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Call-Off Schedule 14 (Service Levels)
1. Definitions
1.1 In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	“Critical Service Level Failure”
	Is where the Provider fails to meet the criteria for any given KPI as per Annex 1;

	“KPI”
	[bookmark: _Hlk89072907]the Key Performance Indicators set out in Table 1 of Annex A;

	"KPI Failure" 
	the Supplier fails to provide any part of the Services in accordance with and so as to at least meet the Target Performance Levels in respect of a KPI;

	“Measurement Period”
	in relation to a KPI or SPI, the period over which the Supplier’s performance is measured (for example, a Service Period if measured monthly or a twelve (12) month period if measured annually), as is specified for each KPI or SPI in the tables set out at Annex 1;

	"Service Credit Cap"
	Is 100% of Provider Profit in any given month;

	“SPI”
	the subsidiary performance indicators set out in Table 2 of Annex A;

	“SPI Failure”
	a failure to meet the Target Performance Level in respect of a SPI;

	"Service Credits"
	any service credits specified in the Annex A of this Schedule being payable by the Supplier to the Buyer in respect of any failure by the Supplier to meet one or more Service Levels;

	Service Levels
	Equally means KPI’s (Key Performance Indicators)

	Service Level Performance Measure
	shall be as set out against the relevant Service Level in the Annex to Part A of this Schedule



2. What happens if you don’t meet the Service Levels
2.1 The Supplier shall at all times provide the Deliverables to meet or exceed the Service Level Performance Measure for each Service Level.
2.2 The Supplier acknowledges that any Service Level Failure shall entitle the Buyer to the rights of this Schedule including the right to any Service Credits and that any Service Credit is a price adjustment and not an estimate of the Loss that may be suffered by the Buyer as a result of the Supplier’s failure to meet any Service Level Performance Measure.
2.3 The Supplier shall send Performance Monitoring Reports to the Buyer detailing the level of service which was achieved.
2.4 A Service Credit shall be the Buyer’s exclusive financial remedy for a Service Level Failure except where:
2.4.1 the Supplier has over the previous (twelve) 12 Month period exceeded the Service Credit Cap; and/or
2.4.2 the Service Level Failure:
(a) exceeds the relevant Service Level Threshold;
(b) has arisen due to a Prohibited Act or wilful Default by the Supplier; 
(c) results in the corruption or loss of any Government Data; and/or
(d) results in the Buyer being required to make a compensation payment to one or more third parties; and/or
2.4.3 the Buyer is entitled to or does terminate this Contract pursuant to Clause 10.4 (CCS and Buyer Termination Rights).
2.5 Not more than once in each Contract Year, the Buyer may, on giving the Supplier at least three (3) Months’ notice, change the weighting of Service Level Performance Measure in respect of one or more Service Levels and the Supplier shall not be entitled to object to, or increase the Charges as a result of such changes, provided that:
2.5.1 the total number of Service Levels for which the weighting is to be changed does not exceed the number applicable as at the Start Date; 
2.5.2 the principal purpose of the change is to reflect changes in the Buyer's business requirements and/or priorities or to reflect changing industry standards; and
2.5.3 there is no change to the Service Credit Cap.
3. Critical Service Level Failure
On the occurrence of a Critical Service Level Failure:
3.1 any Service Credits that would otherwise have accrued during the relevant Service Period shall not accrue; and
3.2 the Buyer shall (subject to the Service Credit Cap) be entitled to withhold and retain as compensation a sum equal to any Charges which would otherwise have been due to the Supplier in respect of that Service Period ("Compensation for Critical Service Level Failure"),
provided that the operation of this paragraph 3 shall be without prejudice to the right of the Buyer to terminate this Contract and/or to claim damages from the Supplier for material Default.


Part A: Service Levels and Service Credits 
1. Service Levels
If the level of performance of the Supplier:
1.1 is likely to or fails to meet any Service Level Performance Measure; or
1.2 is likely to cause or causes a Critical Service Failure to occur, 
the Supplier shall immediately notify the Buyer in writing and the Buyer, in its absolute discretion and without limiting any other of its rights, may:
1.2.1 require the Supplier to immediately take all remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a Service Level Failure or Critical Service Level Failure from taking place or recurring; 
1.2.2 instruct the Supplier to comply with the Rectification Plan Process; 
1.2.3 if a Service Level Failure has occurred, deduct the applicable Service Level Credits payable by the Supplier to the Buyer; and/or
1.2.4 if a Critical Service Level Failure has occurred, exercise its right to Compensation for Critical Service Level Failure (including the right to terminate for material Default).
1.2.5 [bookmark: _Int_avQFmNzr]In regards to an SPI Failure, the Supplier shall notify the Authority as soon as practicable but in any event within 3 Working Days of becoming aware of the SPI Failure setting out:
full details of the SPI Failure, including a root cause analysis;
the actual or anticipated effect of the SPI Failure; and
the steps which the Supplier will take (if applicable) to rectify the SPI Failure and/or to prevent the SPI Failure from recurring, including timescales for such steps and for the rectifications; and
immediately start work on the corrective actions
2. Service Credits
2.1 The Buyer shall use the Performance Monitoring Reports supplied by the Supplier to verify the calculation and accuracy of the Service Credits, if any, applicable to each Service Period.
2.2 Service Credits are a reduction of the amounts payable in respect of the Deliverables and do not include VAT. The Supplier shall set-off the value of any Service Credits against the appropriate invoice. 


1.2.6 [bookmark: _GoBack]Service Points
1.2.7 If the level of performance of the Supplier during a Measurement Period meets or exceeds the Target Performance Level in respect of a KPI, no Service Points shall accrue to the Supplier in respect of that KPI.
1.2.8 If the level of performance of the Supplier during a Measurement Period is below the Target Performance Level in respect of a KPI, Service Points shall accrue to the Supplier in respect of that KPI.
1.2.9 The number of Service Points that shall accrue to the Supplier in respect of a KPI Failure shall be the relevant number as set out in Table 1 Annex A (in its form at the relevant time and as may be adjusted in accordance with this Agreement) depending on the performance level achieved (rounded to the nearest one decimal place), unless
1.2.10 Failure to measure or report on a KPI applies, in which case Service Points shall accrue to the Supplier in respect of that deemed KPI Failure at the highest available level associated with that KPI; and/or 
1.2.11 [bookmark: _Ref508711279]The Authority shall be entitled to redistribute Service Points between KPIs (at its sole discretion by giving at least one (1) months' notice in writing to the Supplier but without having to follow the Change Control Procedure), subject to the following restrictions:
1.2.12 [bookmark: _Int_wMPEkJkJ]the maximum number of Service Points that can be allocated to any one (1) single KPI is 22 (without prejudice to the application of Repeat KPI Failures.
1.2.13 no more than 44 Service Points can be reallocated across all of the KPIs in any one Measurement Period; and
1.2.14 any such reallocation shall take effect at the start of the next Measurement Period to commence for the relevant KPIs following service of notice in writing by the Authority.
1.2.15 [bookmark: _Ref88748949]Not more than twice in each Contract Year the Authority may, on giving the Supplier at least 3 months’ notice convert one or more:
1.2.16 Key Performance Indicators into a Subsidiary Performance Indicator; and/or
1.2.17 Subsidiary Performance Indicators into a Key Performance Indicator (in which event the Authority shall also set out in the notice details of what will constitute a KPI Failure for the new Key Performance Indicator).
1.2.18 The Supplier shall not be entitled to object to any changes made by the Authority, or increase the Service Charges as a result of such changes provided that:
1.2.19 the principal purpose of the changes is to reflect changes in the Authority’s business requirements and/or priorities or to reflect changing industry standards; and
1.2.20 there is no change to the Service Credit Cap.
1.2.21 For the avoidance of doubt, Service Points (and accordingly Service Credits) shall be accrued cumulatively by the Supplier (and for each KPI against which there is a relevant KPI Failure). Service Credits accrued by the Supplier for all KPI Failures in a Service Period shall be added together to give the total Service Credit due from the Supplier in respect of that Service Period.
1.2.22 The number of Service Points that shall accrue to the Supplier in respect of a Measurement Period and for a KPI Failure that is a Repeat KPI Failure shall be calculated as follows: 
1.2.23 SP = P + (P * RFC * 0.5)  
1.2.24 where: 
1.2.25 SP = 	the number of Service Points that shall accrue for the relevant Repeat KPI Failure;
1.2.26 	P =	the applicable number of Service Points for that KPI Failure as set out in Annex 1 depending on the performance level achieved; and
1.2.27 	RFC = 	the Repeat Failure Count.
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Annex A: Services Levels & Service Credits Table
TABLE 1: KEY PERFORMANCE INDICATORS AND SERVICE PERFORMANCE LEVEL MEASURE :
	No
	KPI Description
	KPI Start
	KPI Stop
	Measurement Frequency 
	Target Performance
Level
	Service Points (SP)
	Critical KPI Failure Performance Threshold

	Critical KPI – Time To Hire

	KPI1
	Reduce Time to Hire (Per Campaign, Per Candidate)

Exclusions:
· If any substantial changes are made to the Campaign after the Vacancy Close Date we can review this metric for that Campaign
	Vacancy Close Date per Campaign
	Candidate submission of their Pre-Employment checks documentation, per Campaign, per Candidate
	Monthly
	90 Working Days or less for 85% of the Campaigns;

and

100 Working Days or less for 95% of the Campaigns.
	Below 85% in 90 Working Days = 2 SP
Below 80% in 90 Working Days = 2 SP
Below 95% in 100 Working Days = 2 SP
Below 90% in 100 Working Days = 2 SP


	Below 85% in 100 Working Days

	Candidate & Vacancy Holder User Experience & Engagement

	KPI2
	Resolution of Candidate Complaints
	Complaint being Raised
	Complaint Resolution
	Monthly
	90% within 10 Working Days
  
	Below 90% in 10 Working Days = 2 SP
Below 85% in 10 Working Days = 2 SP
Below 80% in 10 Working Days = 2 SP
Below 75% in 10 Working Days = 2 SP
	Below 70% in 10 Working Days

	KPI3
	Candidate Satisfaction Survey
	Candidate Satisfaction Survey Issued
	Candidate Satisfaction Survey Received
	Monthly
	95% Satisfied Responses
  
	Below 95% Satisfied = 2 SP
Below 90% Satisfied = 2 SP
Below 85% Satisfied = 2 SP
Below 80% Satisfied = 2 SP


	Below 75% Satisfied

	Streamline Processes

	KPI4
	Accurately Respond to Recruitment System Queries from Nominated HR Users.
	Query Raised
	Query Responded
	Monthly
	95% in 1 Working Day

And
100% in 2 Working Days
	Below 95% in 1 Working Day = 2 SP
Below 90% in 1 Working Day = 2 SP
Below 100% in 2 Working Days = 2 SP
Below 95% in 2 Working Days = 2 SP
	Below 90% in 2 Working Days

	Reporting & Account Management

	KPI5
	In regard to:
· Parliamentary Question (PQ’s)
· Staff Subject Access Request (SARS)
· Freedom of Information (FOI) Requests

	KPI5 (A)
	Provide an Initial Acknowledgement to All Requests
	Request Received
	Initial Request Acknowledged
	Monthly
	95% Acknowledged within 10 Working Hours
	Below 95% in 10 Working Hours = 2 SP
Below 90% in 10 Working Hours = 2 SP
Below 85% in 10 Working Hours = 2 SP
	Below 80% in 10 Working Hours

	KPI5 (B)
	Providing Requested Data within the timeframe agreed timeframe or within this metric
	Data Requested
	Data Provided
	Monthly
	100% Data Provided within 24 Working Hours








	Below 100% in 24 Working Hours = 2 SP
Below 95% in 24 Working Hours = 2 SP
Below 90% in 24 Working Hours = 2 SP
	Below 85% in 24 Working Hours

	Social Value

	KPI6
	Diversity & Inclusion targets to be agreed on a Campaign by Campaign basis via the Planning Meetings. The Provider must evidence their efforts to meet the following Base Targets (Subject to change per Campaign)  
	Start of Campaign
	End of Campaign
	Monthly
	Candidates:
24% Ethnic Minority Groups 
12% ‘do not disclose’ or ‘identify as having a disability’ or ‘prefer not to say’
40% Female candidates
6% LGBTQ+ candidates

	N/A
	Limited to Zero Evidence provided.

	KPI7
	Socio-Economic Candidate Backgrounds to be Recorded in each Campaign; in line with the Civil Service Report on ‘Measuring Socio-Economic Backgrounds in your workforce’
	Start of Campaign
	End of Campaign
	Monthly
	80% Recorded
	N/A
	Less than 50% Recorded





Table 2: Subsidiary Performance Indicators
	No
	SPI Description
	Frequency of Measurement
	Target Performance Level
	Service Points (only applicable where promoted to a KPI)

	Reduce Time to Hire

	SPI1
	Adverts to be Activated following receipt of all required information from vacancy holder or from mutually agreed planned ‘go live’ date.
	Monthly
	100% within 16 Working Hours
	TBC

	SPI2
	The New Entrant Notification (online & offline) to be processed and sent to the department's payroll provider, on receipt of all required information from vacancy holder
	Monthly
	95% within 16 Working Hours
	TBC

	Candidate & Vacancy Holder User Experience & Engagement

	SPI3
	Availability of the Supplier's ‘Customer Hub’ contact centre

	SPI3 (A)
	Voice & Email queries between 08:00 and 18:00 on Working Days

	Monthly
	Available 98% of the Working Hours 

	TBC

	SPI3 (B)
	Live chat between 09:00 and 17:00 on Working Days
	Monthly
	Available 98% of the Working Hours 

	TBC

	SPI4
	24/7 Availability of the Supplier’s Applicant Tracking System.
Exception: Planned Scheduled Downtime/Maintenance
	Monthly
	Available 99%
	TBC

	Streamline Processes

	SPI5
	Provide HORC approved users with system access
	Monthly
	95% in 8 Working Hours
And
100% in 40 Working Hours
	TBC

	Reporting & Account Management

	SPI6
	Accurate & Timely Billing – Invoices to be submitted on time and with correct backing data
	Monthly
	100%
	TBC

	SPI7
	Respond & Action all standard requests for MI and regular reporting requirements
	Monthly
	95% in 16 Working Hours
And
100% in 24 Working Hours
	TBC

	SPI8
	Campaign reports for all live campaigns to be sent to HORC and Vacancy Holder(s) on a weekly basis.
	Weekly
	95% of live campaign reports sent each week
	TBC

	SPI9
	Media reports for live campaigns to be sent to HORC Brand and Experience team
	Weekly
	95% of media reports for live campaigns sent each week
	TBC

	SPI10
	Master data sheet detailing volumes of candidates who have hit the invoicing trigger point
	Monthly
	95% of master data sheets to be sent within 5 working days of month end
	TBC

	SPI11
	Contract update spreadsheet to be sent to HORC contract manager
	Monthly
	95% of contract update spreadsheets to be sent on the first working day of each month
	TBC

	SPI12
	Performance monitoring report to be sent to HORC contract manager
	Monthly
	95% of performance monitoring reports to be sent at least 2 working days before the monthly Contract Performance Review meeting
	TBC

	SPI13
	Produce a Post Campaign Report covering:
· Project Summary
· Media Strategy with Response Rates
· Cost Summary
· Results & Lessons Learned
	At end of each Campaign 
	95% within 12 working days of the end of each campaign
	TBC

	Continuous Improvement

	SPI14
	Submit 10 Continuous Improvement ideas over the life of the contract, using the Template provided
	Monthly
	100%
	TBC


Performance Indicator Definitions
For the purposes of the Table 1 above, the following terms shall have the following meanings:
“Accurately Respond” = To provide a response which has accurate data which can be evidenced
“Acknowledged” = To provide acknowledgement that information is received on a matter
“Base Targets” = The targets set on a campaign to campaign basis
“Candidate” = The individual ‘customer’ applying for the vacancy
“Candidate Satisfaction Survey” = The individual ‘customer’ applying for the vacancy inputting into a survey at the end of the process
“Campaign” = The remit by which each project is launched to fill vacancies
“Candidate Complaints” = The individual ‘customer’ applying for the vacancy who may raise a Complaint in regard the process
“Civil Service Report on ‘Measuring Socio-Economic Backgrounds in your workforce” = Publically available report
“Complaint Raised” = The individual ‘customer’ applying for the vacancy who may raise a Complaint in regard the process
“Complaint Resolution” = The individual ‘customer’ applying for the vacancy who may raise a Complaint in regard the process and receives a resolution to said Complaint
“Data Provided” = Whereby Data requested is provided
“Freedom of Information (FOI) Requests” = As per Legal Definition
“Initial Acknowledgement” = Where the Provider provides receipt of raised issue
“Nominated HR Users” = As defined by the Authority as Nominated users of the HR system
“Parliamentary Question (PQ’s)” = As per Legal Definition

“Planning Meetings” = In relation to a Campaign
“Pre-Employment Checks Documentation” = Documentation in regard to mandatory Pre-Employment checks
“Recorded” = Officially in a system
“Recruitment System Queries” = A question which is raised officially
“Request Received” = Receipt provided officially in the system
“Requested Data” = Data which has been requested
“Resolution” = The confirmation of a resolved issue
“Satisfied Responses” = Responses, with adequate detail, which satisfy the query raised
“Social Value” = As per the Public Services (Social Value) Act 2012
“Staff Subject Access Request (SARS)” = As per Legal Definition
“Time to Hire” = The time it takes from Advert Posting to Hiring of the candidate(s)
“Vacancy Close Date” = The determined closing date of the Vacancy, and thus also end of Campaign advertising


Part B: Performance Monitoring 
3. Performance Monitoring and Performance Review
3.1 Within twenty (20) Working Days of the Start Date the Supplier shall provide the Buyer with details of how the process in respect of the monitoring and reporting of Service Levels will operate between the Parties and the Parties will endeavour to agree such process as soon as reasonably possible.
3.2 The Supplier shall provide the Buyer with performance monitoring reports ("Performance Monitoring Reports") in accordance with the process and timescales agreed pursuant to paragraph 4.1 of Part B of this Schedule which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
3.2.1 for each Service Level, the actual performance achieved over the Service Level for the relevant Service Period;
3.2.2 a summary of all failures to achieve Service Levels that occurred during that Service Period;
3.2.3 details of any Critical Service Level Failures;
3.2.4 for any repeat failures, actions taken to resolve the underlying cause and prevent recurrence;
3.2.5 the Service Credits to be applied in respect of the relevant period indicating the failures and Service Levels to which the Service Credits relate; and
3.2.6 such other details as the Buyer may reasonably require from time to time.
3.3 The Parties shall attend meetings to discuss Performance Monitoring Reports ("Performance Review Meetings") on a Monthly basis. The Performance Review Meetings will be the forum for the review by the Supplier and the Buyer of the Performance Monitoring Reports.  The Performance Review Meetings shall:
3.3.1 take place within one (1) week of the Performance Monitoring Reports being issued by the Supplier at a location and time (within normal business hours) as the Buyer shall reasonably require;
3.3.2 be attended by the Supplier's Representative and the Buyer’s Representative; and
3.3.3 be fully minuted by the Supplier and the minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to the Buyer’s Representative and any other recipients agreed at the relevant meeting.  
3.4 The minutes of the preceding Month's Performance Review Meeting will be agreed and signed by both the Supplier's Representative and the Buyer’s Representative at each meeting.
3.5 The Supplier shall provide to the Buyer such documentation as the Buyer may reasonably require in order to verify the level of the performance by the Supplier and the calculations of the amount of Service Credits for any specified Service Period.
4. Satisfaction Surveys
4.1 [bookmark: _heading=h.gjdgxs][bookmark: _heading=h.30j0zll]The Buyer may undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables. The Buyer shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Deliverables which the responses to the Satisfaction Surveys reasonably suggest are not in accordance with this Contract.
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