558
	6700
	
	55
	660
	
	613
	7360
	
	
	
	
	
	
	
	
	

	ESA (IR)
	
	1452
	17420
	
	115
	1380
	
	1567
	18800
	
	
	
	
	
	
	
	
	

	IS
	
	335
	4020
	
	32
	144
	
	367
	4164
	
	
	
	
	
	
	
	
	

	JSA (IB)
	
	447
	5360
	
	16
	43
	
	463
	5403
	
	
	
	
	
	
	
	
	

	Total
	
	2792
	33500
	
	218
	2616
	
	3010
	36116
	


	
	
	
	
	
	
	
	



Incoming Informed Discussion Booking Service (40% of claimants)

	Qualifying Benefit
	GB - Bulk Cases June 2017
	GB - Annual New Claims
	NI - Bulk Cases June 2017
	NI - Annual New Claims
	Combined - Bulk Cases June 2017
	Combined Annual New Claims

	PC
	24192
	2000
	1092
	196
	25284
	2196

	ESA (IR)
	20464
	5200
	2304
	414
	22768
	5614

	IS
	4536
	1600
	240
	43
	4776
	1643

	JSA(IB)
	1008
	1200
	728
	130
	1736
	1331

	UC
	0
	0
	0
	0
	0
	0

	Total
	50200
	10000
	4364
	783
	54564
	10784





[bookmark: _Toc468435498]Appendix 2 - High Level and Detailed Business Requirements

	Information Provider High Level Business Requirements

	HLBR ID
	HLBR
	Notes
	Priority 
	Functional Area

	SMI_HLBR_1

	From 5th April 2018 Support for Mortgage Interest Benefit Component will be replaced by an Interest Bearing Loan secured on the mortgaged property with interest calculated at the Government's Gilt Rate for all existing and new claimants.

	Supports Objective 3 of the Departmental Plan to “Create a fair and affordable welfare system which improves the life chances of children and of adults”.

	M
	DWP

	SMI_HLBR_4

	Pension Credit (PC), Universal Credit (UC), Income Support (IS), Income Based Job Seekers Allowance (JSA IB) and Income Related Employment and Support Allowance (ESA IR) will be the qualifying benefits for SMI Loans.

	This will ensure that the same level of protection against repossession will remain in place as is currently available.

	M
	DWP

	SMI_HLBR_8

	The Support for Mortgage Interest Loan will be repayable when the property is sold or disposed of from any available positive equity or earlier if the claimant makes voluntary repayments, either in part or fully.

	Recovery of the SMI loan debt will not take place whilst a claimant is receiving SMI loan payments or has an interest in the property, nor will recovery from benefits be used as a means of recouping the debt. 

	M
	DWP

	SMI_HLBR_12

	Vulnerable claimants will be protected against being adversely affected by changing SMI from a Benefit component to a Loan 

	To ensure this group of claimants are not disadvantaged through inappropriate action which DWP should be aware of, procedures will be in place to identify and support this group of claimants.  
	M
	DWP

	SMI_HLBR_14

	DWP Benefit processing will work with SMI Loan Providers to support them in delivering the Information Provision and Loan Management parts of the end to end SMI Loans service.
	To ensure DWP works in an agreed manner with the Information Provider and Loan Management Provider.

	M
	DWP

	SMI_HLBR_17
	SMI Loan Information functions for existing SMI Benefit claimants will be the responsibility of a contracted provider. The functions are: to provide information on the loan, implications and alternatives to all existing claimants to facilitate them make informed decisions.
	The claimant will receive information on alternatives to loans that may be available to them (such as downsizing or help from relatives) and the implications of accepting a loan offer. This is to help them make the right decision as to whether to accept a SMI Loan or not.
	M
	Information Provider 

	SMI_HLBR_18
	All existing SMI Benefit component claimants will have  received an Information Provider discussion and SMI Loan agreement form (where they have agreed to the loan) by 31/01/2018
	Supports Objective 3 of the Departmental Plan to “Create a fair and affordable welfare system which improves the life chances of children and of adults”. Forecast to be circa 126000 of pension and working age in 2018/19 and will run over an 8 month period up to 31/01/2018. 
	M
	Information Provider 

	SMI_HLBR_19
	SMI Loan Information functions for new SMI Loan claimants will be the responsibility of a contracted provider. The functions are: to Provide information on the loan, implications and alternatives to all new claimants from 5th April 2018 to help them make informed decisions. 
	Supports Objective 3 of the Departmental Plan to “Create a fair and affordable welfare system which improves the life chances of children and of adults”. Must also cover all transitional working age claimants who qualify less than 39 weeks before 05/04/18.
	M
	Information Provider 

	SMI_HLBR_20
	All new SMI Loan claimants entitled from 5th April 2018 will receive an information provider discussion and SMI Loan agreement form where they have agreed to the loan
	Supports Objective 3 of the Departmental Plan to “Create a fair and affordable welfare system which improves the life chances of children and of adults”. Forecast to be circa 2100 per month.
	M
	Information Provider 

	SMI_HLBR_21
	All telephone calls made and received by the Information Provider will be recorded and available for audit.
	Must meet all DWP standards
	M
	Information Provider 

	SMI_HLBR_22
	All existing SMI Benefit component claimants will receive SMI loan information in sufficient time to make alternative arrangements if they decide not to accept the SMI Loan.
	Supplier will provide information to existing claimants over a period beginning June 2017 All Bulk claimants must be contacted sufficiently in advance of 5th April 2018 to allow them to make alternative arrangements to meet their mortgage interest responsibilities, therefore all  bulk cases need to have been contacted by 31/01/18
	M
	Information Provider 

	SMI_HLBR_23
	The Information Provider will seek to minimise follow-up calls about SMI Loans to DWP
	To minimise the impact on the DWP business
	M
	Information Provider 

	SMI_HLBR_24
	The Information Provider will inform DWP of all outcomes connected with Information provider discussions
	To enable DWP to monitor individual case progress. Main outcomes should be Yes to Loan, No to Loan, Failed contact, Loan forms issued and dates.
	M
	Information Provider 

	SMI_HLBR_33 

	Appropriate changes will be made to DWP’s current IT systems to facilitate the exchange of relevant data with the Information Provision and Loan Management elements of the service where required and to show SMI as a Loan.
	To ensure that appropriate data is shared between DWP IT systems (including UC, JSAPS, ESACAM, ISCS (also for PC) and CIS. CIS Interest may be required until the end of DWP interest in a property. DWP payment systems will also need to identify and accept a Loan repayment. Documents may need to be sent electronically, possibly from DRS in DWP. DWP must be able to record details of repayments, write-offs and balances supplied by Loan management.
	M
	Data and Information Technology

	SMI_HLBR_34 

	Any technical solution to facilitate the exchange of relevant DWP data with provider(s) and for claimant use must meet all Government Digital Service GDS) standards and all agreed critical business requirements.
	To meet DWP and Government & legal data security requirements. This includes claimant facing Portals.
	M
	Data and Information Technology

	SMI_HLBR_35 

	Details regarding the loan will be included in all DWP communications where this is relevant.
	Includes Information and Loan Management providers communications
	M
	Data and Information Technology

	SMI_HLBR_37 

	Suppliers will conform to all DWP standards around data protection, including data sharing and cost-free response to Subject Access Requests (SARs)
	The customer will need to provide consent for DWP to share information (update and use the MI12) with contracted providers. S3 of the Social Security Act 1998 may allow the information to be shared. However, it also depends on what is being included in the legislation. DWP already share information with Mortgage Lenders
	M
	Data and Information Technology

	SMI_HLBR_38 

	SMI Loan claimant data will not be transferred outside of the UK or EEA
	Data protection.
	M
	Data and Information Technology

	SMI_HLBR_39 

	Information Provision will not be able to change, delete or add to any DWP records, files or data repositories unless specifically authorised.
	Data protection.
	M
	Data and Information Technology

	SMI_HLBR_41 

	Information Provision must have adequate telephony capacity to handle the call volumes, including Inbound and Outbound calls (Trunk Capacity must ensure that the Blocked calls target is not breached)
	Assumed Information Provision will be telephony based. Claimant will have the option to call the Loan Management provider with loan debt related information or enquiries.
	M
	Data and Information Technology

	SMI_HLBR_46

	Information Provision and Loan Management providers must meet all DWP Accessibility standards
	These standards apply across the DWP. Equality Act. 
	M
	Data and Information Technology

	SMI_HLBR_42 

	Contracts and SLAs will contain terms and conditions to support, maintain, monitor service delivery and where appropriate improve services
	To ensure appropriate monitoring and control of service levels can take place.
	M
	Audit and Management Information






	Information Provider  Linked Detailed Business Requirements

	DBR ID
	DBR
	Notes
	Acceptance Criteria
	Priority
	Functional Area

	SMI_DBR_4
	No administrative fee will be levied on claimants or recipients of SMI Loans. This includes any Land Registry fees.
	Administrative costs will be borne by the DWP. Levying an administration fee may dissuade some people from accepting a loan offer and DWP does not charge Benefit recipients for the services it offers. The Information Provider and Loan Management Provider will similarly not levy a fee on claimants for their services. 
	All administration charges of SMI Loan are borne by DWP

'All Land Registry or Registers of Scotland fees for any registered charge or alternative application are borne by DWP
	M
	DWP

	SMI_DBR_6
	The claimant can accept or decline a SMI Loan when it is awarded and can terminate receipt of payments at any time.
	A claimant cannot be forced to take up or keep receiving a loan, as they may have other funding. If someone can part fund their mortgage then this does not mean they can take part of their loan - it is all of the entitlement or nothing (Policy confirmation 08/08/16)
	The claimant is able to decline the offer of a loan.

'The claimant is able to terminate receipt of their SMI loan amount at any time.  
	M
	DWP

	SMI_DBR_7
	Where the mortgage is in joint names and both parties are resident and claiming the qualifying benefit, both parties must agree to the SMI Loan to secure the loan against the total equity in the property.
	This is about joint ownership of the property where one person then leaves the relationship but still wants their share of the equity when it’s sold, even though they are jointly liable to repay the SMI Loan. Also need to keep in view 'Treated as resident' as the absent partner who shares liability may still be liable for their share of the property.  
	SMI Loan is only paid in joint residency cases where all parties claiming the qualifying benefit have signed the Loan agreement
	M
	DWP

	SMI_DBR_8
	Where the mortgage and/or property is in more than one person’s name but only one legal owner is claiming benefit and receiving SMI Loan payments, that person will only be liable to repay the loan from their share of the property.
	May occur where a couple are separated and one person is resident in the property but there is joint ownership for example.
	SMI Loan will only be secured against the share of the property owned by the claimant where they are joint owners and the other owner(s) are not in the claimants household 
	M
	DWP

	SMI_DBR_45
	The notification letter sent by DWP to existing recipients of SMI Benefit component prior to contact by Information Provider will contain the Information Provider telephone number but not a DWP telephone number.
	This is to prevent contact with DWP which would just be referred to Information Provider. Information Provider will accept inbound calls for booking the informed discussion.
	The notification Letter contains the Information Provider contact number 

The notification letter does not contain  a DWP contact number
	M
	DWP

	SMI_DBR_16
	DWP will inform the Information Provider of all information necessary to hold a discussion with the claimant
	This will not include the loan amount, although anticipated the Information Provider will have a forecasting product (x loan at y interest = z SMI loan). It will be current information and include contact details including current telephone number, address, name and a suitable reference number. DWP will not refer a case to Information Provider without a current telephone number. DWP will take appropriate steps to ensure the claimant can have a telephone discussion with the Information Provider. This will apply for bulk and new claims.
	The Information Provider receives all the information necessary for an informed discussion with each claimant

	M
	DWP

	SMI_DBR_48
	DWP will refresh the data supplied to the Information Provider on a weekly basis where details have changed in order to minimise the number of nugatory or failed contacts
	Where contact details change or claimants are no longer entitled then DWP will inform Information Provider. This will be particularly important with Bulk cases, where the data may be supplied in batches and therefore subject to change 
	Data supplied to Information Provider by DWP is kept refreshed with any changes

	M
	DWP

	SMI_DBR_47
	DWP will request IP to issue the Loan agreement form and/or Charge Deed where the claimant has had the Informed Discussion and declined the SMI Loan, but then reconsiders before the end of any linking period and charge deeds
	No need for a follow up Informed Discussion. This will apply to Bulk cases and be from date of Informed decision up to 28 days after 01/04/18
	DWP issues the Loan Agreement form where required and Linking Periods apply 

	M
	DWP

	SMI_DBR_53
	The Information Provider will undertake a discussion to provide scripted information on the SMI Loan, implications and alternatives to all existing claimants of SMI Benefit component by 31st January 2018 to help them make informed decisions. This will include a specific salutation for all calls and the ability to update the text within the call scripts when directed by DWP. 
	The claimant will have to receive information on alternatives to loans that may be available to them (such as downsizing or help from relatives) and the implications of accepting a loan offer; to help them make the right decision as to whether to take SMI as a loan or not. The bulk volume discussions will mostly be complete by 31/01/18 to allow time for the claimant to consider alternatives. Average anticipated call time and wrap-up / off-call time is forecast at 45 minutes
	The solution must ensure the Information Provider will undertake an informed discussion with all existing recipients of SMI Benefit component by 31/01/18
	M
	Information Provider

	SMI_DBR_53a
	The Information Provider will undertake a discussion to provide scripted information on the SMI Loan, implications and alternatives to all claimants of SMI Benefit component who become entitled between completion of the Bulk cases on 31/01/18 and before 05/04/18
	'Bulk cases will be completed by 31/01/18 but new recipients of SMI Benefit component will become entitled until 04/04/18. These claimants must receive the same discussion as Bulk claimants.
	The solution must ensure the Information Provider will undertake an informed discussion with all existing recipients of SMI Benefit component by 04/04/18

	M
	Information Provider

	SMI_DBR_53b
	Where there is a joint claim for SMI and the claimants are joint mortgagors, the information provider must speak with both people involved in the claim. 
	To ensure that both claimants are able to agree the charge on their property

1. Before the SMI loan payments can commence to an individual, they must first have an informed discussion on the implications of accepting the loan, and possible alternatives to receiving loans, with the SMI loans information provider. 

2. Approximately 34% of SMI claims are made by couples. Joint claimants of SMI loans will both be required to enter into the SMI loan agreement. Speaking to all claimants involved in the loan application will help mitigate against the risk of a person challenging the enforceability of a loan agreement on the basis that they were not aware of their obligations under the agreement. 
	The solution must ensure the Information Provider will undertake an informed discussion with all existing recipients of SMI Benefit component by 31/01/18
	M
	Information Provider

	SMI_DBR_54
	Existing SMI benefit component recipients will be informed during the discussion that their SMI Benefit component will cease and that they will not receive SMI Loan payments if they decline to agree to a SMI Loan and registered charge on their property
	The claimant will be made aware of the implication of not accepting a SMI Loan
	The solution must ensure the Information Provider will inform the claimant of SMI Benefit component that payment will cease from 05/04/18.

'The solution must ensure the Information Provider will inform the claimant of SMI Benefit component that they will not receive any further payment if they do not accept a SMI Loan and registered charge
	M
	Information Provider

	SMI_DBR_55
	Existing Claimants who receive SMI Benefit component and who are offered a SMI Loan and refuse it will be identified to DWP.
	Where a claimant has no other apparent means of sustaining their mortgage consideration will be given as to whether the claimant has wider support needs. This is to ensure there is no impact on vulnerable claimants
	The solution must have the functionality to identify claimants who have a mortgage but do not apply for a SMI loan. 
	M
	Information Provider

	SMI_DBR_56
	Loan information to existing SMI claimants will be delivered to the lowest churn rate benefit group of claimants first and then to all other claimant groups in ascending order of churn rate
	PC claimants are most likely to remain on their qualifying benefit for an extended period, followed by IS, ESA (IR), JSA (IB) & UC. This will minimise nugatory work. Action of PC cases first also addresses many of the issues around vulnerability as there will be more time to manage these claimants 
	The solution must ensure recipients of SMI Benefit component receive the informed discussion in ascending rate of churn starting from the lowest rate.
	M
	Information Provider

	SMI_DBR_57
	The Information Provider will undertake a discussion to provide scripted information on the SMI Loan, implications and alternatives to all new claimants entitled from 5th April 2018 to help them make informed decisions. 
	Volumes approx. 26K pa. KIV waiting period of 39 weeks for working age, so QA claims after 09/07/17 for Working Age and 05/04/18 for Pension Age. Average anticipated call time and wrap-up / off-call time is forecast at 45 minutes.
	The solution must ensure the Information Provider will undertake an informed discussion with all new claimants of SMI from 5th April 2018
	M
	Information Provider

	SMI_DBR_58
	Calls will include a specific salutation. 
	To conform to DWP branding that confirms DWP sourced call in relation to SMI Loans etc.
	Claimant will recognise that call is from or to DWP or its authorised representative
	M
	Information Provider

	SMI_DBR_59
	 There must be the ability to update the text within the call scripts when directed by DWP.
	To allow for lessons learned from earlier call outcomes
	Call scripts are amendable for all Information Provider agents
	M
	Information Provider

	SMI_DBR_60
	New Claimants will be informed during the discussion that they will not receive SMI loan payments if they decline to agree to a SMI Loan and registered charge on their property
	The claimant will be made aware of the implication of not accepting a SMI Loan
	The solution must ensure the Information Provider will inform the claimant of SMI Benefit component that they will not receive any further payment if they do not accept a SMI Loan and registered charge
	M
	Information Provider

	SMI_DBR_61
	New Claimants who have indicated that they have a mortgage and who are offered a SMI loan and refuse it will be identified to DWP.  
	Where a claimant has no other apparent means of sustaining their mortgage consideration will be given as to whether the claimant has wider support needs This is to ensure there is no impact on vulnerable claimants
	The solution must have the functionality to identify claimants who have been offered a SMI loan and have refused it.
	M
	Information Provider

	SMI_DBR_62
	All existing SMI Benefit component and new SMI Loan claimants will have the opportunity to book their Informed Discussion with the Information Provider and this booking will be met by the supplier.
	This should be available for both bulk and new cases. Options to include online, live chat, email. All scheduled calls to be met. Minimal availability for booking will be 9am-6pm Monday to Friday and 9-4pm Saturday
	The solution must allow all SMI Loan eligible claimants to pre-book their Information Provision discussion
	M
	Information Provider

	SMI_DBR_63
	Bulk case discussions will only be held with recipients of SMI Benefit component
	The data regarding claimants of SMI Benefit must be kept up to date to avoid nugatory work and maximise customer service standards. We do not want, for example, a call to a recently bereaved person.
	Information Provider discussions for bulk cases must only be held with existing recipients of SMI Benefit component at the point of the discussion
	M
	Information Provider

	SMI_DBR_64
	Information Provision must seek to minimise additional claimant calls to DWP.
	To minimise delays, call backs and follow-up action
	Information Provider discussions with potential SMI Loan claimants must minimise additional claimant calls to DWP
	M
	Information Provider

	SMI_DBR_65
	The Information Provider will issue standard Loan Agreement, Charge Deed and Discussion Summary documents to the claimant where the claimant agrees to a loan or is undecided. A Discussion summary only will be issued where the claimant has declined the loan. Documents will be issued within SLA timescales
	Loan agreement and forms will be completed and sent to claimant within SLA working days of the Informed discussion. Forms will be issued after Informed discussion where the Loan is agreed or the claimant requests Loan forms for consideration. There will be standard content in the Loan agreement and Charge Deed, but single or multiple signatory versions as applicable. 
	The solution must allow Information provider users to capture, system populate and issue pre-populated SMI application forms to claimants. 
	M
	Information Provider

	SMI_DBR_65a
	The Information Provider will issue standard Loan Agreement and / or Charge Deed documents to the claimant if DWP requests either be issued, within SLA timescales
	Claimants who have had the Informed Discussion and lost or require duplicate forms may contact DWP requesting new forms.
	The solution must allow Information provider users to capture, system populate and issue pre-populated SMI application forms to claimants.
	M
	Information Provider

	SMI_DBR_65b
	The Information provider will issue a Failed Contact letter to the claimant where an Informed Discussion has not been completed after 3 attempts and within the SLA
	This will be issued after three call attempts and will not be accompanied by any other documentation

	Information Provider users capture, system populate and issue pre-populated SMI application forms to claimants
	M
	Information Provider

	SMI_DBR_65c
	The Information Provider will print all forms and letters for issue to the claimant
	Letters and forms will contain standard format but will require name and address adding by supplier. This must not be hand written.
	Information Provider users capture, system populate and issue pre-populated SMI application forms to claimants.
	M
	Information Provider

	SMI_DBR_65d
	The Information Provider will use DWP supplied 2nd class envelopes to issue forms and letters
	The address is not to be hand written.
	Correctly addressed DWP envelopes are used to issued forms and documents
	M
	Information Provider

	SMI_DBR_65e
	The Information Provider will include a DWP supplied 2nd class DWP Business Reply Envelope where a Loan Agreement and/or Charge Deed form is issued.
	There are circa 80 reply offices so these may be pre-addressed envelopes or utilise labels, whichever is most efficient. The address is not to be hand written.
	Correctly addressed DWP envelopes are used to issued forms and documents
	M
	Information Provider

	SMI_DBR_66
	The Information Provider will conduct business with the Authorised body in place of claimant where appropriate
	Vulnerable claimant
	The Information Provider identifies where a claimant has been determined to lack of capacity to manage their own affairs by DWP.

The Information Provider conducts business with the authorised body where a claimant has been determined to be vulnerable by DWP.
	M
	Information Provider

	SMI_DBR_67
	All new SMI Loan claimants entitled from 05/04/18 will receive SMI Loan information within the SLA defined number of working days after request from DWP.
	The information discussion must take place in a timely manner for new SMI claimants beyond 5th April 2018 to enable them to make alternate arrangements if required. 

Need to define the SLA/KPI with commercials
	The solution ensures the Informed discussion for new SMI claims are completed within X working days from receipt by the Information Provider
	M
	Information Provider

	SMI_DBR_68
	The Information Provider will utilise an approved telephony solution capable of making and receiving calls, call distribution, MI collection and real time customer contact management
	Informed discussion will be telephony based 
	The information Provider has an telephony solution in place which meets all requirements
	M
	Information Provider

	SMI_DBR_69
	The Information Provider telephony will have the ability to securely store and retrieve all voice recordings in line with Data protection rules to DWP standards
	The Information Provider telephony will have the ability to record all calls where required in their entirety so that defined individuals or groups may listen to selected recordings to ensure quality and accuracy of information given to the customer
	The Information Provider meets all DWP telephony standards
	M
	Information Provider

	SMI_DBR_70
	The Information Provider telephony will ensure that any required telephony recordings can be retrieved within 2 days
	DWP standard
	Telephony recordings can be retrieved in 2 days
	M
	Information Provider

	SMI_DBR_71
	The Information provider will make 3 reasonably spaced telephony attempts to contact claimants, made at different times of the day and on different days over a two week period,  in order to maximise the number of successful contacts within the SLA defined number of working days after request from DWP. 
	Each attempt needs to be made at an appropriate time in order to maximise the number of successful contacts. There must not be 3 immediately consecutive attempts. A telephone answering service does not count as a successful contact. 

Standard call times will be 9am-6pm Monday to Friday and 9-4pm Saturday
	The Information Provider makes telephone calls at a time which maximises the potential for successful contact 
	M
	Information Provider

	SMI_DBR_74
	The Information Provider will leave an identification message on all calls where an answering service or third party responds.
	The identification message must include a call back number
	The solution must enable the claimant to identify who has called them
	M
	Information Provider

	SMI_DBR_75
	The Information provider will leave an identification telephone number on all unanswered outgoing calls.
	This is for where 1471 is used by the claimant. 
	The solution must allow the Information provider to leave an identification telephone number on all unanswered call attempts. 
	M
	Information Provider

	SMI_DBR_76
	The Information provider will only call the claimant between the times and on the week days defined in the SLA 
	To avoid unsocial calls at unreasonable times. Consider SMS messaging option for call backs. Normal working hours are Monday-Friday 8am-6pm and Saturday 9am-4pm.

Need to define the SLA/KPI with commercials - to be DWP standard times in line with the Employee Deal hours
	The solution must only allow outbound calls within fixed times
	M
	Information Provider

	SMI_DBR_76a
	The Information Provider will make provision to call the claimants authorised body outside of standard DWP hours where appropriate
	Authorised body for a vulnerable claimant may work full time and must not be disadvantaged by this. There are approximately 1000 vulnerable claimants in receipt of ESA(IR) and this forms the majority of vulnerable claimants receiving SMI. Some of these may be unavailable during 9am-6pm working hours   
	The claimants authorised body is contacted outside of normal DWP business hours where required
	M
	Information Provider

	SMI_DBR_77
	The Information Provider will accept Inbound calls from claimants which allow the booking of the informed discussion at a specific time and date
	Includes possible use of automated booking tool which will enable the claimant to choose a time and date for receiving the informed discussion.
	The solution must allow claimants to book the informed discussion
	M
	Information Provider

	SMI_DBR_78
	The Information Provider will supply sufficient network and telephony capacity to ensure no blocked calls
	Where claimant rings and call is blocked as all lines are engaged
	There will be sufficient network and telephony capacity to prevent blocked calls
	M
	Information Provider

	SMI_DBR_79
	The Information Provider will secure suitable UK based accommodation from which to operate the service (in line with recognised international security standards such as ISO 27001)
	Accommodation can be any suitable location, or multi-site. 
	Information provision will use secure UK based accommodation to required standards
	M
	Information Provider

	SMI_DBR_80
	Testing of all Information Provider systems and processes will be completed before operational go live
	To provide assurance of solution readiness 
	All Information Provider systems and processes have passed appropriate testing
	M
	Information Provider

	SMI_DBR_81
	The Information Provider will follow DWP's ‘Standards and Values’ when dealing with customers. The DWP Customer Charter provides these standards.
	https://www.gov.uk/government/publications/supplier-charter
	The Information Provider meets all DWP standards and values outlined in the Customer Charter
	M
	Information Provider

	SMI_DBR_82
	The Information Provider will deliver appropriate training to their staff in the operating of all IT systems used by the supplier and Customer Service training to DWP standards
	DWP standards are to be met
	The Information Provider has trained all their staff to the appropriate agreed standards
	M
	Information Provider

	SMI_DBR_83
	Information Provider will have recognised industry standard business and disaster recovery plans in place and approved by DWP
	The Supplier shall have in place an approved Business Continuity Plan (BCP) at the commencement of full operations. This must be in accordance with both the DWP Business Continuity Framework and British Standard Guidelines (BS25999).  The Business Continuity plan must provide the Authority with sufficient assurance that incidents will be managed effectively with as little disruption to the service as possible; illustrating that recovery meets the requirements of the BIA.  (The Authority would look to see actual Recovery Time Objectives outlined, i.e. hours/days etc. that business would be back on line).
	Business and Disaster recovery plans are in place and meet the required standards
	M
	Information Provider

	SMI_DBR_84
	The Information Provider will receive and store data electronically and clerically to DWP standards 
	DWP standards are to be met
	Data and documents are stored to DWP standards
	M
	Information Provider

	SMI_DBR_85
	The Information Provider will relay to DWP any information which may indicate an impact on SMI or the qualifying benefit  
	Claimant may report something which affects SMI Loan e.g. started work, gone abroad, into hospital, no longer resident etc. which may affect SMI/Qualifying Benefit. This will be high level information for DWP to look into
	The information provider can inform DWP of changes which Information Provision are aware of which may affect SMI Loan entitlement
	M
	Information Provider

	SMI_DBR_86
	The Informed Discussion Provider will accept changes to claimant contact details from DWP, the claimant and any party acting on behalf of the claimant.
	Claimant may change their number from the one DWP holds, so to ensure all SMI Claimants receive the informed discussion, or the opportunity for one.
	The Information Provider must meet all informed discussion  DWP update deadlines in line with SLA
	M
	Information Provider

	SMI_DBR_87
	The Information Provider must provide and receive information to customers in English, or Welsh where required, and meet all standard DWP processes for other Languages.
	To meet all legal and DWP standards. Welsh Language Act 1993.
	The Information Provider meets all DWP language requirements
	M
	Information Provider

	SMI_DBR_88
	Inbound Telephony calls to the Informed Discussion provider will be at no cost to the claimant
	This is in line with Policy decision that there will be no charges passed on to the claimant, so 0800 number.
	The claimant is not charged for a telephone call to the Informed Discussion provider
	M
	Information Provider

	SMI_DBR_89a
	All Information Provider IT and telephony contact with the claimant must be provided in specified alternative format and meet with DWP standards when requested by the claimant or their authorised representative
	This will include any IT portal, telephony discussions. To include things like hearing assistance etc
	The claimant and DWP can request contact between Information Provider and claimant using Alternative format
	M
	Information Provider

	SMI_DBR_89b
	Any Informed Discussion booking system must allow the claimant to identify relevant accessibility needs 
	The claimant may be deaf for example
	The claimant is able to book their informed discussion and identify accessibility needs
	M
	Information Provider

	SMI_DBR_89c
	Alternative channels must be used as appropriate by the Information Provider when claimant or DWP has identified the claimant has accessibility needs
	The appropriate channel must be used once identified, in line with DWP standard.
	The Information provider uses alternative format to contact the claimant where identified by the claimant or DWP as being required
	M
	Information Provider

	SMI_DBR_89d
	All documents, letters and forms sent to the claimant must be in alternative format where appropriate
	E.g. large print, braille etc., to meet DWP standards. These will be printed by the supplier.
	The Loan Agreement is sent in alternative format where appropriate
	M
	Information Provider

	SMI_DBR_89f
	The Informed Discussion will be held using a translation service when it is not possible to complete the Informed Discussion by telephone due to language barriers
	The claimant may not speak English, so use of the Interpretation Service in line with DWP standards. 
	The claimant is able to understand the Informed discussion
	M
	Information Provider

	SMI_DBR_89g
	All Informed Discussion provider telephony must ensure that it can be utilised by customers with disabilities in accordance with the legal requirements of the Equality Act. This must include the use of: Type-Talk, Text-Phone, Text-Box
	To meet the requirements of the Equality Act
	All Informed discussion telephony meets the requirements of the Equality Act
	M
	Information Provider

	SMI_DBR_90
	There must be alternative arrangements in place to complete the Informed discussion where the claimant does not have access to a telephone
	This could include things like invite into DWP office to use the phone (appointment may be required) or advise to visit CAB, library, relative etc. Low volumes, 96.6% of households have a land line and 93.7% of adults own a mobile phone - Ofcom figures Q1 2016. Likely to be markedly higher for home owners.
	The claimant receives an informed discussion
	M
	Information Provider

	SMI_DBR_91
	The claimant must be given the option for someone to support them in the informed discussion who is not a known Authorised body
	The claimant may clearly not understand what is being said and appear vulnerable. They may have an "unofficial" authorised body. E.g. family member who helps them with their affairs but is not formally appointed.
	The claimant has support during the Informed Discussion where they appear to be potentially vulnerable
	M
	Information Provider

	SMI_DBR_92
	The Information Provider will notify DWP where an Informed Discussion contact has been made and the Claimant appears to be vulnerable or not understand the information and is not already identified as a vulnerable person
	Main group here could be PC customers who may not have had regular DWP contact so we are unaware of their current circumstances and these claimants need additional support
	DWP is notified of potentially vulnerable claimants who are not already known to the DWP.
	M
	Information Provider

	SMI_DBR_92a
	The Information Provider must inform DWP if they suspect a person does not have sufficient capacity to manager their own affairs
	IP identify a claimant should have a person acting on their behalf, they must notify DWP
	DWP is notified when IP identify a claimant does not have sufficient capacity to manage the claim
	M
	Information Provider

	SMI_DBR_93
	Repeat claims will receive a new Informed discussion and loan agreement form where the repeat claim falls outside of any linking period. 
	Linking periods are as per standard for the qualifying Benefit. UC does not have a linking period. A new registered charge is not required. These cases will be referred by DWP.
	A repeat claimant receives a new Informed Discussion

A repeat claimant receives a new Loan Agreement form 
	M
	Information Provider

	SMI_DBR_95
	The Information Provider supplier will follow DWP processes when dealing with Sensitive or Potentially violent claimants
	DWP will need to inform IP / LM of these - currently just a DBR around restricting access
	The Information Provider meets DWP Sensitive claimant standards

The Information Provider meets DWP Potentially violent claimant standards
	M
	Information Provider

	SMI_DBR_163
	Claimant details will be transferred to the Information Provider in sufficient time to support the agreed Bulk contact schedule.
	Electronic format preferred option. System Interface or manually driven electronic/clerical process dependant on cost and suitability.
	The solution must ensure transfer of relevant data from DWP is made in sufficient time (tbc) to support the Information Provider   

The solution must ensure transfer of relevant data from DWP is made in a suitable format (tbc) to support the Information Provider   
	M
	Data and IT

	SMI_DBR_164
	Data supporting the Bulk contact schedule will be refreshed periodically to take account of new claims and cessations of entitlement prior to 5th April 2018
	Data used to make Bulk calls needs to be kept up to date to prevent nugatory calls to claimants. Frequency of data transfer to Information Provider and refresh will preferably be weekly.
	The solution must ensure the information is current at the point of the Information Provider attempting the Informed Discussion

	M
	Data and IT

	SMI_DBR_165
	Data to be shared between DWP and Information Provider where appropriate and within DWP data protection standards:

	Will include any changes to items where appropriate

	The solution must enable the sharing of appropriate information to support SMI Loans across all relevant stakeholders
	M
	Data and IT

	SMI_DBR_167
	DWP Legacy systems must utilise suitable and secure interfaces with supplier and other DWP systems where appropriate to share relevant information only and meet all DWP data standards 
	To allow exchange of data between JSA (IB), ESA (IR), IS, PC & UC, Supplier and accounting/audit systems. Must meet all DWP standards for security, MI, availability, recovery etc. 
	DWP and Supplier SMI Loan interfaces are secure and suitable

Relevant information only is shared between systems

All DWP data standards are met
	M
	Data and IT

	SMI_DBR_173
	All DWP Security standards will be met for all IT systems and data storage covering all suppliers and all staff will adhere to DWP security standards
	https://www.gov.uk/government/publications/data-protection-and-security-of-information-supplying-to-dwp
	All security standards are met and adhered to

	M
	Data and IT

	SMI_DBR_174
	All suppliers must comply with the requirements for adequately and proportionately securing data, in line with the relevant DWP Security Standards and Policies. 
	The standards are based on and follow the International Standard 27001 and Cabinet Office Security Standards. [the link to this is https://www.gov.uk/government/publications/security-policy-framework ]The supplier will also provide a level of security which meets the requirements of the Cyber Essentials Scheme.
	All supplier held data is secured in line with DWP security standards and policies

	M
	Data and IT

	SMI_DBR_175
	All data shared between DWP and the Information Provider must conform to DWP Data standards and format
	DWP standards are to be met
	Data shared between DWP and the Information Provider meets DWP data standards

Data shared between DWP and the Information Provider is in a DWP compatible agreed format
	M
	Data and IT

	SMI_DBR_177
	All suppliers will identify and notify DWP of  Security breaches from IT systems or staff at intervals agreed with DWP and appropriate rectification action taken
	DWP standards are to be met
	All IT and staff security breaches can be identified

DWP is notified of all security breaches

All security breaches will be rectified
	M
	Data and IT

	SMI_DBR_178
	The minimum font used within the end to end system must comply to DWP Standards
	To meet DWP standards, character and size
	The solution meets the appropriate DWP font standards
	M
	Data and IT

	SMI_DBR_186
	All DWP and Solution Provider documents and data regarding the SMI Loan will be classified as Ephemeral or Supporting to DWP standards.
	Data protection - all documents must be classified as supporting or ephemeral
	The solution must meet the appropriate DWP Data retention standards
	M
	Audit and MI

	SMI_DBR_187
	All DWP, Information Provider and Loan Management Provider documents and data supporting the SMI Loan must be kept for the life of the loan plus the relevant retention period and then destroyed. 
	Data protection - supporting 14 months after repayment / write-off.
	The solution must meet the appropriate DWP Data retention standards

	M
	Audit and MI

	SMI_DBR_187a
	All Information Provider telephony discussions supporting the SMI Loan Informed Discussion must be closed from the date of the discussion and kept for the DWP standard retention period from this point.
	'Data protection - telephony calls data is retained for 6 years
	Telephony discussions are retained by the Information Provider for 6 years after the Informed Discussion.
	M
	Audit and MI

	SMI_DBR_188
	All ephemeral DWP and Solution Provider documents and data regarding the SMI Loan must be kept for the relevant retention period and then destroyed. 
	Data protection - ephemeral is 4 weeks after receipt.
	The solution must meet the appropriate DWP Data retention standards

	M
	Audit and MI

	SMI_DBR_189
	All Solution Provider access to special customer (previously Nationally Sensitive) records including SMI Loan documents will be restricted to authorised users only.
	Data protection.
	The solution must meet the appropriate DWP Data protection standards

	M
	Audit and MI

	SMI_DBR_190
	All Solution Provider access and attempted access to electronic customer records will be audited to DWP standards.
	Data protection.
	The solution must meet the appropriate DWP Data protection standards
	M
	Audit and MI

	SMI_DBR_191
	The Solution Provider(s) will Keep clerical documents secure to DWP standards
	Data protection.
	The solution must meet the appropriate DWP Data protection standards
	M
	Audit and MI

	SMI_DBR_193
	Information Provider MI will be produced and delivered to DWP for:

Failed contacts
Claimants taking up the SMI Loan
Claimants not taking up the SMI Loan
Agreement forms issued
Performance against SLA including call answering
Complaints
Benefit type
Office ID number

The MI will be for individual claimants & totals by period
	Provision of MI to DWP

Need to define the SLA/KPI with commercials
	The solution must enable the appropriate sharing of agreed customer data between DWP and service providers

The solution must not allow the inappropriate sharing of customer data between DWP and service providers
	M
	Audit and MI

	SMI_DBR_194
	The Information Provider will provide outbound call MI on:

Component By Daily, Weekly, Monthly and Consolidated per service line 
Calls Attempted
Average Call Handle Time
Successful Customer Contacts
3rd Party Contacts
Call Outcomes (Specific outcomes to be supplied by DWP) 
	Provision of MI to DWP
	The solution enables the appropriate sharing of agreed customer data between DWP and service providers

The solution does not allow the inappropriate sharing of customer data between DWP and service providers
	M
	Audit and MI

	SMI_DBR_196
	The Information Provider will supply outbound telephony MI on a Daily, weekly and Monthly basis
	Provision of MI to DWP, electronic automation preferred solution
	The solution enables the appropriate sharing of agreed customer data between DWP and service providers

The solution does not allow the inappropriate sharing of customer data between DWP and service providers
	M
	Audit and MI




	Data Interface Specifications – Information Provider

	DBR ID
	DBR
	Notes
	Acceptance Criteria
	Priority
	Functional Area

	SMI_DBR_165a
	The supplier must have access controls for data on their systems so that DWP data is accessed responsibly by their staff and there is no unauthorised access.
	Personal data needs to be protected
	DWP data is accessed responsibly by authorised staff only
	M
	DWP

	SMI_DBR_165b
	The supplier must hold DWP claimant data in a secure environment protected from physical breaches
	
	DWP data is stored securely
	M
	DWP

	SMI_DBR_165c
	The supplier must hold DWP claimant data in a resilient environment to ensure that there is no data loss in case of failure.
	Response should include nature of resilience. 
	DWP data is stored resiliently
	M
	DWP

	SMI_DBR_165d
	The supplier must be able to receive claimant data in bulk for information provision  from DWP in common industry formats like CSV,  XML, data extracts
	
	Supplier receives bulk data in DWP required formats
	M
	DWP

	SMI_DBR_165e
	The supplier must be able to receive changes to claimant bulk data in common industry formats like CSV, XML
	
	Supplier receives changed bulk data in DWP required formats
	M
	DWP

	SMI_DBR_165f
	The data fields for bulk data and changes are as follows:-
-Title
-Customer Forenames 
-Customer Surname
-Forenames of partner if joint -mortgagors
-Surname of partner if joint mortgagors
-Joint mortgagor is not partner
-Address Line 1
-Address Line 2
-County
-Country
-Postcode
-Telephone number mobile
-Telephone number landline
-National Insurance Number
-Office ID number
-Gender
-Authorised Body Name
-Authorised Body Address Line 1
-Authorised Body Address Line 2
-Authorised Body Postcode
-Authorised Body County
-Authorised Body Phone
-Authorised Body e-mail
-Benefit Type received
-Accessibility Flag
-Accessibility Description
-Death of Partner
-Bereavement Flag
-Potentially Violent Flag
	The data format, fields and frequency will be agreed with selected supplier.
	Supplier data received fields meet DWP requirement
	M
	DWP

	SMI_DBR_165g
	The supplier should be able to receive flow data from DWP in common industry formats like CSV, XML & JSON
	
	Supplier receives flow data in DWP required formats
	M
	DWP

	SMI_DBR_165h
	The data fields for flow data and changes are as follows:-
-Title
-Customer Forenames 
-Customer Surname
-Forenames of partner if joint mortgagors 
-Surname of partner if joint mortgagors 
-Joint mortgagor is not partner
-Address Line 1
-Address Line 2
-County
-Country
-Post code
-Telephone number mobile
-Telephone number landline
-National Insurance Number
-Office ID number
-Gender
-Authorised Body Name
-Authorised Body Address 1
-Authorised Body Address 2
-Authorised Body Postcode
-Authorised Body County
-Authorised Body Phone
-Authorised Body e-mail
-Benefit Type received
-SMI Entitlement Date
-Accessibility Flag
-Accessibility Description
-Death of Partner
-Bereavement Flag
-Potentially Violent Flag
	The data format, fields and frequency will be agreed with selected supplier
	Supplier data received fields meet DWP requirement
	M
	DWP

	SMI_DBR_165i
	The supplier should be able to send data about the outcomes of claimant discussion to DWP in CSV, XML or JSON. The frequency of this data transfer has to be agreed mutually between the DWP and Supplier.
	
	Supplier sends outcomes in DWP required formats and to agreed frequency
	M
	DWP

	SMI_DBR_165j
	The data fields for outcomes are as follows:-
-Title
-Customer Forenames 
-Customer Surname
-National Insurance Number
-Office ID number
-Call scheduled Date
-Call Scheduled Slot
-First Call Date & Time
-First Call Outcome
-Second Call Date & Time
-Second Call Outcome
-Third Call Date & Time
-Third Call Outcome
-Overall outcome (Agreed / Declined (single, joint, couple disagree) / Not contactable / undecided) 
-Loan Agreement and Discussion-Summary - Issued Date on acceptance or undecided
-Discussion Summary - Issued Date on rejection
-Loan outcome reason
-Date Loan Agreement/ Summary issued
	The data format, fields and frequency will be agreed with selected supplier
	Supplier data outcome fields meet DWP requirement
	M
	DWP

	SMI_DBR_165k
	The file names for transfer of data should be mutually agreed between DWP and the supplier
	
	File names are agreed with DWP
	M
	DWP

	SMI_DBR_165l
	The integrity of information and data exchanges must be ensured through the employment of appropriate controls. This must ensure the protection of the message content and the validity of the message source.
	
	Information and data exchange integrity is maintained
	M
	DWP

	SMI_DBR_165m
	The supplier should be able to provide an environment to test the interfaces with DWP.
	
	Supplier provides suitable test environment approved by DWP
	M
	DWP

	SMI_DBR_165n
	Pretty Good Privacy (PGP) Universal Secure Email (SEM) is the application used by the Department to allow approved users to send encrypted/digitally signed emails to trusted external organisations and individuals, and to decrypt incoming emails
	
	PGO USE is used.
	M
	DWP

	SMI_DBR_165o
	The supplier should be able to interface electronically with DWP via a secure FTPS interface in accordance with the Code of Connection (mutually authenticated SHA 2 or above).   Only complete files with the agreed file naming structure should be used.  If the file transfer fails for any reason then a process for resumption needs to be in place.
	
	FTPS interface meets required standards. 
Interface sends complete files only.

Failed file transfer is resolved by supplier
	M
	DWP

	SMI_DBR_165p
	If the supplier has any pre-existing secure connections with DWP, those should be re-used for transfer of data for SMI. Therefore, the supplier is expected to highlight if that is the case.
	
	Any pre-existing secure DWP connections are used where agreed by DWP
	M
	DWP



Appendix 3 - Telephony

	
	Telephony Requirement Definition – (NOTE: calls will NOT be routed through DWP systems within the telephony requirement definition)

	1
	Agents must be able to place the caller on hold during conference set-up or transfer process.

	2
	Agents must be able to connect to DWP’s Translation service, into the conversation using a 3-way conference call facility.

	3
	All scripts and messages must conform to DWP’s Standards and be implemented by the Supplier and played at defined times within the customer journey as specified by DWP.  

	4
	All appropriate ACD calls involving customers will be recorded in their entirety, including outbound calls so that defined individuals may listen to selected recordings. 

	5
	Defined individuals (both Supplier and DWP) must have access to be able to listen to voice recordings for quality monitoring and security purposes. 

	6
	There will need to be an audit trail functionality to track all calls that have been listened to by the name of the listener. 

	7
	Supervisor ‘listen-in’ facility to live calls being handled by agents must be available.

	8
	The Supplier should be operationally flexible to manage and support DWP during business disruption events

	9
	Any agent must be able to transfer the customers at any point to a supervisor or other available agent at any time.

	10
	Agents should be able to make outbound calls

	11
	The Supplier must ensure a full MI set is kept in relation to outbound calls, both at agent level and site level.

	12
	The telephony system must record usable MI for reporting purposes.

	13
	The Supplier must have adequate telephony capacity to handle the outbound call volumes and Inbound call booking, even where forecasts are exceeded. 

	14
	DWP will cover the cost of the telephone number that the customer may dial for the call booking service. The Supplier will be responsible for setting up an appropriate number. 





[bookmark: _Toc468435499]Appendix 4 - Management Information 

A weekly narrative to summarise performance will be required by 9:00 on the first working day of the week, covering performance for the previous week and broken down to a daily level. 

In addition to the Management information supporting the number of costs per call type made and the Service Level Agreements the following additional MI shall be collected. 

Site Level - Outbound Telephony Performance Metrics: 

	
	Component By Daily, Weekly, Monthly and Consolidated

	2.1
	Calls Attempted per customer and total

	2.2
	Average Call Handling Time for Informed Discussion

	2.3
	Successful and Unsuccessful Customer Contacts

	2.4
	Call Outcomes (Specific outcomes to be supplied by DWP) 



Management MI Requirements: 

	
	Component By Weekly or Monthly and Consolidated

	
	

	3.1
	Call Quality Monitoring Results including remedial action being undertaken

	3.2
	DWP Feedback process including feedback volumes, failed contacts 2nd call requests, undecided, loan declined, loan accepted



Complaints and compliments: 

	
	Component By Monthly and Consolidated

	4.1
	Number of Complaints and compliments Received 

	4.2
	Number directly attributable to Supplier

	4.3
	Number of Complaints Upheld and Action Taken

	4.4
	Complaints and compliments as a % of Customer Interactions



Inward Bound Telephony requirements

	
	Component by Daily, Weekly, Monthly  and Consolidated 


	5.1
	Average Speed to Answer

	5.2
	Average Handling time for booking Call

	5.3
	Average Handling time for Miscellaneous calls



Timescales: 

	6.1
	Weekly MI – to be available on first appropriate working day at 09:00 for previous weeks activity

	6.2
	Monthly MI – to be available by 09:00am on the first working day after month end

	6.3
	Monthly performance review pack to be available 5th working day following month end



[bookmark: _Toc468435500]Appendix 5 - Business Continuity and Disaster Recovery Plans

The Supplier will provide DWP with clear evidence of the effectiveness of its BCM arrangements and alignment with recognised industry standards, by producing and maintaining the following BCM specific documentation and records as a minimum:

· BCM Policy;

· BCM Programme Management arrangements including;

· Evidence that personnel assigned to BCM responsibilities under the contract are competent to perform the required tasks. For example: Membership of the Business Continuity Institute at the level of Member (MBCI) or Fellow (FBCI) will be accepted as evidence of competency;

· Business Impact Analysis that identifies the Supplier’s critical activities, Recovery Time Objectives and Maximum Tolerable Periods of Disruption that will enable the requirements of DWP to be met;

· Threat and risk analysis to the delivery of the overall contract and the activities delivered under the contract;

· Strategy options for the on-going delivery of the activities that are provided under the contract in the event of incidents and business disruption. Strategy options are required for, but not restricted to:

· People;
· Premises;
· Technology;
· Information;
· Supplies;
· Incident Response Structure;
· Business Continuity Plans;
· Incident Management Plans;
· Exercising/rehearsal arrangements;
· Maintenance, monitoring and review of BCM arrangements; including;
· Internal audits of the BCM arrangements; and
· Lessons learned reports and action plans for improvement following invocation of the BCM arrangements.

3. The Supplier will have in place an approved Business Continuity Plan (BCP) at the commencement of full operations. This must be in accordance with both the DWP Business Continuity Framework and British Standard Guidelines (BS25999).  The Business Continuity plan must provide DWP with sufficient assurance that incidents will be managed effectively with as little disruption to the service as possible; illustrating that recovery meets the requirements of the BIA.  (DWP would look to see actual RTO’s outlined, i.e. hours/days etc that business would be back on line). 

4. The Business Continuity Plan should include but is not limited to:

· Purpose and scope;
· Strategic aims and objectives;
· Roles and responsibilities;
· Communication arrangements;
· Contact list and plan distribution;
· Threats and contingencies;
· Loss of technology;
· Data recording (including tracking);
· Data storage;
· Loss of people;
· Telecommunications;
· Supplier equipment;
· Loss of premises;
· Loss of key Supplier and partners;
· Destruction and / or corruption of data; 
· Failure to provide the contracted service.

5. The Business Continuity Plan must minimise the impact of an occurrence that may affect:

· DWP;
· The Supplier;
· All IT systems / IT Networks & telecommunications and how these interact with DWP;
· Data recording (including tracking) & storage requirements;
· Critical staff availability;
· Critical Supplier equipment;
· Supplier’s premises; 
· Consequence of failure to provide the contracted service upon DWP

6. The Supplier will ensure that agreed and acceptable processes (to DWP) are documented within the BCP and in place at commencement of full operations so that in the event of major system failure or building evacuation there is the minimum interruption to the standard of service.

7. Should there be a need to test or invoke the agreed BCP, the Supplier will:
· Invoke the approved plan and inform DWP immediately; and
· Continue to provide the agreed services as soon as practicable.

8. The Supplier must also meet the following DWP specific BCM requirements:

· All BCM documentation and records must be reviewed at least annually and updated accordingly;
· All Business Continuity Plans and Incident Management Plans must be exercised at least annually
· [bookmark: _GoBack]Following exercising or actual invocation of Business Continuity Plans and/or Incident Management Plans a lessons learned exercise must be undertaken and a lessons learned report produced within 4 weeks of the revocation of the relevant plan; and
· Action plans for improvement must be produced, based on the lessons learned reports, and they must include clearly assigned responsibility for clearance, deadlines for completion, and regular progress checks.

[bookmark: _Toc468435501]Appendix 6 - Complaints

1. The supplier will be provided with the DWP complaints handling process and are expected to follow those processes. A complaint is an expression of dissatisfaction about DWP or the Supplier acting on behalf of DWP made in person, in writing or by telephone to any Supplier member of staff that requires follow-up action. Complaints can be made by the customer, their authorised representative or a third party connected to the customer.

1. Upon receipt of a complaint the Supplier will identify if the complaint is in respect of action or inaction of the Supplier or DWP.

1. If the complaint is against the Supplier then the Supplier will investigate and resolve the complaint.

1. The Supplier will resolve complaints in accordance with the following applicable performance standards.

1. The Supplier will acknowledge receipt of all complaints received, in writing, within 24 hours of receipt.

1. The Supplier will resolve or put in place a resolution plan agreed by the complainant in respect of all complaints appropriate to the Supplier within 5 working days of receipt of the complaint. All actions are to be documented. A Supplier senior manager should review the complaint, actions and resolution plan and undertake any appropriate remedial actions.

1. Where the complaint is to be referred to DWP that referral shall be made within 12 hours of receipt of the complaint. Any documentation should be sent to the agreed DWP nominated contact.

1. The Supplier will provide DWP with a monthly record of all complaints received together with the action taken to resolve the complaint.

1. Should the customer remain dissatisfied and complain again on the same issue the complaint shall be deemed to be escalated. In these instances the Supplier will refer the complaint and action taken when the initial complaint was made, to DWP on the day of receipt. DWP will respond to these complaints and liaise with the Supplier accordingly.

1. If the complaint is in respect of both DWP and the Supplier, the Supplier shall refer the complaint to DWP on the day of receipt and liaise with DWP who shall respond to these complaints.

1. If the complaint is regarding actions taken by, or concerning the role of, DWP the Supplier will refer them to DWP on the day of receipt. DWP will respond to these complaints.

1. If the complaint is by someone other than the customer, a nominated representative, an employer of a customer or another relevant person the Supplier will refer the complaint to DWP on the day of receipt.  DWP will respond to these complaints.

1. The Supplier must comply with requests for information stimulated by Parliamentary questions, freedom of information requests and any other ad hoc requests for information by the specified timescales.

1. DWP will progress and resolve any escalated complaints and administer pay-out where appropriate as part of the appropriate compensation/redress schemes in accordance with DWP’s complaints procedure. 

1. Any compensation paid out by DWP where the Supplier is at fault will be fully recovered from the Supplier via the following month’s invoice.



[bookmark: _Toc468435502]Appendix 7 - Documents

Draft: Support for Mortgage Interest changes Call Script v0.6

Assumptions/things to clarify/note:


1. The assumption is that the call script will be housed on a system.  If it is not and it is clerical then the formatting of this version will need to be altered so that it is user friendly for the IP agent.

2. Some answers to questions in the Common questions & their answers section have been based on assumptions made in the Support for Mortgage Interest (SMI) loans – detailed policy options report dated 27th October 2016.  If amendments are made to the report Ria Davies and Sarah Kendall (OED External Comms) need to be advised.

3. Amendments to this document can’t be made after 19th December as it will be with Angela Macdonald for final sign off.  Amendments can be made by ECT during/after live testing with the IP.

4. The loan agreement will contain an expiry date for acceptance, after which the claimant will need to apply again via DWP.












Support for Mortgage Interest 
Information Provider (IP) call script v0.6
Introduction & Instructions

This script is for DWP’s appointed information provider to talk to claimants about their options, including the option of a Support for Mortgage Interest loan.
The purpose of the conversation is to not advise but give enough information to empower the claimant to make the right decision for their personal circumstances. 

This script can be read to someone who is not the claimant if vulnerability is established or at the claimant’s request. The claimant needs to pass security questions and verbally give their consent for the named person to act on their behalf.  
This script can also be used to speak to an appointee/personal acting body without speaking to the claimant first. The appointee/personal acting body will need to be told that the responsibility for accepting the Support for Mortgage Interest loan will fall to the claimant, Power Of Attorney, or a Deputy appointed by the Court Of Protection. 

All MT (mandatory text) must be read to every claimant. The agent must not re-word the text so that advice is being given to the claimant. If the claimant refuses the information the IP needs to ask the claimant to confirm that this is the case. 

UT (user text) is not scripted verbatim – the agent can re-word to suit the claimant’s needs, or miss it completely if the claimant states they don’t need the information.

The IP will structure the call to suit the needs of the claimant they are talking to – Mandatory text must be followed but it must be made clear the claimant can ask questions at any time.  The IP should ask if the claimant understands even when it is not defined in the script if it’s appropriate for that claimant.   Sections are included to check understanding after every critical piece of information.

The common questions & answers should be used or the claimant referred to DWP for benefit specific queries.

If at anytime the IP agent is asked a benefit specific question they should signpost the customer to the correct DWP phone number. The phone numbers and website address are in the signposting section.





Use this at any point in the call if the claimant doesn’t want to hear the information

UT – The information I’m going to give/giving you may help you decide on the best option for your personal circumstances.  Can I check you are sure that you don’t want me to carry on giving you any more information?

If claimant confirms

UT - Do you have any other questions about what we have talked about that you would like to ask me before we end this call?


Carry on with information if claimant wishes to do so.



















1. MT – Hello my name is…[IP specific outbound call greeting] I’m calling you as arranged on behalf of the Department for Work and Pensions (after name of IP). This call will take about 40 minutes. Are you ok to carry on with this call now?  

Firstly I need to check some security details…

Add confirmed security lines
Asses whether talking to claimant/POA or Deputy – insert link/info
UT  - The appointee/personal acting body will need to be told that the responsibility for accepting the Support for Mortgage Interest loan will fall to the claimant, Power Of Attorney, or a Deputy appointed by the Court Of Protection. 
2. MT – The Department for Work and Pensions sent you a letter and leaflet called ‘Your Support for Mortgage Interest payments are changing’.

3. MT - Can I just check - did you get that letter and leaflet? 
If answer is yes – go to 5. MT
If answer is no –
4. MT – Can we check that we hold the right details for you?
[User information – confirm correct address details held.  If address is incorrect please refer them back to DWP to update information] 
5. MT – I’m going to tell you how your Support for Mortgage Interest benefit payment is changing, how the change may affect you, what your options are and where you can get more information from. The leaflet contained information which you hopefully found useful. I want to go through the options that are in the leaflet with you so that you can decide how you want to carry on paying your mortgage interest. Is that ok?

I will explain everything clearly and simply.  Please tell me if you want me to explain anything in a different way or if you have any questions. We will talk through everything that is available in as much detail as you feel is needed.  

6. MT - You may want to have paper and a pen to hand as I will be giving you information about organisations that can offer advice and support.  

7. MT - Usually, homeowners pay a monthly mortgage payment to their lender.  This payment is made up of an agreed amount of mortgage plus interest at the rate the mortgage was borrowed at.  When you applied for [insert benefit] you asked for help to pay your mortgage interest. This help is called Support for Mortgage Interest. Or you might know it as help with housing costs. The government helps pay the interest so your house doesn’t get re-possessed by your mortgage lender.


8. MT. The letter and leaflet tell you that you have an important decision to make about paying your mortgage as the benefit that you get at the moment is stopping from 5 April 2018.  

9. MT – I can tell you about what options are available. I can’t tell you what you should do or advise you in any way. You might find it useful to talk to family and friends or get independent advice after this call.


Say this to Pension Credit Savings Credit Claimants and working age claimants that get paid SMI with their benefit
10. MT - At the moment the mortgage help you get, is paid as part of the total amount of [insert benefit name] you get, which you then pay to your mortgage lender. 
From 5 April 2018 the benefit is stopping and you need to decide how you want to carry on paying the mortgage interest.  One of the options available to you is that the government can help you by offering you a loan to cover your mortgage interest costs that you will need to pay back. If you decide you want to accept the offer of the Support for Mortgage Interest loan, the payments will go directly to your mortgage lender to pay your mortgage interest.
The benefit payment you currently get in your [insert benefit name] to pay your mortgage interest will stop from 5 April 2018. It will not change the amount of [insert benefit name] you get to live on. You’ll notice a change in the overall amount of money you get.
 [User information – go to MT 12]
Say this to all other claimants 
11. MT - At the moment, the mortgage help you get is paid as a benefit straight to your mortgage lender. 
12. MT - From 5 April 2018 the benefit is stopping and you need to decide how you want to carry on paying the mortgage interest.  One of the options available to you is that the government can help you by offering you a loan to cover your mortgage interest costs that you will need to pay back. If you decide you want to accept the offer of the Support for Mortgage Interest loan, the payments will go directly to your mortgage lender to pay your mortgage interest.
The amount of [insert benefit name] you get to live on won’t change, unless the office that pays your benefit tells you it will. 
13. MT – Does that make sense?  Do you need me to go through anything again? 

[User information – common questions & their answers are at the end of the call script]

14. MT- Are you ok for me to go through the options with you now?
If claimant says yes – continue with the call script.
If claimant says no – go to MT 16.
15. MT - Once you’ve decided how to pay your mortgage interest you’ll need to tell your mortgage lender.

UT
· Talk to your mortgage lender – you will already be getting a yearly statement from your mortgage lender.  Their contact details will be on it.  They can talk to you about your outstanding mortgage and what other products they recommend to ensure your mortgage is paid. If you don’t have a statement, their contact details will be on your mortgage lenders website.

· Talk to Money Advice Service, Citizen’s Advice or Shelter – More information can be found on their websites about options that might be available to you, for example, getting legal advice or talking to an independent financial advisor.  
· www.moneyadviceservice.org.uk or call 0300 500 5000.
· Citizens Advice - www.citizensadvice.org.uk for England and Wales or www.cas.org.uk for Scotland
· Shelter - www.shelter.org.uk in Scotland and England or www.sheltercymru.org.uk in Wales

· Money saving websites – There are many websites on the internet that you can search for, that can offer free advice, hints and tips on saving money in your household.
· Speak to a Debt Charity advisor or someone from a Credit Union -  
A debt charity may be able to offer you advice on consolidating all debts to reduce your outgoings. A credit union can offer low-interest loans as well as savings and sometimes bank accounts. You’ll need to check what interest rate they charge. More information can be found on the Money Advice Service website www.moneyadviceservice.org.uk or call 0300 500 5000.
· Speak to family and friends – family and friends might be able to offer help with paying the interest on your mortgage.  They also might be able to offer other solutions that would be practical to you. If you have someone that lives with you, including non dependants (person who has left school/college) who have their own income, you might want to think about asking them to help pay your mortgage payments by paying you board or rent.
· Savings and investments – You might have savings and investments that can be used to pay the interest on your mortgage. 
· Move to a property with more manageable mortgage repayments – the size of the property and the area it is located in can make a difference to how much it is worth.  This would change the amount of mortgage that you would need, it could be a smaller mortgage or you may not need a mortgage at all.
· Take in a lodger – you could take in a lodger to help pay your housing costs. You may want to speak to the office that pays your benefit about how this would affect your benefit first.
· Working Age claimants only 
Carry on having discussions with your work coach about how finding work or increasing the hours you do can increase your household income. 

16. MT – Does that make sense?  Do you need me to go through anything again?
[User information – common questions & their answers are at the end of the call script]
17. MT – The last option I’m going to tell you about is the loan that the government can offer you, called the Support for Mortgage Interest loan

If answer is yes – continue with call script
If answer is no go to MT 24.
18. MT - As I’ve already mentioned, the loan can help you by making sure that the mortgage interest payments your lender currently gets from the government can carry on. One difference is that you will have to accept a loan that will need to be paid back. As well as agreeing to pay back the full loan amount that you borrow you will also have to pay back interest charged on the loan. The government does not aim to make a profit from you accepting the loan, so the interest rate you pay will be as close as possible to the interest rate that the government borrows at. You can ask to stop getting loan payments at any time.
19. MT - Another difference is that you will need to agree to a legal charge being placed on your property. This does not cost you anything; it just means the government can recover the cost of the loan if you sell your house.  Once you have re-paid the loan in full, the legal charge will be removed from your property.
How the interest is calculated
20. MT - I now want to tell you about the interest that is charged on the Support for Mortgage Interest loan.
The interest on the loan will be compound.  This means that your repayments are based on the loan amount you had, plus the amount of interest that was added.
If the loan payments stop because your benefit payments end or change, interest will still be added on to the outstanding debt every year, until the Support for Mortgage Interest loan is repaid in full.  I will tell you how to repay the loan further on in this call.
I can give you an example on what this means. Is that ok?
	Yes – continue
	No – Go to MT 23
21. MT – Please note that this is an example; the interest rate will be the same interest rate the government borrows at and could change. The longer you have the Support for Mortgage Interest loan, the more you will have to pay back. 
UT - If your Support for Mortgage Interest loan amount is £100 a year and the loan interest rate is 2%, after the first year you would owe £102.00.  
In the second year, your Support for Mortgage Interest loan would be £100 again.
The total amount you’ve borrowed so far is £202
After the second year, interest will be added again so the amount you start year 3 with is: £202 plus 2% interest = £206.04
In the third year, if you borrow £100 again, the total amount borrowed is £306.04 plus interest.
[User information – Further examples can be found at Q19 in the common questions & their answers section]
22. MT – Does that make sense?  Do you need me to go through anything again?
[User information – common questions & their answers are at the end of the call script]
How to repay the loan (including voluntary repayments)
23. MT – There are 2 ways you can repay the Support for Mortgage Interest loan:
You can repay the loan when the property is sold or ownership is transferred to someone else, for example in a will. The loan will be repaid, including interest, from money that is left after the mortgage, and any debts secured on the property, have been paid in full. The mortgage will always be re-paid first. 
You can also choose to make voluntary repayments on the loan or pay it off in full, before the property is sold or the ownership is transferred to someone else.  The information on how to make voluntary repayments will be sent to you.

Once all the lenders have been paid, if there isn’t enough money left to repay your entire loan, including interest, the amount that can’t be paid will be written off. Writing off the remaining amount means the government will no longer expect the loan to be re-paid. 
I can give you an example on what this means. Is that ok?
Yes – continue
	No – Go to MT 23
UT - Please note that this is an example:
Your Support for Mortgage Interest loan amount, including any interest, to repay is £5,000.  
Your mortgage amount to repay is £80,000.  
You sell your property for £83,000.  
Your mortgage lender is given the £80,000 that you owe.  
The remaining £3,000 is given to the government to pay off the loan. 
We won’t ask you to repay the £2,000 that is left as you do not have any equity. 
24. MT – Does that make sense?  Do you need me to go through anything again?
[User information – common questions & their answers are at the end of the call script]
25. MT – We have told you some options you may want to think about to ensure you can carry on paying your mortgage interest payments. You have been given a lot of information today and we understand that you may need time to think about all the options. We will send you a summary of this conversation in the post. You also have the leaflet we have sent you that has important information in. You can accept the offer of the Support for Mortgage Interest loan at any time as long as you continue to get an income based benefit. 

You do not need to decide now which option you want to take. We can send you the loan agreement pack today if want to look through it and decide if it’s an option for you. Having the loan agreement pack sent to you today does not mean you have to accept the loan. 

Would you like us to send you a loan agreement pack?
Yes 
26. MT - The Support for Mortgage Interest loan agreement pack will explain the terms and conditions of the loan. These include: 
· how the Support for Mortgage Interest loan is calculated
· when it will be sent to your mortgage lender
· how the government calculate the interest that will be added to the outstanding Support for Mortgage Interest loan debt
· when you have to repay the Support for Mortgage Interest loan and how this is calculated from the value of your house  
· the need to agree to a legal charge on the property.

You will need to sign the Support for Mortgage Interest loan agreement and return it in the pre-paid envelope that comes with it. You will also need to sign a consent form for the legal charge to be put on your property. The consent form will also need to be signed by a witness. The witness can’t be anyone who is part of the Support for Mortgage Loan agreement. The witness should be over 18 years old, not your husband/wife/civil partner, or someone who lives with you. 


[User Information - then go to MT 27.]
Joint mortgage claimants 
27. MT - 
There will be more detail in the Support for Mortgage Interest loan agreement document, so you should both read it very carefully. 

When you both sign the Support for Mortgage Interest loan agreement you will both enter into a legal agreement with the government. The agreement means that support for mortgage interest loan payments will carry on as long as you still get benefit payments and agree to the Support for Mortgage Interest loan and its terms. Signing the loan agreement means that you both agree to repay the Support for Mortgage Interest loan, plus interest, when the house is sold or ownership is transferred. 

The Support for Mortgage Interest loan agreement will explain the terms and conditions of the loan. These include: 
· how the Support for Mortgage Interest loan is calculated
· when it will be sent to your mortgage lender
· how the government calculate the interest that will be added to the outstanding Support for Mortgage Interest loan debt
· when you both have to repay the Support for Mortgage Interest loan and how this is calculated from the value of your house  
· the need to agree to a legal charge on the property.


You will both need to agree to accept the Support for Mortgage Interest loan. You will both need to sign the Support for Mortgage Interest loan agreement and return it in the pre-paid envelope that comes with it. You will both also need to sign a consent form for the legal charge to be put on your property. This form will also need to be signed by a witness. The witness can’t be anyone who is part of the Support for Mortgage Loan agreement. The witness should be over 18 years old, not your husband/wife/civil partner, or someone who lives with you. 

 [User Information - then go to MT 27.]

No	
27. MT - If you decide you do want the Support for Mortgage Interest loan in the future you will need to contact the Department for Work and Pensions who will send you a loan agreement pack. 

 [User Information - then go to MT 27.]
Joint mortgage claimants 
28.MT - If you both decide you do want the Support for Mortgage Interest loan in      the future you will need to contact the Department for Work and Pensions who will send you a loan agreement pack. 

29.MT  - So, just to recap your Support for Mortgage Interest benefit is stopping on 4 April 2018.  You need to tell your mortgage lender how you will carry on paying your mortgage interest.  I’ve told you about some options including the offer of a Support for Mortgage Interest loan.  For more information to help you decide on the best option for you and your household we will send you a summary of this call/you have a leaflet/we can send you a leaflet.
DN – overkill?  Leaflet, call and summary with same info?  Does the loan agreement just contain legal stuff?

30. MT – Do you have any other questions about what we have talked about that you would like to ask me before we end this call?
[User information – common questions & their answers are at the end of the call script]





Common questions & their answers
Pension Age claimants:
Q1. What happens to the Support for Mortgage Interest loan when I die as I am leaving my property to my children/a beneficiary?
A. If the ownership of the property is transferred to someone else or changed, to your children/beneficiary of your will, the government will be paid the amount of money needed to repay your Support for Mortgage Interest loan, including any interest, from any equity that is left.  Your mortgage lender will always be paid first.  If there is not enough money left, after your mortgage lender has been paid, to repay your Support for Mortgage Interest loan in total, including any interest, the remaining amount will be written off. A Support for Mortgage Interest loan will not stop you from leaving a property to your children/a beneficiary. It allows you to continue to meet the mortgage payments whilst you are alive.
Q2. I’m on Pension Credit and my Support for Mortgage Interest is paid to me and I pay my mortgage lender.  How much will my Pension Credit be?
A. You can find out the amount by looking at the letter the Department for Work and Pensions sends you every year. 
You can also contact the office that pays your benefit and they will be able to tell you what your Pension Credit will be. Their telephone number is 0800 991234.
Working Age claimants:
Q3. When I return to work, or if my benefit payments stop, will I have to start repaying the Support for Mortgage Interest loan?
A. No. The Support for Mortgage Interest loan doesn’t have to be paid back until the property is sold or ownership is transferred to someone else. If you stop getting benefit you will be able to make voluntary repayments to reduce the amount you owe.
You need to remember that interest will still be added to the outstanding debt every year, until the Support for Mortgage Interest loan is repaid in full.
Q4. I am a lone parent and my ex husband/wife/partner pay their half of the mortgage. If I want to accept this Support for Mortgage Interest loan, can I do so without their agreement?
A. Yes you can. The Support for Mortgage Interest loan amount offered will be based on your share of the outstanding mortgage amount. The government will still recover the full Support for Mortgage Interest loan amount owed, including any interest, when the property is sold or ownership is transferred from your share.
Q5. I am a lone parent and my ex husband/wife/partner does not pay their half of the mortgage. If I want to accept this Support for Mortgage Interest loan, can I do so without their agreement? 
A. Yes you can. The Support for Mortgage Interest loan amount offered 
will be based on the outstanding mortgage amount. If you’ve shown as part of your benefit claim that the other person named on the mortgage is not making payments. 
Q6. I have to see my work coach every week / fortnight; do I need to still see them?
A. Yes.  You must carry on going to all meetings and do all activities that your work coach tells you to. Your work coach or office that pays your benefit can give you more information. 
JSA/IS/ESA claimants - England and Scotland – 0345 6088545 
      Wales - 0345 6003018 
Universal Credit claimants – 0345 6000 723
Q7. I have a medical assessment (Work Capability Assessment) appointment; do I still need to go?
A. Yes.  You must go to all your appointments and do all activities that your work coach, if you have one, tells you to.  The office that pays your benefit can give you more information. 
ESA claimants - England and Scotland – 0345 6088545 
     Wales - 0345 6003018 
Universal Credit claimants – 0345 6000 723
Q8. I am on Universal Credit.  If I do paid work, will I still get Support for Mortgage Interest loan payments?
A. No. Any paid work will stop your Support for Mortgage Interest loan payments automatically.  You won’t be able to get Support for Mortgage Interest loan payments again until you’ve been getting Universal Credit for another 39 weeks after you stopped doing paid work


Q9. I get Jobseeker’s Allowance/Employment and Support Allowance/Income Support.  If I do paid work, will I still get Support for Mortgage Interest loan payments?

 Q9.1 I get Employment and Support Allowance, if I do Permitted Work, will I still get Support for Mortgage Interest loan payments?

A. You can still get Support for Mortgage Interest payments. You will need to speak to your work coach who can tell you how many hours you can work.



All claimants:
Q10. How do I find out how much Support for Mortgage Interest I get?
A. It will be on your award letter or the letter you get every year telling you what your benefit rate is going to be from April onwards. If you don’t have that letter you can speak to the office that pays your benefit and they can tell you. 

Working Age claimants for England and Scotland – 0345 6088545 
Working Age claimants for Wales - 0345 6003018 

Pension Credit claimants – 0800 991234

Universal Credit claimants – 0345 6000 723
Q11. Am I definitely going to be offered a Support for Mortgage Interest loan?
A. Yes. As long as you carry on getting [insert name of benefit] payments.
UC claimants – Yes. As long as you carry on getting Universal Credit payments and you have not done paid work.
Q12. How much can I repay voluntarily?
A. The minimum amount you can repay voluntarily, at any one time, is £100.  Or you can repay the full Support for Mortgage Interest loan amount if it is less than £100.
Q13. If I accept this Support for Mortgage Interest loan, will it affect me applying for any further loans secured against my property?
A. The decision to give you a further secured loan will be up to the lender. However, to get a Support for Mortgage interest loan you will have a legal charge placed on your property which is visible to anyone who searches the Land Register.
Q14. Will accepting this Support for Mortgage Interest loan affect my Credit Rating?
A. No.  The Support for Mortgage Interest loan will also not appear on any credit report.
Q15. If I turn down the Support for Mortgage Interest loan, when will my Support for Mortgage Interest Payments stop?
A. 4 April 2018 will be the last day that Support for Mortgage Interest will be paid as a benefit.
Q16. Will accepting the offer of the Support for Mortgage Interest loan affect the level of my Benefit Cap amount?
A. The Support for Mortgage Interest loan will not be classed as a benefit but it will depend on your personal circumstances.  The office that pays your benefit can give you more information. 

Working Age claimants for England and Scotland – 0345 6088545 
Working Age claimants for Wales - 0345 6003018 

Pension Credit claimants – 0800 991234

Universal Credit claimants – 0345 6000 723
Q17. I have a poor Credit Rating; can I still get a Support for Mortgage Interest loan? 
A. Yes.  Your Credit Rating does not affect being offered the Support for Mortgage Interest loan.  
Q18. I have a mortgage with Bank X and have seen a better interest rate with Bank Y.  Should I take it?
A. I can’t offer advice on any option available to you.  It is up to you and any potential mortgage lender to explore both options and if you still need help or advice, speak to a financial expert.  I can give you some details if you want. 
Money Advice Service - www.moneyadviceservice.org.uk or call 0300 500 5000.
Q19.  Please note that these are examples.  The interest rate could be different when you accept the offer of the Support for Mortgage Interest loan.  The interest rate used in the examples is 2%.
	 
	5 years
	10 years
	15 years
	20 years
	25 years

	£500
	33
	51
	69
	87
	105

	£5,000
	330
	510
	690
	870
	1,050

	£50,000
	3,300
	5,100
	6,900
	8,700
	10,500

	£100,000
	6,600
	10,200
	13,800
	17,400
	21,000

	£150,000
	9,900
	15,300
	20,700
	26,100
	31,500

	£200,000
	13,200
	20,400
	27,600
	34,800
	42,000

	DN: Based on 3% std mortgage rate to calculate SMI paid
	
	
	
	

	Based on 2% interest rate to calculate compound SMI interest
	
	
	
	

	Totals in column A indicate amount of Claimant mortgage
	
	
	
	

	Next version probably show amount of SMI paid, and amount of SMI interest separately
	
	

	Next version will show examples of SMI being paid for a fixed period eg 1 year, with SMI 
interest over duration of Mortgage



Q20. I want to think about whether this Support for Mortgage Interest loan is the best option for me.  Is there somewhere that can give me information if I think of anything after this call?
A. There is information on www.gov.uk and www.moneyadviceservice.org.uk or call 0300 500 5000. 
Q21. Why is my Support for Mortgage Interest changing to a loan?
A. The government wants to make sure people can still get help with their mortgage when they need it. The government wants its Welfare Reforms to be fair to taxpayers as well as benefit claimants. The Support for Mortgage Interest loan gives claimants a temporary safety net when they are unable to pay their mortgage payments, due to illness or disability, unemployment, a personal crisis or other income difficulty.
Q22.  Who is being affected by the Support for Mortgage Interest change?
A. From 5 April 2018 all new and existing benefit claimants who get help with their housing or mortgage costs will be affected by the change.
Q23. Can you advise me on whether accepting the offer of the Support for Mortgage Interest loan is the best thing for me?
A. I can’t offer advice on any option available to you.  It is up to you to explore all your options before making any decision. If you need help or advice, speak to a financial expert or an organisation such as Citizen’s Advice.  I can give you some contact details if you want. 
Money Advice Service - www.moneyadviceservice.org.uk or call 0300 500 5000.
Citizens Advice - www.citizensadvice.org.uk for England and Wales or www.cas.org.uk for Scotland

Q24. Can I accept only part of the Support for Mortgage Interest loan?
A. No.  The full amount would have to be accepted.

Q25. Is there going to be a maximum length of time that I can get the Support for Mortgage Interest loan?
All claimants except UC
A. No.  You can get the Support for Mortgage Interest loan for as long as you continue to get a qualifying income related benefit and you have a mortgage to pay. 
UC Claimants
A. No.  You can get the Support for Mortgage Interest loan for as long as you are getting Universal Credit and you have no earnings.
Q26. If I say I don’t want to accept the offer of the Support for Mortgage Interest loan now, can I change my mind at a later date?
A.  As long as your circumstances don’t change you can accept the Support for Mortgage Interest loan at any time. Your payments would start from the month you accept the Support for Mortgage Interest loan.
You will need to contact the Department for Work and Pensions to apply again.

B. UC Claimant - As long as your circumstances don’t change and you’ve not done any paid work, you can accept the Support for Mortgage Interest loan at any time. Your payments would start from the month you accept the Support for Mortgage Interest loan.
You will need to contact the Department for Work and Pensions to apply again.
Q27. What happens if I accept the Support for Mortgage Interest loan and in a few months time decide I don’t want it anymore?
A. You can choose to stop getting the Support for Mortgage Interest loan at any time. You’ll have to repay the outstanding Support for Mortgage Interest loan amount, plus any interest, from any available equity when your property is sold or ownership is transferred. 
Q28. My property is in negative equity, can I still get a Support for Mortgage Interest loan?
A. Yes you can.  Your property will not be valued by the government before placing a charge on it. Support for Mortgage Interest will be paid to your mortgage lender no matter how much equity you have in your property.
Q29. If I want to repay the Support for Mortgage Interest loan early, will I have to pay a penalty?
A. No. 
Q30.  How often can the interest rate on the Support for Mortgage Interest loan be changed?
A. The interest rate may be revised twice a year.  
Q31. I have a joint claim for Support for Mortgage Interest.  Will you need to speak to my husband/wife/partner as well?
A. Yes. Both of you must agree to accept the offer of the Support for Mortgage Interest loan before payments can be paid to the mortgage lender.
Q32. I am an appointee/representative (not a Power of Attorney or deputy appointed by the court) and do not have the right to accept the Support for Mortgage Interest loan on behalf of the claimant. I don’t think the claimant is capable of understanding the Support for Mortgage Interest loan requirements. What should I do?
A. If you think it’s in the claimant’s best interest to accept a Support for Mortgage Interest loan to pay their mortgage payments, you will have to apply to the Court of Protection to become a deputy so that you can agree to a charge being put on the property. 
For information on how to become a deputy, go to www.gov.uk/become-deputy 
DN: policy are looking into the fees – gov.uk will also be updated to include UC in list of exemption benefits
Q33. Will I still be able to get free prescriptions, eye tests, council tax reduction etc?
A. I can’t answer that as I don’t know details of your specific benefit claim.  You will need to speak to the office that pays your benefit. I can give you their contact details. 

Working age claimants for England and Scotland – 0345 6088545 
Working age claimants for Wales - 0345 6003018 

Pension Credit claimants – 0800 991234

Universal Credit claimants – 0345 6000 723

Council tax – need to speak to Local Authority
Q34. If part or all of the Support for Mortgage Interest loan is written off, will it affect me being able to sell my property or affect my future credit rating?
A. No.  The Support for Mortgage Interest loan will also not appear on any credit report even if it is written off. The charge will be taken off the property completely. 
Q35. Will it cost me money to set this Support for Mortgage Interest loan up? Do I have to pay any admin fees?
A. No.
Q36. I am getting Support for Mortgage Interest for a Home Improvement loan/secured loan, will the support carry on?
A. Yes. If you accept the offer of the Support for Mortgage Interest loan, then whatever your existing Support for Mortgage Interest benefit pays for, will carry on.
Q37. If I decide to wait to accept the offer of a Support for Mortgage Interest loan, for example it takes me 3 months to decide, would I get 3 months worth of payments? 
A. No, your payments would start from the month you accept the Support for Mortgage Interest loan.
Q38. If I accept my SMI loan in July – could the rate be different when it starts in April?
A. Yes.
Q39. Will I get told every time the Support for Mortgage Interest loan rate added to my outstanding debt amount changes?
A. Yes you will. 
Q40. Who can witness the consent form?
A. The witness can’t be anyone who is part of the Support for Mortgage Loan agreement themselves. The witness should be over 18 years old, not your partner, or someone who lives with you. 
Q41. If there isn’t a charge on my property, how can you force me to repay the Support for Mortgage Interest outstanding loan amount?
A. If there hasn’t been a charge on the property and the Support for Mortgage Interest loan debt is not re-paid when the property is sold or ownership is transferred, civil recovery action can be taken. This means the government can take you to court to recover the outstanding money.
Q42. You said that the interest rate charged would be the rate the government borrows at, does that mean the government can charge any interest rate they like?
A. The interest rate will be tied to the forecast for market rates in the Office for Budget Responsibility’s Economic and Fiscal Outlook Report. The interest rate charged will be updated twice a year with figures from the most recently published report.
Q43. Why does the government only pay the interest off? Why don’t they pay all my mortgage payment?
A. It has never been the intention to cover all of a person's mortgage payments. No help is provided towards mortgage capital repayments or arrears, endowment or insurance premiums. It is important to remember that the purchase of a home involves a person getting a valuable asset. A fair balance has to be found between the needs of homeowners and the cost to taxpayers. 
When the SMI payment is less than the lender's rate charged on the loan, it is the claimant’s responsibility, working together with the lender, to meet any shortfall in payments.
Q44. Why does paying off just the interest keep mortgage lenders happy? 
A. SMI keeps lenders happy because it supports nearly 150,000 mortgages which would otherwise be “distressed” and allows those claimants to continue to remain in their homes. It means that in the vast majority of these cases lenders do not take repossession action which is both costly for them and potentially de-stabilises the housing market – if there are lots of repossessions as there were in the late 80s/early 90s then people can become reluctant to take out mortgages because of a fear of being repossessed and becoming homeless. Low repossessions as we have now are presentationally beneficial for lenders as it demonstrates that the lending industry is focused on keeping people in their homes rather than taking the bluint-edged option of repossession simply to get their money back.  

Lenders are required to treat their customers fairly, and to consider what they can do to prevent borrowers losing their homes. Under FCA regulations, lenders must prove they have considered all other options before trying to repossess a property. For example, they may agree to change or lengthen the term of the loan; accept reduced payments in the short term or add the debt to the amount borrowed. A lender would have to take SMI payments into account when deciding whether to repossess a person’s property.



Signposting 
· DWP Benefit Enquiry line telephone numbers:
Working Age excluding UC claimants for England and Scotland - 0345 6088545 
Working Age excluding UC claimants for Wales - 0345 6003018 
Pension Credit – 0800 991234
Universal Credit – 0345 6000 723

DWP websites:
England and Scotland - www.gov.uk 
Wales -  www.gov.uk/cymraeg
· Money Advice Service - www.moneyadviceservice.org.uk or call 0300 500 5000.
· Citizens Advice - www.citizensadvice.org.uk for England and Wales or www.cas.org.uk for Scotland
· Shelter - www.shelter.org.uk in Scotland and England or www.sheltercymru.org.uk in Wales
· Debt advice - www.adviceguide.org.uk
· Age UK – www.ageuk.org.uk or 0800 1692081
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	Service Level 1 - PERCENTAGE OF INFORMED DISCUSSIONS COMPLETED

	Service Level Description
	Percentage of informed discussions completed 

	Service Level Calculation
	A / B * 100
Where:
A= number of Informed Discussions completed 

B= number of customers cases number of calls re-scheduled/incomplete

	Measurement Period
	Weekly 

	Expected Service Level
	More than 75% of Informed Discussions completed within 14 Working days of the data transfer from DWP.  

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the total invoice for the relevant week, shall be applied as follows:-

	Percentage
	Service Credit
	Service Credit – more than 1 occurrence in any 3 month rolling period

	70-74.9%
	3%
	7.5%

	65 - 69.9%
	4%
	9.5%

	<65%
	6%
	11.5%




	Service Credit Calculation Period
	The relevant week to which any Service Credit applies

	Excused Performance
	Not applicable.  





	Service Level 2 - PERCENTAGE OF INFORMED DISCUSSIONS MADE TO BOOKED TIME SLOT

	Service Level Description
	Percentage of Informed Discussions made  to booking schedule

	Service Level Calculation
	A / B * 100
Where:
A= number of Informed Discussions made to booked time slot  

B= total number of Informed Discussions booked on the schedule 

	Measurement Period
	Weekly 

	Expected Service Level
	Percentage of Informed Discussions made within the booked time slot is more than 90% of the total number of Informed Discussions booked on the schedule.

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the total invoice for the relevant week, shall be applied as follows:-

	Percentage
	Service Credit
	Service Credit – more than 1 occurrence in any 3 month rolling period

	85 - 89.9%
	3%
	7.5%

	80 - 84.9%
	4%
	9.5%

	<80%
	6%
	11.5%




	Service Credit Calculation Period
	The relevant week to which any Service Credit applies

	Excused Performance
	Not applicable.  





	Service Level 3 -  BLOCKED CALLS

	Service Level Description
	Blocked Calls 

	Service Level Calculation
	A / B * 100
Where:
A= number of Blocked Calls 

B= number of Offered calls 

	Measurement Period
	Weekly 

	Expected Service Level
	Blocked Calls of less than 1% of the total Weekly calls offered

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the total invoice for the relevant week, shall be applied as follows:-

	Blocked Calls
	Service Credit
	Service Credit – more than 1 occurrence in any 4 week rolling period 

	1% or more blocked calls
	1%
	3%




	Service Credit Calculation Period
	The relevant week to which any Service Credit applies

	Excused Performance
	Not applicable.  





	
Service Level 4 -  QUALITY 

	Service Level Description
	Quality

	Service Level Calculation
	A / B * 100
Where:
A= number of calls checked for accuracy where the required quality standard has been achieved 

B= number of calls checked for accuracy

	Measurement Period
	Quality is measured by call evaluations undertaken on a monthly basis

	Expected Service Level
	Monthly target of 90%, with a total of 2 call evaluations undertaken per agent per month, including one Informed Discussion.  

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the charge for the total invoice for the relevant month, shall be applied as follows:-

	Quality
	Service Credit
	Service Credit – more than 1 occurrence in any 3 month rolling period

	< 90%
	2%
	5%




	Service Credit Calculation Period
	The relevant month to which any Service Credit applies

	Excused Performance
	Not applicable.  







	SERVICE LEVEL 5 -  PERCENTAGE OF CALLS ANSWERED

	Service Level Description
	Incoming Call Answering 

	Service Level Calculation
	A / B * 100
Where:
A= Total number of incoming calls which are Answered by the Contractor 

B= Total number of Offered calls

	Measurement Period
	Daily PCA is measured on a daily basis; weekly PCA is measured on a weekly basis.

	Expected Service Level
	Weekly PCA of 90%
Daily PCA of no less 90%

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the charge for the relevant week, shall be applied as follows:-
	Weekly PCA
	Service Credit
	Service Credit – more than 1 occurrence in any 4 week rolling period

	85 - 89.9%
	2%
	5%

	80 - 84.99
	3%
	7.5%

	<80%
	5%
	10%






	Service Credit Calculation Period
	The relevant day or week to which any Service Credit applies

	Excused Performance
	Any day where the volume of calls Offered exceeds the volume of calls Forecast by more than 10%, that day is excluded from performance measurement calculations



	
SERVICE LEVEL 6 -  IT AND TELEPHONY INFRASTRUCTURE

	Service Level Description
	The Contractor’s IT (stand alone database) and telephony systems to be available and remain fully operational during the Service Opening  Hours 

	Service Level Calculation
	A/B*100 = 
A = Number of Service Opening Hours
B = Number of hours in which the Contractor’s IT and Telephony system is available 

	Measurement Period
	Monthly

	Expected Service Level
	99.96%

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the relevant month, shall be applied as follows:-

	Telephony
	Service Credit
	Service Credit – more than 1 occurrence in any 3 month rolling period

	< 99.96%
	2% 
	5%




	Service Credit Calculation Period
	The relevant month to which any Service Credit applies

	
Excused Performance
	Not applicable















	SERVICE LEVEL 7 -  PROVISION OF MANAGEMENT INFORMATION (WEEKLY) AND CALL OUTCOME REPORTS

	Expected Service Level
	Accurate daily and weekly Management Information to be available to the Authority by 09.00 on the first Working Day of each week for the previous week  

	Measurement Period
	Weekly

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the charge for the relevant week, shall be applied as follows:- 

	MI Provision
	Timescale
	Service Credit
	Service Credit – more than 1 occurrence in any 4 week rolling period

	Timescale not achieved and /or inaccurate report provided
	After 09.00 same Working day
	0.5%
	3%

	
	Next Working Day  – 2 Working days late
	1.5%
	4.5%

	
	3 Working days +
	4%
	6%




	Service Credit Calculation Period
	The relevant week to which any Service Credit applies

	
Excused Performance
	Not applicable







	
SERVICE LEVEL 08 -  SECURITY AUDIT

	Expected Service Level 
	The Contractor shall fully comply with the Authority’s Security standards and procedures at all times.

	Service Level description
	The Supplier shall be audited monthly, if the Contract management team finds significant non-compliance with the Authority’s Security standards the Supplier shall be deemed to have failed the audit. Failure of the Audit will be treated as a security breach. 
Significant non-compliance is defined as breaches in security procedures including system test checks, user records procedures, bogus caller procedures, incident reporting, physical security processes, and data security (physical and electronic).
Significant or wide reaching call recording failures will also constitute an audit failure and security breach.

	Measurement Period
	Monthly

	Service Credit Calculation
	In the event that the Contractor fails to achieve the required level of performance, Service Credits, relating to the charge for the relevant month, shall be applied as follows:-

	
	Service Credit
	Service Credit – 1 or more occurrence in any 3 month rolling period

	Any element of the security audit is breached
	0.5%
	5%




	Service Credit Calculation Period
	The relevant month to which any Service Credit applies

	Criteria
	Definitions

	(*) Data Transfer incidents:
	The Supplier will comply with the Authority’s Data Transfer standards. All data transfers shall be undertaken using the secure Government network, email via Microsoft Outlook or DWP accredited systems. Any exceptions must be discussed with the Contract team before any activity takes place. Any single failure will result in a security breach.

	(**) Audit failure:
	The Supplier shall be audited monthly, if the Contract management team finds significant non-compliance with the Authority’s Security standards the Supplier shall be deemed to have failed the audit. Failure of the Audit will be treated as a security breach. 
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