CHANGE AUTHORISATION NOTE

CR NOQ.: TITLE: DATE RAISED:
TPSICAN 29 -| TPS Contract Extension 28 November 2014
PROJECT: N/A TYPE OF CHANGE: REQUIRED BY DATE:

Amendments made to | 28 November 2014
existing Clauses and
Schedules, the insertion of
new Clauses and
Schedules as a result of
the extension of the term
of the TPA contract.

DETAILED DESCRIPTION OF CONTRACT CHANGE:

1.1

12

2.1

2.2

3.1

3.2

DEFINITIONS AND INTERPRETATION

Terms and expressions used in this Change Authorisation Note shall, unless the context otherwise
requires, have the meaning given to them in the pension administration services agreement made
between (1) The Secretary of State for Education and (2) Capita Employee Benefits Limited
{formerly known as Capita Business Services Limited) dated 24 March 2011 unless the context
otherwise requires.

In the case of conflict or ambiguity, the order of precedence for this Change Authorisation Note and
the documents attached to or referred to in this Change Authorisation Note will be as follows:

1.21 this Change Authorisation Note (including the Appendices but excluding Appendix 2 of
this Change Authorisation Note);

1.22 the documents referred to in this Change Authorisation; and
1.2.3 Appendix 2 of this Change Authorisation Note.

CONDITION PRECEDENT

The obligations and rights of each Party set out in this Change Authorisation Note are conditional
upon the Contractor executing an agreement for lease for the New Property by no later than 23:59
on 31 December 2014 and providing to the Department by no later than such date a copy of such
agreement for lease, and subject to this Clause 2, this Change Authorisation Note shall not come
into effect until such condition has been satisfied.

This Clause 2 shall come into effect on the date on which both Parties sign this Change
Authorisation Note. The remainder of this Change Authorisation Note shall come into effect on the
date on which the condition referred to in Clause 2.1 is satisfied. If the Contractor fails to satisfy the
condition in Clause 2.1 this Change Authorisation Note shall automatically terminate.

NOTICE OF EXTENSION

Pursuant to Clauses 3.3 and 3.4 of the Agreement, the Department hereby gives notice that it has
exercised its option to extend the Term of the Agreement beyond the Initial Term for all three of the
Extension Periods referred to in Clause 3.3 {being the First Extension Period, Second Extension
Period and Third Extension Period) and accordingly the Agreement shall expire on the expiry of the
Third Extension Period being 23:59 on 30 September 2021.

Upon the date on which both Parties sign this Change Authorisation Note, the Changes to the
Agreement set out in Paragraph 5 of this Change Authorisation Note shall take effect save in




4.1
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5.1

respect of:
3.21 the amendments set out in paragraphs 4.1.10 to 4.1.12 (inclusive:), 424and4.29,

3.22 the insertion of the following defined terms;

(a) Contract Year 8;

{b} Contract Year 9;

(c) Contract Year 10; and
(d) Service Elements;

323 the amendments to the definition of "Forecast Gain",

which shall take effect on the expiry of the Initial Term being {23:59 on 30 September
2018.

UPDATED FINANCIAL MODEL

Pursuant to Paragraph 5.3 of Schedule 7.5 {(Financial Model}, the Contractor has revised the
Financia! Model to reflect adjustments to the Charges as a result of the'Contractor implementing
the Changes set out in this Change Authorisation Note.

A CD-ROM signed by the Parties is attached to this Change Authorusat:on Note which contains a
copy of the revised Financial Model with reference number v2 dated 18 November 2014,

The Department has approved the revised Financial Model referred to in Raragraph 4.2.
]

The revised Financial Model shall take effect on the date both Pfarties sign this Change
Authorisation Note.

EXTENSION CHANGES
Changes to Clauses of the Agreement:
51.1 A new Clause 3.2.2A is inserted as follows:

“undertake the Relocation Activities during the period from 1‘0‘December 2014 until the
achievement of all Relocation Milestones identified in the Relo:c?tion Pian".

§
51.2  Clause 3.5 is deleted and replaced with a new Clause 3.5 as follows:
"Clause 3.5 Not Used".
513 - InClause 5, Clauses 7 to 9, Clause 11.1 and Clause 47.3, afterieach reference to:

(a) "Implementation Activities" insert the words "and/ori Relocation Activities (as
applicable}"; and

(9] "Implementation Plan" insert the words "and/or Relocation Plan (as applicable)".
51.4 A new Clause 5.1A is inserted as follows:

"Subject always to paragraph 1.3 of Schedule 3 (Department Responsibilities) the

Contractor shall provide the Relocation Activities in parallel }with the provision of the

Operational Services to ensure the seamless and smooth transmon from providing the
Operational Services from the Department Premises at Mowden Hall to the New Prope

.

—
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5.1.6

519

51.10

and without any interruption to or other adverse impact on the Operational Services. For
the avoidance of doubt, the Contractor shall not be relieved from the application of any
provisions of this Agreement {including Service Levels and Service Credits) during the
provision of the Relocation Activities."

A new Clause 6.1A is inserted as follows:

"Where the Contractor has completed the Relocation Activities in respect of a Milestone,
such Relocation Activities shall be subject to testing in accordance with the applicable
provision of the Relocation Assurance Procedures."

Clause 6.2 is deleted and replaced with the following new Clause 6.2:

Each Party shall hear its own costs in respect of the Testing Procedures and the
Relocation Assurance Procedures. However, if a Milestone does not Achieve the Test
Success Criteria or Relocation Mitestone Assurance Criteria (as applicable), provided that
this is not due to a Department Cause, the Department shail be entitled to recover from
the Contractor any reasonable additional costs it may incur as a direct or indirect result of
further review or re-Testing of a Milestone to Achieve the Test Success Criteria.

Clause 7.3 shall apply in respect of any Delay to a Relocation Milestone.
The following words are added to the end of Clause 7.6:

“(it being recognised that Clause 7.3 also applies to Delay to a Relocation Milestone).”
A new Clause 8.2.3 is inserted as follows:

"8.2.3  in respect of a failure to Achieve Relocation Milestone RM5 by the Relocation
Milestone RMS Longstop Date due to the Contractor's Default the Contractor
shall, until such time that the Contractor has Achieved Relocation Milestone
RMS, the Department shall not be required to pay any further rent, rates,
service charges or any other charges relating to or in respect of the New
Property.”

New Clauses 27.12 and 27.13 are inserted as follows:

"27.12 The Department may from time to time, in its sole discretion and by giving
the Contractor three (3) months' written notice in each case, require the Contractor to
provide the Service Elements specified in such notice solely via digital channels, such as
via the Coniractor's website and/or directly via a link to the Contractor Systems, and in
accordance with systems, processes, procedures and methods agreed by the Parties in
writing. The Department shall specify in the written notice only those Service Elements
which the Contractor is already providing partly via digital channels. The Contractor shall
provide the Service Elements set out in the Department's written notice in accordance
with such agreed systems, processes, procedures and methods and with effect from the
date of expiry of the Department's written notice.”

27.13 If the Department requires the contractor to provide any Service Elements using
solely digital channels pursuant to Clause 27.12, then the Forecast Gain share shall be
further reduced by a maximum of one and a half per cent (1.5%). The amount of
reduction to be applied shall be directly related to the total non digital volumes of digital
activities for each Service Element, listed in Appendix 2 to Part 1 of Schedule 7.3 (Value
for Money Provisions) required to be solely supported through digital channels in
accordance with Clause 27.12, divided by the total number of non digital volumes for all
activities listed in Appendix 2 Part 1 of Schedule 7.3 (Value for Money Provisions}. This
ratio shall then be applied to the maximum gain share reduction of one and a half per
cent (1.5%) (referred to above) to calculate the applicable reduction (for example the total
number of non digital transactions for all activities described in Appendix 2 to Part 1 of
Schedule 7.3 (Value for Money Provisions) is 263,023, For the benefit of this example if
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51.11

5.1.12

5.1.13

51.14

51.15

the Department mandates retirement applications only (as at November 2014, 22,368
retirement applications are made via a non digital channel) in domg so the Department
would be mandating 8.5% of the non digital volume (22,368/263,023). The total amount of
gainshare reduction possible is 1.5%, taking 8.5% of 1.5 gives the galnshare reduction
achieved by mandating Retirement applications - 0.13%). Where the requirement to
provide Service Elements using solely digital channels occurs on‘multiple occasions, the
same calculation will be applied, minus those activities already directed by the
Department to be solely digital. The table in Appendix 2 to Part 1.0f Schedule 7.3 (Value
for Money Provisions) provides a set of indicative volumes to demonstrate how this
calculation will be applied, but is only intended to be illustrative, as the volumes will
change moving forward, however, the Service Elements are statip and will not change”

At the beginning of Clause 44.3.1, insert the words "Without prejudlce to Clauses 44.3.5
and 44.3.6,"

A new Clause 44.3.6 is inserted as follows: | ?i

"The Department may terminate the Deferred Programme, for: cci)nvénience at any time
on giving written notice to the Contractor (the effect of such termmatlon being that the
Contractor shall not submit data to “Capita Tracing Services” after; the date of such notice
(as discussed in the Contractor's document entitled “Extension —:Deferred Project” dated
15 October 2014 with version number V1.08)) and no Termination Payment or
Compensation Payment shall be paid to the Contractor in respect of such termination. If
Department terminates the Deferred Programme under this; Clause 44.3.6 then any
Qualifying Discounts allocated to the Deferred Programme (determmed by reference to
the Financial Model} unused at the date of termination shall bé added to the Reserve
Fund. However, given that a period (anticipated to be not more than two {2) months) of
ongoing work will be required to process any outstanding deferred Member records
initiated before the notice to terminate is given to allow all outstandmg records to be
finalised, the amount of the Qualifying Discount shall be adjusted to reflect the amount of
ongoing work undertaken by the Contractor. ‘ !
A new Clause 45.6 is inserted as follows: | |‘
|

"Notwithstanding the other provisions of this Agreement re|atiﬁg to expiry or termination,
the Department may require the Contractor to provide run-on services in accordance with

paragraph 11 of Schedule 8.5 (Exit Management)." 2

Clause 60.5 is deleted and replaced with the following:
S

[
"60.5 Subject to Clause 8.2.3, by no later than: -

60.5.1 the Relocation Milestone RM5 Longstop‘DLtte,' the Contractor shall
have vacated the Department's Premises at Mowden Hall; and

o
60.5.2 the Milestone Date for Relocation Milestone'RMS the Contractor
shall have commenced provision of the 0perat10na| Services at the

New Property. ; ,
Delete the following words from Clause 60.6: o J!
"(being a Site(s) at a different location to that set out |n| the Transition Plan or
Implementation Plan and to which, as at the Effective Date, the*Department has given its

consent” -

and replace with the following words;

j
|

Changes to Schedules of the Agreement:

"being a Site(s) at a different location to that of the New Property”.
|
1
|




5.2.1 Schedule 1 (Definitions)

(a) The following definitions are inserted into Schedule 1 (Definitions) as follows:
"Additional means such additional services related to the
Services" : TPS as the Department may require.

"Contract Year 8" means the period of twelve (12) months
commencing on the seventh anniversary of the
Operational Services Commencement Date.

"Confract Year 9" means the pericd of twelve {12) months
commengcing on the eighth anniversary of the
Operational Services Commencement Date.

"Contract Year 10" means the period of twelve (12) months
commencing on the ninth anniversary of the
Operational Services Commencement Date.

"Deferred means the programme described in the
Programme" document entitied "Extension — Deferred
Project” version 1.06 and dated 1 October 2014.

"Extension means Qutcomes 14, 15 and 16.
Qutcomes"
"Lease" means the lease dated 27 April 2012 between

the Department and the Contractor in respect of
the Contractor's occupation of the Department's
premises at Mowden Hall.

“‘MDC" means the monthly data collection solution
provided by the Contractor that will give
Employers the ability to submit service and
salary data andfor other information in respect
of Members, through an electronic portal.

“New Property” - means 25,000 square foot of space dedicated to
the provision of the Qperational Services and
situated in the property located at Unit 11b,
Lingfield Point, Darlington.

"New Property means those costs as set out in the Financial

Costs" Model which will be directly incurred by the
Contractor and which are reasonably
apportioned in respect of the amount of Unused
Space during a period of two (2) years from the
date on which the Contractor is required to
commence provision of the Operational
Services from the New Property (the date of
such being set out in the Relocation Plan).

"Qualifying means those discount amounts identified in the

Discounts” Financial Model in respect of certain Services to
be performed by the Contractor (including but
not limited to the Deferred Programme).

"Reserve Fund” means a notional sum of money recorded in the
Financial Mode! (as updated from time to time)
and administered by the Contractor in




"Relocation
Activities"

“Relocation
Assurance
Procedures”

"Relocation
Milestone"

"Relocation
Milestone

Assurance Criteria"

“Relocation
Milestone RM5S
Longstop Date”

"Relocation Plan”

"Service Elements”

"Unused Space”

accordance with this Agreement. As at the
expiry of the Initial Term the fund shall amount
to the sum of £0 but may be :ncreased by the
addition of unused Qualifying Dlscounts
pursuant to Paragraph 3.14 of Schedule 7.1
(Charges and Invoicing). T [

means the relocation activities set out in the
Relocation Plan to be undertaken by the
Contractor in respect of the relocatron by the
Contractor from the Department's Premises at
Mowden Hall to the New Prope‘rtyﬂ.

means the applicable assurance brocedures set
out in part 4 of Schedule 6.3 (Testmg
Procedures). g

means an event or task descnbed asa
Milestone in the Relocation Pian which must be
completed by the relevant Mliestone Date

means the criteria to be agreed in accordance
with Part 4 of Schedule 6.3 (Testlng
Procedures). )

i! |
means the date set out in the Relocation Plan
identified as being the Iongstop date for
Relocation Milestone RM5. " F

means the plan and timetable (mcludmg
Relocation Milestones) for the Relocation
Activities as detailed in Part Bito Schedule 6.2
(Impementation Plan and Relocatron Plan)
together with the plan referred, to in Paragraph
6.3 of Schedule 8.1 (Governance)

means each element of the Operatronal
Services as set out in the flrstrcolumn of
Appendix 2 to Part 1 of Schedule 7. 3 (Value for
Money Provisions). r ‘i

! r
means space in the New Property which is not
materially and/or substantially occupled or
otherwise used by the Contractor whether on a
temporary basis or otherwise| for any business
or other related purpose whatso'ever

l

(b The following definitions in Schedule 1 (Definitions) areJ deleted and replaced as

follows: !
"Achieve" means: O
|

(a) in respect of a Test, to!successfully

pass a Test without any Test Issues;
and |

(b) in respect of a Transm‘on Milestone, an

Implementation Milestone' and a

y

a
|
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"Earned Expenses”

“Forecast Gain”

"Milestone"

"Milestone Date”

"Qutcome Charge
At Risk Amount"

Relocation Milestone, the issue of a
Milestone Achievement Certificate in
respect of that Milestone in accordance
with Schedule 6.3 (Testing
Procedures).

means the period of time by which the
implementation of the Services by reference to
the Transition Plan or Implementation Plan is
delayed arising from a failure to Achieve a
Milestone or the period of time by which the
Relocation Activities are delayed arising from a
failure to achieve a Relocation Milestone.

means all amounts recognised as costs and/or
expenses in the Financial Model which shall be
treated in accordance with the generally
accepted accounting principles within the United
Kingdom and in accordance with the relevant
policies and treatments documented in the
databook within the Financial Model. Such costs
and/or expenses shall be those incurred by the
Contractor in respect of this Agreement and in
the applicable Gain Share Period for which the
relevant Gain Share Calculation is to be made
(including but not limited to the New Property
Costs).

means Forecast Revenue less Forecast
Expenses.

means an implementation Milestone, a
Transition Milestone or a Relocation Milestone
(as applicable).

means the date set against the relevant
Milestone in the Implementation Plan, the
Transition Plan or the Relecation Plan (as
applicable).

means the percentage of the Relevant Fixed
Charges in a Contract Year which are put at risk
against achievement of the Outcomes. The
percentage of the Relevant Fixed Charges
which have been put at risk in each Contract
Year are as follows: '

Contract Year 0:  N/A;

Contract Year 1: 5% of Relevant Fixed
Charges;
Contract Year 2: 55% of Relevant Fixed
Charges,
Contract Year 3: 6% of Relevant Fixed
Charges;

Each of Contract Years 4 to 7: 6% of Relevant




52.2

Fixed Charges; and

Each of Contract Years 8 to 10: 8% of the
Relevant Fixed Charges. o

3

)
"Project Plans” means the Transition Plan, Implementation

Plan, Relocation Plan and Testhlqan. l
! ' |
"Service Credit At means the percentage of the Monthly Relevant
Risk Amount" Fixed Charges which are put at. nsk in each
Service Period against Service Credlts At the
Effective Date the percentage of the Monthly
Relevant Fixed Charges which have been put at
risk in each Service Period are as follows

Contract Year 1. 7% of the Monthly Relevant
Fixed Charges for Contract Yearf?' '

Contract Year 2. 6.5% of thelMonthly
Relevant Fixed Charges for Contract Year 2;

Contract Year 3: 6% of the Monthly Relevant
Fixed Charges for Contract Year 3,

Contract Year 4. 6% of the Monthly Relevant
Fixed Charges for Contract Year 4

Contract Year 5. 6% of the Monthly Relevant
Fixed Charges for Contract Ye‘a? 5;

i
Contract Year 6: 6% of the Monthly Relevant
Fixed Charges for Contract Yean 6;

l
Contract Year 7. 6% of the Monthly Relevant
Fixed Charges for Contract Year 7. and

Each of Contract Years 8 to 10 [|4% of the
Monthly Relevant Fixed Charges

"Test Issue" means any variance or nens conformity of a
Deliverable or a Relocation erlestone from its
requirements as set out in the relevant Test
Success Criteria. ‘

"Testing means the applicable testing pr'oceoures and

Procedures” Test Success Criteria set outiin)Schedule 6.3
{Testing Procedures) but excludmg the
Relocation Assurance Procedu]res

"Test Success means the test success criterial referred to in

Criterig” Appendix 3 of Schedule 6.3 (Testmg
Procedures) or the Relocation Mllestone
Assurance Criteria (as applrca?le)

I
|
Schedule 2.2 (Service Levels}) i

Schedule 2.2 {Service Levels) (as amended) is deleted and replaced with Schedule 2.2
(Service Levels) as set out in Appendix 1 to this Change Authonsataon Note.

[

Y }
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5.2.5

Schedule 3 (Department Responsibilities)

(a)

()

(d)

(e)

Paragraph 1.2.1 of Schedule 3 (Department Responsibilities) is deleted and
replaced with the following:

"Subject to paragraph 1.3, the Department Responsibilities set out in this
Schedule”.

A new Paragraph 1.3 is inserted in Schedule 3 (Department Responsibilities) as
follows:

"In respect of the Contractor's Relocation Activities to achieve the Extension
Outcomes, as a consequence of the Contractor being required to provide the
Services from the New Property in an IL3 environment, the Department shafl be
required to obtain the co-operation of an approved accreditor to assess and
approve changes made by the Contractor to the "Risk Management Accreditor
Document Set".

Paragraph 3.10 of Schedule 3 {Department Responsibilities) is deleted and
replaced as follows:

"The Department shall allow the Contractor to continue to occupy, in
accordance with the terms of the existing Lease, up to 30,591 square feet of
accommodation at Mowden Hall to enable it to provide the Services to the
Department and to enable the Contractor to provide services to its other clients
until no later than the Relocation Milestone RM5 Longstop Date. Subject to
paragraph 3.11, the Contractor shall pay rent to the Department in respect of
this Lease as set out in Schedule 7.5 {(Financial Model).”

A new Paragraph 3.12 is inserted in Schedule 3 (Department Responsibilities)
as follows:

“The Contractor shall not be liable to pay rent and/or service charges to the
Department in respect of the Lease of Mowden Hall pursuant to paragraph 3.10
of this Schedule 3 (Department Responsibilities) for the period commencing on
1 March 2015 {in the case of the rent) and from 1 April 2015 (in the case of the
service charges) to the extent that the Contractor is in lawful occupation of both
Mowden Hall and the New Property at the same time.”

Schedule 4.1 (Contractor Solution)

Appendix 2 to this Change Authorisation Note is annexed to Schedule 4.1 {Contractor

Solution).

Schedule 6.2 {(Implementation Plan)

(a)

Schedule 6.2 (Implementation Plan) is amended so that it is split into twe parts,
a"Part A", and a "Part B". Accordingly, the following amendments are made to
Schedule 6.2 (Implementation Plan):

(i) the heading of the Schedule is amended to "Implementation Plan and
Relocation Plan" and all references in the Agreement to "Schedule 6.2
(Implementation Plan)" is amended to "Schedule 6.2 (Implementation
Plan and Relocation Plan)";

{ii) above Paragraph 1, "Part A" is inserted and heading 1 is amended to
"Purpose of Part A".
(i) in Paragraph 1 the words "The purpose of this Schedule is" is

replaced with the words "The purpose of this Part A is:";
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(iv) in Paragraph 3.3, the words "in accordance wrth Paragraph 3.2 of this
Schedule” is replaced with "in accordance with paragraph 3.2 of this
Part A"; and i ﬁ

(v} after Paragraph 3.4, the text and table set out in ‘Appendix 3 to this

Change Authorisation Note is inserted.

{b) A new appendix 2 to Schedule 6.2 (Implementation Plan and Relocation Plan)
is inserted as set out in Appendix 4 to this Change Authorrsatlon Note.

Schedule 6.3 (Testing Procedures)

(a) Paragraph 1.1 of Part 1 of Schedule 6.3 (Testing Procedures) is amended as
follows: ‘[

"This Schedule sets out the approach to Testing Documentary Deliverables,
Technical Deliverables and Relocation Activities. Part 2 of this Schedule
specifies the procedures which apply to the assurance of Documentary
Deliverables, Part 3 of this Schedule specifies the procedures which apply to
the assurance of Technical Deliverables and Part 4 of kthrs Schedule specifies
the procedures which apply to the assurance of Relocatron Activities,

(b) in Paragraph 1.2 and 2.2 of Part 1 of Schedule 6.3 (Testing Procedures), after
the word "Deliverable” insert "or Relocation Activities”, 'i

(c) The first line of Paragraph 2.1 of Part 1 of Schedule 6, 3:(Testrng Procedures) is
amended as follows: ‘

"The issue of a Test Certificate shall not operate to transfer any risk that the
Deliverable or Relocation Activities will meet and/or satrsfy the Department's
requirements for that Deliverable or those Relocation Actlvrtles

(d) Paragraph 1.1 of Part 4 of Schedule 6.3 (Testing Procedures) is amended as
follows:

"Deliverables and Relocation Activities will complete Testing and a Test
Certificate shall be issued when the Deliverables or Relocation Activities (as
applicable) satisfy the Test Success Criteria in respect of that Deliverable or
Relocation Activities without any Test Issues." ‘

(e) In Paragraph 1.3.2 and 1.3.2(a) of Part 4 of Schedule 8.3 (Testmg Procedures)
insert "or the Relocation Activities" after "Technlcal Deliverable" and
"Deliverables” respectively. t

(f) In Paragraph 1.5 of Part 4 of Schedule 6.3 (Testmg Procedures) insert "
Relocation Activities" after "Deliverables”. }

(9) Part 4 of Schedule 6.3 (Testing Procedures) is renumbered to Part 5 and a new
Part 4 is inserted as set out in Appendix 7 of this Change Authorisation Note.

Schedule 7.1 (Charges and Invoicing) ‘ 1

(@ In Paragraph 2.1 of Schedule 7.1 (Charges and Invorcmg) reference to "table"
is amended to "tables". ‘
o
(b) After "Table 1" insert a new "Table 1A" as follows: ‘
"Table 1A 1

|
o
I
!

ol
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CAT A+ Bfitout 15 May 2015 | 180,000
commencement, WAN
link ordered, detailed IT
site survey completed

RM2
IT hardware received 15 June 2015 | 295,000
and installed

RM3
Fit out mid point ie. | 15 July 2015 130,000
Cat A fit out 100%
complete

RM4
Communications/server | 15 August | 420,000
room complete & 2015
furniture installed

RM5 Fit out and office move | 30 September | 401,474
complete. Provision of | 2015
Operational  Services
commence at the New
Property

RM& Completion Fee 15 October | 275,000

2015 :
*Note 1:  Fuller descriptions of the Relocation Milestones can be found in

Schedule 6.2 (Implementation Plan and Relocation Plan).

“Table 2" in Paragraph 3.3.1 shall be deleted and replaced, as follows:

Table 2
Fixed Charge Charge (£)
Contract Year 0 N/A
Contract Year 1 14,141,608




(d)

(e}

Contract Year 2 14,141,608 T
Contract Year 3 14,141,608 ' i
Contract Year 4 15,588,000 | ]
Contract Year 5 11,435,000 ;
Contract Year 6 11,520,000 ; ;
Contract Year 7 10,944,000 ; L

!

1

o

“Table 3" in Paragraph 3.3.2 shall be deleted and replaced, as follows:

Table 3 ‘!
Base Charges Charge (£) ;
Contract Year 0 N/A j
Contract Year 1 13,434,528 1 J
Contract Year 2 13,363,820 ‘ :
Contract Year 3 13,293,112 f {

[
Contract Year 4 14,653,000 ' | '
Contract Year 5 10,749,000 ,i‘
Contract Year 6 10,828,000 -

}
Contract Year 7 10,827,000 :

A new Paragraph 3.14 is inserted in Schedule 7.1 (Charges and Invoicing) a

follows: [
“3.14 Qualifying Discounts and Reserve Fuﬁd’
3141 Where the Department becomes ent:tled to the financial benefit of

any unused Qualifying Discount, the Partles shall actmg reasonably
and in good faith, promptly determine an agreed sum in respect of

such financial benefit by reference to the Fmanmal Model and the |-

Contractor will credit such sum to the Reserve Fund. In the event
that a sum is not agreed such dlsagreement will be subject to the
Dispute Resolution Procedure. [

y
|

h.i )
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(9)
(h)

(@)

3.14.2

3.143

3144

The Department is entitled from time to time to apply sums in the
Reserve Fund to pay for any Additional Services it may require by
serving written notice upon the Contractor providing details of the
Additional Services required. Upon receipt of such notice the
Contractor shall raise a Change Request and the Parties shall
agree, in accordance with the Change Control Procedure, the nature
and scope of any Additional Services required by the Department
and how any sums standing to the credit of the Reserve Fund will be
applied to pay for such Additional Services together with (where
applicable) any additional Charges agreed by the Parties.

At least every six {(6) months and within ten (10} Working Days of the
Department's request, the Contractor shall provide a statement
setting out the amount of the Reserve Fund at the fime the
statement is generated together with a detailed breakdown in
chronological order from expiry of the Initial Term of all sums added
to or drawn down from the Reserve Fund (including details of the
Additional Services to which such sums (if any) have been applied).
The Contractor shall at its cost provide such further analysis and
information in respect of the Reserve Fund as may reasonably be
required by the Department.

The Department is not obliged to apply sums in respect of unused
Qualifying Discounts and/or any other amounts in the Reserve Fund
in any particular Contract Year. The Department shall be entitled at
any time prior to the expiry of the Third Extension Period to draw
down and apply any amounts standing to the credit of the Reserve
Fund {as may be reduced pursuant to Paragraph 3.14.2) in respect
of payment in full or in part in respect of any Additional Services.

Paragraph 7.2 of Schedule 7.1 (Charges and Invoicing) is amended to read as

follows:

"The Contract Extension Charges shall be as set out in the table immediately
below. The Contract Extension Charges shall be subject to indexation in
accordance with paragraph 9 of this Schedule.”

Contract Year 8 10,763,000 |
Contract Year 9 10,763,000
Contract Year 10 10,763,000

Paragraph 7.3 of Schedule 7.1 (Charges and Invoicing) is deleted.

The date "1 October 2010”" as used in the definition of “Index d” in Paragraph
9.1 of Schedule 7.1 (Charges and Invoicing) is deleted and replaced with the
date “1 October 2014".

. Schedule 7.2 (Payments on Termination)

Paragraph 3 is deleted and replaced as follows:

“3. Breakage Cosis
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3.1 Breakage Costs are only payable in the mrclumstances identified in
Paragraph 2 and the Department's total aggregate liability for Breakage
Costs shall be subject to a financial limit of three million, five hundred and
ninety one thousand, nine hundred and nmety two pounds sterling
{£3,097,028) (subject to indexation calculated in accordance with
Paragraph 9 of Schedule 7.1 (Charges and lnvoncmg)) in the period from 1
October 2014 until the expiry of Contract Year 10. '

(b)  The table at Paragraph 4.3 of Schedule 7.2 (Payments on!Termination) is deleted
and replaced with the following table:

Effective Date to Operational

Services Commencement Date

Months  after  Operational | N/A
Services Commencement Date

1-6 9,429 906
7-12 9,624,517
13-18 9,417,232
19 - 24 8,400,474
25-230 6,969,056
31-36 5,701,019
37-42 8,563,101
43 - 48 6,753,873
49 - 54 3,653,252
55-60 2,688,838
6166 1,818,436
67 72 948,034
73-78 1,232,049
79— 84 1,516,064
85-90 1,708,389
91-96 1,722,730
97 - 102 1,513,805
103 - 108 1,157,175
108 - 114 641,931
115 -120 0

Scheduie 7.3 (Value for Money Provisions)

A new Paragraph 2.1A is inserted in Part A of Schedule 7.3 (Value for Money Provisions)
as follows:

"Upon expiry of the Initial Term, the Forecast Gain Margin |s!reduced to 7.09%. If the
Department requires the Contractor to provide any Service Elements using solely digital
channels pursuant to Clause 27.12, then the Forecast Gaunl Margin shall be further
reduced in accordance with the methodology set cut at Clausel27.12 for the purposes of
carrying out the Gain Share Calculation in each Contract Year.

Schedule 8.1 (Governance)
(a) A new Paragraph 1.4 is inserted in Schedule 8.1 {Governance) as follows:

"The Contractor shall follow the procedures in Appendlx 2 to this Schedule in
respect of the planning, management and control of the Relocation Activities.

e

r oo
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(b)

A new Appendix 2 is added to Schedule 8.1 (Governance) as set out in
Appendix 6 of this Change Control Note.

Schedule 8.5 (Exit Management)

(@)

(c)

Paragraph 6.1 of Schedule 8.5 (Exit Management is deleted and replaced as
follows:

“6.1 The Contractor shall, for the purpose of the smooth transfer of the Services
to the Department and/or the Replacement Contractor, offer the Department
and/or the Replacement Contractor, during the Termination Assistance Period
and for a period not exceeding either two (2) years after the expiry of the
Termination Assistance Period or the date of expiry of the lease of the New
Property (whichever is the earliest), access to and a licence to use and/or
occupy, but only on a continucus basis from expiry or termination of this
Agreement, any Sites (as a location or locations from which to provide
Replacement Services (including any transition and implementation activities
required prior to commencing provision of the Replacement Services)) where
reasonably required by the Department and/or the Replacement Contractor. In
the event that the Contractor requires a bond or some other form of financial
security prior to consenting to the access or licensing arrangements referred to
in this Paragraph for a Replacement Contractor, the Department will {(or, if
applicable, will procure that the Replacement Contractor will) enter into
discussions with the Contractor (where both Parties shall act reasonably) to
agree how that financial security will be provided.

Paragraph 6.3 of Schedule 8.5 (Exit Management) is amended as follows:

"The Department shall pay to the Contractor or shall procure that the
Replacement Contractor shall pay to the Contractor a sum or sums equivalent
to any ongoing costs, rent (to the extent that the nine (9) month rent free period
on termination or expiry has been exhausted), rates, service charges,
maintenance and repair charges (including any dilapidations liabilities arising at
the date of the cessation of the Replacement Contractor's use or occupation of
the Sites because of alterations made to the Sites to put them into a
comparable state of repair to that enjoyed by the Replacement Contractor at the
commencement of its use or occupation but only to the extent that such
[dilapidations] have been caused by the Replacement Contractor during the
pericd of ifs occupation) and/or insurance costs to the extent of the use or
occupation of the whole or part of the Sites to which it {or a Replacement
Contractor) has been granted use or occupation in accordance with Paragraph
6.1."

New Paragraphs 11.1 and 11.2 are inserted in Schedule 8.5 (Exit Management}
as follows:

"11. RUN-ON

11.1 In accordance with Clause 456 and at the request of the
Department at least three (3) months prior to the date on which this
Agreement is due to expire or terminate and subject to continued
payment of the Outcome Charges and the Charges (for example the
monthly Charges invoiced by the Contractor and payable by the
Department shall include one twelfth of the Outcome Charge
payable in Contract Year 10 regardless of whether the Contractor
meets the Outcomes in the Run On Period {as defined below)), the
Contractor shall continue to provide all of the Operational Services
on the same terms as this Agreement for such extended period as
may be specified in the notice ("Run on Period"} and subject to
payment by the Department of the Service Charges and Qutcome




1

"
!

Charges (on the basis referred to above) in accordance with
Schedule 7.1 {Charges and Invoicing) pro rated to the extent of the
Operational Services required by the Department The Department
may continue to further extend such extended perlod by notice in
writing to the Contractor at least three months prior to the expiry of
such prior extended period save that the total duration of all
extended periods may not exceed thirty six (36 months.
'

11.2 If the Department requires the Contractor pursuant to paragraph
11.1 to continue to provide the Operatlonal Services foi]owmg the
date on which this Agreement was due to termlnate or expire then all
applicable provisions of this Agreement (mcludlng for the avoidance
of doubt, provisions relating to Exit Management) shall continue in
force during such period and the parttes [shall agree when the
obligations to provide Exit Management and Termination Services
during that extended period shall commence ‘

[

5212 Schedule 9.3 (Key Personnel) !

I
Annex A of Schedule 9.3 (Key Personnel} shall be amended as set out in Appendix 5 of
this Change Authorisation Note. ‘

DETAILS OF PROPOSED ONE-OFF ADDITIONAL CHARGES AND MEANS FOR DETERMINING THESE
(E.G. FIXED PRICE OR COST-PLUS BASIS): !

| i
;

' J

Not applicable. All charges are detailed above.

SIGNED ON BEHALF OF THE DEPARTMENT: SIGNED ON BEHALF OF THE CONTRACTOR:
|
Signature: M'/‘—-—\ @M Signature: @@ J
~ ‘
Name:ﬂ/‘ﬂ'(z’cr/g &C'OC Name__ 20w neS e rRe—
1 ‘1 i
|
Position: D W"Z:‘/ Position:_ XERT> 1} ,
|
Date: Lg/ x4 /{L{— Date: =52 Ny Jdan Q—\-
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4.2

PART 1
SERVICE LEVELS AND KPis
PRINCIPAL POINTS
The objectives of the Service Levels, Service Points, Service Credits and KPIs are to:

2.1.1 ensure that the Services are of a consistently high quality and meet the requirements of
the Department;

212 provide a mechanism whereby the Department can attain meaningful recognition of
inconvenience and/or loss resulting from the Contractor's failure to meet Service Levels
which it has contracted to deliver; and

213 incentivise the Contractor to meet the Service Levels and to remedy any failure to meet
the Service Levels expeditiously.

SERVICE LEVELS

Part 1 of Appendix 1 to this Schedule sets out Service Levels applicable to the provision by the
Contractor of the Operational Services the performance of which the Contractor has agreed to
measure.

The Contractor shall monitor its performance of each of the Services referred to in Paragraph 3.1
by reference to the Service Level(s} for that Service and shall send the Department a report
detailing the level of service which was achieved in accordance with the provisions of Part 4 of this
Schedule (“Service Level Report”).

If the level of performance of the Contractor of any element of a Service during a Service Period:

3.31 achieves the Service Level in respect of the relevant element of the Service, no Service
Points will accrue to the Contractor in respect of that element of the Service;

332 is below the Service Level in respect of the relevant element of the Service, the
appropriate number of Service Points will accrue to the Contractor in respect of that
element of the Service; or

3.3.3 constitutes a Critical Service Failure, the Department shall be entitied to terminate this
Agreement pursuant to Clause 44.1.5.(g) (Termination for Cause by the Department)
andfor seek damages in addition to any Service Paints which have already been accrued
by the Contractor and for which Service Credits are payable by the Contractor to the
Department.

REPEAT AND PERSISTENT FAILURES
If the Contractor fails to achieve any Service Level;

411 during two (2} consecutive Service Periods, the second and each subsequent
consecutive failure of the same Service Level shall be a "Repeat Failure”; or

41.2 during two (2) or more Service Periods in any four {4) month period, the second (2M),
third (3') and fourth {(4%) such failure shall each he a “Repeat Failure”.

For the avoidance of doubt any failure to achieve a Service Level cannot be counted as a Repeat
Failure under both scenarios in the same Service Period.

If any Repeat Failure occurs, the number of Service Points that shall accrue to the Contractor in
respect of such Repeat Failure shall be the number of Service Points that would normally accrue in
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APPENDIX 1 |
NEW SCHEDULE 2.2 (SERVICE LEVELS)
SCHEDULE 2.2 |

SERVICE LEVELS |

SCOPE N

1y
F

This Schedule 2.2 sets out the Service Levels which the Caontractor is reqmred to achieve when
delivering the Services, the Outcome Charges which are appllcable [to the Services, the
mechanism by which Service Failures will be managed and Outcome Charges calculated and the
method by which the Contractor's performance of the Services will be momtored This Schedule
comprises: J
Part 1: Service Levels and KPIs; ‘
|
Part 2: Outcomes; |

Part 3: Monthly Data Collection Performance Measure; ¢

Part 4; Performance Monitoring;

Appendix 1 {Service Levels and KPIs},

Appendix 2 (Outcomes); and

Appendix 3 (Qutline Performance Monitoring System)
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6.2

6.3
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respect of an initial failure of that Service Level multiplied in accordance with the process set out in
Paragraphs 1.11 to 1.13 in Part 1 of Appendix 1 to this Schedule.

RELATED FAILURES

Where a specific Service Failure occurs that causes the Contractor to miss two or more Service
Levels then the Contractor shall only be deemed to have failed the Service Level which has the
highest value of Service Credits applying to it, taking into account any increased Service Credits
due to any Repeat Failures as described in Paragraph 4.2,

RELIEF FROM SERVICE LEVELS AND KPIS

Where any element of a Service Level or KPI is dependent on information, decisions or actions
from the Department or third parties, the Department recognises that a Service Level or KPl may
not be achieved as a result of a delay caused by the Department or such third parties. In such
circumstances, subject to Paragraph 6.4 below, the time period between the time at which the
Contractor requests such information, decisions or actions from the Department or the third party
(as appropriate) until the time that the information, decision or action is received shall be excluded
from the measurement of elapsed time in the Service Level or KP| (as appropriate) provided that
the Contractor has demonstrated to the Department’s reasonable satisfaction it has complied in full
with all relevant requirements of Schedules 2.1 (Statement of Service Requirements) and 4.1
{Contractor Solution). For the avoidance of doubt, the foregoing provision shall not relieve the
Contractor from any obligations to take reasonable steps to chase any overdue information,
decisions or actions and/or to otherwise take such steps as are reasonable to endeavour to
achieve the Service Level or KPI (as appropriate).

If any matter connected to the Services is referred to the Internal Dispute Resolution Procedure
("IDRP") at either stage one or stage two and such referral prevents a transaction from being
completed whilst the case is being determined and this in turn impacts on the Contractor’s ability to
meet one or more of the Service Levels and/or KPI(s), then such adverse impact (including but not
limited to the removal of any time taken between referring the matter to the IDRP and the date
when the IDPR's final decision has been received) shall be removed from the measurement of the
elapsed time in the relevant Service Level(s) and/or KPI(s).

Where volumes are extraordinarily high due to exceptional circumstances brought about by events
beyond the Contractor's reasonable control, the Department shall act reasonably in considering a
case from the Contractor for the relaxation of specific Service Levels andfor KPls where the
Contractor has demonstrated to the reasonable satisfaction of the Department that it has taken
and will continue to take all reasonable steps to mitigate the effects of the exceptional
circumstances, including but not limited to re-prioritising workloads and implementing any agreed
recovery plan.

In respect of the Service Levels and KPIs referred to in Paragraph 6.1 above it is agreed that
where the Contractor is reliant upon information, decisions or actions from the Department and/or
a third party and the Contractor is entitled to exclude the time taken for such information, decisions
or actions to be provided, then the time allowed for receipt of such information, decisions or
actions shall also include any time required for any checking or verification that needs to be
performed in order to place the Contractor in the same position as it was in immediately prior to
requesting such information, decisions or actions. By way of an example, if a Service Level
dictates that the Contractor has three (3) days to process a form and after one (1) day the
Contractor discovers some incorrect or missing information on the form which needs to be
provided by a third party then the “clock” will stop whilst the Contractor contacts the third party and
awaits the missing information. On receipt of the missing information, the Contractor may have to
cross check that the new information received is correct and does not conflict with other existing
information on the form. The “clock” will restart once the cross checking is complete and the
Contractor is in a position to be able to resume its activities in respect of processing the form (as if
there had never been a break in the transaction). For the avoidance of doubt, the time taken to
validate or cross check any information, decisions or actions received from the Department and/or
a third party shall be reasonable in the circumstances and, in any event, shall not be longer than
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the time it has taken to perform the task up to the point at which the Contractor referred the matter
to the Department and/or a third party.

SERVICE CREDITS

Paragraph 1.14 of Part 1 of Appendix 1 to this Schedule sets out the mechanism by which Service
Points are converted into Service Credits.

The Department shall use the performance reports provided pursuant to Pait 4 of this Schedule to,
among other things, verify the calculation and accuracy of the Service Credlts if any, applicable to
each relevant Service Period.

Service Credits are a reduction of the amounts payable in respect of the Services and do not
include VAT. The Contractor shall set-off the value of any Service Credlts agalnst the appropriate
invoice in accordance with the provisions of Clause 27.4 and Schedule 7.1 (Charges and
Invoicing).

The Contractor confirms that it has modelled the Service Credits and has taken them into account
in setting the level of the Charges. Both Parties agree that the Service Credrts are a reasonable
method of price adjustment to reflect poor performance.

KEY PERFORMANCE INDICATORS

Part 2 of Appendix 1 to this Schedule sets out KPIs applicable to the provrsron by the Contractor of
the Operational Services the performance of which the Contractor has agreed to measure.

The Contractor shall monitor its performance of each of the KPIs and shall Isend the Department a
report detailing the level of service which was achieved in accordance with the provisions of Part 4
of this Schedule.

The KPIs shall be formally reviewed every six {6) months during Contract: Years 1 to 3 and annually
thereafter at the applicable monthly Performance Review Meeting. Any changes agreed at such
meetings shall be documented and formalised using the Change Control Procedure

Any changes to the KPIs that may he reqmred by either Party cutside of thei formal reviews detailed
in Paragraph 8.3 above shall be agreed using the Change Controi Procedure In addition, the
latest set of KPIs shall be maintained by the Contractor on eShare where!they shall be available for
inspection by the Department at any time.

In the event that the Contractor persistently fails to achieve the level of performance set out in a
KPI the Department shall, following discussions with the Contractor, be entitied to (but not obliged
to} convert the relevant KPI into a Service Level. Such conversion mayl take place on either a
permanent basis or on a temporary basis until such time as the levellof service for that KPI is
consistently back on target. For the purposes of this Paragraph 8.5 a pe'rsnstent failure of a KPI
shall be where the Contractor has failed to deliver within ten percent (10%) of the relevant KPI
target for three (3) or more Service Periods in any six (6) consecutive] Service Periods. The
conversion of a KPI into a Service Level shall be agreed and formahsed through the Change
Control Procedure PROVIDED THAT the total number of Service Pornts allocated to the existing
Service Levels shall be re-allocated so that there is no increase in the aggregate total number of
Service Points that the Contractor can accrue in any Service Period after the new Service Level
has been added and hence there is no increase in the potential value of Service Credits payable
across all of the Service Levels. Where the Contractor consistently dellver‘s a KPI at around ninety
percent (90%) of its target (or lower), but such failure does not fall W|th|n} the criteria outlined in this
Paragraph 8.5, the Parties shall, at the reasonable request of the Department discuss ways of
improving the performance against such KPI (including, if appropriate, ;makmg the KPI into a
Service Level for an interim period) and the Contractor shall implement any such agreed
improvement plans.

In the event that the Department exercises its right to withhold a proportionate amount of the
Service Charges under Clause 27.10 due to a Service Failure, then the §ervioe that has caused
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such Service Failure shall (if it is not already a KPI) be converted into a KPI which shall be agreed
between the Department and the Contractor and the Contractor shall monitor and report on such
new KPI until such time as the failed Service is restored, at which point, unless otherwise agreed
between the Parties, the new KPI shall be removed from the KP| regime.

CONTRACTOR SYSTEM MAINTENANCE

The Contractor shall create and maintain a rolling maintenance schedule with regard to the
Contractor System ("Maintenance Schedule”) to be agreed with the Department. The
Maintenance Schedule shall be discussed and updated by the Operations Board in accordance
with the procedures set out in Schedule 8.1 (Governance).

When the Contractor wishes to carry out any maintenance to the Contractor System (other than
Emergency Maintenance), it shall ensure that;

9.21 the timing of the planned maintenance is in accordance with the requirements of the
Maintenance Schedule or is as otherwise agreed in writing with the Department's
Representative at least two (2) Working Days in advance;

922 it is not carried out between 08:00 and 18:00 on any Working Day;

923 once agreed with the Department's Representative the planned maintenance (which shall
be known as "Permitted Maintenance") is forthwith entered onto the Maintenance
Schedule; and

924 the Permitted Maintenance is subsequently carried out in accordance with the
Maintenance Schedule.

The Contractor shall ensure that Permitted Maintenance takes place between the hours and on the
day specified in the Maintenance Schedule unless otherwise agreed in writing with the Department.

Service Downtime arising due to Permitted Maintenance that is carried out by the Contractor in
accordance with Paragraph 9.3 will be subtracted from the total number of hours in the relevant
Service Period when calculating Availability, in accordance with Appendix 1 to this Schedule.

Service Points shall accrue as set out in Part 1 of Appendix 1 to this Schedule if any Service
Downtime occurs as a result of Emergency Maintenance undertaken by the Contractor or where
maintenance undertaken by the Contractor exceeds the Permitted Maintenance hours included in
the Maintenance Schedule for the relevant Service Period.

The Contractor shall carry out any necessary maintenance where it reasonably suspects that the
Contractor System or the Services or any part thereof has or may have developed a fault. Any
such maintenance shall be carried out in such a manner and at such times so as to avoid (or where
this is not possible so as to minimise) disruption to the Contractor System and the Services.

The Contractor shall give as much notice as is reasonably practicable to the Department's
Representative prior to carrying out any Emergency Maintenance.
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PART 2 ;

OUTCOMES |
PRINCIPAL POINTS L
The objectives of the Outcomes and Outcome Charges are to:

1.1.1 ensure that the Services are of a consistently high quality and meet the requirements of
the Department; !

112 provide a mechanism whereby the Department can reward the Contractor for meeting set
levels of achievement in relation to Outcomes which it has contracted to deliver; and
| f I
1.1.3 incentivise the Contractor to meet the Outcomes and to remedy any failure to meet the
Outcomes expeditiously.

OUTCOMES | i

Table 1 of Appendix 2 sets out the list of Outcomes that will apply with effect from the Operational
Services Commencement Date until the expiry of the Term, unless and to the extent that any
changes to the Outcomes are agreed between the Parties in accordance with the terms of this

Agreement using the Change Control Procedure. !

|
i |
v
Yot
|

OUTCOME TARGETS
Each Outcome will have a target performance level {"Target Performance Level”} that the
Contractor shall achieve by the end of each Contract Year commencing | w1th Contract Year 1 and
ending at the expiry of the Term. P

Subject to Paragraph 4 below, the list of Outcomes and their Target Performance Levels are set

out in Table 2 of Appendix 2. ‘r
|

In respect of Outcomes 1 to 6 and 8 to 11, the Target Performance Levels shown in Table 2 of
Appendix 2 for Contract Years 0, 1 and 2 are indicative figures only, based on the output from an
initial survey conducted by the Contractor prior to the Effective Date. These Target Performance
Levels shall be updated prior to the Operational Services CommenCEment Date using the
procedure set out in Paragraph 4 below. - ,‘

In respect of Cutcomes 1 to 6 and 8 to 11, the Target Performance Levels shown in Table 2 of
Appendix 2 for Contract Years 3 to 7 shall remain fixed unless or until amended in accordance with
the terms of this Agreement using the Change Control Procedure. |

.
In respect of Outcomes 12 and 13, the Target Performance Levels shown 1n Table 2 of Appendix 2
for Contract Years 1 to 7 shall remain fixed unless or until amended in accordance with the terms
of this Agreement using the Change Control Procedure. a

o
SETTING TARGET PERFORMANCE LEVELS FOR CONTRACT YEARS 1 AND 2

The provisions of Paragraphs 4.2 to 4.5 shall apply to Qutcomes 1to 6 and 8 to 11 only.

No later than three {(3) months prior to the Operational Services Commencement Date, the
Contractor shall conduct a Quantitative Survey of each of Outcomes 1 to 6 'and 8 to 11 to measure
the current performance against each of the Qutcomes. gl

r

No later than two (2) weeks prior to the Operational Services Commencement Date, the Contractor
shall forward the results of the Quantitative Survey to the Department. Prior to this two (2) week
deadline, the Contractor shall have made the Department aware of the lmtlal findings of the
Quantitative Survey and given the Department a reasonable opportun:ty to comment on such
findings.
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The Contractor and the Department shall meet to discuss the findings of the Quantitative Survey
and to agree the amendments that need to be made to Table 2 of Appendix 2 to reflect the
following (which shall be formalised using the Change Control Procedure):

441 the results of the Quantitative Survey shall replace the Target Performance Levels shown
for Contract Year 0; and

442 the Contract Year 1 Target Performance Levels shall, unless otherwise agreed between
the Parties, be replaced with targets that are equal to the new Contract Year 0 targets (as
determined under Paragraph 4.4.1 above) plus twenty percent (20%) of the difference
between the Contract Year 3 target and the new Contract Year 0 target; and

443  the Contract Year 2 Target Performance Levels shall unless otherwise agreed between
the Parties, be replaced with targets that are equal to the new Contract Year 0 targets (as
determined under Paragraph 4.4.1 above) plus fifty five percent (55%) of the difference
between the Contract Year 3 target and the new Contract Year 0 target.

By way of an example, if the new Contract Year 0 target for Outcome 1 is twenty percent (20%) and
the Contract Year 3 Target for Outcome 1 is eighty percent (80%), the difference is sixty percent
(60%). Accordingly, the Contract Year 1 Target Performance Level for Qutcome 1 will be thirty two
percent (32%) (being twenty percent (20%) plus twenty percent (20%) of sixty (60)) and the
Contract Year 2 Target Performance Level for Qutcome 1 will be fifty three percent (53%) (being
twenty percent (20%) plus fifty five percent (55%) of 60).

During the discussions between the Contractor and the Department referred to in Paragraph 4.4
above, the Parties may agree to vary the Target Performance Level for all or any of Outcomes 1 to
6 and 8 to 11, for Contract Years 1 and 2, but in the absence of any such agreement, the approach
outlined in Paragraph 4.4 shall prevail.

The Contractor shall perform a survey of Qutcome 7 in September 2011 to measure the current
performance against this Outcome. The survey shall be conducted on Members who have retired
in the twelve (12) months prior to September 2011. The survey shall be performed using electronic
questionnaires, where electronic contact details are available, or paper hased questionnaires
where electronic contact detail are not available. The list of questions to be asked is as detailed for
OCutcome 7 in Paragraph 1.6 of Appendix 2 to this Schedule 2.2. The results of the survey for
Outcome 7 shall be analysed by the Contractor and reported to the Department in October 2011.

The Contractor and the Depariment shall meet to discuss the findings of the survey for Qutcome 7
and to agree the Target Performance Levels to be inserted into Table 2 of Appendix 2 for each
Contract Year of the Initial Term (which shall be formalised using the Change Control Procedure).

REVIEW OF OUTCOMES AND TARGETS POST CONTRACT YEAR 3

At the end of Contract Year 3 the Parties shall review all of the Outcomes to determine whether
they are still applicable for the remainder of the Initial Term or whether alternative Outcomes
should be introduced in place of some or all of the existing Qutcomes.

Where new Qutcomes are agreed these shall be inserted into Table 2 of Appendix 2 in place of the
Outcomes that they are intended to replace using the Change Control Procedure.

The Target Performance Levels for any new Qutcomes shall be set by agreement between the
Parties, acting reascnably, following the Contractor conducting an initial Quantitative Survey (or
such other validating technique(s) as the Parties shall agree) to determine the then current
achievement levels for the new Outcomes. The Target Performance Levels far all subsequent
Contract Years shall reflect a reasonable increase in performance aver the remaining period of the
Initial Term taking into account all relevant factors, including the Contractor's knowledge of and
ability to influence the new Outcomes, the effects of known market and/or other external factors on
the Contractor's ability to improve upon the results achieved through the initial Quantitative Survey
(or alternative agreed validation approach) the level of payment being made by the Department for
such activities, and any ather relevant factors that either party, acting reasonably, may raise.
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Where the existing Outcomes are retained the Parties will, acting reasonably, review the Target
Performance Levels for the remaining years of the Initial Term and agree: any amendments to the
Target Performance Levels documented in Table 2 to Appendix 2 to reflect the level of
achievement that has been reached up to that point and any reasonable mcremental increases for
the remainder of the Initial Term. As a result the targets set for the remamder of the Initial Term
may be increased or decreased from the level set at the Effective Date. Any such changes shall be
recorded using the Change Control Procedure. In the absence of any other, agreement the targets
in Table 2 to Appendix 2 shall remain unchanged.

OUTCOME WEIGHTINGS

Each of the Outcomes has been assigned a weighting to reflect its relative importance compared to
the other Qutcomes. These weightings are shown in Table 3 of Appendix 2 (and shall be referred
to as the “Weightings").

The Weightings shown in Table 3 of Appendix 2 are used to determine the level of the Outcome
Charges applicable to each Outcome. This is described in more detail in Paragraph 7 below.

OUTCOME CHARGES

The aggregate value of the Outcome Charges in any Contract Year shall equate to the Outcome
Charge At Risk Amount.

The Outcome Charge At Risk Amount shall be apportioned across each of the Outcomes to create
an Outcome Charge for each Outcome by multiplying the Outcome Charge!At Risk Amount for the
relevant Contract Year by the Werghtmg percentage for that Outc:omel The resulting Outcome
Charge for each Outcome is shown in Table 4 of Appendix 2 and is expressed as a percentage of
the Relevant Fixed Charges for the applicable Contract Year (“Outcome Charge ).

AMENDMENTS TO OUTCOME CHARGES

In the event that the Parties wish to amend all or any of the Outcome Charges, the following
principles shall apply:

8.1.1 the aggregate value of the Outcome Charges in any Contract Year shall not exceed the
QOutcome Charge At Risk Amount;

8.1.2 the Outcome Charges payable for the achievement of each individual Outcome will be set
to reflect the relative importance attached to each Outcome using Ithe Weightings applied
to that Outcome;

8.1.3 no single Outcome will carry more than twenty percent (20%) of the Outcome Charge At
Risk Amount; and

814 the number of Qutcomes in any Contract Year shall never be Iess than six (8). This is
required to ensure a good level of performance monitoring is achieved for the Department
across a wide range of Qutcomes.

As part of the review conducted following the end of Contract Year 3 (as set out in Paragraph 5
above) the Parties may elect to review the Outcome Charge At Risk Amount allocated to the
remaining years of the Initial Term and consider whether a higher or Iower Outcome Charge At
Risk Amount may be applied to the Outcome Charges PROVIDED THAT |ﬁ an amended Outcome
Charge At Risk Amount is to be applied to the Qutcome Charges an immediate and commensurate
amendment is made to the Service Credit At Risk Amount so that the|combined total of the
Outcome Charge At Risk Amount and the Service Credit At Risk Amount in any Contract Year
does not exceed twelve percent (12%) of the Relevant Fixed Charges for that Contract Year. From
Contract Year 8 onwards: the Service Credit At Risk amount in any Contract Year thereafter shall
not exceed 4% of the Monthly Relevant Fixed Charges and Outcome Charge At Risk Amount in
any Contract Year thereafter shall not exceed 8% of the Relevant Fixed Charges
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If the Parties do not agree a revised Outcome Charge At Risk Amount then no alterations shall be
made to the then existing apportionment between the Service Credit At Risk Amount and the
QOutcome Charge At Risk Amount.

MEASUREMENT OF PERFORMANCE AGAINST OUTCOMES
Measurement of Qutcomes 1 to 11 and 14 to 16

The Contractor shall monitor its performance against each of Outcomes 1 to 11 and 14 and 15 and
the Department will monitor the Contractor's performance against Outcome 16 each on an annual
basis at the end of each Contract Year commencing from Contract Year 1 until the end of the
Term.

The measurement of the Contractor's performance against each of Quicomes 1 to 11 will be
conducted by an independent external research agency (*Agency”) who shall be appointed, each
year, by the Contractor to act as an independent expert to review the Contractor's performance
against the Target Performance Levels.

The Contractor will run a competitive tendering process to appoint a suitable Agency and such
appointment shall be at the Contractor's cost.

The appointed Agency shall be an independent and appropriately experienced research agency
who has experience in undertaking similar surveys and is appropriately quality assured. The
Contractor will ensure that the selected Agency is registered under the Data Protection Act 1998
and all data processing, verification and accumulation performed by the Agency is conducted within
the terms of the Data Protection Act.

The Contractor will ensure that the Agency conducts its research and performs the surveys in
compliance with Market Research Society (MRS) guidelines.

METHOD OF MEASURING PERFORMANCE AGAINST TARGET PERFORMANCE LEVELS
Measurement of Qutcomes 1 to 6 and 8 to 11

In order to reduce the inherent risks associated with the reliability and variability of the results of the
Quantitative Survey conducted for Outcomes 1 to 6 and 8 to 11, the Contractor (via its appointed
Agency) will ask a series of pre-determined questions relating to such Outcomes. The responses
to each of these pre-determined questions shall be scored and used to assess the Contractor's
level of performance against the relevant Target Performance Levels for Qutcomes 1 to 6 and 8 to
1.

The list of pre-determined questions for each of Qutcomes 1 to 6 and 8 to 11 are shown in Table 5
of Appendix 2.

In order to measure the Contractor's performance against Qutcomes 1 to 6 (relating to Active
Members), the Agency will use the questionnaire shown in Paragraph 1.6 of Appendix 2, which,
prior to commencing the Quantitative Survey wilt be developed further for online administration, as
the Contractor believes that an online methodology is most suitable for Active Members as it allows
for a large representative sample of Active Members to be interviewed in an efficient and cost
effective manner. Answers to the questions in the questionnaire in Paragraph 1.6 of Appendix 2 will
be used by the Agency to compute the scores for each of the Outcomes, which shall be expressed
as a percentage. In order to give confidence that an online methodology is suitable for Member
related Quicomes the Contractor will split the Baseline Survey for Active Member related
Outcomes and run half of the survey using an on-line approach and the other half using a
telephone based survey. The surveys will be performed by the Agency and once they are
completed the Agency will compare the resulting scores (by Outcome) to see if there are any
material differences in the responses. It is recognised that some level of difference is only to be
expected but this should not be material. If the Agency believes that the differences are not
material then the Contractor will operate all future surveys using an online survey, without
amending its surveying approach. However, if the Agency believes the differences for any one or
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more QOutcome are material then the Contractor will work with the Department to agree how to
overcome the differences for the affected Outcomes for future surveys or how it will normalise
future on line survey results to eliminate the difference between the two survey approaches for
each affected Qutcome (e.qg. by applying a suitable weighting to the online results or continuing to
use some degree of telephone surveying). In agreeing how to deal with any such anomalies, the
Contractor will take due account of its commitment in Paragraph 10.5 to achieve a Confidence
Level of 95% with a Confidence Interval of +/- 3%.”

In respect of the Teachers’ Pension Scheme, there are three groups of Members, namely:
10.4.1  “Active Members" (who are Teachers in work),

10.4.2 “Deferred Members" (who are Teachers who have either left the profession or are no
longer contributing to the Teachers’ Pension Scheme); and

10.4.3 "Pensioner Members" (who are those ex-Teachers who are drawing their pension and
no longer working as a Teacher).

The Quantitative Survey will be limited to Active Members only. In order to meet an appropriate
level of accuracy for the Quantitative Survey to be performed on Active Members (being a
Confidence Level of 95% with a Confidence Interval of +/- 3%) the sample size for each
Quantitative Survey will be at least 1,250 Active Members. The Contractor will work with the
Agency to profile all Active Members (by variables such as age, gender, Iength of service, job role
etc) and to ensure that the Quantitative Survey data is corrected for any non!response bias (i.e. the
phenomenon where certain respondent types are more or less likely to respond to the survey) by
weighting the survey results to ensure they are representative of the overall population.

In order to measure the Employer related Outcomes {namely Outcomes 8 to 11) the Quantitative
Survey guestioning will be conducted via telephone. Answers to the questions will be used to
compute the scores for each Employer related Qutcome, which will be expressed as a percentage.

The sample used for the survey of Employers will take into account the range of Employer types,
the composition of which are dynamic and cover a variety of potential job functions that could be
included. In total, at the Effective Date, there were approximately 2,400 Employers across England
and Wales, but even more individuals were involved in the Teachers' Pension Scheme, as some
Employers may have a team of people working on the TPS. In addition, as at the Effective Date,
there were approximately 174 local authorities, which employ over 75% of all Active Members and
these need to be reflected correctly in the Quantitative Survey sample.

The results of the Quantitative Survey for Employer related Outcomes will be measured across all
Employer types and there will be no sub-group analysis by individual employer types (e.g. local
authorities, further education colleges, higher education institutes etc). The measurement will have
an accuracy of +/- 3% at the 95% Confidence Interval. This will require a sample of at least 650
Employers for each Quantitative Survey.

Taking into account all of the points documented in Paragraphs 10.6 to 10.8 above, the Contractor
will organise the target sample and minimum achieved sample for Employer related Qutcomes by
establishment type to broadly reflect the relative importance of each establishment in terms of the
number of Employees that apply to each such establishment. The Contractor will review and
update this sample structure on an annual basis to ensure that it continues to broadly reflect the
relative importance of each such establishment in terms of the number of Employees. The volumes
to be achieved for each Quantitative Survey sample, as at the Effective Date, are as shown in
Table 1 below. These figures will be updated appropriately prior to the commencement of each
Quantitative Survey to achieve the Confidence Interval and Confidence Levels documented in
paragraphs 10.5 and 10.8 above. Furthermore, the Contractor has agreed to use its reasonable
endeavours to achieve a minimum number of 115 interviews with local authorities as a result of
targeting 150 local authorities. Notwithstanding the Contractor's commitment to use reasonable
endeavours to achieve these numbers, the Department acknowledges that it may not be possible
to achieve the full 115 interviews. Accordingly, if the actual number of interviews achieved is less
than 115, then provided the Contractor can demonstrate to the Department that it has properly
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targeted 150 local authorities, the Department shall accept the lower number of actual interviews
achieved and the minimum number of interviews documented in Table 1 below shall be amended

accordingly.
Table 1
Establishment type Number of Target number | Minimum nhumber
Employers of interviews | of interviews to he
available for to be achieved | achieved for each
interview (by for each Employer type
Employer type) Employer type
Note 1*
Local Authority 174 150 115
Further Education College 401 100 80
| Higher Education Institution 81 50 25
Others including: Independent 1,766 350 350
establishments (including
Independent Schools, Academies,
Technical Colleges and
Grant Aided Voluntary
Organisations)
Total 2,422 650 Note 2*

Source: TPS 2009-10 annual accounts

Note 1* notwithstanding that the Contractor will target 150 Local Authorities each year, the Contractor will write to all 174
Local Autharities, each year, to encourage them to take part in the Quantitative Survey.
Note 2* notwithstanding the minimum numbers quoted in the column above, the aggregate total sample to be interviewed

must always add up to 650

Each Quantitative Survey for Quicomes 1 to 6 and 8 to 11 will be carried out promptly following the
end of each Contract Year commencing with the first Quantitative Survey being conducted

following the end of Contract Year 1.

Measurement of Qutcomes 12 and 13

In order to measure the Contractor's performance against QOutcomes 12 and 13 a different
approach will be taken than described above for Qutcomes 1 to 6 and 8 to 11. This different

approach is as follows:

10.11.1

10.11.2

In respect of Data quality in Outcome 12, the Data encompasses both Common Data and
Conditicnal Data, these will each be put through the following assurance procedure:

Common Data — The Contractor will assure the quality of Common Data fields using its
Data+ Tool to assess and validate the information to check the presence, format and
iogical consistency of the Data.

Conditional Data — The Contractor will assure the quality of Conditional Data using the
Data+ Tool to check the presence, format and logical consistency of the Data.

All of the above assurance activities will be performed in accordance with the data
assurance process detailed in Section 08 (entitled Data Management) of the Centracter
Sclution and in particular, responses to questions DM2, 4, 5 and 9 of the Statement of
Service Requirements. Where assurance activity and the Datat+ Tool identifies
inconsistencies or errors in either Common Data or Conditional Data, corrective action
will be taken in accordance with the processes set out in Section 08 (entitled Data
Management) of the Contractor Solution.

In respect of the Spring Supplementary in Outcome 13, the Contractor will measure the
accuracy of the Teachers’ Pension Scheme income and expenditure estimates that it has
provided to the Department against the relevant target Spring Supplementary stipulated
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by HM Treasury. Commentary will be provided by the Contractor: to the Department in
the relevant monthly Finance Reports on any income or expenditure account where there
is a variance greater than one million pounds. Where factors occur which either (a) were
unknown to the Contractor at the time the estimate was prepared or (b) arise after the
date the estimate was prepared and are outside the control of the Contractor; and either
or both of these factors cause the tolerance levels to be breached, then the Contractor
will detail these factors in the relevant monthly Finance Report. The Contractor and the
Department shall discuss the content of the monthly Finance Report and provided the
Contractor can demonstrate that the tolerance was breached due to either or both of the
reasons detailed in (a) and (b) above, then the Contractor shall be deemed to have met
the agreed tolerance levels. ; ‘
|
1
|
The Contractor will measure Qutcome 7 relating to recently retired Members (i.e. Members who
have retired within the previous twelve months) using a separate survey to that described above for
Active Members. |n order to achieve a Confidence Level of 5% and a Confidence Intervai of +/-
3% (as committed to for Active Members) the Contractor will use all reasonabfe endeavours to
achieve a minimum of 1,030 interviews per year (assuming the number of: Members retiring each
year remains at 30,000 or more). Where this is not possible, the Contractor will raise the matter
with the Department and the Parties will work together in good faith to agreeia suitable amendment
to the sample size and Confidence Level. The survey for Outcome 7!will be performed as
described in Paragraph 10.13 below. . b

t
The survey for Outcome 7 will be performed throughout each Contract Year such that a Member is
asked to provide a response to each of the questions listed for Qutcome J7 in the questionnaire
shown in Paragraph 1.6 of Appendix 2 to this Schedule soon after they have retlred and whilst the
recollection of the service they have received from the Teachers’ Pension Scheme is still ‘fresh in
their mind’. Where possible, recently retired Members will be surveyed ias part of the normal
‘retirement process' operated by the Teachers' Pension Scheme such thatithe survey will be sent
to each recently retired Member (along with other correspondence that is being issued to them
relatrng to retirement) within a reasonable period after the Member has started to receive their
pension payments. The survey will be performed electronically where current emarl addresses are
available and using a paper based approach where current email addresses aré not available. The
responses will be gathered throughout the Contract Year by the Contractor and .will be collated and
analysed by the Agency who will include them in a report before they are provided to the
Department each October alongside the Active Member and Employer surveys detarled above.

t
Measurement of Outcome 14 i

The Contractor will measure Cutcome 14 immediately prior to the expiry"of each Contract Year
(being 30 September) using a percentage calculation. The calculation will be the percentage of
active and pensioner scheme Members who have an active MyPension Online (MPO) account on
that date. The figure to be used for the total population of active and pensroner members will be the
data extracted for GAD in each Contract Year. . ‘|

{
Measurement of Outcome 15 |
The Contractor will measure Outcome 15 immediately prior to the expiry'of each Contract Year
(being 30 September) on the basis of the number of digital transactions conducted as a percentage
of the total number of transactions conducted which fall within the agreed ||st of potential digital
transactions: ‘ !

t
N
|
|

Measurement of Outcome 7

Payroll Changes

Death Grant Nomination Forms .
Re-employment Certificates ‘
Transfers |
Retirements K
Opt In '
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TR8

TR6

Partner Nominations

Cormnplaints

Emails (STU/Support/Hartlink/Data)
Employer Portal Registrations
Barred List Registrations/Renewals
Change to Teacher Details/Address - calls
Password/PIN resets

EQYC

Monthly Contribution Slips

POD Applications

Additional Pension Elections
Webmail - Secure MPO

Change of PIN password

Measurement of Qutcome 16

Outcome 16 will measure five aspects of the Operational Service and the Contractor's behaviours
which demonstrate partnership working.

1.

Flexibility ~ The Contractor adapts to changing conditions, requirements and priorities, and
makes changes to solutions and delivery to meet those challenges.

Supportive — The Contractor understands and responds to the challenges, political drivers
and parameters that the Department and the Teachers' Pension Scheme operate within.

Technically expert partner — the Contractor provides people and resources demonstrating
expert, relevant and thorough knowledge of the Teachers' Pension Scheme, public and
private sector pension schemes and the wider pension landscape.

Forward thinking - the Contractor considers future challenges, is progressive in planning for
any future changes that may make a difference to the scheme and presents analysis to the
Department ahead of the challenge.

Client Relationship — the Contractor continually improves by recognising the wider landscape
and consuiting with the Department to deliver effective, value for money services.

The five behaviours will be rated from 1 to 5, on the following basis:

1= Poor — the relevant Operational Service or behaviours consistently fails to meet expectations.

2 = Unsatisfactory — the relevant Operational Service or behaviours are occasionally adequate but

regularly fail to meet expectations.

3 = Adequate — the relevant Operational Service and behaviours consistently meet the minimum

expected standard.

4= Good - the relevant Operational Service and behaviours are consistently adequate and

regularly exceed expectations.

5= Excellent - the relevant Operational Service and behaviours consistently exceed expectations.

How and when will scores be determined:
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At each QSB the Department will give an indication of its assessment at that stage of the year of
the contractor's performance against each of the five behaviours. The QSB will provide an
opportunity for the parties to discuss the evidence used in the assessment and hear the
Department’s views. Any issues may be addressed or alternatively the Department may re-assess
its views, in light of evidence provided by the Contractor.

The assessment will be provided by the Department’s senior contract manager or representative
on behalf of the Department, primarily taking account of views provided byfother members of the
Department's pensions team, but also reflecting views of the Erqployer and Member
representatives through Teachers’ Pension Action Forum (TPAF) Group. The assessment will only
reflect evidence-based views, which clearly set out the basis of the opmron and the supporting
rationale. The assessment will also take account of any evidence that the contractor provide in
advance of the assessment (although there will be no obligation on them to do 50).

This is not intended to be a lengthy process, but will ensure that the Centractor is aware of any
concerns from the Department, in order that it can address the issues before the expiry of each
Contract Year. At the expiry of each Contract Year end (being 30 September) the Department will
provide final scores against the behaviours, based on performance throughout the Contract Year,
which will be used to calculate the Qutcome Charges.

How the total score will be calculated:

Each of the five questions will be scored 1 — 5, giving a maximum score of[25 This score will be
multiplied by four, to give a percentage scere, e.g. scores of 3, 3, 3, 4 and 5 is a total of 18, which
is 72%, scores of 2, 3, 4, 5 and 5 is a total of 19, which is a total of 76% and 4,4, 4 5and 5is 22,
which is 88%.

REPORTING PERFORMANCE AGAINST ALL OUTCOMES

The results of the annual Quantitative Surveys for Outcomes 1 to 11 shall be collated, analysed
and documented in a report that shall be delivered by the Contractor to the Department within two
(2) months following the end of each Contract Year throughout the Term.

The report referred to in Paragraph 11.1 shall include a summary of the Quantitative Survey
findings and a calculation of the Contractor's performance against the Target Performance Levels
for each of Outcomes 1 to 11. It shali also include a calculation of the Outcome Charges payable
by the Department to the Contractor (using the methodology described in Paragraph 12 below).

The results for Outcome 12 will be collated and included in a report that:will be delivered to the
Department by the tenth (10"} Working Day of October each Contract! Year. The report shall
include a calculation of the Outcome Charges payable by the Departmentito the Contractor (using
the methodology described in Paragraph 12.5 below).

The results for Qutcome 13 will be collated and included in a report thatj will be delivered to the
Department by the tenth (10') Working Day of May each Contract Year. The report shall include a

calculation of the Outcome Charges payable by the Department to the Contractor (using the
methodology described in Paragraph 12.6 below).

The final results for OQutcomes 14,15 and 16 will be collated and included in a report that will be
delivered to the Department by the tenth Working Day of October each Contract Year. The report
shall include a calculation of the Outcome Charges payable by the Department to the Contractor
(using the methodology described in Paragraph 12.7 below).

CALCULATION OF QUTCOME CHARGES

Outcomes 1 to 11

If the level of performance of the Contractor in relation to Qutcomes 1 te 11 during the Contract
Year under review achieves the levels shown in column one of Table 2 below, then the percentage

iud

.

M ..
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of the relevant QOutcome Charge shown in column two of Table 2 below shall be payable by the
Department to the Contractor.

Table 2
Achievement of Target Percentage of Outcome
Increase Charge Payable

100% 100%
95% or above 90%
80% or above 80%
85% or above 70%
80% or above 60%
75% or above 50%
Less than 75% Zero

For the purposes of Paragraph 12.1 above, the target increases shown in column one of Table 2
above shall be determined by reference to the increase for each individual Qutcome from the
baseline target level for that Outcome in Contract Year O to the target set for the same Outcome in
the Contract Year under review. By way of an example:

Assuming.

- the baseline target for Outcome “n” was 15%, and

- the target for Outcome “n” at the end of Contract Year 1 was 20%, and

- the target for Qutcome “n" at the end of Contract Year 2 was 50%,

if the Contractor only achieves a target level of 45% by the end of Contract Year 2 then it has only
achieved 86% of the target increase between the baseline and the end of Contract Year 2 (i.e. 86%
of (50 minus 15)).

In this example the Contractor should be paid 70% of the Outcome Charge for Outcome "n".

Where the Contractor fails to achieve the Target Performance Level for any Outcome by the end of
the relevant Contract Year, then such under performance shall need to be rectified when assessing
the Contractor's performance against the same Outcome in the following Contract Year in order to
incentivise the Contractor to achieve the full target for that Contract Year. By way of an example:

if

- the baseline target for Outcome “n” was 15%, and

- the target for OQutcome "n” at the end of Contract Year 1 was 20%, and

- the target for Qutcome “n* at the end of Contract Year 2 was 50%; and

- the Contractor actually achieves 18% at the end of Contract Year 1 for Quicome "n”
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then the Contractor must still achieve a target of 50% at the end of Contract Ye:ar 2 for Outcome “n”.

Accordingly, if the Contractor only achieves 40% by the end of Contract;YIear 2 then it has only
achieved 71.4% of the target increase between the baseline and the target level set for the end of
Contract Year 2 {i.e. 71.4% of (50 minus 15)). !

In this example the Contractor would not be paid any Outcome Charge for Ou:tcome “n" because the
achievement level is below 75%. '

If the Contractor over achieves in any Contract Year then it shall be treated as if the Contractor has
achieved 100% of the Target Performance Level and shail be paid the full Outcome Charge. No
bonus shall be paid for over achievement and the over achievement shall not be carried forward
into the following Contract Year. This will ensure that the Contractor alms to achieve or over
achieve the Target Performance Levels for each Outcome in each Contract Year.

Qutcome 12

In respect of Outcome 12, the Contractor's performance shall be assessed agalnst each of the four
(4) elements of Outcome 12 {namely Outcomes 12 (&) to 12(d)). The Contractor shall be entitled to
receive a proportion of the Outcome Charge for Qutcome 12 where the Contractor‘s performance
against an individual element of Qutcome 12 {namely Outcomes 12 {a) to 92 (d)) achieves the level
shown in column 2 of Table 3. The Outcome Charge shown in columns 4 to 6 in table 3 below is
expressed as a percentage of the Relevant Fixed Charge. For the avo:dance of doubt, the
Contractor’s failure to perform against one (1) or more of the elements of Qutcome 12 shall not
impact upon its right to be paid for the remaining elements.

On the achievement of the 100% target associated with Common Data - Legacy, a single payment
of £3557.46 (plus VAT) will be payable by the Department, this payment Ibemg deferred whilst the
Contractor works towards achievement post the Year 1 assessment.

Table 3

Ref

Qutcome Outcome Charge payable asl% of the Relevant Fixed
Charge, on basis of 100% achlevement of relevant
target !

Y2 Y3 Y4 ‘Y5 Y6 Y7,
Y8,
Y9 &
Y10

12

Non 100% 100% | 100% | 100% | 100% | 100%
The Nino '
quality Legacy

of new

and Common NINO 97.3% 98.8% | 100% | 100% | 100% | 100%
legacy data

data is
assured Non 100% 100% | 100% | 100% | 100% | 100%
Nino
New

Nino 88% 95% | 100% | 100% | 100% | 100%

Conditional | 12 months
data before NRA, 75% 100% | 100% | 100% | 100% | 100%
{excluding | Member records




GMP Data) | % assured

Member record - 98.0% 100% | 100% | 100% | 100% | 100%
% Assured

Qutcome 13

12.7 In respect of Qutcome 13, if the level of performance of the Contractor, during the Contract Year
under review achieves the Target Performance Levels shown in Table 2 of Appendix 2, then the
Contractor shall receive all of the applicable QOutcome Charge for Qutcome 13. [f the level of
perfarmance does not achieve the Target Performance Levels shown in Table 2 of Appendix 2 then
no Outcome charge shall be paid for Qutcome 13. For the avoidance of doubt, the Contractor must
achieve the Target Performance Levels for both Outcomes 13(a) and 13(b) in order to achieve
payment of the Qutcome Charge applicable to Outcome 13.

QOutcomes 14 and 15

12.8 In respect of Quicomes 14 and 15, the same rationale applies for both Qutcomes; achievement is
measured as set out in the targets in Table 2 of Appendix 2.

12.9 Qutcome 16

In respect of Qutcome 16, provided the Contractor achieves a minimum score of three in all five
behaviours, the percentage achievement figure in Table 4 below will be used to calculate the
Outcome Charge. A score of 1 in any of the five behaviours will result in no payment against this
Cutcome, irrespective of performance in other areas. If a score of 2 in one of the behaviours is
achieved, the Contractor will only be entitled to receive 50% of the Outcome Charge set out in
Table 2 of Appendix 2. For example, if four behaviours score 5 and one behaviour scores a 2, the
overall score will be 88% entitling the Contractor to 85% of the Outcome Charge for Outcome 16.
However, as one of the behaviours is a score of 2, the Contractor is only entitled to receive 42.5%
of the Qutcome Charge for Outcome 16. In the event that two or more scores of 2 are achieved,
the Contractor will receive no payment.

Table 4
Percentage Score Percentage Payment
60% 50%
64% 55%
68% 60%
2% 65%
76% 70%
80% 75%
84% 80%
88% 85%
82% 80%
86% 95%
100% 100%

Qutcomes 1 to 16

12.9 If the level of performance of the Contractor, during any Contract Year, is such that the Department
is not required to make a full payment or partial payment against one or more of the Outcome
Charges for Outcomes 1 to 16, then such non-payment or partial payment shall be the Department's
sole and exclusive remedy for the Contractor's failure to perform against the relevant Qutcomes.
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PAYMENT OF OUTCOME CHARGES

The payment of the Outcome Charges shall be made in accordance with Paragraph 3.4 of
Schedule 7.1 {Charges and Invoicing).

EFFECT OF EXTERNAL IMPACTS ON OUTCOMES AND QUTCOME CHARGES

The Qutcomes, Outcome Target Performance Levels and Outcome Weightings for Qutcomes 1 to
11, have been designed to measure the Contractor's success in implementing an Employer and
Member Engagement Strategy that will bring about a clear, positive and measureable change in
the attitude of both teachers and employers towards the Teachers’ Pension Scheme, including, in
particular the Teachers’ Pension Scheme’s value and the way it is administered. Accordingly, the
Contractor shall not he penalised for any failure to achieve these Qutcomes and/or QOutcome
Target Performance Levels where such failure is due to factor(s) which are dutside the Contractor’s
contro! and could not be overcome by the Contractor making reasonable adjustments to the
Employer and Member Engagement Strategy, where there is sufficient time and/or scope to do so
hefore the relevant Qutcome achievement is next measured. For the avoidance of doubt, factors
which are outside the Contractor's control shall include any adverse change to the Teachers’
Pension Scheme or the benefits that will or may be received by some or ali of the Members of the
Teachers’ Pension Scheme or the Government and/or any applicable pension regulator making a
material adverse statement about the Teachers’ Pension Scheme (each an “Adverse Event”).

Where an Adverse Event occurs which could not be overcome by the Contractor making
reasonable adjustments to the Contractor's Employer and Member Engagement Strategy, as
referred to in Paragraph 14.1 above, then the Contractor shall raise the matter with the Department
and, at the request of either Party, the Parties shall promptly meet to agree the impact on the
Outcomes and Qutcome Target Performance Levels, including but not limited to making
amendments to the scope and/or Target Performance Levels for each affeéted Outcome. Where it
is agreed that an Adverse Event will have such a significant impact on an Qutcome and/or the
Contractor's ability to achieve the Outcome Target Performance Levels rendering the Outcome
unreasonable or of little value, then such Outcome shall be removed from the Ouicome regime
and, at the agreement of the Parties, either replaced with a suitable alternative Qutcome (along
with suitable revised Target Performance Leveis) or where the Outcome is not replaced the
Outcome Charge At Risk Amount shall be re-apportioned over the remaining Outcomes such that
the overall Outcome Charge At Risk Amount remains unchanged.

In the event that the Parties cannot agree upon the impact of an Adverse Event within thirty (30)
days of a Party requesting the initial meeting referred to in Paragraph 14.2, the matter shall be
referred for resolution to the Dispute Resolution Procedure. If the impact of an Adverse Event is
referred to the Dispute Resolution Procedure for resolution, then part of the findings from such
referrai shall be a ruling on both the impact of the Adverse Event on the Contractor’s ability to meet
the Qutcomes and Outcome Target Performance Levels and also the impact of any delays caused
to the Contractor (including its ability to meet the Outcomes and Outcome Target Performance
Levels) whilst it awaits the findings from the referral to the Dispute Resolution Procedure.



PART 3
MONTHLY DATA COLLECTION PERFORMANCE MEASURE

The Contractor shall ensure that 60% of Member data is collected via MDC by 1 October 2017
("MDC Target"). If the MDC Target is not achieved, the Department shall be entitled to a deduction
of the amounts payable in respect of the Services which are invoiced to the Department in
November 2017. Such deduction shall be an amount equivalent to a commensurate proportion of
£100,000 for example, if the MDC Target is missed by 10% such that 50% of data is collected, then
£16,668 wil! be deducted from the amounts payable in respect of the Services i.e. 10/60 x £100k =
£16,668. This will be a one-off deduction at the point it is measured. Such deduction shall not
include VAT and the Contractor shall set-off the value of such deduction against the invgice for
November 2017.

The Department agrees that the Contracter may advise Employers that MDC will be mandatory
from 1 April 2018, however, the Department shall not be obliged to require the Contractor to
proceed with such mandation. The Department shall have ne liability to the Contractor if it does not
require the Contractor to proceed with such mandation. This provision is without prejudice to
Paragraph 1 of this Part 3.




This Part 4 is to be read in conjunction with Schedule 8.1 (Governance).
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PART 4

PERFORMANCE MONITORING

PRINCIPAL POINTS
This Part 4 provides the methodology for monitering the Services:

1.1.1 to ensure that the Contractor is complying with the Service Level§, KPls and Outcomes;
and

1.1.2  foridentifying any Service Failures in the performance of the Contractor and/or delivery of
the Services ("Performance Monitoring System").

Within eighty (80) Working Days of the Effective Date the Contractor shall E)rovide the Department
with a draft Performance Monitoring System which shall, as a mlmmumf include details of the
Contractor's processes in respect of the following:

121 notifications to the Department of Service Failures and other defects in the Contractor's
performance and/or delivery of the Services;

122 performance reviews,
12.3 Department audits;

1.24  the processes and systems the Contractor will put in place to monitor effectively its
performance of the Services;

1.2.5  the format and content of the Performance Monitoring Report; and
1.26 how the Contractor will comply with the obligations set out in Part'4 of this Schedule.

The Department shall notify the Contractor within ten (10) Working Days of its receipt of the draft
Performance Monitoring System and of its response (approval or rejectlon) to it. The draft
Performance Monitoring System shall not be deemed {o have been'approved if no notice of
approvat is given during such period. If the draft Performance Monltorlng System is approved by
the Department it shall be adopted immediately.

If the Department gives notice of its rejection of the draft Performance Monjtoring System, it shall in
such notice identify the reasonable changes it requires to be made to it. The Contractor shall
amend the draft Performance Monitoring System so as to incorporate the [changes required by the
Department and re-submit the amended draft Performance Monitoring System to the Department
for approva! within five (5) Working Days of receipt of the Department‘s rejection notice. If the
Department does not approve the draft Performance Monitoring System followmg its resubmission
to the Department pursuant to the provisions of this Paragraph 1.4, thelmatter shall be resolved in
accordance with the Dispute Resolution Procedure.

An Outline Performance Monitoring System ("Outline Performance Momtormg System") has
been agreed between the Department and the Contractor and is set out in Appendix 3 to this
Schedule. The Outline Performance Monitoring System shall be binding upon the Contractor from
the Effective Date until the Performance Monitoring System is agreed between the Parties.

The Contractor shall ensure that the Performance Monitoring System shall be maintained and
updated on a monthly basis by the Contractor as may be necessary to reﬂect the then current state
of the Services. Any updated Performance Monitoring System shall be forwarded to the
Department for approval within five (5) Working Days of receipt by the Contractor of the request
from the Department for the update. The Departrnent shall be entjtled to require reasonable
amendments to the updated Performance Monitoring System and the Contractor shall make such




1.7

1.8

1.9

2.1

22

23

amendments and re-submit a further updated Performance Monitoring System to the Department
for approval. Until such time as the updated Performance Monitoring System is approved by the
Depariment the Performance Monitoring System then existing (that is to say prior to the update)
shall continue to apply.

Without prejudice to the obligations imposed upon the Contractor and the rights afforded to the
Department pursuant to Paragraph 1.3 of this Part 4 the Parties shall consider and review the
Performance Monitoring System at the Operations Board meetings pursuant to Schedule 8.1
(Governance).

The Department shall be entitled to reasonably require, and the Contractor must comply with such
reasonable requests for, routine changes to the Performance Monitoring System.

Without prejudice to the provisions of Paragraphs 1.6 to 1.8 of this Part 4 each of the Department
and the Contractor shall have the right to propcse any Changes to the Performance Monitoring
System in accordance with the Change Control Procedure. For the avoidance of doubt, any
requests for Changes to the Performance Monitoring System shall be dealt with via the Change
Controt Procedure.

REPORTING OF SERVICE FAILURES

If there is a Service Failure or if the Contractor believes that there will be a Service Failure the
Contractor shall promptly:

211 notify the Department in éccordance with the procedure documented in Paragraph 1.19
of Part 1 of Appendix 1, and

212 record full details of the Service Failure in the Service Failure Log.

The Department shall have the right to request copies of the full, or parts of, the Service Failure
Log.

The Contractor shall ensure that, as a minimum, the following details are recorded by the
Contractor in the Service Failure Log in respect of each Service Failure:

231 a unique report number (report numbers shall be applied sequentially);
232 the date and time the Service Failure occurred and is logged;

2.3.3 the nature and location of the Service Failure;

2.34 the person making the report;

2.3.5 the level assigned to the Service Failure (in accordance with Paragraph 1.18 of Part 1 of
Appendix 1 of this Schedule);

2.36 the action intended to be taken or which has been taken to rectify the Service Failure;

237 details of any communication with the Department's Representative in connection with
the Service Failure;

238 notes/comments regarding any mitigating circumstances with regard to the Service
Failure;

238 the Contractor's plans for remedying the Service Failure and/or for preventing the Service
Failure from re-occurring including details, where applicable, of the estimated time within
which such Service Failure will be remedied:; and

2.3.10 the reasons for any inability of the Contractor to meet the Service Level so as to resolve
the Service Failure.




31

3.2

3.3

PERFORMANCE MONITORING AND PERFORMANCE REVIEW

|
Within ten (10) Working Days of the end of each Service Period, the Conitractor shall provide a
Performance Monitoring Report to the Department's Representative.

The Performance Monitoring Report shall be in the format agreed between the Department and the
Contractor in writing and shall contain, as a minimum, the following lnformatlon in respect of the
Service Period just ended:

3.2.1

322

3.23
324
3.25

3.26

327

328

329

3.2.10

3.2.11

3.2.12

3.2.13

3.2.14

3.2.16

the monitering which has been performed in accordance with the Rerformance Monitoring
System with a summary of any issues identified by such monitoring;

for each Service Level, the actual performance achieved over tt;re Service Period, and
that achieved over the previous six (8) Service Periads (or all Serwce Periods in the case
where there has been less than six (6) Service Periods after the Operauonal Services
Commencement Date);

i
a summary of all Service Failures that occurred during the ServicelPeriod;

the level of each Service Failure which occurred; !

which Service Failures remain outstanding and progress in reso!vi“tg them;

the cause of the Service Failure and any action being taken to reduce the likelihood of
recurrence and/or to resolve the underlying cause,;

the number of Service Points awarded to each Service Failure in that Service Period;

the Service Credits to be applied in respect of that Service Penod indicating the Service
Failure(s) to which the Service Credits relate;

a rolling totat of the number of Service Failures that have occurred and the amount of
Service Credits that have been incurred by the Contractor overrthe past six (6} Service
Periods (or all Service Periods in the case where there has been less than six (6) Service
Periods after the Operational Services Commencement Date);, !

within two (2) months following the end of each Contract Year,!the actual performance
achieved in the relevant Contract Year for Outcomes 1 to 10 ang that achieved over the
all previous Contract Years in which Outcomes 1 to 10 were measured;

within the first ten (10) Working Days of October each year, !the actual performance
achieved in the relevant Contract Year for Qutcome 11 and that achieved over the all
previous Contract Years in which Outcome 11 was measured,

within the first ten (10) Working Days of May each year, the actual performance achieved
in the relevant Contract Year for Qutcome 12 and that achieved over all previous Contract
Years in which Outcome 12 was measured;

within the first ten (10} Working Days of October each year, | ithe actual performance
achieved in the relevant Contract Year for Qutcome 14, 15 and 18 and that achieved over
all previous Contract Years in which Outcome 14, 15 and 16 was! measured;

relevant particulars of any aspects of the performance by the' Contractor which fail to
meet the requirements of the Agreement; and

such other details as the Department may reasonabiy require from time to time.

The draft Performance Monitoring Report shall be reviewed and its contents agreed by the Parties
at the Performance Review Meeting which immediately follows the fissue of such report in
accordance with Paragraph 3.5 of this Part 2.

_
L3
—




34

35

3.6

37

4.1

42

43

The Contractor shall provide the Department's Representative with a quarterly written summary of
the monthly Performance Monitoring Reports that have been prepared during that Quarter
("Quarterly Summary"). The Quarterly Summary shall be provided by the Contractor to the
Department within ten (10) Working Days of the end of each Quarter, and shall be reviewed at the
Performance Review Meeting which immediately follows its issue. The Quarterly Summary shall
contain such details as the Department shall reasonably require.

The Parties shall attend Performance Review Meetings on a monthly basis (unless otherwise
agreed). The Performance Review Meetings will be the forum for the review by the Contractor and
the Department of the Performance Monitoring Reports and Quarterly Summaries (where relevant).
The Performance Review Meetings shall {unless ctherwise agreed):

3.51 take place within one (1) week of the Performance Monitoring Report being issued by the
Contractor;

3.5.2 take place at such location and time (within normal business hours) as the Department
shall reasonably require unless otherwise agreed in advance;

3.5.3 be attended by the Contractor's Representative and the Department's Representative;
and

354 be conducted in accordance with the general procedures for meetings set out in Schedule
8.1 {Governance).

The Department shall be entitied to raise any additional questions and/or request any further
information regarding any Service Failure,

The Contractor shall provide to the Department such supporting documentation as the Department
may reasonably require in order to verify the level of the performance by the Centractor and the
calculations of the amount of Service Credits for any specified period.

RECORDS

The Contractor shall keep appropriate documents and records (e.g. Service Failure Log, Contractor
Personnel records, timesheets, training programmes, queries and complaints logs etc) in relation to
the Services being delivered and the other requirements to be satisfied. Without prejudice to the
generality of the foregoing, the Contractor shall maintain accurate records of call histories for a
minimum of twelve (12) months and provide prompt access to such records to the Department
upon the Department's request. The records and documents of the Contractor shall be available
for inspection by the Department and/cr its nominee at any time and the Department and/or its
nominge may make copies of any such records and documents.

The Contractor shall provide to the Department such supporting docurmentation as the Department
may reasonably require in order to verify the level of the performance of the Contractor both before
and after the Operational Service Commencement Date and the calculations of the amount of
Service Credits for any specified period.

The Contractor shall ensure that the Performance Monitoring System and any variations or
amendments thereto, Performance Monitoring Reports, Quarterly Summaries, the Service Failure
Log, any other reports and summaries produced in accordance with this Schedule and any other
document or record reasonably required by the Department are available to the Department on-line
and capable of being printed.,




PART 1 - SERVICE LEVELS

Service Level Descriptions

|

APPENDIX 1 ' fl
SERVICE LEVELS AND KPIS I
|

1.1 Table 3 of this Appendix 1 contains a list of the Service Levels that will apply with effect from the
Operational Services Commencement Date. T

1.2 Table 3 of this Appendix 1 includes the following information under each of the headings in the table:

1.21

122

1.2.3

1.2.4

1.2.5

1.2.6

127

Number
Name
Service Level
Target
Frequency

Lets

Service Points

Service Level Measurement

The unique reference number for each ServiceiLevel

|
The name of the Service Level ;
C
.

A description of the Service Level |
The level of performance to be achieved !

The period over which the Service Level will bé measured

!
The number of cases the Contractor can fa|| before being deemed to
have failed the Target. ‘ ‘,‘

By way of an example, if the Service Level Talget is set at 100% and
there are 5 “Lets” and the volume of cases in a particular Service
Pericd is 1000, then provided the Contractor has met the Target for
995 cases it will be deemed to have met the! 100% Target.

|
The points that will accrue if the Contractor fails to achieve the
relevant Target.

1.3 Table 4 of this Appendix 1 contains information in respect of the measurement of the Service Levels
that are listed in Table 3 of this Appendix 1 and includes the following mformatlon under each of the
headings in the table.

1.3.1

1.3.2

1.3.3

134

1.3.5

Service Level

Tasks to be
Measured

Source of
Measurement
Data

Measurement
Criteria

Normal Hand
Off Events

..I

A description of the Service Level, which should be identical to the
corresponding Service Level description in Table 3 of this Appendix 1.

I ]
The activities to be measured in order to
Service Level Target has been met.

;determme whether the
»
The source of the data and/or informetlgn to be measured to
determine whether the Service Level target has been met.

|

]
Clarification about how performance will be measured against the
Service Level target and any issues or pecuhantles that need to be
taken account of. '

A summary of the normal hand off events where the Contractor will
need to request information, decisions or, actions from the
Department and/or a third party. '

|
|
|

B

Lt

o




1.3.6  Justification Provided for background information only, this explains why the
Service Level was considered important enough to be included in the
Service Level regime.

1.37  Associated Details the KPIs which are associated with the particular Service
KPIs Level.

1.4 The information in Table 4 of this Appendix 1 is intended to supplement and clarify the information in
Table 3 of this Appendix 1. In the event of any conflict or inconsistency between the two tables,
Table 3 shall take precedence.

1.5 Each Service Level will be measured at the frequency shown in Table 3.

1.6 The start point for the measurement of each Service Level will be the receipt of the relevant work
item, which provided it is received on or before 12 noon shall be treated as 'Day 1'. ltems received
after 12 noon shall be treated as being received on the next Working Day which shall be treated as
‘Day 1'. Hence, if a Service Level is for a 5 Working Day time period, and the trigger item (to start
the measurement) is received on or before 12 noon on a Monday, the activity must be completed by
close of business on Friday. However, if the trigger item (to start the measurement) is received after
12 noon on a Menday then the activity must be completed by close of business on the following
Monday.

1.7 Not Used

1.8 Only Working Days will be included in the calculation of elapsed time and hence weekends and
public holidays in England and Wales will be removed from any calculation of Service Level elapsed
time.

1.9 The measurement of elapsed time will also take into account any Service Level relief pursuant to
Paragraphs 5 and 6 of Part 1 of this Schedule.

Service Level Performance Calculation
1.10  Performance against Service Leveis will be calculated as follows:

1.10.1 Information on performance will be extracted from the measurement source shown in Table
4 under the heading of “Source of Measurement Date” taking into account any case Lets
shown in Table 3.

1.10.2 The performance level will then be computed in accordance with the following formula and
limited to a maximum achieved level of 100%:

{A+B) = achieved level
C

Where:

A = Volume of cases completed within turnaround time during the relevant measurement
period

B = The number of Service Lets applicable during the measurement period

C = The total number of cases completed during the relevant measurement period

Service Level Points

1.11  Service Points will accrue to the Contractor where the expected Service Level Target has not been
achieved. The number of Service Points will vary depending on the severity of the failure, as shown
in Table 3.

Service Level Points Multiplier for Repeat Failures




1.12  In addition to the Service Points shown in Table 3 a ratcheting mechanism will apply to increase the
number of Service Paints that accrue to the Contractor in respect of each Service Level where there
has been repeated or persistent failures, in accordance with Paragraph 4 of Part 1 of this Schedule.

1.13  The ratcheting mechanism for repeated or persistent failures (Repeat Failures) shall operate by
applying a multiplier to the number of Service Points that would normally accrue to the Contractor in
respect of an initial failure to meet a Service Level, as follows:

Table 1 - Multipliers for Repeat Failures

Number of Repeat Failures Multiplier
0 1
1%t Repeat Failure 1.2
2" Repeat Failure 1.4
37 Repeat Failure 16
4" Repeat Failure 1.8
5% and each subsequent 2.0
Repeat Failure

Conversion of Service Points into Service Credits

1.14  The total number of Service Points that accrue for all Service Levels in each Service Period shall be
calculated in accordance with this Part 1 of Appendix 1 and used to determine the level of Service
Credits (if any) to be paid by the Contractor to the Department for that Service Period in accordance
with the following table;

Table 2 - Service Points to Service Credits

Aggregate Service Credit Service Credit Service Credit |;Service Credit
Service Points Payable Payable Payable i|"4 PRayable
(as % of monthly | (as % of monthly | {as % of monthly a (as % of
Relevant Fixed Relevant Fixed Relevant Fixed {1 monthly
Charge) Charge) Charge) Relevant
Contract Year 1 Contract Year2 | Contract Years 3 rlxe‘dkCharge)
-7 C;ontract
:f Years 8 - 10
Less than 45 0 0 0 0
46 -114 0.24 0.23 0.22 0.15
115 -204 1.0 0.93 0.85 0.56
205 - 259 1.5 1.39 1.28 0.84
260 - 334 2.0 1.85 1.72 1.13

335-449 3.0 2.79 2.57 1.69




450 - 554 40 3.7 343 2.26
555 - 644 5.0 4.64 428 2.82
645 -724 6.0 5.57 5.15 340
725 or Greater 7% 6.5% 6% 4%

1.15 The payment of Service Credits shall be made in accordance with Paragraph 5 of Schedule 7.1
{Charges and Invoicing).

1.16 Table 3 below documents the Service Levels to be met by the Contractor. For the avoidance of
doubt the Target timescales documented in column 4 reflect the processing time to be taken by the
Contractor and exclude any time taken by the Department and/er a third party to provide information,
actions or decisions requested by the Contractor that are needed to complete the processing of the

case:




Table 3

Service Levels

il
o, | L Service
e S | G
Ul
Accurately calculate and o <100% =1
Reti pay retirement benefits, 100./“ by payable_ da_te, i <98% =5
etirement | . . ) or if a late application i or —
Benefit | ncluding any appropriate | 4650, itnin 10 Working | Monthly} <98% =10
lump sum payment in D f . ¥t <g7% =15
Payments accordance with statutory ayl_s ? rfecelvmg an ‘ <96% = 20
entitlements appiication form <85% = 50
<80% = 100
Create and operate a
Pension pension payroll schgdule :
Payments to ensure that pensions | 100% on the due date Monthly, <100% = 100
are paid each Working !
Day
Where a change of <100% = 1
e e 100% witin 10 Vo
Change of | recalculated and paid to Days of notification | <98°/° - 10
Entitiement | reflect statutory received or becoming Mcmthlyf <97% =15
; . : aware through other ! <96% = 20
entitiement, including as means <05% = 50
appropriate abatement or : <90°/° - 100
suspension of payment °
<100% = 1
The accurate and timely <99% =5
Death payment of benefits 100% within B Working <98% = 10
Benefit under the Teachers’ Days of receipt of the Monthiy <97% =15
Payments Pension Scheme bereavement application / <96% = 20
following the death of a form. <95% = 50
Member or Pensioner <890% =100
On receipt of all the <100% = 1
information relevant to a <99% =5
transfer into the TPS, <98% =10
notify the Member of the | a) 100% within 8 | Monthly <97% =15
service credit and issue | Working Days <96% = 20
instructions on how to <95% = 25
proceed <90% = 50
Transfers In
<100% =1
On receipt of payment, <99% =5
accurately update the |b) 100% within 5 Month <98% =10
Member record and | Working Days y <97% =15
inform the Member <96% = 20
<85% =25
<90% =50




<100% =1

On receipt of all <99% =5
necessary requirements, | a) 100% within 8 <98% = 10
notify the receiving Working Days or as | Monthly <97% =15
scheme of the estimated | required by legislation, <96% = 20
transfer value whichever is sooner <95% =25
<90% = 50
Transfers
Out
0 =
On receipt of acceptance :;gg/c’: 51
of the estimate from the <98°/2 =10
ﬁl‘zctf;":;?erssgﬁj‘gz P2 |b) 100% within 3| Monthly <07% = 15
notify them of the Working Days <36;/,° - gg
<05% =
payment <90% = 50
The accurate and timely _
updating of records :;go(]/‘%:—51
following an election <98°/: =10
Scheme Cv‘ﬁliﬁ a{"ti‘;gmﬁgr 100% within 5 Working | o <07% = 15
Elections membership of the Days :gg;’ ; gg
Teachers’ Pension <90(y° - 100
Scheme and the benefits °
they are accruing.
Following the oot
fr?;lg:"lscz?or;:gignPS that | o 50% within 30 <98% = 10
contibutions axist obtain | CAl€ndar days of TPS | Monthly <97% = 15
agreement from th A identifying the arrears <96% = 20
o =
Employer on: :ggo? - gg
« the level of the arrears °
¢ the arrears they are
responsible for
+ the interest that has
accrued on the
arrears to an agreed
Employer relevant date
Debt/Arrears | « an agreed or <100% = 1
c?mpleted payment <99% = 5
pian b) 100% within 60 <98% = 10
calendar days of TPS | Monthly <97% =15
or identifying the arrears <96% = 20
<95% = 25
s Where the Employer <90.,/: = 50

is unwilling or unable
as a result of
insolvency to pay the
arrears the case will
be handed off to the
Department




Where a Member debt
has been identified,
recover that debt or
where financial hardship
is proven, agree a debt

recovery plan with the | :;38%_21
- : 0 =
Member in accordance | 1009, within 90 - <98% = 10
with the Discretions ! =
calendar days of TPS | Monthly <97% =15
Document. Where the | jeniifying the debt <96% = 20
debtor cannot be traced, g <950/° _ 25
refuses to repay the debt, <90°/° - 50
Member | 1S insolvent or in the case ! °T
9 | pebyArrears | ©f @ deceased Member, !
has left no estate, the |
case will be referred to !
the Department i
—
i <100%=1
3 <99% =
Where a debt recovery | ) 1009  within 30 ! 08% = 10
plan is in place, actively 0
. calendar days of each | Monthly- <97% =15
monitor and manage the payment due date o <96% = 20
receipt of debt payments ‘ <95% = 25
<90% = 50
i
| <100% = 1
Reconcile all monthly <99% =5
_— contributions and OF arisimi . 'Y <98% =10
10 g:é::g#;{%’:‘ correctly notify the 1D(;O£: within 5 Working Monthly‘ <97% =15
Employer of any issues y N <96% = 20
that have been identified ~ <95% = 50
E <90% = 100
R
P
;! <100% = 1
O/ —
Provide complete and r :ggof’ - ?0
11 Benefit accurate annual benefit | 100% by 31 March Annu'ali‘ <97°/° =15
Statements | statements to all active | each year b <96°/Z =20
Members , ! <95% = 50
| <90% = 100
|
|
1.17  Table 4 below documents the Service Level measurement approach to be used by the Contractor for

each of the Service Levels:

b o




Table 4

Service Level Measurement

SLANo1 Retirement Benefit Payment
Descrintion Accurately calculate and pay retirement benefits, including any appropriate lump
P sum payment in accordance with statutory entitliements
« Validation and processing of the retirement application form
Tasks to be . : .
Measured Issue of appropriate retirement benefits
Source of « HartLink
Measurement +  Workflow
Data o Quality Assurance Reporting
Measurement will commence on the earlier of either:
a) the day of receipt of the Employer's monthly contributions and associated
“Breakdown Slip”; or
gﬂ:;::rtil;ement b) the 16% of the month (where the 16" of the month falls on a non-working
day the measurement will commence on the previous Working Day).
The activity will be deemed as completed on the day that the payment has been
reconciled to the average of the last three months Employer contributions, and for
any case where an unexplained variance is identified, the Employer is contacted
either by telephone, post or electronic methods.
The normal hand off events where the Contractor will need to request information,
decisions or actions are:
= The collection of any information required from the Member to support
and/or complete the retirement application
= The collection of any information required from the Employer to support
g?fr?:;msHand and/or complete the retirement application

= The cellection of any information required from any third party to support
and/or complete the retfrement application

= The provision of guidance from the Department in circumstances where
the Contractor is required to seek this in order to complete the payment of
retirement benefits

Justification

The retirement application process is the most important event in the Member's
pension lifecycle. A TPS pension is an important element of a Members reward
package and, as such Teachers’ Pension Scheme Members should be able to
plan their retirement with confidence that their application will be processed
accurately, and within stated timescales - regardless of the reason for their
retirement. Failure to deliver in this area will potentially cause financial hardship for
Members as well as reputational damage to the Teachers’ Pension Scheme.

It is important for the financial management of the Teachers’ Pension Scheme to




be able to understand the nature of retirements, i.e. timing, reti'raner{t types and
the value of payments. P




SLA No 2

Pension Payments

Create and operate a pension payroll schedule to ensure that pensions are paid each

Description Working Day and those payments fall within the agreed levels of tolerance*note 1
Taskstobe [ verdl payral lerance checke
Measured ndivi verall payroll toler: s
Source of
Measurement ¢ Hartlink
Data
The measurement will be based on the total number of pension payment runs during
Measurement the measurement period successfully completed compared with the total number of
Criteria occasions when a pension payment run was scheduled for completion during the
relevant period. The accuracy will be measured through the ongoing tolerance checks
that are run against each payroll at both Member and payroll run level.
Normal Hand .
Off Events Not Applicable
The timely and accurate payment of a pension is something a Pensioner depends
Justification | upon. Failure to provide this service level may cause financial difficulties and stress for

as well as reputational damage to the Teachers’' Pension Scheme.

Note 1: The level of tolerance for this Service Level 2 will be agreed between the Contractor and the
Department prior to Service Commencement Date as part of the process described in Paragraph 1.1 of Part

2 of Appendix 1 to this Schedule 2.2
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ESIPANCI I [Cang elofIEntitlement

Description | Where a change of entitlement occurs, all benefits are accurately recalculated and
paid to reflect statutory entitlement, including as appropriate abatement or suspension
of payment

Tasks to be « Updating of HartLink record

Measured o  Qutput to Member
Source of e Hartlink
Measurement o Workflow
Data s Quality Assurance Reporting
The measurement will commence from either,
» the day of receipt by the Contractor of a notification of a ch‘ange of entitlement
or
= the Contractor becoming aware, through any other means, of a change of
entitlement
Mez(a:sr?t;er?;ent The process will be deemed complete on the day that the change.of details has been

processed and confirmation of the change of entitlement |ssued to, or sent via
electronic transfer to the relevant party.

Accuracy of all manual updates wilt be assured, before conformatlen is issued and the
proceeds are released, through 100% quality checking and valldated further through
quality sampling.

Normal Hand

The normal hand off events where the Contractor will need to fequest information,
decisions or actions are;

* The collection of any information required from the Membeér to support and/or
complete the change of entitlement

Off Events = The collection of any information required from the Employer to support andfor
complete the change of entitlement
* The collection of any information required from any third party to support
andfor complete the change of entitlement
Maintaining the accuracy of Member/Pensioner benefit entittements in the Teachers’
Pension Scheme in our processes is a high priority to ensure that
« the Member receives accurate information regarding their benefit entitements
(which may influence crucial life decisions such as when to|retire}
. . e correct payments are received by the Teachers’ PensaonsScheme Member
Justification

¢ assurances are provided to the Department of the consustency in the
application of Teachers’ Pension Scheme policies

e protection of the Teachers' Pension Scheme funds/public monies are properly
managed and protected

¢ accurate statistical data is available to the Department

s the good reputation of the Teachers’ Pension Scheme is maintained

id o

’1




SLA No 4 Death Benefit Payments
Description The accurate and timely payment of benefits under the Teachers’ Pension Scheme
P following the death of a Member or Pensioner.
Tasks to be + Validation and processing of the bereavement application form
Measured * Issue of any appropriate payments
Source of e HartLink
Measurement o Workflow
Data e Quality Assurance Reporting
The activity will be measured from the day of receipt by the Teachers’ Pension
Scheme of the bereavement application form and will be deemed completed on the
day that the payment is released into the payment cycle by the Teachers' Pension
Me:g‘;;xt;er?;ent Scheme to the claimant(s).

Accuracy of the payment will be assured, before the proceeds are released, through
100% quality checking and validated further through quality sampling.

Normal Hand
Off Events

The normal hand off events where the Contractor will need to request information,
decisions or actions are:

» The collection of any information required from the Member's dependents or
personal representatives to suppert and/or complete the payment of death
benefits

*  The collection of any information required from the Employer to support and/or
complete the payment of death benefits

» The collection of any information required from any third party to support
and/or complete the payment of death benefits

* The provision of guidance from the Department in circumstances where the
Contractor is required to seek this in order to complete the payment of death
benefits

Justification

Payment of benefits under the Teachers’ Pension Scheme is a key process and errors
and delays may cause financial hardship to a Members/Pensioner's family and
dependants and, at a very emotional time, it may also cause reputational damage to
the Teachers’ Pension Scheme. Paying these benefits in a timely and accurate
manner is crucial,

It is important for the financial management of the Teachers’ Pension Scheme to be
able to understand the number of deaths types and the value of associated payments.




ESIFANOIS I

rpr

3
'

|
|
I
|
i
i
i

: |
&

l'ﬁta'n's,f@lﬁ—

Description

3
SLA § a) On receipt of all the information relevant to a transfer[into the TPS, notify
the Member of the service credit and issue instructions on how ;to proceed or notify
the Member that they do not satisfy the eligibility criteria i
SLA 5 b) On receipt of payment, accurately update the Member record and inform
the Member

i
.

» Calculation of service credit and issue of documentation tfof‘the Member

Tasks to be A A
Measured ¢ Updating of Member's record on HartLink ‘
e Issue of rejection letter where appropriate .
| |
Source of * Earthk. |
Measurement . ceounting system |
Data s Workflow ! :i
» Quality Assurance Reporting 'I
SLA 5 a) Measurement of timeliness will commence on the day of recelpt by Teachers'
Pensions of a Transfer In application and be deemed complete once the Transfer
Quotation, which incorporate the Members service credit, has been issued to the
Member or confirmation that the request is invalid is issued. ' [ |
Measurement SLA 5 b) Measurement of timeliness will commence on the day of lrer:elpt by Teachers’
Criteria Pensions of a Transfer In payment. The activity will be deemed complete on the day

that the Member's record has been updated to include the transfefred 'service, and the
notification of the update to the service record issued to the Member

Accuracy of the payment will be assured, before the proceeds are released, through
100% quality checking and validated further through quality sampllng

Normal Hand

The normal hand off events where the Contractor will need to request information,
decisions or actions are:

» The collection of any information required from the Member to support and/or

Off Events complete the transfer in
» The collection of any information required from any thlrd party to support
and/or complete the transfer in
The decision by a Member to transfer service credits from other eligible pension
schemes should be based on a clear and accurate quotation whrch is provided by in a
timely manner. ;
Justification ! -'

It is important for the financial management of the Teachers' Penswn Scheme to be
able to understand the nature of transfer into the TPS, i.e. trmrng type of previous
pension scheme and value of payments.

:;
|

and




SLANo 6

Transfers Out

SLA 6 a) On receipt of a Transfer out request, notify the receiving scheme of the
estimated transfer value where the Member is eligible to transfer their TPS benefits to
the new scheme. Where the Member is not eligible to transfer their TPS benefits notify

Description the new scheme.
SLA 6 b) On receipt of acceptance of the estimate from the Receiving Scheme, pay
the transfer value and notify them of the payment
Tasks to be . Collect:o_n of any missing data, e.g. service or GMP
¢ Processing of estimate
Measured
Issue of the transfer value payment
Source of * Hartlink
Measurement s Accounting system
Data o Workflow
» Quality Assurance Reporting
a) The time taken to process this activity will commence from the day of receipt by
Teachers' Pensions of a request/application for a Transfer Out from the Receiving
Scheme. The case will be deemed complete on the day that the transfer estimate has
been issued to the Receiving Scheme. In the event that an application is received and
the Receiving Scheme does not meet the required criteria for the transfer, the process
will be deemed as complete on the day that a letter is issued informing the Receiving
Scheme that the transfer cannot proceed.
Accuracy of the transfer estimate will be assured, before the estimate is issued,
o . i . : .
Measurement through 100% quality checking and validated further through quality sampling.
Criteria

b} Timeliness for this measure will commence once the authorised acceptance of the
estimate for the Transfer Out is received, and be deemed complete once the payment
is released into the payment cycle and the transferred out service record for the
Member is updated. In the event that a request is received ocutside the guarantee
period of the estimate, the process will be deemed complete on the day that a letter,
outlining the reasons why the transfer cannot be progressed, is issued to the Receiving
Scheme by, including but not exclusive to, post or an electronic communication

Accuracy of the payment will be assured, before the proceeds are released, through
100% quality checking and validated further through quality sampling.

Normal Hand
Off Events

The normal hand off events where the Contractor will need to request information,
decisions or actions are:

* The collection of any information required and/or confirmation required from
the Member to support and/or complete the payment of the transfer out

* The collection of any information required from the Employer to support andfor
complete the payment of the transfer out

* The collection of any information required from any third party to support
and/or complete the payment of the transfer out

* The provision of guidance from the Department in circumstances where the
Contractor is required to seek this in order to complete the transfer out

Justification

The decision for a Member to transfer their pension to another scheme is an important
one, and can have a major impact upon the pension they receive. It is very important
that TPS deal with requests in a timely and accurate manner as the Member's future
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benefit being adversely affected by any delay to the transfer caus!é by the TPS.

It is important for the financial management of the Teachers’ P’_en‘sion Scheme to be
able to understand the nature of transfer out of the TPS, i.e. tiining, destination and

value of payments. !
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The accurate and timely updating of records following an election made by the
Description Member which will impact their membership of the Teachers' Pension Scheme, the
benefits they are accruing or their beneficiary in the event of their death

Tasks to be o Updating of Member record on HartLink
Measured ¢ OQutput to Member and any other relevant body
Source of ¢ HartlLink

Measurement o Workflow
Data e Quality Assurance Reporting

Measurement will commence for each election upon the day of receipt by Teachers’
Pensions of an election application or nomination form. The election will be deemed
as being complete on the day that that the Members record is updated and

Me%sr;;i?;e"t confirmation of the update issued to the Member and any other relevant party.
Accuracy of manual updates will be assured, before confirmation of the election is
issued, through 100% quality checking and validated further through guality sampling.
The normal hand off events where the Contractor will need to request information,
decisions or actions are:

Normal Hand = The collection of any information required from the Member te support and/or

Off Events complete the scheme election

* The collection of any information required from the Employer to support and/or
complete the scheme election

The inclusion of elections within the SLAs will ensure key decisions, made by the
Member regarding their pension will be measured at various stages of the pension’s
Justification litecycle.

Accurate statistical data is available to the Department to enable policy decisions to be
made about the future direction of the TPS.
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IEmployenDebt/Atrears

Following the identification by TPS that arrears of pension cont]rlblutlons exist, obtain
agreement from the Employer on:

o the level of the arrears
s the arrears they are responsible for
» the interest that has accrued on the arrears to an agreed relevant date
Description * anagreed or completed payment plan
or
¢ Where the Employer is unwilling or unable as a result of msolvency to pay the
arrears the case will be referred to the Department with a swtable summary of
the case and a recommendation on how we believe the Department should
proceed.
» The issue of the notification to the Employer of the arrears of contributions and
Tasks to be interest )
Measured » The agreement to a recovery plan proposed by the Employer or the referral to
the Department
Source of e HartLink
Measurement ¢ Accounting system
Data » Financial statement
SLA 8 a) & b) Measurement will commence on the day whlch the arrears of the
contributions have been identified by Teachers’ Pensions, and! be deemed complete
when agreement is reached with the Employer: about:
¢ the level of the arrears;
Measprefnent ¢ the arrears they are responsible for;
Criteria + the interest that has accrued on the arrears to an agreed relevant date; and
e an agreed or completed payment plan
or

« the case is handed off to the Department.

Normal Hand

The normal hand off events where the Contractor will need to Irequest information,
decisions or actions are:

= The collection of any information required from the Employer to support and/or
complete the assessment and validation of the arrears !

Off Events * The provision of guidance from the Department in cwcumstances where the
Contractor is required to seek this in order to complete the assessment,
validation and collection of arrears

The collection of Employer contributions is vital to the on- gomg!management of the
Justification | Teachers’ Pension Scheme. Identifying and then coilecting arrears of contributions is a

key financial control and will help reduce Teachers’ Pension Scheme debt.

o




SLA 9 a) Where a Member debt has been identified, recover that debt or where
financial hardship is proven, agree a debt recovery plan with the Member in
accordance with the Discretions Document. Where the debtor cannot be traced,
refuses to repay the debt, is insolvent or in the case of a deceased Member, has left

Description no estate, the case will be referred to the Department with a suitable summary of the
case and a recommendation on how we believe the Department should proceed.
SLA 9 b) Where a debt recovery plan is in place, actively monitor and manage the
receipt of debt payments
a) The measurement will start from the identification of the debt until a recovery
plan is in place or the case has been referred to the Department.
Tasks to be b) The bank statement is checked to confirm that the appropriate instalment has
Measured been received as a cleared payment on the appropriate date and where it is not
received the debtor is contacted. Where payment is made by deduction from
pension the HartLink record is checked to confirm that the pension is still in
payment and, where this is not the case, appropriate action is taken.
Source of s HartLink
Measurement Accounting system
Data Financial statement
SLA 9 a) Measurement will commence on the day that the debt has been identified by
the Contractor and will be completed when a suitable repayment plan is agreed or
when the case has been referred to the Department.
Me%sr:;:_ri:ent SLA 9 b) Measurement will commence on the day after the recovery plan payment is

due and will be deemed as completed on the day that the funds are noted as being
cleared or communication is issued to the Member, either by telephone, post or
electronic methods, to request a missed instalment.

Normal Hand

The normal hand off events where the Contractor will need to request information,
decisions or actions are:

» The provision of guidance from the Department in circumstances where the

Off Events Contractor is required to seek this in order to complete the validation andfor
payment of arrears

The collection of Employer contributions is vital to the on-going management of the

Justification Teachers' Pension Scheme. Identifying and then collecting arrears of contributions and

overpayments are key financial controls and will help reduce Teachers’ Pension
Scheme debt.
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Description

Reconcile ali monthly contributions and correctly notify the Employer of any issues
that have been identified

Tasks to be
Measured

¢ Reconciling that the contributions received match the remrttance slip. Where
these do not match the Employer is contacted for an explanatron

« Validation that the contributions satisfactorily compare to Ithose received in the
previous 3 months and are within a tolerance range prevuously agreed with the
Department. Where the contributions are not within the agreed tolerance
range the Employer is contacted for an explanation of the dllscrepancy

¢ Where data returns are received on a monthly basis the contrrbutrons received
are compared to the total salary bill on the data return. Where this is within a
tolerance range previously agreed with the Department no further action is
taken. Where the results of the comparison are outside of the agreed tolerance
range the Contractor will contact the Employer to request an explanation.

Source of
Measurement
Data

s Accounting system
Financial statement

Measurement
Criteria

Measurement will commence on the earlier of either::

s the day of receipt of the Employer's monthly contributions and associated
Breakdown slip ; or

s the 16" of the month {where the 16 falls on a non-working day the
measurement will commence on the previous working day})

The activity will be deemed as completed on the day that the[payment has been
reconciled to the average of the last three months. Employer contrrbutlons and for any
case where an unexplained variance is identified, the Employer i |s contacted by either
telephone, post or electronic methods.

Normal Hand
Off Events

The normal hand off events where the Contractor will need to frequest information,
decisions or actions are;

= The provision of guidance from the Department in circumstances where the
Contractor is required to seek this in order to complete lthe reconciliation of
contributions

Justification

This measure has been included in recognition of the importance for records and
payments held to be as accurate as possible, and to prevent the volume and monetary
value of any arrears in contributions increasing unnecessarily. Ensurrng that where
discrepancies in contribution details occur, they are identified and rectified in a timely
manner, providing assurances to the Department and the Nationall Audit Office.

I
|3
—




SLA No 11 Benefit Statement

Description Provide complete and accurate annual benefit statements to all active Members

¢ Loading into HartLink service and salary data
Tasks to be ¢ Loading into HartLink state retirement data from DWP
Measured s Creation of print files where applicable
* Issue of document, either physically or electronically
Source of .
Measurement * Hartlflnk ,
Data o Quality Assurance Reporting
The measure will assess the percentage of active Members who are issued an Annual
Measurement Benefit Statement, either physically or electronically, as part of the annual statement
Criteria exercise or on an ad hoc basis for the calendar year ending 31st March, taking into
account any changes in details that are received by the Contracter up to three weeks
prior to the issuing of the statement.
Normal Hand .
Off Events Not Applicable

Justification

The provision of the Annual Benefit Statement is a key process for the administration
of the TPS. Not only does it provide the Member with vital information to assist them in
planning their retirement, but also provides the vehicle for any service inaccuracies to
be highlighted with the Employer

1.18

1.19

1.20

1.21

Table 5 below documents the Severity Levels applicable to each Service Failure.

In the event that a Service Failure arises, the Contractor will notify the Department within the
timescales shown in Table 5 below in the column headed "Notification Period”.

In addition to notifying the Department of each event of Service Failure, the Contractor shall, as part
of the same notification procedure, notify the Department of each Service Notification Event, as
detailed in Table 5 below.

In the event that the Department disagrees with the Contractor's categorisation of any Service
Failure it shall promptly raise the matter with the Contractor and the Parties shall act expeditiously to
resolve the difference of opinion and agree a mutually agreeable categorisation. In the event that
the Parties cannot reach agreement the matter shall be referred to the Dispute Resolution
Procedure. At the point that the matter is referred to the Dispute Resolution Procedure until such
time as the matter is finally resolved, the Contractor shall treat the Service Failure as having the
categorisation determined by the Department.




Table 5

Service Failure and Service Notification Event Severitif i.eJeIs

tevel

il

Severltyg -

Description
[ H ‘Jl F : g;

e

R
|

»
)

T

Notlflcatlon' Penod

A Service Failure that will cause the Contractor to

De'parteht to be notified

1
incur maximum Service Points on any Service W|th|n 2 hours of the
Level. Contractor becoming
aware 'of the Service
A Service Notification Event that: Falllun? or Service
Neatification Event.
{(a) has or will cause the Contractor to stop work , .' i
on a number of Services, or The notification shall be
by tefephone and shall,
(b} will or is likely to cause the Contractor to pr,omptw thereafter be
materially fail to meet more than one Service conf rmed in writing
Level in the relevant Service Period; or (whlch shall include e-
mall conflrmatlon)
{c) may or will cause embarrassment or ;‘
reputational issues for the Department. i l E
|
2 Important A Service Notification Event that is likely to have a | IDépartment to be notified
material detrimental effect on the Contractor's ,W|th|n 24 hours of the
ahility to meet one or more Service Levels. Contractor becoming
faware of the Service
Notlf catlon Event.
| I
The notiﬂcatlon shall be
by telephone and shall,
promptly thereafter be
conf rmed in writing
(WhICh shall include e-
mall conflrmatlon)
3 Minor Ali Service Failures that have not been notified Department to be notified

under Severity Level 1 above.
All KPI failures.

All failures to meet the Statement of Service
Requirements.

All Service Notification Events that are not
classified as Severity 1 or 2.

as part of the regular

| monthty reporting.

|
|
|
|

P




PART 2 - KPIs

1.1

Table 1

The KPIs detailed below will be updated following the Effective Date using the following procedure:

1.1.1  The KPls detailed below will be updated and agreed as part of the process referred to in
Paragraph 1 of Part 4 of Schedule 2.2 (which is set up to agree the Performance Monitoring
System). As part of the process referred to in Paragraph 1 of Part 4 of Schedule 2.2 the Contractor
will review the existing KPIs to determine whether:

a) they remain acceptable as drafted; or
b) they need to be amended; or
c) new KPis are required;

in order to ensure that the resulting list of KPls achieves the following criteria;

{i) the KPls represent the key activities that support each of the Service Levels listed in
Tables 3 and 4 of Part 1 of Appendix 1 of this Schedule 2.2; and

(i) the KPls address the key activities that need to be performed by the Department
and/or third parties in connection with each of the Service Levels, notwithstanding
that such activities may be outside of the measurement period for the Contractor's
achievement of the associated Service Level.

1.1.2  Once the KPIs have been agreed in accordance with Paragraph 1.1.1 above then the iist of
KPis associated with each of the Service Levels listed in Table 4 of Part 1 of Appendix 1 of this
Schedule 2.2 shall also be updated to refiect the new list of KPIs. For the avoidance of doubt, the
updating of these tables shall be performed as part of the activities and within the timescales referred
to in Paragraph 1.1.1 above.

1.1.3 The Parties agree that if, as a result of adding KPIs or amending the timescales for
measuring any KPIs in accordance with Paragraph 1.1.1 above it becomes apparent that the
measurement period incfuded in the relevant Service Level is inappropriate, then the Parties will
agree a suitable amendment to the measurement period for the Service Level such that the Service
Level and associated KPIs are suitably aligned in terms of measurement periods.

1.1.4  As part of the KPI review detailed in paragraphs 1.1.1 to 1.1.3 above the Contractor shall
also review the KPIs that are not linked to Service Levels to ensure that they are accurate and
complete. Any amendments that are required to be made to such KPIs shall be discussed and
agreed with the Department.

1.1.5 The changes to the KPls and Service Levels referred to in paragraphs 1.1.1 to 1.1.4 above
shall be incorporated into the Agreement using the Change Control Procedure.

Key Performance Indicators

Complaints / Monthly Where all information has 100% within
Appeals been received: 10 Working
Days)

a) Al complaints to be fully
completed.
b) 2nd Stage IDRP review case




and provide case summary /

draft letter to Department

198% within 10

of Part 1 of this Schedule.

1
' ‘

1

2 Correspondence Monthly Respond to all web and | 1
paper based + |'Working Days
correspondence, and |
telephony enquires ’ |
requiring written response. | |
N
P
3 Telephony Monthly Answer all calls within 15 || 80%
seconds of the IVN being 1 ‘
selected. }
!
| ‘
41 Quality Monthly Sample back office activity . |[97% of all 1
Sampling — back to assess processing and I cases provide 3
office quality. v |quality
.. |assurance
4.2 Quality Sampling Monthly Sample call centre activity | | 97% of all
— Call Centre to assess handling quality. ' @ sampled cases
| provide quality
| 1| assurance
5 Re-employment Monthly Where all information has ‘! 100% within 6
been received, calculate ! Working Days 1
effect of re-employment on } i i
pensicn and inform C
Pensioner v
|
1.2 Table 2 below shows how each of the KPIs will be measured. ‘ J
1.3 For the purposes of measuring individual KPls, only Working Days will be mcluded in the calculation
of elapsed time and hence weekends and public holidays in England andeaIes will be removed
from any calculation of KPI elapsed time. -l
1.4 The measurement of elapsed time will also take into account any KPI rehef pursuant to Paragraph 6




Table 2

KPI - Measurement

KPI No. 1a Complaints

Activity Action complaint

Description

Measurement Measurement commences from the receipt of the complaint until the
Criteria updated decision is issued.

KPI No. 1b IDRP

Activity Review case and provide case summary / draft letter to Department
Description

Measurement Measurement commences the day after the dispute is logged and ends
Criteria when the case has been passed to the Department.

KPI No. 2 Correspondence

Activity Issue responses to correspondence both web and paper based, and
Description those telephony cases that require written response

Measurement Measurement commences on receipt of the query and end with the issue
Criteria of a response,

KPI No. 3 Telephony

Activity Answer 80% of all calls within 15 seconds of the IVN being selected
Description

Measurement Measurement commences after the IVN has been selected and ends
Criteria when the caller speaks to an operator.

KPI No. 4.1 Quality Sampling — Back Office

Activity Sample back office activity to assess processing and quality
Description

Measurement Measurement is based upon the number cases accurately and correctly
Criteria processed in relation to the overall population of the preceding month.
KPI No. 4.2 Quality Sampling — Call Centre

Activity Sample call centre activity to assess call handling quality

Description

Measurement Measurement is based upon the score achieved by call centre staff
Criteria against the TP Call Monitoring standard.

KPINo. 5 Re-employment

Activity Calculating effect of re-employment on pension and inform Pensioner
Description

Measurement The measurement will commence when all the information required to
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{
Criteria reassess the pension has been received and will end followmg the |ssue

of the reassessment letter to the retired Member together with detaiis of
any overpayment. The time taken in obtaining any additional mformatlon
will be excluded from the measurement period, e.g. further mformahon
about salary or service from an Employer. The time taken in obtalnlng the
tax position will be excluded from the measurement period ‘! b




APPENDIX 2

OUTCOMES
1.1 Table 1 below lists the Outcomes.
Table 1
Outcomes
L
Members
1 Not used
2 Members understand the value of their pension
3 Members are actively planning for their retirement
4 The teachers’ pension is an important factor when Members make a decision to stay
in teaching
5 Members regularly receive information about their pension and are satisfied with the
quality
6 Members who contact Teachers’ Pensions about their pension are satisfied with the
timeliness and quality of the response
7 Recently retired members are satisfied with the support they received from Teachers'
Pensions as they planned for their retirement
Employers
8 Employers use the TPS as a form of incentive or encouragement in teacher
recruitment and retention
g Employers are satisfied with the service and the information that they receive from
Teachers’ Pensions
10 When employers contact Teachers’ Pensions they receive a timely and accurate
response to enquiries
11 Employers engage with Teachers’ Pensions
Miscellaneous
12 The Quality of new and legacy data is assured
13 The Spring Supplementary income/expenditure exercise is completed on time and
the accuracy of the exercise is within the agreed target ranges.
Delivered as part of contract extension




e
o

i ]

14 Percentage of active and pensioner members who have an MPO account‘ ’

15 Percentage of transactions that could potentially be conducted digitally, Qwhichfhave
been conducted digitally L

16 Partnership working ‘ ;i
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14 Table 5 below shows the list of pre-determined questions for each of Outcomés 11011,

Table 5

Outcome Questions

1 Not used 1
2 Members understand the value of their pension.

Sub-questions comprising the measure:

2.1 If you wanted to check the current value of your pension, which of the foIIowmg would be
the best place to go for this information?

2.2 Andif you wanted to forecast or mode! the amount of pension you're Ilkelylto receive on
retirement, which of the following would be the best place for you to go fOl'!thIS
information?

2.3 Before today, which of these options (if any) did you know were available t6 members of
the Teachers’ Pension Scheme?
i)Buying Additional Pension
ii) Making Additional Voluntary Contributions {AVCs)

iii} Taking phase retirement
2.4 How much if anything, would you say you understand about these options?

3 Members are actively planning for their retirement.
Sub-questions comprising the measure:
3.1 In relation to your Teachers’ Pension, which of the following actions, if any jhave you

taken or through about taking over the past 12 months with a view to planning for your
retirement?

3

4 The teachers’ pension is an important factor when Members make a decision to stay in teaching.
To what extent do you agree or disagree with the following statements:

4.1 The Teachers’ Pension Scheme is a vatuable benefit to me as a Teacher.
4.2 The Teachers’ Pension Scheme is one of the factors that discourages me from leaving the
teaching profession.

4.3 In the last 12 months have you considered opting out of the Teachers’ Pension Scheme?
4.4 Why have you considered opting out of the Teachers’ Pension Scheme?

5 Members regularly receive information about their pension and are satisfied with the quality.
Sub-questicns comprising the measure:

5.1 Over the past 12 months, which of the following communications, if any, have you
received from the Teachers’ Pensian Scheme?
5.2 How satisfied or dissatisfied were you with the communication?

6 Members who contact Teachers’ Pensions about their pension are satisfied with the timeliness and
quality of the respanse.

Sub-questions comprising the measure:

6.1 Have you contacted TP over the last 12 months?

6.2 Over the past 12 months, which of the following methods have you used to contact the
Teachers’ Pension Scheme?

6.3 Thinking about when you contacted the Teachers’ Pension Scheme in the past 12 months

-
H

bd




6.4

6.5

6.6

6.7

by <contact type> was this for/to:

On balance, when you contacted the Teachers’ Pension Scheme by <contact type> do you
receive responses that are timely, or not?

On balance, when you contacted the Teachers’ Pension Scheme by <contact type> do you
receive responses that are relevant, or not?

On balance, when you contacted the Teachers’ Pension Scheme by <contact type> do you
receive responses that are useful, or not?

When you contacted the Teachers’ Pension Scheme by <contact type>, on balance how
satisfied or dissatisfied are you with their response?

Recently retired members are satisfied with the support they received from Teachers’ Pensions as
they planned for their retirement.

Sub-questions comprising the measure:

7.1

7.2

7.3

7.4

7.5

7.6
7.7
7.8

7.9

Were you contacted by, or did you receive any information from, Teachers’ Pensions in
the 12 months before you retired?

Which of the following things, if any, did Teachers’ Pensions contact you with in the 12
months before you retired?

How satisfied or dissatisfied were you with the relevance and usefulness of the
information that you received?

To what extent do you agree or disagree with the following statement? | understood
enough about the Teachers’ Pension Scheme to make an informed decision about how
and when to retire

And to what extent do you agree or disagree with the following statement? When |
applied for my retirement benefits | understood the ievel of pension benefit | would
receive

Did you contact Teachers’ Pensions in the 12 months before you retired?

What did you contact the Teachers’ Pensions about in the 12 months prior to retirement?
Thinking about when you contacted Teachers’ Pensions, how satisfied or dissatisfied were
you with the content of the response?

And again thinking about when you contacted Teachers’ Pensions, how satisfied or
dissatisfied were you with the timeliness of the response?

Employers use the TPS as a form of incentive or encouragement in teacher recruitment and
retention

Sub-questions comprising the measure:

8.1

8.2

8.3

8.4

How often, if at all, do you highlight the Teachers’ Pension Scheme as a benefit during the
recruitment and/or retention of teaching staff?

Does your organisation employ anyone wha is eligible to be a member of the Teachers’
Pension Scheme, but has chosen to opt out?

In the last twelve months, have you promoted Teachers’ Pensions services to staff who
have previously opted out of the Teachers’ Pension Scheme?

As an employer, do you provide alternative pension scheme arrangements for staff who
have previously opted out of the Teachers’ Pension Scheme?

Employers are satisfied with the service and the information that they receive from Teachers’
Pensions

Sub-questions comprising the measure:

9.1

9.2

9.3

9.4

Over the past 12 months, have you received any information from the following services
provided by Teachers’ Pensions?

Overall, how satisfied or dissatisfied are you with the information you have received from
these services provided by Teachers’ Pensions over the past 12 months?

How satisfied or dissatisfied are you with the overall service you have received from
Teachers’ Pensions over the last twelve months?

In your opinion, how easy or difficult has it been to do business with Teachers' Pensions




over the last 12 months?

10

When employers contact Teachers’ Pensions they receive a timely and accurate response to
enquiries | 1

. .. 3
Sub-questions comprising the measure: ”

10.1 Have you made any enquiries to Teachers’ Pensions over the past twelve rpontlhs?

10.2  On balance, Teachers’ Pensions has given accurate responses to my enquities .

10.3 Given the nature of my enquiries to Teachers’ Pensions, | received a timelyf response

10.4 1 am able to access the Teachers’ Pensions service when | need it through my preferred
channel {phone, web, etc.). |

11

Employers engage with Teachers’ Pensions |

Sub-questions comprising the measure: !

|
11.1 Over the last 12 months, how frequently, if at all, have you used Teachers Pen5|ons
online services? C

[ \
11.2  Which, if any, of the following Teachers’ Pensions events and services are you aware of?

11.3 Teachers’ Pensions <event> are relevant for my needs :

11.4 Teachers' Pensions <event> are easily accessible for me -

11.5 And have you participated in a Teachers’ Pensions <event> in the last 12 months'-’
11.6 Inyour opinion, how good or poor was the Teachers’ Pensions <event>?

11.7 Why have you not participated in a Teachers’ Pensions <event> in the pasq 12 months?

16 Below is the measurement questionnaire to be used to measure the performance of Qutcomes 1 to

11 as described in Paragraph 10.3 of Part 2 of this Schedule 2.2. S
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TPS Member & Employer Outcome Measure

Questionnaires




Part 1 - Derivation of Member Outcome Measur_es

Are you currently a Member of the Teachers' Pension Scheme?
Yes — continue

No - close

Don't know — close

Background details to be captured:
Respondent’'s Gender

Respondent's Age group:
30 or under

31-398

40 - 49

50 -60

61 or over

Respondent’s Region
Respondent’s Length of teaching service

Current job role




Measure 1: Members understand the make up of their pension contributions and the future pension
they will receive

Calculation of score; add scores across all respondents and derive average to get an overall value, the
maximum for which would be 100

1.1

1.2

1.3

To what extent do you know the annual income level you will receive from your Teachers' Pension
upon retirement?

1 have a very good knowledge of the-income | can expect to receive (50)

Good knowledge (45)

Some knowledge (30)

Poor knowledge (10)

Very poor knowledge (0)

What percentage of your monthly salary does your employer currently contribute to your Teachers'
Pension? Please write in the percentage figure. (Asked as a free choice question with 2 possible
multiple choice answers )

I am aware of the approximate contribution and think it is....please write in % contribution in the box.

NB: Any answer starting with 14% (i.e. 14.0% to 14.9% is correct) (25)
NB: Any answer 15% or above (15)

NB: Any answer below 14% (Q)

| don’t Know percentage contribution (0)

| don’t Know, but | believe it is generous {15)

What percentage of your monthly salary do you personally currently contribute to your Teachers’
Pension? (Asked as a free choice question with 2 possible multiple choice answers)

| am aware of the approximate contribution and think it is....please write in % contribution in the box.

NB: any answer starting with 6% {i.e. 6.0% to 6.9% is correct) (25)
NB: any answer above 7% (15)

NB: any answer below 6% (0)

NB: any other answer (0)

| don’t know percentage contribution (0)

I don’t Know, but | believe it is not a high proportion of my salary (15)
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Measure 2: Members understand the value of their Teachers’ Pension t
Calculation of score: add scores across all respondents and derive average to get an overall value, the
maximum for which would be 100
2.1 Given your understanding of the value of your Teachers Pension how I|kely are! you to continue to
pay in to it for the rest of your career as a Teacher? IS
Very likely (25) 1
Likely (20) |
Unlikely due to my personal circumstances or situation (20) 5
Unlikely because | do not believe it is value for money {0) ’

\
2.2 How well do you understand the options open to you to maximise the value of your Teachers’
Pension?
| feel | have a very good understanding of the options (25) ! I
Good understanding (25)
Some understanding (5) ‘
Poor understanding (0) a
Very poor understanding (0)

! )
23 How would you describe your awareness of the options available to yolu} through the Teachers
Pensions Scheme, such as phased retirement, paying for additional pensmn AVCs etc...?

| have a good understanding of my Teachers pension options (25) |
| have a reasonable understanding (20) b
| have some understanding (5) ‘
| don't have any understanding (0) | I
bl
2.4 If you wanted to find an estimate of what your pension income might be whenjyou retire, which of the
following weuld be the best place to go? .
TPS - Online / Website (25) L
TPS - Telephone contact centre (25)
Employer / School (25)
Financial Adviser / IFA (10)
Union (0)
Friend / Relative (0) :
Other Teacher (10) i
Other (0) !
Wouldn't know where to go (0) ‘

|




Measure 3: Members are actively planning for their retirement (Including pensions and other
investments) .

Calculation of score: one or more coded in 3.2 results in 50 being scored, one or more in 3.3 results in 25
being scored; add scores across all respondents and derive average to get an overall value, the maximum
for which would be 100.

There will be an age-related skew in the profile of those actively planning for their retirement; however this
has not currently been taken into account when scoring the responses.

3.1 Which of the following actions, if any, have you done or considered doing with your Teachers'
Pension over the past 12 months with a view to planning for your retirement? One or more coded in
3.1 {those options more in the control of TPS) results in 70 being scored
Paid into AVCs
Purchased additional Pension
Spoken with an advisor about my Teachers' Pension
Spoken to a colleague about my Teachers' Pension
Undertaken research on the TPS website
None of above actions, | am satisfied with my retirement plans at present
Have not done or considered doing any of the above in the past 12 months

32 Given your understanding of the value of your Teachers Pension, which of the following actions, if
any, have you dcne or considered doing over the past 12 months with a view to planning for your
retirement? One or more coded in 3.2 results in 30 being scored
Paid into another pension scheme {not the Teachers’ Pension)

Invested in shares

Purchased unit trusts

Purchased property for the purpose of investment income

Purchased ISAs

Started/added to savings

Made ancther form of investment

Spoken with an advisor about options and investments for retirement
Cleared current debt '

Undertaken other research about options and investments for retirement
None of the above, | am satisfied with my retirement plans at present
Have not done or considered doing any of the above in the past 12 months
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Measure 4: The Teachers' Pension is an important factor when Members mfal‘(e a decision to stay
within the teaching profession

Calculation of score: add scores across all respondents and derive average to get an lovrs:rall value, the
maximum for which would be 100. Note that at 4.4, those that have considered optmg out at 4.3 could still
score 10 at 4.3 if they give one or more of the reasons that shows a score of 10 (those beyond the control of
Capita).

Prompted agreement with following statements:

4.1 The Teachers’ Pension Scheme is a valuable benefit to me as a teacher
Scale: strongly agree, agree, disagree, strongly disagree
Scoring as follows:

Strongly agree 40
| Agree 40
Disagree 0

Strongly disagree

42 The Teachers' Pension Scheme is one of the factors that discourages megfrc!)m leaving the teaching
profession
Scale: strongly agree, agree, disagree, strongly disagree
Scoring as follows:

Strongly agree 50 ;
Acree 50 i
Disagree 0 :
Strongly disagree
43 in the |ast 12 months have you considered opting out or transferring out of the Teachers’ Pension
Scheme?
-(10)
Yes - ask 4.4

4.4 Why have you considered opting or transferring out of the Teachers' Pension Scheme? Which of
the following best describes your reason?
Personal circumstances (10)
Concerned about the long term viability of the Teachers' Pension Scheme (5)
Due 1o poor service received from Teachers’ Pensions Scheme (0}
Considered moving out of teaching to an alternative career (10)
None of these — please write in the reason(s) (10)

id .




Measure 5. Members regularly receive information about their pension and are satisfied with the
quality of the information
Calculation of score: Maximum score of 100, averaged across all respondents.

5.1 Have you been contacted by the TPS over the last 12 months?
Yes—ask 5.2
No — ask 6.1

5.2 What have you been contacted about in the past 12 months? Please tick the relevant boxes to show
what you have been contacted about and how. Score: 50 if been contacted by any method at 5.2

Phone Post Fax SMS/ E-mail| In
text j person

An annual benefit
statement
Promotional materials
about the Teachers'
Pension Scheme
Promotional materials
about Additional
Voluntary Contributions
{AVCs)

Payslips

P60

Qther

Ask for each method received

5.3 And how satisfied or otherwise were you with the communication you received by each method? Score:
50 if satisfied with any form of communication at 5.3

Phone Post Fax SMS/ E-mail ! In
text |  perscn
Very satisfied
Satisfied
Dissatisfied

Very dissatisfied
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Measure 6: Members who contact the Scheme about their pension are satisfied \lﬂilh the timeliness
and quality of the response !

Ask all

6.1 Have you contacted TPS over the last 12 months?
Yes —ask 6.2
No - close

6.2 What have you contacted TPS about in the past 12 months? Please tick the relevant boxes to show
what you have contacted them about and how.

- PN »
O O c =

Help completing forms ) Mmoo
To find out what my !
pension will be worth at
retirement

To help plan for my
retirement

To complain about the
Teachers’ Pension
Scheme

To complain about the
Service

Other matier

ey | bairm

Ask for each method received

6.3 Would you consider the response timely and suitable? Sceore: 50 is given at 6. 3 for each of the queries
that were handled in a timely and efficient manner, with O where they were not handied in a timely and
efficient manner and then take an average of the scores (ignoring any non- responses)

Phone Post Fax SMS/ E-mail In
text pPerson

Yes ’ L

No !

6.4 Generally, how satisfied or otherwise were you with the response you recelved by each method?
Please choose one answer for each method of contact.
Score 50 for each form of contact used for which you were satisfied and Score 0 for each form of
contact used for which you were dissatisfied and then take an average of the scores (ignoring any
forms of contact that do not apply)

id
Phone PO 2 a
- e O
Very satisfied ' I (L
Satisfied i
Dissatisfied !
Very dissatisfied :

il




Measure 7: Recently retired Members are satisfied with the support they received from the Teachers’
Pension Scheme as they planned for their retirement

The following questions will only be asked of ‘recently retired’ Members. ‘recently retired” Members for the
purposes of this outcome measurement are Members who have retired within the last twelve months. This
will allow the Contractor to monitor service levels and engagement on a yearly basis whilst the process of
retirement planning is relatively fresh in the minds of the retired Members.

Calculation of score: add scores across all respondents and derive an average to get an overall value, the
maximum for which would be 100

71

7.2

7.3

74

7.5

Were you contacted by the Teachers’ Pension Scheme in the 12 months prior to retirement?

Yes—ask 7.2 N/A
No-ask 7.6 0

What were you contacted about in the 12 months prior to retirement? Please tick the relevant
boxes to show what you have been contacted about. Score: 15 if Member has been contacted about
any of the items listed at 7.2

An annual benefit statement 15
Promotional materials about the Teachers' Pension Scheme 15
Relevant information about Member's pension 15
Useful information about Member's retirement options 15

How satisfied or otherwise were you with the relevance and usefulness of the information
that you received from the Teachers’ Pension Scheme? Score: 10 if Member is very
satisfied or satisfied, score 5 if the Member is neither satisfied nor dissatisfied and score 0 if the
Member is either dissatisfied or Very dissatisfied.

Very satisfied 10
Satisfied 10
Neither satisfied nor dissatisfied 5
Dissatisfied 0
Very dissatisfied 0

How satisfied or otherwise were you that your understanding of the Teachers’ Pension
Scheme enabled you to make informed decisions on how and when to retire? Score: 20 if
Member is very satisfied or satisfied, score 7 if the Member is neither satisfied nor dissatisfied and
score 0 if the Member is either dissatisfied or Very dissatisfied.

Very satisfied 20
Satisfied 20
Neither satisfied nor dissatisfied 10
Dissatisfied 0
Very dissatisfied 0

How satisfied or otherwise were you that when you applied for your retirement benefits you
had an understanding of the level of pension henefit you would receive? Score: 30 if Member
is very satisfied or satisfied, score 15 if the Member is neither satisfied nor dissatisfied and score 0 if
the Member is either dissatisfied or Very dissatisfied.

Very satisfied 30
Satisfied 30
Neither satisfied nor dissatisfied 15
Dissatisfied 0

Very dissatisfied 0



7.6

7.7

7.9

7.10

Did you contact the Teachers’ Pension Scheme in the 12 months prior lto:retilrement?
Yes-ask7.7,7.88 7.9 B N/A
No - close 1 N/A
What did you contact the Teachers’ Pension Scheme about in the 12 months prior to
retirement? Please tick the relevant boxes to show what you have contacted the Teachers’
Pension Scheme about, |l

Help completing forms | N/A
To find out what my pension will be worth at retirement f N/A
To help plan for my retirement | N/A
To complain about the Scheme o N/A
To complain about the Service ] N/A
Other matter | N/A

How satisfied or otherwise were you with the content of the response}ycu received when you
contacted the Teachers’ Pension Scheme? Score 15 for each response tolthefcontact listed in 7.7
above with which you were satisfied or very satisfied; score 7 if you were neither satisfied or
dissatisfied with the response; and score 0 for each response with Whlch you were dissatisfied or
very dissatisfied with the response and then take an average of the scores (ignoring any forms of
contact that do not apply) S

Very satisfied ' 15

Satisfied | 15

Neither satisfied nor dissatisfied D 7

Dissatisfied N 0

Very dissatisfied ] 0
o )

|
How satisfied or otherwise were you with the timeliness of the resp'or"lse ‘you received from
the Teachers’ Pension Scheme? Score 10 for each of the queries listed ln 7.7 above for which you
were satisfied or very satisfied with the timeliness of the response, scoreI 5, for each response to a
query fisted in 7.7 for which you were neither satisfied nor dissatisfied with the timeliness of the
response; and score 0 where you were dissatisfied or very dissatisfied wnth the timeliness of the
response to a query listed in 7.7 and then take an average of the scores (|gnonng any non-
responses) P

Very satisfied ! 10
Satisfied i 10
Neither satisfied nor dissatisfied | 5
Dissatisfied | 0
Very dissatisfied | 0

\

|
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Derivation of Employer Outcome Descriptions

Needs a question to ascertain number of current Members of the TPS employed by their organisation and
the role of the respondent {i.e. LA Administrator, LA Director or Head Teacher, Bursar) so that the scores
can he weighted by employment size and role:

A Approximately how many Members of the Teachers' Pension Scheme are you respaonsible for the
administration of
Write in number

B Job title

c Whether responsible or not for recruitment

For the current round of pre-baseline interviews we asked both 8.1 and 8.2 of all employers, but appreciate
that it may be necessary to skip 8.1 in the baseline proper and subseguent measurements if we are not
speaking to someone responsible for recruitment.



Measure 8: Employers use the Teachers’ Pension Scheme as a form of mcentlvel or encouragement
in teacher recruitment and retention !
Calcuiation of score: add score from 8.1 to highest score from 8.2 across all respondents and derive

average to get an overall value, the maximum for which would be 100 . E ;
. !, !

8.1 How often do you actively use the Teachers' Pension Scheme as a farm of méentwe in recruitment

and retention activities (regardless of the level of relative importance you place on it against other

incentives)? Would you say that you use it ‘1‘ [
in ali recruitment and retention activities (50) N t
in most (35) N

in some (20) . ‘

hardly ever (5) b

or do you never use it in recruitment and retention activities (0) | ]

8.2 Do you promote TPS services to Members when the opportunity arises? The[servu:es we are
thinking about include FAQs, change of personal details, the pension calculator and online
registration etc. Code all that apply ! I

Yes, as part of a planned campaign initiated by the Department (50)
Yes, as the opportunity arises in communications with Members (50)
Yes, in conjunction with the Teachers’ Pensions Scheme (50) ‘
Yes, in another way (50) |
No, do not promote even if the opportunity arises (0) L




Measure 9: Employers are satisfied with the service and the information that they receive from the
Teachers’ Pension Scheme

Calculation of score: add scores across all respondents and derive average to get at overall value, the
maximum for which would be 100

9.1 From which of the following TPS services have you received information from over the last 12

Months?
TP online Yes / No
TPS helpline / Yes/ No
contact centre
Secure Transfer Yes/No
Utility {STU)
Employer Yes/ No
Relationship
Manager

9.2 How satisfied were you with the information you received from these TPS services over the past 12
months?

Scale: very satisfied, satisfied, dissatisfied and very dissatisfied
Scoring as follows:

Very satisfied 40
Satisfied 35
Dissatisfied 0
Very dissatisfied 0

8.3 How satisfied were you with the overall service received from TPS over last twelve months?
Scale: very satisfied, satisfied, dissatisfied and very dissatisfied
Scoering as follows:

Very satisfied 30
Satisfied 25
Dissatisfied 0
Very dissatisfied 0

Prompted agreement with following statement:

9.4 How would you rate the overall ease of doing business with TPS over the last 12 months?
Scale: easy, neither easy nor difficult, difficult and very difficult.
Scoring as follows:

Easy 30
Neither easy nor difficult 25
0
0

Difficult
Very difficult




Measure 10: When employers contact TPS they receive a timely and accurate response to enquiries
Calculation of score: add scores across all respondents and derive average to get at overall value, the
maximum for which would be 100 {

)

Prompted agreement with following statements: 5

Calculation of score: add scores across all respondents and derive average to get at o‘verall value, the
maximum for which would be 100 f
Prompted agreement with following statements:

10.1  Given the nature of your enquiries to TPS you have received an accurate response from TPS?
Scale: agree, disagree
Scoring as follows:

10.1
| Agree 40
Disagree 0

i

10.2  Given the nature of your enquiries to TPS you have received a timely respofnste from TPS?
Scale: agree, disagree o
Scoring as follows:

Agree 10
Disagree 0

10.3 | am able to access the TPS service when | need it through my preferred channel (phone, web, etc)
Scale: agree, disagree
Scoring as follows: i

Agree 50
Disagree 0

'




Measure 11: Employers engage with the Teachers’ Pension Scheme

Calculation of score; Score up to 20 depending on frequency of using TP online services in last 12 months at
11.1. Score 15 if aware of any event at 10.2 and an additional 25 if any event felt to be relevant and
accessible at 11.3 and 11.4. Score 15 if been to any event at 11.5 and an additional 25 if any event felt to be
good at 11.6. Note that 15 can still be scored by those that haven't been to an event at 11.5 if the reason
given at 11.7 is anything other than ‘Not felt the need'.

Add scores across all respondents and derive average to get an overall value, the maximum for which would
be 100

11.1  Frequency of using TP online services in last 12 months?
Daily (20)
Weekly (20)
Fortnightly (20)
Monthly (20)
Quarterly (5)
Twice a year (5)
Yearly (5)
Less often (0)

1.2 Which of the following TPS events are you aware of? Score 15 if aware of any eventat 11.2.
Webinars
Seminars
Personal visits
School visits
Forums
Online Video

Ask about each aware of:

11.3 Do you feel <event> is relevant to your needs? Score 25 if any event felt to be relevant.

Webinars Seminars Personatl School Eorums

visits visits \
Yes
No

11.4 Is <event> available or easily accessible for you? Score 25 if any event felt to be accessible

o a »
L111d d e Qtid 00 O

Yes
No

11.5  And have you participated in an <event> in the last 12 months? Score 15 if participated in an event.

Webinars  Seminars Personal School Forums

visits visits |
Yes —ask 10.6
No-goto10.7

11.6  How did you rate the quality of the <event>? Score 25 if any event felt to be good or very good at
11.6



Webinars Seminars Personal School Forums

visits visits
Very good ' Mt
Good B
Neither/nor R
Poor REN
Very poor i

|
116  Why have you not participated in an <event> in the past 12 months? 15 camstlll be scored by those
that have not been to an event at 11.5 if the reason given at 11.7 is anythmg other than ‘Unhappy
with the quality or usefulness of TP events'.

4 :
Webinars  Seminars  Personal School Forums :
visits visits
Been before ' M
Not required 1 i
No time to spare i '
Unhappy with the !
quality or usefulness /| i
of TP events R i
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APPENDIX 3

OUTLINE PERFORMANCE MONITORING SYSTEM

Process and Measuring Tools

1.1 The Supplier will primarily use the Contractor System and Microsoft Excel to record service failures

and evidence performance under the Performance Monitoring System. This system is designed to
enable the Contractor to add new reports or amend existing reports from time to time throughout the
Term, as agreed with the Department.

1.2 The reports produced using the system referred to in Paragraph 1.1 above shall be converted into
Portable Document Format (PDF) before being placed onto eShare and shared with the Department.

1.3 The Contractor will provide performance monitoring documents to the Department by posting the
. information on eShare by the tenth (10th} Working Day following the end of the appropriate Service
Period for Service Levels and KPI's.

1.4 The results for the Outcomes will be available to the Department within the timescales detailed in
Paragraph 11 of Part 2 of this Schedule.

1.5 The perfermance monitoring documents will cancentrate on activities in three key areas, as follows:

1.5.1 Service Level and KPI reporting, which will detail performance against Service Levels and
KPI's.

1.6.2 Service reporting, which will produce a series of Dashboards focusing on key areas of the
Service as shown in the table in paragraph 3.1 below.

1.5.3 Outcome reporting which will provide a series of Dashboards giving an overview of
performance against the Outcomes.

Service Level & KPI Performance

Performance against all Service Levels wili be shown using a colour coded report such as the sample
extract provided below which will be updated and agreed using the process outlined in Part 4 of this
Schedule 2.2:

No. Descriptlon Performance Target 57_:';;:’ Oct-11 Noy-11 Dec-11
Achleved | Service | Achieved | Service | Achieved | Servite
Points Points Paoints
100% by payable date, orif a late
] Retirement Benefit application 100% within 10 Working Days 5 0 0 9
Payments of receiving all fully completed
documentation
2 Pension Payments 100% on the due date 4] G910 04 100 a 0
100% within 10 Working Days of
3 Change of Ertiternent notification and {where appropriate) all 5 0 9900 1 0
fully completed documentation received
4 Death Benefit Payments 100% within 5§ Working Days 5 0 99150 1] 19800, 5
5a 100% within 8 Working Days 2 0 0 0
Transfers n
5b 100% within 5 Working Days 2 0 0 0

Performance against KPI's will be shown by adopting an approach that is similar to the Service
Level reporting approach by using a colour coded report such as the sample extract pravided below
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which will be updated and agreed using the process outlined in Part 4 of thi;s Schedule 2.2:

1.1 | Monthly

Achieved Alchiavleld Alchlevlald

N
o Name,

iTargot.

Input data and
acknowledge receip! of
retirement application

form

99% within 2
Working Days

Wl Retirements : : 99% within 3
1.2 | Monthly Validate claim Working Days
98% within 3
1.3 | Monthly Calculate Benefits Working Days
1.4 | Monthi Check and authorise | 98% within 2
) oninly banefits Working Days
Calculate revised 99% in 2
2.1 | Monthly benefits Working Days
22 | Monthi Check and authorise 98%in 2
Revised ’ ninty revised benefits Working Days
Benefits
Calculate overpayment

100% within 3

2.3 | Monthly |and issue letter or issue Working Days

payment of armears

LA I
3. Service Reporting '
3.1 Service reporting will be provided through a number of Dashboards that focus on key areas of the

Service. The sample extract provided below will be updated and agreed usnn'g the process outlined
in Part 4 of this Schedule 2.2. The final version will give an holistic overview of the operational

performance.
Dashboard Definition Justification Content
1 1
Focus on service | Operational performance is at Se'rv'ice failures
performance, the heart of the contract and Ser\nce Point
providing details on | this will provide a further level anaIySIS
Operational service failures and | of granularity in terms of KPI analysus
Performance | trends/issues as well | performance
as service point and
KPI trend analysis
An overview of | This will support data on SLA Breékdown of
customers waiting to | and KPI performance, outstandlng
be serviced evidencing how many customer requests
Age Analysis customers are waiting to be spht[by SLA and
serviced and how long they KPI tasks
have been waiting Details on oldest
oltstanding work
Key people related There are a number of Staff satisfaction
metrics in terms of people related metrics within surv:eys
staffing levels, the contract that need to be % of apprentices
People development and reported and this will satisfy Number of people
satisfaction that requirement emp'loyed on
contract
Time spent trainin
Measures will focus on | These will provide oversight Voiume of
elements of finance | of the success of our debt overpayments
Scheme that are linked to | avoidance and recovery Breakdown by
Finance operational activity processes overpayment type
Valye of
overpayments

id oL




Dashboard Definition Justification Content
An overview of the risk | A snapshot of operational Audit actions
. and business | risks and issues enabling outstanding
R's_k & assurance position in | oversight of a key indicator of Overdue audit
ABusmess respect of operations | the customer experience points
ssurance Operational risks
Breaches
Details on the | The availability of the contact Web availability
. availability of the | channels and system are ke IT availabilit
Information | \opcite T and | to the delivery of the service ! Telephony y
Technology | telephony availability
Information regarding | Complaints are an important Volume of
the level and | indicator of the customer complaints
breakdown of | experience and this will Breakdown of
complaints provide oversight both in complaints by
Complaints terms of the level and nature source, process

of complaints being received

and type
Root cause
analysis and
actions

3.2 Some example snapshots of the proposed Dashboards can be seen below, these will be updated
and agreed using the process outlined in Part 4 of this Schedule 2.2.

Days Qutstanding @ 31 December 2011

M. i Descrption

" [vote customers

Quauing 1 2 3 4 5 6 7 a 9 10 11

i Retirement Benefit 262
N Payments

Change of Entitlernent 401

Death Benefit Payments RS

S 93
‘ u Transfers In

56 . 77

Age Analysis
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OperEions - Des 201

e

Summary:Whilstthe historic trend for Christmas retirements has continued, volumes are lower than the [ast two years, The shorter working month and )
holiday period have also contributed to lower voutmes of Member and Employer enquiries which have seen improved performance against SLAs and a
reductionin customer waiting times. The ¢old spell saw an increase in death claims and the high volumes over the holiday period saw 10 cases failthe

Al Auge Sepe Oct- Nov- Dec- Jan- Feb- Mar: Apr- May- Jum
1M 1 11 o1 11 12 12 12 1 12 12

SLA
\ _/
( Monthly Service Points \ éommnmuy: A reduction in work in has seen an improvement in

120 parformance agalnst SLA's with senvice points thismonth at 5, down

100 from 29 Jast month. Forecasted position for next 3 months shows a
;.'? 1 continuing trend cfimprovements with 0 service points
40
20 4

i v

Actions: None this month

. _/ )

Service Failures w

éomematy: Therewas 1 SLA fallure during the month, SLA 4. 10\\

/

5 cases missed SLA duetoincreased volumesfollowing a bout of cold
4 weather which led to increased death claims
3 4 -—
2 H Actions: Notie this month
1 dls
o . . 1 ™
Auge11 Sep-1% Qop-11 ov-11 Dat-11
\ a1 u2| o3 T\ n ‘T\ /\
\ AT ____’/ Al I e
| — \ /[ =7 [ {11l INIEN
7 IR A R ‘
( i C 6 Pl belety tadget thib montk, er 12.2.Achlmh
100% 76 5% agfi t of 80%, & volume of calls following article in
9% 3 ibt thages 1o oc onalpe s which create
large volume of qubrie
98%
7% Actions: Q8A addpd tp website and [VN updated, Call volumes
96% - n H subigded within 1 week sono long tarm action taken at this stage
a5% Ha oLl Ll Ll
Aug- Sep- Ock Nov- Dac- Jare Fab- Mar Apr- May- Junr

i1 11 1 11 1 12 2 12 12 12 12 !

.

/)

Yolums of KPis That Have Failed For 3 \
Consecutive Months

!

In

th]

Aug- Sep- Ocl- Nov- Det- Jan- Feb- Mar- Apr- May- Jun-

"M #1111 12 12 12 12 12 12

{ Commentary: Following the actionsthat were put in place last
month, no KPi's have failed for 3 consecutivemonths

Actions: None this perlod

AN

Operational Performance



Scheme Finance - Dec 2012 '?

Summary:The overall pictureis positive with a reduction in both the total and valus of sverpayments. Re-employment continueste accourd for the largest
proportion of overpayments in terms of value however this figure reduced by in excess of £100k in the last month. Activity continues to focus on stopping
overpayments occuring and the key iIndicators show this Is continuing to have an impact

Volume of Overpayments Commentary: Greater use of the telephone and the abiltyto take
payments over the phonehas seen a continuedreductionin the
volume of overpayments, As Employer engagement sirategles
commence we are also starting to see an impactin terms of re-
employment where increased awarenessis startingtoreduce the
volume of overpayments
Octs Nows Dot Jofr Feb- Mar- pors May- - Ju- Aug- Sep- Actions: Continue with plgnnep acthvity around monthly retums.
oo ol o g 1782 12 12 121 which will significantlyimp & volume and value of re-empioyment

[[———0Oean |~ Frlomsimmpentl, \]omL{—‘rm\_l
v ()

of £120k, The biggestreductionis in respect
related caseswhere increased Member and
less |s reducing new overpayment cases

Actions: Continue with planne«d acthvity around monthly retums
which will significantly impact the volume and value of re-employment
cases

Scheme Finance

4, Outcomes

4.1 Performance against the Outcomes will be shown using Dashboards which will provide a high level
overview of the Outcomes split between Member related Qutcomes {(Outcomes 1 - 7) and Employer
related Qutcomes (Outcomes 8 - 11) and the miscellanecus Outcomes (Qutcomes 12 and 13). The
Dashboards will focus on the performance achieved by the Contractor against each of the targets
for each of the Outcomes, together with details of the calcuiations that have been performed by the
Contractor to determine the level of Outcome Charges it can claim from the Department. This
information will all be made available to the Department on eShare.

42 An example of an Outcome Dashboard can be seen below. This will be updated and agreed using
the process outlined in Part 4 of this Schedule 2.2.




(

Emlloyer Ouicomes (6-11) - Dec 2002

ry

Summary: Performance against targets has been strong with all four outcomes met or exceeded. The feedback Employers have provided indicate thaﬁ
our transformation plans are well aligned to their requirements. We have also had the opportunity to start working on some additional elements that will
provide quick win for both the Employer and the Depariment in terms of helping to highlight the benefit of teh Scheme

A

g

7

Qutcoma 7 - Actual v Target

~

B Taget

8 Actual

leaflet that Employers can ise

@mentary: Following last years exercise, where the initial resuit
was below expectations, the work we have done to date has seen a
positive swing and the target has been exceeded by 2%.

Actions: Following feedback received during the data gathesing
process we are pulling 10g an updated ‘Benefits of the Scheme’

)

s par of their recruitment process

Yrg Yr1  Yr2 J
/ LA 5500 W ML A 4 X
A A
// g i £ N\
\ ommpntdry] Actual ex targel by 1%. The focusonservice\
nd [nnpvaliop i {q haye & real t onthe service
1 mpjoyers le ouf o ata collection has been
0.8 — 5 stafting to | benefits foremployers
06 BTamget who have onbjoarfled to date
g‘; H Actual Actions: No| the back of the exercise - opportunities identified
'0 as part of this activity are already in our transformation plans

YeQ  ¥r1

Yr2

Yrd Yrd Yr5 Y8 W7

\.

/Commenmry:

Actions:
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[1 Introduction

Legal Introduction

This document is included only for background information and interpretation purposes in respect of Change
Authorisation Note 28 (“CAN 29”). The document is intended to provide context and to be an aid to Capita and the
Department for Education {DfE} in interpreting the provisions of CAN 29 in the event of any ambiguity or conflict
arising under CAN 29.

Document Purpose

This document, together with the updated Financial Model ‘Capita Teachers' Pension Scheme Financial
Model Extension Final - with Termination update 181114 v2 xIsx, canfirm Capita’s contract extension
offer {referred to as the Financial Model, within this proposal}.

Context

In September 2013 Capita met with the DfE to discuss the closure of Mowden Hall. This discussion
cumulated in the creation of an extension business case, comprised of two documents: a financial model
and a supporting document which described Capita’s approach. These two documents offer useful
context to Capita’s extension propaosal.

Please see Appendix D for the DfE Extension Business Case: ‘DfE Extension Business Case - Supporting
Documentation V2.docx’, dated 24™ December 2013. Due to its complexity, the associated financial
model is not included within an appendix. To review, please source ‘Contract Extension - Financial Model
v3.1.xIsx’ dated 4" December 2013.

From this business case the DfE produced its own business case, and submitted an extension request to
the Cabinet Office. On the 12th May 2014 the Cabinet Office authorised an extension.

2 Background

The Teachers’ Pension Scheme with Capita was renewed in 2011 after a full procurement exercise. In the
period since 2011 two major changes have occurred:

1. A decision to move Department staff from the current Mowden Hall site and
2. A programme of Pensions Reform to public sector pension benefits.

Both of these developments do not sit neatly with the current contract term, creating material risks and
increased costs to the Teachers’ Pension Scheme, because:

- The site chosen for the DfE relocation is not suitable to accommodate Capita staff

- The remaining contract term of less than four years, from the date of the move, makes an office
move for Capita staff prohibitively expensive

- Implementing the Pensions Reform programme within the current contract term involves material
cost to the DfE and the remaining contract term does not allow it to adequately recoup the benefits
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of that expenditure. In addition a new bidder, from Oct 2018, would incur additignal Reform
implementation costs.

!
{
i
1

'i
Both this document and the updated Financial Model, assume a closure of Mowden HaII a relocation of
Capita’s services within Darlington and a three year extension.

The updated Financial Model includes a number of new tabs (to the right of the BAFO tabs) defining
changes to Capita’s cost base, detail behind our new service offerings, capital and operational increases
related to the new property. .

£

Two suitable properties have been identified within Darlington: AMEC House, Yarm Rioad Darlington and
Unit 11b, Lingfield Point, Darlington. After negotiating with both landlords, Unit 11b Lingfield Point
provides the best value.

Lingfield Point was originally built as the Patons and Baldwins wool factory and is now home to a number
of businesses including Student Loans, Darlington Borough Council, NHS, FaulknerBrowns, Four Seasons
Health Care, NFU Mutual, NAAFI and AMEC. :

Please see Appendix A for Capita’s property relocation proposal.
Technology

Within Appendix B we have detailed the technology that will be implemented at the new property. At
this stage, no other technology, other than that defined through our BAFO, withinjany agreed change
programmes or through continuous improvement, is being considered.

!

From April 2015, Reform requires a number of trustee/governance type services.iWithin our Cabinet
Office submission we provided discounted Pension Board services as part of our extension offer.

The DfE do not require Pension Board services from Capita and therefore theiequivalent value is
available to the DfE. The value of Capita’s Pension Board services offer is £621,876 : spread evenly over
six years, starting in 2015.

Capita have agreed to apply the Pension Board discount to Reform IT, which is va!ued at £741k and a
different {negative) cash flow profile. Capita do not propose to charge the DfE foq the delta in capital
funding or the financial engineering required to fund Reform IT.

Please see our Financial Model for further detail.

3 i) MEmbes '

Currently we are undertaking an exercise in relation to Deferred Member records and processes. The
future process element of this is delivered within the current contract under continugus improvement,
however an historical element falls outside of the current contract costs. The Deferred proposal in
Appendix C, describes our approach to addressing this historical element. ’

lni i

[ S




The costs of delivering this service are included within our extension offer, please see the Financial
Model for further detail.

7 Growth in Employers |

With the growth in popularity of Academies and Free Schools, we have seen the Employer base increase
from just under 4,000 in 2011 to over 6,000 today.

Current estimates forecast there to be over 11,000 Employers in 2019 and possibly up to a circa 14,700
when we include Fair Deal, approaching a fourfold increase since 2011. The financial impact of this
increase is provided within the Financial Model,

As part of the contract agreed through the last rebid, there is a change control process in place with
respect to the growth in Employers. The discount referenced within the Financial Model will be applied
to the growth agreed through the change control process.

Please refer to the Financial Model to review our resourcing expectations against a profile of increasing
Employers and the yearly discount applied.

8 Service Charge ]

We have sought to understand the impact of continuous improvement on the type, availability and cost
of the services we provide to the Stakeholders. Whilst we see improvements to the cost base with the
take up of digital services, we also see increased costs for the services we have outlined above. That said,
we believe it is possible that gain share will apply in the extension years. We can estimate the gain to the
DfE, but this lacks commitment. It is clear to us that moving from Mowden Hall, through an extension,
has benefits for both the DfE and Capita and we feel a stronger commitment is appropriate. We
therefore propose to reduce the service charge by £500k per annum for the additional period arising
from the extension.

Please refer to the Financial Model for further detail.

9 Commercial

Discounts

As a general point - all free of charge services / discounts offered by Capita are only available as a
monthly pro rata in the year that that the service / discount has been defined {see discount profiling
within the Financial Model). This profile also applies to any discounts that are not taken as intended and
are instead applied to other services from Capita, referenced below as a Qualifying Discount (see below
for detail of Qualifying Discounts).

Discounts are aligned to costs and therefore will be indexed {along with costs) — please see the
embedded financial model in Section 1 for indexed examples.

Deferred Programme - Qualifying Discount!

Should the Deferred Programme not deliver the outcomes expected, the DfE can, should they wish, stop
the programme. Note that once an extract has been issued to Capita Tracing Services (CTS), all returns
for that particular extract will need to be processed before the programme can be halted and no further

1 Only a qualifying discount once the programme has come to an early and orderly end.
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CTS costs incurred. Any unallocated funds can then be applied to additional services flrom Capita - please
see ‘Qualifying Discounts’ below. l

Operational Reform Costs :

With the exception of delays in laying the Reform Regulations or where there} has been lack of
certainty/clarity in requirements?, we believe Capita understand the risks to the service and therefore
. r . S

any over spend will be Capita’s risk. Any under spend will only be assessed through gain share.

Growth in Employers ~ Qualifying Discount

Capita is unable to affect the growth in Employers and has therefore capped th?. discount offered.
Should the discount not be applied to the growth in Employers it can be used against other additional
services from Capita - please see ‘Qualifying Discounts’ below.

Qualifying Discounts

All unspent discounts can be applied to additional Capita resources (on a per day, basis). The choice of
additional services is at the discretion of the DfE and can be made after contract signature of this
extension. !

Funding / Smoothing .
We have assumed that ‘smoothing’ will not be required and that any project payment milestones are
designed so that smoothing is not required !

_ i
AppendiAtlProperty Rroposa e _
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10.1 Overview

On the 24™ April 2013, the Department for Education (DfE) confirmed that they are relocating their staff
based at Mowden Hall to another site in Darlington. It is expected that the DfE will move to their new
location around Q1 2015. As a result of Mowden Hall’s closure, Capita will also have to relocate.

This document provides the detail of the property Capita will relocate to, the associated Property costs
to facilitate the move and how we will manage the programme of move to ensure $t?keholders are
informed and engaged.

Note that this appendix does not review the IT required for the move, this is described within Appendix
B.

10.2 Mowden Hall

Capita currently occupy part of the podium building on the ground floor and part of t;he podium lower
ground floor at Mowden Hall, Darlington. The lease for this property is due to expirefon 30*" Sept 2018.
The Landlord can serve 12 months notice any time after 1 Oct 20133,

For Teachers’ Pensions the DfE charge Capita £118,750% per annum in rent and £200}337 per annum in
Service Charge, which also covers rates.

2 Any impact of delay in go-live is captured within the current Reform Change Programme.
3This notice is yet to be served

*Calculated at 62.5% of the total
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10!3

Table 1 below sets out the proposed headcount at the time of relocation. Capita will need to

Staff Resources

accommodate circa 500 people at the new location.

Resaource Overall Site TP EEem!ent
Teachers 194 194
Teachers Reform* 10 10
Teachers Reform post Reform BAU 14 14
Teachers IT 16 16
Teachers Deferred & Governance 10 10
PPF/FAS 115

Partnership {currently 23) 5

Barnet Council 8

EB&R® 4

Management Accounts 10 6
Support Services 61 37
DfE Hotdesks 4 4
Total ' 451 291

Table 1 : Headcount

*Note these resources will not be needed throughout the term of the contract and the allowance for
growth has been adjusted to reflect this.

10.4 Space Requirements

The following points were considered when calculating the size of the property required for Capita:

- Circa 500 employees

- Meeting Rooms

- Canteen/Refectory

- Toilets

- Reception Area

- Post/Scanning Room

- Archive Storage Room

- First Aid Room

- Contemnplation Room

- Allowance for up to 4 hot desks, within a private area, that DfE staff can use when visiting.

By comparing these requirements to a similar sized recent Capita project in London, Capita has
estimated a minimum of 40,000 square feet of accommodation will be required. TP space allocation, as a
percentage of the whole, is 64.5%. We have planned for 25,000 square feet of accommodation to be
allocated to TP, a 62.5% share of the 40,000 square feet.

s Employee Benefits and Rewards.



10.5 Available Properties

i
§

Within Darlington we have located only two properties that meet the space requirements:

Unit 11b, Lingfield Point, Darlington. As an old factory unit, within a business park of %:onverted units,
this space is unfit for habitation and will require CAT A® and CAT B fit outs (see deflmt;on in Section 10
below). Post installation of a fire corridor (at Landlord’s cost), this unit offers 41,000 square feet of
space.

AMEC House, Yarm Road, Darlington. This is an existing standalone property which ha:Js been vacant for 1
two years and requires partial CAT A (to make good the property/car park etc.) and CAT B fit outs. This
property provides 45,055 square feet across 2.5 floors {the basement is consideredla§ half a floor).

10.6  Proposed Property

Both locations are suitable for the needs of the business. We have considered the pros and cons of each
property and these are listed below: ~

AMEC House

Pros
- Three separate floors, easier to separate in the future (for a new provider‘i)
- Low per square foot rental
- Seven month fit out timeline.

- Standalone building, more costly to maintain and secure
- No facilities on site {canteen, créche etc.) !
- Higher partial CAT A and CAT B costs

- Higher running costs due to the age of the building.

Lingfield Point

Pros
- Part of an existing business park with shared facilities
- One large open plan space, on one level |
- On site facilities include a créche and canteen m
- Lower CAT B costs {landlord will deliver both CAT A (at their cost) and CAfl‘ B. A single floor f
layout also helps reduce CAT A/B costs).
Cons

- Higher per square foot rental
- 8 montbhs fit out timeline (full CAT A and B required).

¢ CAT A to be capitalised by the Landlord and recouped from the rental charge.
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From a financial perspective the table below highlights the differing costs, note these are 100% costs and
not TP’s percentage of the price — please see the Financial Model for further detail.

De ntio giield Po A ouse

Size (square feet) 41,000 45,055

Lease Term 10 years 10 years

Break Clause 7.5 years with 12 month 7.5 years with 12 month rolling
rolling notice from 6.5 years notice from 6.5 years

Break Penalty Six months rent penalty if the | None
lease ends before the end of
the 8" year

Rental £12.50 psf £10 psf

Rent Free 12 months Three years half rent

Rent Review Heads of Terms is currently Review in year five, increase in
silent with respect to a rent line with market rates
review

Service Charge £1.34 psf Confirmed as nil, see FM costs

below

Facilities Management | £4.88 psf £7.99 psf

Costs (cleaning, security

etc.)

Rates ’ £3.65 psf £3.88 psf

Sublet Possible Yes, by part or whole Yes, by part or whole

CAT B Fit Out Costs £1.188m £3.110m’

Table 2: Property Comparison

The annual cost for each building is:

- Lingfield Point: £917,170 per annum
- AMEC House: £985,353 per annum.

By capitalising the rent free period and CAT B? fit out costs over seven years, there are additional costs
per property of;

- Lingfield Point: £96,500 per annum
- AMEC House: £347,739 per annum.

Total costs for each property are:

- Lingfield Point; £1,013, 670 per annum
- AMEC House: £1,333,092 per annum.

Should the break penalty be enacted, the total costs for each property are:

- Lingfield Point: £1,044,176 per annum®

7Includes partial CAT A costs

* And partial CAT A for AMEC House. '
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- AMEC House: £1,333,092 per annum. ;
Based on cost alone, Lingfield Point is cheaper over the seven year term by £2m (in¢lusive of the break
penalty), therefore our recommendation is Lingfield Point. !

10.7 Terms of the Lease

The following lease terms have been negotiated for Lingfield Point:

- Lease Term: 10 years

- Tenant only break: 7.5 years

- Notice Period: 12 months rolling from year 6.5, with 6 month rent penalty if the lease ends
before the end of the eighth year.

Note —the rolling break is an important requirement if Capita are to deliver the Exit protection that the
DfE require {should a new provider be selected for the fourth term).*® Through discussion we have
agreed with the DfE, a notice period of three months before the end of the contract (pssuming the new
provider's implementation plan is going well) and therefore the maximum theoretical penalty will be
three months (circa £128k at today’s costs).

]

i
10.8 Mowden Hall Lease '

To terminate the lease agreement between the DfE and Capita (DfE as the Landiord) it has been agreed
that DfE will issue a break notice to terminate Capita’s Mowden Hall lease on 30™ No{fember 2014. This
break notice provides 12 months’ notice, which aligns with the Long Stop Date for Relocatlon Milestone
5 (RM5) as agreed in the Contract Authorisation Note.

Capita’s extension offer assumes that any shared services within Mowden Hall (sec‘urfity, reception, mail
room etc.} continue after the DfE have vacated Mowden Hall'! with no change to Capita’s charges for
residing in Mowden Hall. Please see the Financial Model for further detail. f

10.9 Structure of the Property Charges for Lingfield Point

The Financial Model details the priced apportionment for the DfE. These have been Based on a 40,000
square foot property with Teachers’ Pensions utilising 25,000 {62.5%). The pricing assumes the contract
and lease are signed during December 2014.

10.10 Rent Free
As part of the lease, Capita have secured a 12 month rent free period from the outset of the lease. As

agreed with the DfE, Capita will utilise nine months of the DfE’s free rental to cover the rental exposure
caused by the Exit Schedule requirements (three months notice from the end of the contract in

° Note that the penalty is five months - the shortfall from eight years calculated as: 12 months from 6yrs
9 months into the lease, sighed December 2014,

° Requires changes to the Exit Schedule

1 Assuming that the DfE do leave before Capita

'™
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combination with a 12 month rolling lease break). Note that should the DfE provide notice greater than
three months or the new bidder is cohabiting in Lingfield Point within nine months of the end of the
lease {10 years), the DfE or the new bidder will benefit from some free rental (from 1 to 9 months).

10.11 Overlapping Occupation

Overlapping term will be 10 months. This assumes eight months CAT B fit out, one month to move site
and one month contingency.

DfE have agreed to not charge rental for Mowden Hall from 1* March 2015 and to not charge service
charge on Mowden Hall from 1% April 2015.

Should Capita not vacate Mowden Hall on or before 30" November 2016, the DfE will cease to pay
Lingfield Point charges from the 1* December until Capita vacate Mowden Hall.

Capita has assumed that should the DfE exit Mowden Hall before Capita, the shared services e.g.
mailroom, security, reception etc. will continue as currently. Capita notes that there will be no access to
the DfE demise, including the restaurant.

10.12 Indexation

The DfE have confirmed that they wish Capita to take the risk on all items that will increase in cost over
the term of the lease. These are identified below and will be indexed as per the current contract {CPI).

The following will be subject to annual indexation of CPI: Facilities Management, Service Charge,
Dilapidations, Rent and Rates.

10.13 Dilapidations

By their nature, dilapidations are negotiated with the landlord on exit. These negotiations are open and
designed to ensure that any changes to the property, that need to be retrofitted by the landlord to make
the property rentable, are paid for by the exiting organisation.

Capita have applied a cap to the dilapidations of £15 psf (£375k total). This cap assumes that a new
bidder has leased a part of the property and substantial sub division are required. Capita suggest that a
new bhidder he made liable for the dilapidations for the space that they take over, in addition to any
works required to suhdivide the property, IT etc..

Dilapidations are assumed to be at cost and any negotiation with the Lingfield Point landlord will be
inclusive and transparent to DfE Estates.

Note that in the current contract (Exit/Schedule 7.1 Section 8) there is a price for dilapidations of £395k.

As the Exit pricing assumptions are already within the contract/previous Financial Model, we have not
reiterated potential Exit charges within the updated section of the Financial Model.

10.14 Associated Move Charges

There will also be additional, one off, costs associated with relocation, including:

- Project Management
- Building Survey




- Quality Surveyor

- M&E Services

- Building Fabric Survey

- Move Management

- Design

- CDMC - Construction and Design Management and Control
- Category B implementation

- Comms/Server Room ~ air con, leak detection, suppression systems etc.
- Furniture '

- IT & Telecoms (see separate IT proposal)

- Legal Fees

- Wayleaves.

Note - dilapidation costs for Mowden Hall are not included, as the site is to be redevéloped.

The associated move charges for Teachers’ Pensions are listed below:

TP Charges
Project Management £36,876
Building Survey £5,016 B
Quality Surveyor £11,230 '
M&E Services £22,461 f
Move Management £37,434 )
Design £14,974 '
Construct & Design MC £14,974 :
Category B implementation £889,440
Canteen/Refectory -
Comms/Server Room £56,152
Furniture £37,434
Legal Fees £7,487
Stamp Duty £37,434 )
Wayleaves £7,487 N
Total £1,178,400
- Asso '
Tahle 3: Associated Move Charges

Notes:

- Please see the Financial Model for detailed pricing, including a breakdown ofithe Category B
Implementation and Project Management charges.
- Financial engineering {‘smoothing’} has not been included.

* Fit-out. There is no precise standard definition for fit-outs - it can vary between ovyners/developers.
Typically, a developer provides CAT A as part of the rentable office space, which combrises the following
elements:

- Raised floors
- Floor coverings




- Suspended ceilings

- Mechanical Installations

- Electrical Installations

- Finishes to the internal face of the external and core walls
- Window blinds etc.

Typically, CAT B completes the fit-out to the occupier’s specific requirements, comprising of the
following elements:

- Installation of cellular offices

- Enhanced finishes

- Conference/meeting room facilities
- Reception area

- Enhanced mechanical/electrical services — e.g. additional air con/lighting needs etc.1.15
Pre April 2015 Charges

Whist Capita will incure costs before April, we have applied financial engineering, at no cost to the DfE,
to produce a set of milestones that start post 31°' March 2015. Please see the Contract Authorisation
Note for detail of the milestones.

10.16 Capita’s Other Customers

Outside of Teachers’ Pensions, Capita currently delivers services to three other customers from Mowden
Hall. Below is an outline of when these contracts end, Capita’s ability to recoup additional property costs
and any gain share agreements:

Payment Protection Fund (PPF): 2006 to January 2015
o PPF is being wound down/replaced by the Financial Assistance scheme {FAS) which falls
under the ownership of the PPF — see below

Financial Assistance Scheme (FAS): September 2014 to Aug 2018
o The migration/extension agreement was before any property move discussion with the
DfE (informed June 2012, agreed contract April 2013).
o There is no facility for Capita to recover office move or additional office costs under this
contract
o There is no gain share arrangement with CEB.

Partnership Assurance: 12 month rolling contract, ends July 2015
o Expecting core service to be returned in-house in August 2015
o There is no gain share under this contract with CEB.

Barnet: 10 year contract, ends January 2024
o Contract agreed September 2012 as part of a wider BPO and IT Contract.
o There is no gainshare arrangement with CEB.

Employee Benefits and Rewards: Capita own use ~annual contract.

We will, where the opportunity rises, move current and new contracts to Darlington {charged at the
prevailing property rate).



1.1 Introduction |

1.1.1 Requirements

Capita Employee Benefits (CEB) provides IT services for Teachers’ Pensions (TP) at a facility called
Mowden Hall in Darlington, which is currently owned by the Department for Educatién {DfE). However,

the DfE have indicated they wish to re-develop Mowden Hall, requiring the move of éEB operations to a
new facility in Darlington. |

|
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CEB are therefore providing a relocation service for this existing operation involving the relocation of
approximately SO0 staff to this new facility. The new building is expected to be completely un-
provisioned in terms of office facilities and Capita IT Services {ITS) have been requested to provide a
fixed price for relocation of all existing IT assets, along with set up of the existing service in the new
building.

This fixed price proposal assumes CEB is moving to Lingfield Point, Darlington. This is a brownfield
property spread across a single floor. ITS have included details of the proposed solution, along with the
requisite dependencies and assumptions and a fixed price for relocation of Teachers’ Pensions to
Lingfield Point.

1.1.2 Solution Summary

Initial activity would see Capita ITS conduct an in depth survey of the equipment in the existing offices to
enable detailed planning of the proposed move. This would include details of volumes, configurations
and inter-relations between equipment and business operations.

A new network infrastructure will be implemented in the new site including the following:

- Server room fit cut of up to six comms racks and six server racks together with relevant cabling

- Flood wiring to allow for four CAT6 ports per desk to accommodate network segregation
requirements

- - Connectivity to the Capita WAN

- Temporary local high speed connection between to Mowden Half and the proposed new site of
Lingfield Point

- Encryption devices to meet IL3 compliance requirements for data transit both across the Capita
WAN and the site to site link.

Users will be migrated in two groups with TP and Other!? staff and their associated equipment moved
separately to ensure continuity of their business operations. The server room relocation will be
completed in a final third phase.

1.1.3 Reform Programme

The IT upgrade requirements associated with Reform are as follows:

1. CPU upgrades to existing servers

2. Increase in memory of existing servers
3. Increase in disk storage capacity.

4. Additional servers.

This four areas for upgrade are within our data centres in West Malling and Laindon. As this move
proposal is focused on the shift of technology within Darlington, the Reform Programme does not
impact, or is impacted by the move from Mowden Hall to a new site in Darlington.

2 Minimum office requirement of 489, including other services provided from this location. See our property proposal for
further detail.

3 FAS/PPF, Partnership etc..



1.1.4 Business Benefits

ITS currently manage a number of hosting services on behalf of CEB. As the incumbent supplier of these

services, ITS will be best placed to perform the relocation exercise on behalf of ’CE!B for the following
reasons:

Experience in multiple, successful IT relocation moves on behalf of CEB

Understanding of the security requirements surrounding the move of IL3 equipment
Experience in establishing network capabilities at multiple sites for CEB, mcludlng those required
for IL3

Technical expertise to install all of the necessary hardware relating to both IT mfrastructure and
IL3 security infrastructure.

t

Having performed numerous office relocation projects, ITS understand the need forjadherence to best
practice regimes. We have: ‘

- Appointed a solution owner who has been involved during development of thie solution and will
oversee delivery of the work

- Provisioned for early engagement of a CLAS consultant to scope out the I3 elements of the
project as these tend to be time consuming parts of the project

- Ensured clarity of ownership of dependencies on the property team and end client, ensuring no
confusion on who is delivering what.

We believe the strong start coupled with experience and lessons learnt from other fmoves will provide
substantial benefits in delivery of the project.

1.2 Proposed IT Solution

1.2.1 Move Pre- Requisites

The main pre-requisites that ITS will require in preparation for the move are:

- Detailed inventory of all IT equipment, data, power and cooling requirements;
- Office plans of both sites detailing staff and equipment by client group (TP/@ther)
- Test plans and baseline performance metrics.

These are required for planning purposes for the move and would be needed as sogn as possible after
commencement of the project.

1.2.2 Professional Services

The proposal contains all of the anticipated professional services required for the site move. Programme
and project management effort and associated PMO support is included, although‘tﬁese will be subject
to due diligence prior to project start.

An out of hours site relocation has been assumed to ensure service levels are protected. This will see a
phased move of personnel from the old site to the new site with minimum disruption during their
working hours.

" There will be some controlled out of hours downtime as we switch over voice and data circuits
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1.2.3 Desktops

From the recent site visit made by ITS staff to Mowden Hall, it is understood that the desktop estate, to
be relocated to the new site, comprises:

- 463 non IL3 devices

- 328 1L3 devices.
Also requiring relocation are the printers and faxes associated with the business operations. These are
identified in Table 1.

Desktop printer/fax 26 5 31
MFD printer/fax 11 3 14

Table 2 : Printers and Fax numbers located in the Mowden Hall Facility

It is proposed to carry out the staff and IT services relocation in three phases, following a successful pilot
move®®. This will reduce risk as the move will happen with manageable numbers of staff and equipment
being re-located at one time. Also departments will be migrated in entirety, thus helping to maintain
business operations by not having different members of the same department operating from different
sites. The three phases will be:

- Phase 1 - Non TP users & associated desktop equipment
- Phase 2 - Teachers’' Pensions users & associated desktop equipment
- Phase 3 —Server room equipment.

A proportional number of printers will be moved to support the relevant staff at each location in their
day to day business operations.

1.2.4 Cabling

The new premises will be flood wired to provide up to four CAT6 outlets to each of the proposed 500
desks to allow for the required network segregation. The connections to each desk are shown in Table 3:

Capita/CEB/MVS

TP (IL3)

FAS/PPF (IL3)

Public/spare/3™ party telephony

BHoW N

Table 3: Desk Connections

1% Moving 10 low risk devices from each user group: IL3: TP & PPF/FAS, unclassified devices: accounts, management etc..



This structure will allow CEB flexibility over desk / staff layout within the new site.
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1.2.5 Wide Area Network A
i

Provision has been made for a Connect+ resilient connection (to the Capita WAN) to"beiinstalled to the

new site for all data traffic. The Connect+ service comprises two 100Mb data connectlons {should one

fail) from a service provider such as Virgin Media, that provides access to the Teachers Pensnons service

hosted in our IL3 data centre. This will be ordered by ITS in time for the |mplementatlon at the new site

and the existing WAN connection at Mowden Hall will be discontinued following com%tetmn of the move

to the new site. a

In addition a resilient pair of network encryption devices will be installed at the new site to meet the

compliance requirements for connectivity into the IL3 RMH environment. | E

A temporary high speed link will also be used to connect Mowden Hall and ngFeId Pomt during the
migration period'®, This will be encrypted to allow the flow of IL3 classified dat% and voice traffic
between sites and will eliminate the risk of WAN latency on any of the local serwcgs slerved from the
onsite computer room. b

1.2.6 Local Area Network

A new local area network (LAN) will be provisioned for the new site with up to four CATG\connectlons to

each desk location. The network will be installed and set up prior to the m:gratnons takmg place. Each

department will have a self-contained LAN infrastructure within its own rackmg system in the data

centre (TP, Other). |

1.2.7 DfE Hotdesk Technology 1 }
!

l
Capita CEB will provide four ‘hardened’’ laptops for DfE use. They will have MlC!’OSOft Wmdows version

7 or above, as an operating system and Microsoft Office 2007 or above. The four Iaptops will connect to
s

* Due to Service Provider restrictions (BT/Virgin), this service will need to be ordered for a minimum of o}|1e year.

)

7 Locked down LAN and USB ports (tbc) |
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a Business Broadband service!® via wireless and be physically secured to the desks. CEB will install the
equipment and provide basic maintenance®® at no additional cost. Should a laptop fail outside of
warranty or fail due to a non-warranty claim e.g. liquid ingress, repair / replacement charges will apply.

A wireless enabled desktop printer will also be provided for DfE guests to use. Reasonable consumables
will be provided at no additional cost.

1.2.8 Telephony

Capita are proposing a new telephony system for Lingfield Point, ensuring the move is derisked through
having both platforms operational for a short time. The provision of any new core voice switch hardware
and software will be paid for by Capita. There are additional costs for moving / reinstalling the voice
services currently provided by BT into Mowden Hall. These are detailed in the pricing matrix below.

1.2.9 Out of Scope

The following are out of scope of the move proposal:

- DR testing as part of business as usual service

- Decommissioning of Mowden Hall

- Third party users e.g. ATOS - who have remote access to the [L3 environment in West Malling
and will be unaffected by the move.

1.2.10 Allocation of Technology

As stated within the property move proposal, the ratio of staff defines a 64.5/35.5% split between TP
and non TP, but we have held a 62.5%/37.5% split (to the benefit of the DfE) as a ratio of property costs.
For IT and Telecoms we have defined a 70/30 split (TP/Other). The justification for this is the
complexity/size of the TP IL3 environment®, the services that TP use and the volume of work that TP
generates. In some case we find that the services TP use approaches 100% but in others less. At this
stage we have therefore taken 70% as a fair blend across the services.

1.2.11 Dependencies

The dependencies on Capita, DfE and the overall relocation plan are shown in Table 4 below. ITS will
need to ensure delivery of these dependencies to guarantee successful delivery of the programme.

Firm dependency dates will be agreed post contract signature.

8 Only providing access to the Internet
1 railure analysis, general ‘switch on’ assistance, patching and AV upgrades

2 L3 requires specific encryptors and associated security software for LAN and WAN, a different approach to cabling both in
where they are placed and the type of cabling/shielding provided, all core LAN/Server hardware {even within the data centre)
needs to be separately secured and each TP member of staff requires access to both L3 and IL2 environments (through a
traditional PC and an additional thinlient terminal), requiring two network ports as a minimum.



New site " ready for flood wmng ‘& data
pomt deployment {pre-2nd fix)

i New site refurbishment complete
3

‘Server Room and power complete
4 Floor & Desk Plans agreed

‘5 Temporary Link in place
6 WAN installed & commissioned

1 - Caplta to provrde robust assurance to the
i : DfE Accreditor, in order for him/her to

" approve the IT solution in the new !
. property
,8. - User test plans and baseline trmrngs

i completed and agreed

.__——-_-4u--_ —— B Y

' 18/05/2015

"1 22/06/2015
- 4 18/05/2015

26/01/2015

' 18/05/2015

: } 18/05/2015

26/01/2015

|
L.
|

26/01/2015

" Paul st

ITS/Networkﬁ’DA N

" Paul Sturgess / David

Garnett !
ITS/ Netwo rk ;T DA

ITS Demgp anidaBurld
Team /!Pete Henderson

I

James A

. S

Table 4 : Key dependencies that exist in delivery of the site relocation.

Note that the dates within Table 3 are dependent on the date of the contract signature of the

lease/contract extension.




1.2.12

ITS have agreed the following assumptions with CEB to generate the solution and costs to enable ITS to

Assumptions

derive pricing and these are shown in Table 5 below.
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" TPF will be relocated to Lingfield Place,

i " Darlington, DL1 1RW; the building will be
|
L. .

" All physical services {power, IT and aircon)’

unit 11b and will be single storey, open
plan accommodation

will be provided into the proposed
accommodation with no delays or issues to

.. the proposed programme

" 7 Power provided into Lingfield Point will be™

adequate to meet the requirements for IT
services, printer and server equipment for
500 staff. A single UPS unit will be provided
by CEB as part of the building fit out to
maintain all server room equipment for 20
minutes to allow a controlled shut down in

. the event of a power failure.
* Server room

is constructed or located
centrally in the proposed building with
adequate space and services to meet
desired capacity. CEB is responsible for

. installing adequate security features for

i this room.
The WiFi requirements can be satisfied

using a single standard BT Business
Broadband service with a wireless router
and this meets security requwements

a WiFi router on site which is open to the
internet. There will be no hardwired

, connections available

" DfE and other employees or visitors with

permission to access the internet using the
WiFi internet service do not present any

security threat to the IL3 users or systems

Volumes are confirmed as:
- 463 MSI Desktops on MSI network to be
relocated

. - 328 1L3 Wyse terminals or desktops

31 desktop printers and faxes, and 14
" MFDs to be relocated. More printers will
_incur further costs

"The IT service wrap at the new site will be

to the existing standards and delivered by

Site Transition

" Site Transition

: Site Transition

“Site Transition
' Site Transition
“Site Transition
" Site Transition

Site Transition

" Site Transition

the same providers as the old site with the

exception of the LAN support which is
currently self-delivered by CEB and may be

,transferred to ITS. L
- There is sufficient time before the required
. exit of Mowden Hall to migrate to the new

site using a phased approach over a

. humber of weeks

All staff performing the migration tasks

. only require BPSS clearance

" All costs are based on work to be carried

" Site Transition

" Site Transition

“Site Transition

_out_on one level with _no stairs or lifts _

Site Transition

Cain Garnett

' Cam Garnett

Cain Garnett

Céi_n Garnett_

" Pete Henderson

" Sue Crane / Pete

Henderson

Sue Crane/Péié -

Henderson

‘ Gébff Watson -

" Geoff Watson

" Ann Hird / David James

" Cain Garnett

Pete Henderson

" Cain Garnett 7
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involved.

All work completed on Saturday and
Sunday

4 Floor walkers for one day (the Monday)
following the moves is adequate to cover
support at the client site. A requirement
for more resource will incur further cost.
Floor walker and move resources have a six
week lead time for booking - please ensure
this is given

All user testing is to be carried out by CEB.
A test performance report will be required
before

Business change which includes any
business process re-design and staff
communications will not be provided by
ITS

All laptops will be moved by the users, with
docking station, screen, keyboard and
mouse being moved by the project team.
Docking stations are to be unlocked for the
day of the move.

Client representatives are available during
the move period to make key decisions and
to provide access to required areas

Any Hardware /Software will be bought by
ITS division and passed through to the CEB
client.

Servers and end-user-devices at Mowden
Hall do not store unencrypted personal-
sensitive client data, which would require
encryption during transport. The setting of
a strong BIOS password will be sufficient.
New site is capable of providing an
equivalent level of physical security to
Mowden Hall.

All servers to be moved will have a
successful backup done by CEB or CEB
service providers prior to transport,

Capita Insurance will be informed as this
involves transportation of equipment with
a value of +£25k.

Existing voice service relocation will be
provided by CEB

Crates for IT equipment are to be provided
by CEB as part of the office move
programme

Relocation of the voice services to the new
site by the existing provider will not
interfere with the ITS managed move of IT
equipment. Any delays caused by the voice
move will not be attributable to ITS and
will be chargeable.

The network cabling requirement is 2000
CATG outlets terminated and tested
Resilient WAN links can be diversely routed
into the building without the requirement
to incur excess construction charges. ITS
will not be responsible for any additional
costs for WAN link routing

There will be no issues with CEB obtaining
any required way leave agreements and
any resulting delays or additional costs of

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Cain Garnett

David lames

Cain Garnett

David James

Paul Sturgess

Geoff Watson

Sue Crane

Ann Hird

Geoff Watson

Cain Garnett

Geoff Watson

Cain Garnett

Geoff Watson

Cain Garnett

Geoff Watson

Cain Garnett

Cain Garnett

Cain Garnett
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“the ITS programme will be chargeable

All of the equipment and cabling can be
accommodated in 6 network cabinets

The LAN will be required to support 463
MS! desktops, 328 IL3 desktops or Wyse
terminals and 45 printers or MFDs.

CEB will be responsible for
decommissioning and secure disposal of all
surplus equipment at Mowden Hall. Note:

. this is not dilapidations.

There are no external WAN connections to
third parties that need to be retained and
moved to the new site )

ITS will be responsible for terminating the
WAN service at Mowden Hall following
move of all staff to the new site.

The telephony solution provider will
provide and terminate extension side
cabling from telephony equipment to
Capita’s wiring cabinets on UTP patch
panels and will inciude the provision and
installation of the patch panels.
Desktop and other furniture required to
place IT equipment on is all in place at the
move date.

" Cabling works at the new site will be

carried out during normal working hours
08:00 to 17:00 Monday to Friday

The cabling contractor will have free and
uninterrupted access for the duration of
our works. )

There will be no requirement for the
supply or installation of any new items of
primary and/or secondary containment,
nor support structures, and we assume any
existing is adequate, accessible and
suitable for use .

All builders work including penetrations
and make of way to be carried out by CEB
Each cable will be installed in a single
continuous act from the Wiring Cabinet to
the final position of the outiet. No
allowance has been made for coiling cables
and/or revisiting for the uncoiling of
cables.

CEB will be responsible for lifting / laying
floor tiles.

" Floor boxes including data plates are to be

supplied and fitted by CEB's electrical
contractor

There will be nothing that will need to be
installed over 4m above finished floor
level. ]

All equipment associated with the cabinet
office contract is out of scope for
relocation
Provision of the voice link to the existing
voice service provider is on a reasonable
endeavours basis. ITS will not be held
accountable or responsible for service
failure or service credits on this service

The relocation project is considered a

_single project and can be purchased as a

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

" Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

Site Transition

" Site Transition

Geoff Watson

Geoff Watson

Geoff Watson

Geoff Watson

ITS Programme Manager

Geoff Watson

Cain Garnett

Cain Garnett

Cain Garnett

Geoff Watson

Cain Garnett

Cain Garnett

Cain Garnett

Cain Garnett

Cain Garnett

Paul Sturgess

Geoff Watson

Ann Hird
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in the financial section below, are
considered options and may be purchased

; in whole, in part, or not at all. :
| 50  WAN and LAN server hardware is assumed  Service IS SEF{ILCE D
, to last for the seven year contract duration ’

: and no refresh is included in the costs.

~single item only. Ongoing charges detailed =~ ‘
| ]

livery

Manage
gi

f m e —— [ e
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Table 5 : Technical and Commerciat assumptions made by ITS in developing the sclution and pricing this proposal.

1.2.13 Project and Service Charges

The programme has been priced with the core offering covering the relocation of the IL3 and non IL3 IT
services, excluding the provision of a new voice platform which CEB will carry out at its own cost,

As well as the assumption detailed in Table 4 above, the following pricing terms will be applicable to the
programme:

All prices will be exclusive of VAT unless stated

Implementation dates will be agreed once the fixed price proposal has been approved and
signed off

Any time needed to be spent over and above that outlined in the fixed price proposal will be
agreed before completion and subsequently charged on a Time and Materials basis

Financial engineering is not required by the DfE; all charges will be invoiced as per the project
plan payment milestones.

Note that the hardware will be purchased quite some time after this proposal has been submitted. ITS

are bearing the risk of changes to equipment pricing through inflation and the Dollar / Sterling exchange
rate fluctuations.

1.2.14 Project Charges for the Site Relocation

The pricing for the IT relocation programme is shown in Table 5 below.

Number Unit Total
Item | Item Category Item Description of Units Charge - Charge - Charge -

‘ _Design ™ TDAHWD 0 T 7T T 18T ‘49?5’?”3‘ mzlhbf‘“ 5.2 208 ]
-2 Design TD LLD 20 496 §9 9250 6,944 |
'3 ' Site " Project Manager - " i
: Transition 87 434 3‘7 758 26431 ];
4 Site Programme Manager t
‘s site PMO : '
o Transition : | 20 o 435 8 700 6,090
6 Site Courier Costs 1 55,664 55'5 664 38965
. Transition 3 ) = ' . .
7 Site Staff Expenses ‘
Transition 1 4,356 44,356 3,049

§ e 42u Rack 6 3334 20004 14,003
Transition i )
10 site Service Architect Delivery 10 1007 oo 70a0
, Transition _ ] ’
11 Site Service Desk Ongoing q 1
' Transition Support 1 193 {193 135
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19

20

21
22
23
24

25
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27
‘28
"29
30
31
'32
33

34
'35

6

Site

Transition
Site
Transition
Site
Transition

" Site

Transition

" Site

Transition

Site
Transition

" Site

Transition

© Site

Transition
Site
Transition
Site
Transition
Site
Transition
Site
Transition
Site
Transition
Site
Transition

Site
Transition
Site
Transition
Site ’
Transition

" Site

Transition
Site

Transition
Networks

Networks
Networks
Networks
Networks

Neftwqus

' RA‘a;j_o"r' incident Maﬁageheﬁt N
) ongoing support

Incident monitoriné

" Problem Managemént

ongoing support

Change Management
ongoing support

Saturday desktop moves (x8
Engineers two Saturdays)
Sunday desktop moves (x8

_Engineers two Sundays)

Weekend Accommodation
(x2 Weekends) )
Weekend Travel (xzv
Weekends) ]
Saturday Server moves (x4
Engineers one Saturday)
Sunday server moves (x4
Engineers ane Sunday}
Weekend Accommodation
(x1 Weekends)

Weekend Travel (le
Weekends) -

Monday Floor walker support
{x3 Monday's)

Monday Floor walker support
Accommodation {x3
Monday's) )

Meoenday Floor walker support
Travel (x3 Monday's)

Data Configuration/Changes
to people data )

CMDB data configurétion
updates )

Project Managemenf

Service readiness

WAN 30/100Mb resilient
Option

EAD 1Gig _

Net EDM-100M Encryptor
Net Consultancy

To the supply and installation
of & nr floor standing 47U x
800W x 1000D cabinets c/w 1
nr 12 way vertical UK style
PDU, 1 nr 4 way fan tray, 1
set of jacking feet, 1 nr
earthing kit.

_Cat 6 Data outlets

40

40

12

12

26.5

W NN |

2000

93
742

181

99

11,935

15,913

113

75

2,387

3,183

113

75

4,774

113

75

369

369

557

551

9,474

4,880
16,501
1,751

979

49

93
742

181
99
23,870
?;1,826

4,520
3,000
2,387
3,183

904

600

4,774
1,356

900
1,845

1,845
1,114
14,602

8,474

9,760
33,002
5,253

5,874

98,000

65
519

127

69

16,709

22,278

3,164

2,100

1,671

2,228

633

420

3,342

949

630

1,292

1,292

780

10,221

6,632

6,832
23,101
3,677

4,112

68,600




37
38
39
40
41
42
43
44
as
46
47
48
49
50

51

52

53

54

55

56

57

58

59

60

61

62
63

Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks
Networks

Networks

Networks

Networks

Networks
Networks
Networks
Networks
Networks
Networks
Networks
Security

Security
Security

2 meter RJ 45 - RJ 45 Cabinet
patch leads (installed)

3 meter RJ 45 - RJ 45 Desk
Patch leads (installed)
Project management

Fibre backbone

Cisco Catalyst 3850 48 Port
Data IP Base

Cisco Catalyst 3850 4 x 1GE
Network Module
1000BASE-SX SFP transceiver
module MMF 850nm DOM
Catalyst 2960-X 48 GigE PoE
370W 4 x1G SFP LAN Base
Catalyst 2960-X FlexStack
Plus Stacking Module
Catalyst 2960-X 48 GigkE 4 x
1G SFP LAN Base

Catalyst 2960-X FlexStack
Plus Stacking Module

Fibre Patch leads

BT Business Broadband
Senior Network Engineer -
Broadband install
Maonitoring - Hosted 3 Year
Commitment - Setup

TS - Senior Project Manager -
Project Management - Setup,
Ordering, Kick Off

TS - Senior Project Manager -
Project Management -
Resource Scheduling, Control
Docs

TS - Senior Project Manager -
Project Management - User
Acceptance, Close Down

TS - TDA - Detailed Design

TS - TDA - Physical Build &
Configuration

TS - TDA - Handover

Senior Network Engineer -
Weekend Migration -
Saturday

Senior Network Engineer -
Weekend Migration - Sunday
Senior Network Engineer -
WAN Decommissioning
CLAS Consultant

IA Lead Practitioner
3rd Party CHECK Testing

2000

2000

28

28

16

16

16

20

40

0.5

5

7

14,272
1,228

4,749

44

207

2,311

444

1,558

444

22.5
187

636

9,325

1,015

1,015

1,015

1,071
1,071
1,071

1,866

2,154
635

583

382
1,066

10,000

14,000

14,272
7,368

28,494
1,232
5,796

36,976
7,104

24,928

8,380

900
187

318

9,325

3,045

5,075

1,015

5,355
7,497
1,071

5,598

6,462

1,270

17,694

382
4,264

7,000

9,800

9,990
5,158

19,946
862
4,057
25,883
4,973
17,450

6,216

630
131

223

6,528

2,132

3,553

711

3,749
5,248
750

3,919

4,523

889
12,386

267
2,985
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60 Contingeney | Contingency T sam [ gaan | saser |
&5 Voice '_::fj installation of ISDN30s " | "4 " 1372 " . 5485 3843
66__ . DfE [ Printerforthe DfE | 1 152 | 152 'Mm_
[67 - DfE J aptops for the DIE 4 :’ 1,048 | 4193
T

I
- TOTAL TRANSITION CHARGES 747, 249 523,074

- Table 6 : Fixed price Charges for relocation of the IT services from Mowden Hall to Lingfield Point

1.2.16 Ongoing Charges for WAN, LAN and hardware support

ITS will provide new data services into Lingfield Point. These services will be provided at both locations
for three months (one month prior, one month for migration, one month post move, as a backup).

From month four, the new services into Lingfield Point will replace services currently provided into
Mowden Hall and therefore are not presented as additional costs to the DfE. Additional cost elements
are detailed in Table 7 below; bar BT Broadband (a per annum charge), the prices are 70% of the total,

over a three month period.

m Itern Category | Service Type Iterm Description

1 Networks . = Existing _ WAN 30/100Mb resilient Option B £5 870
_MZ__ “_meetw—orwk”swwm ' EAD 1G|g ) _ a £8 744
[ 3 Networks _ Net EDM- -100M Encryptor maintenance ' £502
__E o 'I\E\;dorks _ ] Monltorlng Hostaﬁ Year Commltment o £708 1*
| 5 ] “Networks . [AN Support Costs 1Y Year T _£6,002

6 1 Networks ‘ Exnstlng Caplta Support 24x7x4 Hardware £2,389 1[

_ L ! Replacement o B ;

7 " ‘Networks TN TB‘FBl]ﬁness Broadband * £437 }

Table 7 : Ongoing service charges

Please see the Financial Model for detailed pricing.

1.2.17 Pre April 2015 Charges

Whist Capita will incure costs before April, we have applied financial engineering, at no cost to the DfE,
to produce a set of milestones that start post 31st March 2015. Please see the Contract Authorisation

Note for detail of the milestones.

1.2.18 Conclusion

The proposal details the programme and fixed price for relocation/provision of approximate 500 staff

from Mowden Hall in Darlington to Lingfield Point.
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|Appendix C — Deferred Program i

1 Background

A “deferred” pension relates to active unclaimed pensions, where a member has left the Scheme but has
either not transferred their existing pension (only applicable to those members whao have not yet
reached their NPA) to a new scheme or claimed the residual funds. This could be because the member:

- Is not of pensionable age

- Is unaware that they can claim the pension if above pensionable age

- Is unaware that they can transfer the pension, {(where that opportunity exists)
- Is deceased.

Once a member reaches their NPA there are two options available to them, depending on their length of
service within the Teaching profession:

- The member has sufficient service to apply for retirement benefits
- The member has insufficient service to apply for retirement benefits, but can apply for a refund
of contributions. -

There are four elements to consider in the deferred population:

- Members who have deferred status who have reached their NPA - of which there are currently
an estimated 130,000 with Teachers’ Pensions

- An additional (estimated) 70,000 further members, who are already Deferred who will reach
their NPA within the next 5 years

- Aresidual rump of approximately 250,000 legacy deferred members below pensionable age,
who are outside of the scope of this project.

- Members who become deferred going forward — TP will implement a BAU solution outside of
the scope of this project to manage members who become Deferred, but currently are not
deferred.

Deferred pensions have a significant impact on members as they could, potentially, have unclaimed
benefits which they are not aware of. Engaging these members and facilitating payment of these
benefits will be of obvious benefit to members. Deferred pensions also impact the DfE as they distort
the Scheme liabilities. This in turn results in a less than accurate valuation of the Scheme.

A change is required to improve data quality for the deferred population, and ultimately mitigate the
financial risk described above, by encouraging deferred members to claim a pension or claim a refund of
contributions.

TP are keen that all members are offered the same level of attention and customer service — deferred
members are no exception. The central drivers for pursuing a solution to tackle deferred pensions are:

»  Toimprove the member experience.
Improving the members experience is always a TP priority. Engaging members regarding their pension

will improve the member experience as they will, receive unpaid benefits. The solution below will
provide the member with a modernised and efficient process to verify their information.



» Improve data quality.

One of the main drivers for change in TP is improving the data held on the system through data
management strategies and cleansing activities. This solution will support these initiatives by providing
updated member information; ensuring redundant records are archived from the system This willin
turn help ensure the Scheme valuation is as accurate as possible.

TP will also become obligated to meet the data requirements of the Pensions Regulator, specifically the
common data set. The proposed solution will help meet these requirements, and support the delivery of
outcome 12 - The Quality of new and legacy data is assured.

2 Project Overview/Scope

Teachers’ Pensions will utilise the Capita Tracing Service (CTS) eVon based solution tojverify and trace
deferred members. Once verified a solution will be required to automatically match ajnd contact
members, ensuring that the right information is provided in line with their service history. The project
deliverables will include:

- The build and maintenance of both the transfer mechanism {data to and fron‘i CTS/TP) and
return file (

- Tracing solution tailored to TP deferred member data

- The build and maintenance of the TP configured eVon tool

- Internal solution to match returned records and issue correct correspondence

- Supporting correspondence, guidance and processes to administer the solution

- Ongoing deferred processing once in live.

It is proposed that the deferred project will run for 48 months. A monthly extract has|been agreed with
the DfE, as opposed to a one off exercise, to reduce both the impact on Scheme forecastlng and the
potential resource implications of a large scale exercise.

The project carries with it an associated risk to scheme financial forecasting as a result of the benefit
payments which will emerge from members that are successfully traced. This risk willlbe managed
carefully by TP.

The approach will be supported in advance of the project go-live by high level estimates, based on the
assumption that all verified members retire/apply for a refund of contributions. This will provide the
Finance team with an advanced view of the expected maximum impact on the scheme from the project
which will be validated by the approach described below.

There is sensitivity around the project go live date. Following go live further data willjbe collected from
the project to understand the likely number of retirements month to month, based op actuai live
experience of the number of members who retire/apply for a refund of contributionsgand the value of
their retirement/refund. The project is currently proposed to go-live in April 2015, allowing 5 to 6
months of analysis of actual experience to be undertaken before the Autumn OBR, Winter OBR and
Spring supplementary forecasting cycle becomes due again (June 2015 - January 20155]. If the project
went live at a later point in the year the benefit of applying actual experience before key forecast points
are agreed would be lost thereby increasing potential risk. This approach will aid TP when impacting the
deferred project against scheme forecasting.

The risk to scheme forecasting is also included in the Teachers’ Pensions risk register.;Teachers’ Pensions
will continue to pro-actively manage this risk, in conjunction with the Deferred project. If the current

‘ﬁi ]




process proves to have a significant impact on scheme forecasting, Teachers’ Pensions can review the
criteria against which members are extracted, for example a mix of Members’ with large amounts or
service and those eligible for a refund of contributions only, to control the impact.

The project will go live at an agreed point following completion of the contract extension. This gives the
DfE some control over the start and end date. The start date selected should also be influenced by the
potential impact of Scheme forecasting. Itis proposed that the 48 month period does not change at this
stage to ring fence the costs described below, but if needed the duration can be extended.

For example if the project was to commence in the second half of 2015, TP would resolve 1950 member
records for the remaining 6 months of 2015, 5000 records per month in the three main years of the
project: 15/16, 16/17 and 17/18 and 1950 for the first 6 months of 2019 to resolve the remaining cases.
This approach ensures that the IT solution is producing a consistent extract {in the three full years) and
that the resulting resource can be accurately forecast and accommodated. This approach also allows the
process to embed in the initial & months using a reduced volume.

3 Solution

The eVon solution is owned and facilitated by Capita Tracing Services (CTS). its primary function being
member validation facilitated via an online portal, supported by detailed tracing services.

Once the data is extracted by TP and issued to CTS through a secure online portal, the solution operates
as follows: The member is traced using the CTS tracing facilities. The solution pulls from a number of
data sources to create a “residency score” —in essence how likely is it that the member still resides at
that address. The scores range from platinum to bronze. If the score is bronze a likely current address is
found. A platinum score means that a trace has been achieved at the address we currently hold for that
member.

The member is then contacted by post. The member will then use specific personal data to verify, via
eVon that the information is correct. Should it be incorrect the individual has the option to provide
updated information through the portal or by phone ~ supported by CTS.

Once the member is verified, CTS provide the tracing and verification outcome to TP. This will confirm
those records where members have been verified, those where a member is now deceased, and those
where no trace could be achieved. TP will then write to verified members to advise them of their right to
benefits or a refund of contributions — for example whether to proceed with a retirement application. TP
will then be required to process the incoming Retirement/Refund of Contributions applications.

This solution also provides a number of supporting activities which ensure the process is efficient and
reduces the resource impact within TP:

- eVon is highly configurable and as such the verification information can easily be adapted, as can
the aesthetics of the portal. This is has been included, as part of the CTS service.

- CTS will write to each member as part of the verification process and provide front line contact
centre support for member queries. To clarify, the front line support will respond specifically to
questions related to the verification process. CTS will then provide a “warm” hand off to TP
where pension specific enquiries are received. This consists of an email containing the
member’s details and query. When TP provide a call back verification details will be taken to
ensure they are speaking to the correct member.



e

- This process has been designed to align with the requirements of the IL3 Seﬁcu‘rity Working
Group. |

TP have checked with internal Audit that the security approach taken meets the new directives around
benefit payments to members who have not been in contact with TP for over 10 ye'arg. It does meet
these requirements as TP not only undertake a stringent verification process, but also require 3 separate
identifier questions to be met before a member can verify themselves online. Even at this point a
member has only verified them self. They are still required to undertake a full retlrement
application/refund of contribution application.

4 Resource

The following impact assessment describes the resource required for TP to administer; the deferred
process.

Resource is required to support the following functions:

The majority of resource will be required to support the retirement functiop. Deferred members
will be advised to resolve their pension through a retirement application. An!estimated 2003
additional applications could be received each month (currently around 2666 applications are
received each month) — this would be a 75% increase over current volumes

In addition the call centre will see a rise in incoming queries and resource willlbe required to
respond to customer contact which does not follow the retirement process

A Business Analyst resource is required to manage the project set up and déli%/ery

To extract and re-load the data files each month, which includes an element of error handiing.

The deferred resource is calculated as follows:

Based on a monthly extract of 5000, TP expect a trace “hit rate” of 89% - which would total 4450. By
applying an estimated response rate to that figure of 45% (A pilot conducted by TP th|s year indicated a
response rate of 45%) an estimated monthly volume of 2003 emerges.

At the time we assumed that every record requires 17 minutes of administrative supp:ort the total time,
per annum, 567 Hours would be required to process 2003 records.

The available time pel; person is essentially the number of available working hours per month, minus
average annual and sick leave, multiplied by the number of hours per day {7.5).

Therefore 567/165 = 3.42 FTE’s.
As described above, TP will undertake processing over a 48 month period spread across 5 financial years.

The volume for the periods in the first and last financial years is reduced, as is the perjod in which
processing will be undertaken. Using the same theory described above the amount ofiresource required

to process 781 records (remaining records split equally over 12 months, 1950, with the above hit rate
applied) is 1.4 FTE

A contingency percentage of 15% has previously been included. Given the approach undertaken with
CTS, this contingency would only be applicable to TP. This is because CTS bear the risk: of an increase in
the number of people traced or verified as part of their service, which will not impactitheir price, but
could result in an increase in the number of retirement award/refund claims received.




5 Cost

As described below, the CTS resource costs are included in the overall cost they have presented. This
cost includes a number of components:

The build and maintenance of both the transfer mechanism {data to and from CTS/TP) and
return file

- The build and maintenance of the TP configured eVon tool

- The administration of the process, specifically tracing activities

- Sourcing tracing data

- The administration of file transfer activities

- Front line member support including call centre facilities

- Issuing of mail & print for at least one mailing

- Warm hand offs to the TP contact centre for pension specification queries

- Production of Mi where required.

CTS have provided an overall cost which includes: the items above; resource required month to month;
sourcing tracing data, and the IT solution.

It should be noted that negotiations have taken place with CTS to ensure that the DfE achieves a value
for money solution. This has seen a material reduction in the overall solution cost. These negotiations
used the existing relationship with CTS and the possibility of using another supplier as leverage to reduce
the initial quote. These savings have been presented to the DfE. To provide further detail:

Initially CTS provided an overall cost to process all deferred records of £840,119. This figure was
predicated on an assumed trace of around 89% of members, and a verification rate of 45%. Broken down
this cost would be £17,502 per month, equivalent to £3.50 per deferred member,

Following negotiations, CTS reduced the overall cost to £618,600. Again, a figure was predicated on the
assumed trace and verification hit rates. Broken down the cost is now £12,888 per month, equivalent to
£2.58 per deferred member.

» In comparison to the current market rate offered by CTS, TP are able to present a 27% reduction to
the DfE.

CTS have provided the following breakdown to expand upon the costs described above —see below.

In terms of the mortality costs, TP did consider using the DDRI solution to trace deceased members
before they are then traced via the 3rd party data streams. TP concluded that applying the DDRI s
solution would not be the most efficient approach as it would create two data streams, which would be
more time consuming and costly, whereas the proposed solution only uses one data stream. The
deceased members are identified as a bi-product of the tracing work. By using the DDRI solution first and
then using the tracing solution afterwards additional work is created. As outlined above this element of
the deferred solution would cost a total of £9,664. It is estimated, that the DDRI approach would cost
significantly more - estimated to be at least £80,000.
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Appendix]DRSDEFExtension]BusinessiCase](as]prepared]forgthelcabinetiOfficelsubmission
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1 Document Purpose

This document, together with the financial model ‘Contract Extension - Financial Mgd‘el V3.1.xlsx', is
intended to enable the Department for Education to undertake a detailed review of Capita’s contract
extension offer and provide the necessary detail to the Cabinet Office authorisers, should the
Department agree that an extension is a justifiable course of action. ‘

1.1 Introduction

The Teachers’ Pension Service contract with Capita was renewed in 2011 after a full procurement
exercise. In the period since 2011 two major changes have occurred: 1) a decision to move Department
staff from the current Mowden Hall site and 2) a programme of Pensions Reform to public sector
pension benefits. Both of these developments do not sit neatly with the current contract term, creating
material risks and increased costs to the Teachers’ Pension Scheme:

- The DfE move is to a new site which will not be suitable to accommodate Capita staff

- The remaining contract term of less than four years, from the date of the move, makes an office
move for the Capita staff prohibitively expensive

- Implementing the Pensions Reform programme within the current contract term involves
material cost to the DfE and the remaining contract term does not allow it to :adequately recoup
the benefits of that expenditure. In addition a new bidder, from Oct 2018, wcfuld incur additional
Reform implementation costs.

An early extension to the contract would help to mitigate these risks and reduce costs. We believe that
these benefits along with addition commitment from Capita is worth conservatively, between £9.65 and
24.8 Million?! over the extended term.

We acknowledge that these figures do not represent the total benefit of extending the contract and that
the Department will include additional pension platform development costs obtained from bidders
during the last contract renewal.

Whilst we understand that moving out of Mowden Hall, allowing the Department to (liispose/redevelop
the site, is the preferred option, we have also compared the cost of Capita staying in Mowden Hall
without an extension to the benefits of an extended contract in a new location. Excluding the financial
and political benefits of disposing of Mowden Hall and the avoided costs of securing another supplier
etc., the minimum financial benefit to the Department of extending the contract is }u§t under £7 Million.

2 pepending on which scenario you choose.




1.2

Excel Workbook

Both this document and the Excel Workbook assume a closure of Mowden Hall and a relocation of
Capita’s services within Darlington?,

Within the Workbook you will find comprehensive cost and price information for nine scenarios. These
are presented in two distinct sections, 1} Client Response, which is summary information, and 2) Client
Annexes, which provide inputs to the summaries.

Client Response:

In contract years {Oct-Sep) unless stated otherwise:

Inputs tab
DfE Summaries showing nine scenarios:

o Indexed and non indexed summaries®

o Indexed and non indexed summaries in financial years.
Scenario Summaries that include budgetary capital expenditure

o Indexed and non indexed summaries

o Indexed and non indexed summaries in financial years.
Cabinet Office Summary (indexed)
Direct Comparisons which outlines the commercial benefit of moving cut and extending the
contract Vs staying in Mowden Hall {excludes the benefit of selling/developing Mowden Hall,
rebidding costs etc.}. Note that this option, as agreed, is not present within the DfE Summaries
or its indexed counterparts.

o Indexed and non indexed comparisons

¢ Indexed and non indexed comparisons in financial years
P&L Forecasts, indexed and non indexed — these present the cost and profit view of an extended
contract (Scenario 7). As agreed the forecast excludes capital costs for the move and previously
agreed Reform costs.

Client Annexes:

Property Operational Costs

Office Relocation Costs

Mowden Hall Sole Occupancy Costs — should Capita stay in Mowden Hall for the duration of a
non extended contract

Deferred — Deferred Member programme of change
IT Cost Breakdown

Pension Board

Core IT Build

Refarm [T build Costs

Reform Operational Costs

Academies

Channel Shift.

2 Qur official line to property developers will be that we intend to move somewhere within the North East

Z Note, where appropriate, costs presented within this document are indexed totals.



1.3 Financial Model

During the last retender exercise we made a considerable reduction to our usual m.;':lrgin position - from
12% to 8.59%. Throughout the financial model, including any additional services, we have applied this
reduced margin.

The financial model is presented as a number of scenarios built upon one another:

Current contract, provided as a baseline

Known changes

New and forecast changes

{3a) No extension, new bidder wins rebid in 2018
(3b} No extension, Capita wins rebid in 2018
Moving out of Mowden Hall for four years®

As above, through a full rebid, renewing with a new provider from Oct 2018 or

Through a full rebid, renewing with Capita from Oct 2018

Finally, Capita moving out of Mowden Hall with a three year extension andia ’10 year property
lease with a 7 year break clause.

Woo Nk W

In constructing the financial analysis, the following key elements are presented as op portunities to
mitigate cost through an extension;

Property Lease
Reform

JPSET R

o Reform Risk
o Reform Operational Costs
o Pension Board
Deferred Members
The Growth in Employers
Service Charge
Other costs to be considered
o Cost of new platform development
o Costtoruna retender.

o v e w

This document also touches on the additional value add services we will provide during the term of the
contract (non exhaustive list). These are part of our continuous improvement progl‘amme and therefore
considered business as usual. We also review the progress of the Monthly Data Co[lectlons programme
and where we expect the programme to take us in the near future.

1.4 Property

Capita’s intention, should we secure a three year extension, is to obtain a site within Parlington that will
allow growth through the inclusion of additional pension services, both public and private. Our desire is
to include both new services and services currently delivered from Capita locations across the UK®. This
approach will have a number of benefits for both the Stakeholders and Capita - mfusmn of experienced
and diverse expertise, new ideas and ways of working to benefit Members and Employers, flexible
staffing arrangements, greater flexibility with the lease term etc..

2 Expected to be nearer 3yrs 9 maonths.

= This point is not widely known within Capita, your confidence is appreciated.




Comparing our requirements to a similar sized on-going Capita project, we will need circa 40,000 square
feet?® of accommodation. Through a third party, we have sought to understand the type and size of
properties available within Darlington. We have taken this approach to allow Capita the maximum
flexibility and best negotiating position when securing a new location for the services we deliver from
Mowden Hall: Teachers’ Pensions, FAS, PPF and Partnerships (our Cabinet Office contract will have
ceased by the time of the move).

Our analysis of site suitability and availability within Darlington has exposed a number of challenges,
namely: 1) When the current contract was renewed we examined a potential site move in some detail
however the site we had secured is no longer available, 2) there are currently no suitable 40,000+ square
feet locations available, and 3) a four year lease for a new build of 40,000+ square feet is not currently
available.

Whilst our focus will be on obtaining a long term lease with a 7 year break option there is a risk that a
suitable location, at a reasonable cost, will require a 10 year lease with no early break option?’. Should
this happen and Capita fails to win a rebid, costs of £1.7m (if fully realised) will be difficult to mitigate.

1.5 Financial model

Within the financial model we have presented the increased rental and service costs for Teachers’
Pensions, across four and seven year leases. As agreed with the Department, we have assumed a 10 year
lease with a 7 year break option and a rent free period of 12 months. ‘

Due to the absence of four year lease options on new builds, the four year lease costs have been
calculated based on the experiences of our Group Property Director. In constructing the four year lease
costs we have assumed that a structure of some kind exists, the Landlord is paid upfront for the CAT-A%®
fit out, a property rent at the upper band of rents is available in the region and potential long term
tenants are not competing for the space. Please note: if a new build is required it is unlikely that a four
year lease will be available within the costs we have provided.

As detailed within the property move document: ‘Darlington Relocation-Property and IT-v1.4.1.docx’,
should a contract extension be awarded we will secure a potential property and provide a best and final
price for both the operational and capital elements of the move.

1.6 Timescales

We understand that the Department are due to move to their new location Q1 2015. Having not secured
alternative premises, we are unable, at this stage, to commit to moving by Q1 2015. On notification of a
move, Capita will secure a new property and work with the Department to vacate Mowden Hall as soon
as possible, whilst protecting service integrity and ensuring a successful launch of Reform in April 2015.

An element of overlapping leases will be a feature of any move. At this stage we are assuming that
Mowden Hall will remain open until the last organisation has vacated and that the lease costs will be as
per current. With these assumptions, we do not expect the overlapping lease costs to be a major
commercial item.

B Approximate split of 25,000 for TP and 15,000 for other contracts
T Three years past any Teachers' Pensions extension

8 Erom raw structure to something that is inhabitable.



1.7 Technology

Within the Property move document: Darlington Relocation-Property and IT-v1.4.1;'dcl>cx, we have
outlined the technology that we will implement into the new property to reduce thg fisk of the property
move. At this stage, no other technology, other than that defined through our BAFQ,'within any agreed
change programmes or through continuous improvement, is being considered. ;

We understand that the possibility of a three year extension has raised concern with ihe Cabinet Office
re. the obsolescence of technology and the impact of ‘disruptive technologies’. With respect to the
technologies we employ, these comprise of the following key groupings (all within anfiL3 environment):

- Central Server Technology
- WAN

- LAN

- Telephony

- Desktop

- Applications.

Our central server architecture is part of our IL3 platform and, as part of our service fiom Capita IT
Services, is refreshed as and when the server architecture is cutmoded. The WAN is provided by
organisations such as BT and any end of life technology is replaced within the servi{:elthey offer. Whilst
the telephony platform has been upgraded over the past 24 months we will replace this with a new
platform when we move, not due to technology obsolescence but to derisk the move! Desktops within
Darlington are refreshed as part of the service we receive {desktops are being refrefsh;ed as we speak).

The key to staying on top of developments in pensions and the emergence of disrupti‘ve technologies is
found within the applications we employ, both within the core platform and through the digital channels
we provide. We must, as a business continue to develop these applications otherwise our market of
nearly 700 managed pensions would go into rapid decline. The applications we use|cc}ntinue to be
developed and future proofed by over 200 in-house Development and IT professioﬁals covering all
aspects of the service we offer. Reform is a recent example of a fundamental change to pensions,
touching on many aspects of the service we provide. With the exception of small elements of marketing,
this change will be developed and implemented in-house. '

At a Teachers’ Pensions leve!, disruptive technologies that Members and Employers may use {smart
phones/tablets as an example} are picked up though the Continuous Improvement |programme,
something the Department were keen to get right at rebid and something we believe)is far in advance of
many contracts in both public and private sectors (especially within the pension aréna). The Qutcomes
have also been designed to ensure that as the Stakeholders start to use new technc:JIogies, we respond
appropriately. To not do so risks them finding the service more difficult to use, whiéh|wi|l be reflected in
our outcome achievements.

1.8 Reform

Whilst not ail services for Reform are required from launch in April 2015, the deliveryi programme has
been designed to be completed by the launch date. This approach provides contingency and allows for
the Department to start a fourth rebid with Reform in place, should the current contract end in October
2018. i

With respect to Reform, extending the contract provides a number of benefits:

- Mitigates what we have termed ‘Reform Risk’

Ao




- Delivers reduced operational costs associated with Reform
- Delivers reduced Pension Board costs.

1.9 Reform Risk

Within the financial model we have included the additional costs that a new provider would incur,
building and then delivering the Teachers’ Pension service from Oct 2018, which is within the bedding
down period of Reform. These costs focus on the Reform system build and therefore exclude any costs
associated with the core build and implementation of a Teachers’ Pension service within an IL3
environment.

In calculating the risks we have taken the recent Reform proposal and removed or apportioned the items
that would be delivered as part of the core system build.

19 Reform Operational Costs

Capita is engaged with the DfE on a programme of Reform Change?. This programme will deliver the
Reform changes required for go-live, expected April 2015. Post go-live, we expect a number of additional
services to be required for example: more complex reconciliations for ill health retirements and death in
service, queries though the contact centre from new Members and Members who are within both
Schemes, complexities around transfer calculations, changes to the regular data required from
Employers etc..

Whilst we look to mitigate these costs wherever possible, we have provided an estimate of the possible
costs within the financial model.

Through an extension we propose to take on the risk of any increased operational costs, a benefit to the
Department, should the costs be realised, of £3.47 Million over the extended term.

1.10 Pension Board

From April 2015, Reform requires a number of trustee/governance type boards. These will have some
similarities to governance functions that exist within private sector schemes, as outlined below:

Pensions Management:

- Management of Trustees Business Plans or Activity Plans*

- Production and management of a Scheme Secretarial document checklist*

- Producing and managing detailed Risk Registers, Conflicts of Interest Policies and Scheme
Budgets~

- Presenting the draft annual report and accounts to the Trustees™

- Management of Member nomination and selection process for the nominated Board Members
{similar to Member nominated Trustees in the private sector)*

- Drafting of Member Communication material such as member newsletters, summary funding
statements™

- Management of tender exercise for the appointment of Scheme Advisers*

1 programme deliverables previously agreed with the DfE and outside of this extension proposal.




- Administration of the Scheme Internal Dispute Resolution Procedure (cases*triat are escalated to
the Board).~

Meeting Management:

- Arranging and attending all meetings between trustees and third parties#

- Preparation and dispatch of agendas, and collation and dispatch of papers# |

- Co-ordinating reports from and attendance of professional advisers at Trustet:e meetings*

- Taking detailed minutes of meetings#

- Producing a schedule of matters arising/actions needed and notifying third parties of actions
agreed by Board Members#

- Monitoring actions between meetings#

- Ensuring the Board/Trustees resolutions appropriately documented*

- Acting as Secretary to any sub-committees.*

Where Capita can take on responsibility for delivering these services to the new Board we will. We
acknowledge that the consultation process states that the Department is responsib'le for Secretariat
services to the Board but this does not prohibit delegation of some elements of the responsibility.
* New functions beyond current TP service
~ Changes to the scope of existing service lines :
# Functions that are similar to existing governance controls but where Board activities are
assumed to be in additional rather than replacements for the existiné controls.

Whilst we deliver comprehensive Trustee and Governance services to around 400 private sector
schemes, the TP Pension Board will be a new service which has bespoke elements. As a guideline to
costs we have assumed the following resources:

- Scheme Secretarial — a senior person, part time (50%)

- Technical consultancy resource to support Pensions Board opinion proof statements - a senior
person, part time (25%)

- Admin support, full time.

Within the financial model, we have, using a typical Trustee service model, calculate;d an anticipated
price for the Pension Board services: £748,000 over the extended term, a price we will discount fully
through an extension.

Please note that as the requirements and therefore the pricing are currently unknown, we will apply the
proposed reduction to any Pension Board pricing that was above the estimate provided.

1.11 Deferred Members

Currently we are undertaking an exercise in relation to Deferred Member records and processes. The
future process element of this is delivered within the current contract under contihuous improvement,
however a historical element falls outside of the current contract costs. Within the financial model we
have outlined the price of the Deferred Mandation® - £1.25Million, and how that price will be fully
discounted through an extension.

Please see Appendix G for further detail {(proposal discussed separately with the Department).

% Through TPR regulations which come Into force from April 2014
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1.12  Growth in Employers

With the growth in popularity of Academies and Free Schools, we have seen the employer base increase
from around 4,000%! in 2011 to 5,400% today.

Current estimates expect there to be as many as 11,600 employers in 2019 and possibly up to 14,700
when we include Fair Deal, approaching a fourfold increase since 2011. The financial impact of this
increase is provided within the financial model.

Through an extension we will discount the additional costs and therefore, from Oct 2015, will reduce the
additional Employer charge by over £1 Million® over the extended term.

As part of the contract agreed through the last rebid, there is a change control process in place with
respect to the growth in Employers. The discount referenced here will be applied to the growth agreed
through the change control process.

Please refer to the financial model to review our resourcing expectations against a profile of increasing
employers.

1.13 Service Charge

We have sought to understand the impact of continuous improvement on the type, availability and cost
of the services we provide to the Stakeholders. Whilst we see improvements to the cost base with the
take up of digital services, we also see increased costs for the services we have outlined above. That said,
we believe it is possible that gain share will apply in the extension years. We can estimate the gain to the
Department but this lacks commitment. It is clear to us that moving out of Mowden Hall, through an
extension, has benefits for both the Department and Capita and we feel a stronger commitment is
appropriate. We therefore propose to reduce the service charge by £500k per annum for the additional
period arising from the extension. A reduction of £1.7 Million when indexation is applied.

As noted in the property section above, there are some complexities in obtaining an accurate quote for
the property move and therefore we have produced a best and worst case pricing matrix which will be
refined post engagement with the commercial property providers. Whilst we strive to get the best
possible deal for the move to a new property, we appreciate that there is limited budget within DfE to
enable this move. Should any reasonable move costs exceed available budgets, we can, should you wish,
free up the service discount to be used for the move.*

Note that we propose to leave the gain share clause unchanged as we expect that this amount of
discount will take our margin below the threshold margin agreed at contract signature. As part of the
financial model we have presented the revised open book model, providing a forecast of the likely
cost/profit position and therefore any gain share that may or may not apply in the future.

3134935
25426
B |ndexation value

* We may need to consider impact to in year charges / of cost of money,



1.14 Other Costs to be Considered

1.14.1 Cost of new platform development

Within our financial model - Option 5: Moving out of Mowden Hall for four years, theﬁ through a full
rebid, renewing with a new provider from Oct 2018, we have presented the indicative costs of a new,
established pension provider, developing a Teachers’ Pensions service. ;

Please note: we understand that the Department’s financial model includes addltlonal costs obtained
from other bidders during the last contract renewal. We have therefore not refined thls section further
since we submitted the Qutline Business Case on the 27" September 2013.

1.14.2 Cost to run a retender

Putting the bidder’s costs aside, there is a cost for the Department to run a retender exercise, which is
the alternative to an extension. Whilst these are clearly not our costs to propose, our}experiences of
client side costs show that a retender exercises of this nature typically costs betweenl£1~1.5m when
both internal resources and external advisor costs are considered.

Please note: we understand that the Department’s financial model includes the costs lof external services
procured during the last rebid. We have therefore not refined this section further smce we submitted
the Qutline Business Case on the 27" September.

1.14.3 Outcomes and Value Add Services

During the remaining term of the contract, both up to Oct 2018 and into any extension, we will continue
to challenge ourselves to provide the very best service at the very best price, and ourcontinuous
improvement programme will of course run through any extension (please see App‘erfldix E for details of
our activity and achievements to date).

ke M a1

Some of the improvements considered recently are Reform focused, looking at the new services we
believe the new trustees will want. Services such as data mining,
Yearend analytical services, full data reconciliation, to name but a few.

We also see the Members changing the way they engage with the Scheme, using mo;re digital services as
a preference (Employers voiced a desire to be digital during the rebid in 2010/11). The demographic of
Teachers puts them neatly into the middle of the Government’s Digital by Default striatt-‘:gy, but we must

be clear that this is about channel of choice, making the digital channel engagement ‘as simple and
available as possible and not about removing traditional channels.

Also, as we experience the growth of digital services e.g. online banking, we are seeipg a growing
preference for digital through our other services for example TV Licensing. TV Licensing needs to be
accessible by a much wider demographic and yet are targeting 70% digital access over the next five
years. Whilst it is difficult to predict accurately, we find it counter intuitive for onling]engagement,
through simple, effective and available digital services, to not gain in popularity with Members.

PR S
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We also envisage that Outcomes will be further reviewed, at the point of, and perhaps during an
extension. We believe that it is important to continue to challenge ourselves to improving the service
and to engage with the Stakeholders in new and exciting ways. Therefore, whilst thefcurrent Outcomes
are very relevant and challenging, by October 2018 these may benefit from enhancement and




fundamental review™. Whilst it is conceivable that an Qutcome based contract is no longer feasible, we
believe that we should base our key qualitative performance on Qutcomes and therefore we see them
refining and perhaps fundamentally changing, but never disappearing, and therefore always an integral
part of our service offering.

1144 Outcomes Post 2018

Once the aims for 2018- 2021 are established we envisage that the Outcomes will reflect the changing
demands of the Scheme and indeed the environment. Whilst active engagement and excellent service to
deliver strong Employer / Member satisfaction levels, will always be a key driver, we need to ensure that
we strive to deliver against all the target areas of the Scheme. By 2018 the Scheme Board will have been
in place for a period of three years and many of the target measures may be much more akin to those of
a private sector scheme. To this extent we would expect and be receptive to Outcomes driven by the
Scheme Board and that they might include targets which reflect resolution on issues such as Scheme
Debtor days or numbers of Scheme contributions reconciled in a given time period.

The Outcomes can also he adapted to reflect attainment of key measures on projects or initiatives such
as the conversion and collation of monthly data from Employers to specific quantitative or qualitative
targets. In working together in this way over the remaining term of the contract Capita can continue to
deliver on the requirements of the Scheme and the DfE can ensure that they are positioned to drive the
Scheme in the appropriate direction based on the environmental and business drivers of the day. In
conclusion, some may consider it foolhardy to second guess eight years into the future but if we
continue to be self-critical and build upon the robust continuous improvement principles setup during
the last rebid, we are confident that the service we provide in 2021 will continue to be effective and
good value.

1.14.5 Monthly Data Collections

MDC was an integral part of our BAFQ offer and was desighed to deliver a number of benefits, for
example:

- Reduced likelihood of Member and Employer debt

- Reduced burden on Employers through a single automated monthly extract, direct from their
payroll system(s)

- Greater accuracy requiring fewer reworks and questions from the Teachers’ Pension Service and
indeed Members

- Member access to accurate and real time information of their benefits, promoting increased
Member engagement with the Scheme.

The MDC programme has had a number of challenges and has therefore not progressed as quickly as we
would have liked. The good news is that our earlier activity has allowed for full development of TP
systems to receive and process the data, has provided useful experience for the current programme and
perhaps more importantly, with the changes required for Reform, RTI and the mandation of monthly
data returns by the LGPS scheme, we find ourselves in a much more conducive environment with which
to progress.

Our target is to have at least 50% of employers providing monthly data by the end of 2015 however, our
ambition is 100%, something we can only achieve with the support of all the Stakeholders.

¥ Note there is a review of Outcomes due Oct 2015.
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Please see Appendix H for further detail {proposal discussed separately with the Depa*rtment).

1.15

!

Appendix A — Contractual and Commercial Considerations

Below are the contractual considerations to facilitate a contract extension.

1.15.1

1.15.2

1153

Exit / Termination Schedules:

Revised to accommodate any additional funding agreed (currently there is anjexplicit end date)

o If additional funding is agreed, freedom to obtain funding through a éapita funding
source

Recovery of any discounts offered should the contract be terminated early.

Gain Share:

Include the cost of any additional unrecovered non TP costs when calculati;ng gain share
Unmitigated non TP property costs to be included in the gain share calculation (see the Liabilities
section below). !

Commercial Points

Discounts:

1154

Deferred Members: we believe we understand the risk of this programme and therefore any
under or overspend will be Capita’s risk :

Operational Reform Costs: with the exception of a delay in laying the Reform Regulations®, we
believe we understand the risks to the service and therefore any under or 6v§r spend will be
Capita’s risk ‘

Growth in Employers: Capita is unable to affect the growth in Employers anc{ has therefore
capped the discount offered. Should the discount not be applied to the growth in Employers it
can be used against other additional services from Capita e.g. Pension Board!

Pension Board: whilst we believe we have provided a good estimate of the; P‘ension Board costs,
until we the Board is formed and understand the desires of the Board merrlib'ers we will not
know if our estimate is accurate. Any costs over the estimate will be an additional charge to the
Department, should the costs be less than the estimate, the remaining diséoynt can be used
against additional services from Capita e.g. Growth in Employers.

Unclaimed discounts: all unspent discounts shall be applied to additional services within the
contract year the surplus was created. Exceptions to be agreed locally between the Department
and Capita.

Liabilities

Non TP Property: should we not be able to mitigate the liability of space fr,e?d up from expiring
contracts, we will present the costs within our open book model. Note that these costs will not
be applied to the DfE or any other customer and will not be counted againstfany other open
book or gain share model.

¥ Any impact of detay in go-live is captured within the current Reform Change Programme.

-
E
—
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Smoothing

An example of the impact of funding has been included within the financial model. Should funding be
requested by the Department, before we can commit, we must share the contract with our funding
partner (under NDA), and make the agreed changes to the contract. We can then provide a revised
commercial model for approval.

116 Appendix B - Other Customers

Please reference the property proposal (Darlington Relocation-Property and IT-v1.4.1.docx) for detail on
how the staffing/space is apportioned.

Below is an outline of when the other contracts cease, our ability to recoup additional property costs
and any gain share agreements:

- Cabinet Office:
o Contract is due to expire July 2014,
- Payment Protection Fund (PPF): 2006 to Aug 2014
o PPF is being replaced by the Financial Assistance scheme (FAS) which falls under the
auspices of the PPF — see below
- Financial Assistance Scheme (FAS): Sept 2014 to Aug 2018
o This contract does not deliver income certainty - we believe that at best it will account
for equivalent numbers of staff to that currently working on PPF
o The migration/extension agreement was before any property move discussion with the
DfE {informed June 2012, agreed contract April 2013).
o There is no facility for us to recover office move or additional office costs under this
contract
© There is no gain share arrangement.

- Partnership Assurance: July 2009 to July 2014
o Possible extension in july 2014. The period of contract extension, should we secure it, is
unknown.
o We will make every effort to include the additional property costs if an extension is
granted
o There is no gain share under this contract.

We will, where the opportunity rises, move current and new contracts to Darlington (charged at the
prevailing property rate}. Whilst small {five staff) we have already identified one such contract - Barnett
LGPS. Whilst this does not represent a large staffing requirement we look forward to being able to bring
other business to Darlington.

1.17 Appendix C- PATT

The intention in BAFO was that the PATT function acts as more of a consultative proactive function than
has been the case historically, recognising the loss of historical skill sets from the Department. To
achieve this PATT needs to be experienced in Teachers’ Pensions, wider public sector schemes and
private sector pensions.

Recently the PATT team has been focused almost exclusively in supporting Reform with key members of
the team either working on secondment to the Department or working on the draft regulations relating
to Reform. This has been agreed with the Department who have not been charged additional fees over
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this period in return for an acceptance that PATT’s deliveries will not fully align with the intentions set
out in BAFO, for the duration of this arrangement. This arrangement also recognise(lzl*that it is difficult to
predict the likely requirements on PATT, post Reform, by the Pensions Board that WO'L'Hd then be in
place.

To help bring around a change in the focus of PATT and acknowledging a key resource' is on secondment
to the Department, a new recruit into PATT has been agreed. The recruitment will b:e used to secure a
senior resource with technical consultancy skills and a backgrotnd in private sector]pt'ensions. This mix of
skills will help develop the focus and outlook of the team, balancing experience with t‘he public sector
pension skills that already rest within the team.

The Job specification for the new resource will be shared with the Department and you will be asked to
be involved in the recruitment process {outline job specification included below). The focus and
emphasis will be on management of the function to provide support and guidance to the DfE Pensions
Team and the Pension Board in a manner similar to the support that is given to largie private sector
scheme governance functions. In particular the team will aim to highlight pension issues and legislative
developments that the Board and DfE Pensions Team needs to consider, producing thought provoking
reports and where appropriate recommendations for presentation to the Pension Boa?rd.

For the PATT function to truly act in the proactive way required, will demand a different working
relationship with the Department. Specifically PATT will need to be kept informed gn developments in
thinking within Government which currently only the Department has access to. This will also require
that PATT develop a deeper understanding of the protocols and language used within| DfE and
Government departments so that they can best support the Department - this will require close liaison
and teamwork with the Department; we will work with the Department on the corﬁeét approach to
achieving this.

1.17.1 Draft Job Specification
PURPOSE OF THE JOB

The successful applicant will work closely with the Department for Education and thelPensions Board.
This will involve providing technical and pension policy guidance and support that will affect the
administration and design of the Teachers’ Pension Scheme. The individual will be ifnv.olved in a range of
projects including the 2015 reforms to the Teachers' Pension Scheme and overriding legislative changes
affecting the pension arena.

The successful applicant will be required to play a key role in delivering the Teachens'!Pensions
administration contract for the Department for Education. They will be expected to identify how
potential changes, that could affect the Scheme, are assessed so that any implications are evaluated and
understood by all relevant parties. They will be responsible for proactively identifyihg the potential
impact of regulatory and market developments from both the private and public sector which the
Teachers’ Pension Scheme needs to consider. They will be required to prepare and lprlesent such material
to the client and wider Teachers’ Pensions Team, identifying optional and required features and
recommending approaches. The applicant will be involved in providing supportingfand possibly
attending meetings with the Pension Board that is being created as part of the reforms to the Teachers’
Pension Scheme.

They will report to the Client Director and be a key member of the Client Delivery Team.
ESSENTIAL EXPERIENCE/SKILLS

- High level of pensions experience across a range of private sector customers with good technical
knowledge

i d
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- Experience in 3 pensions technical consultative capacity to external clients
- Aflexible approach to work and a commitment to ensure tasks are completed by their deadlines,

is required

- The applicant should have management experience with good organisational skills
- Applicant must have good communication and presentational skills.

DESIRED EXPERIENCE/SKILLS

- Ideally the applicant should have or be working towards a professional pensions qualification

- Public Sector experience.

PERSONAL ATTRIBUTES

- Excellent communicator being able to present complex detail accurately in an accessible way

- Forward thinking

- Proactive and positive attitude
- Ability to work calmly and effectively under pressure.

1.18 Appendix D — Information Request Governance

To satisfying external data requests in a timely and accurate manner requires focus on both

interpretation and ease of access to the data. This means absolute clarity of what information is being
requested and an understanding of what extract reports are available, which extracts require updating
and which require a baseline rebuild.

The table below identifies the key extracts currently requested:

Title What When and to who '

DTR and Penstats

This is an extract of the entire TP
database and is used for
statistical analysis. Provided
through two bespoke HartLink
reports

Twice each year and supplied to
Richard Howe (DfE)

MAG stats

Annual statistical pensioner data
supplied to DfE and circulated by
DfE to other third parties such as
Unions

Once per year to DfE Contract
Manager

Opting Information

Statistical data and graphs for
internal DfE report showing Opt
In and Qut information

Carol Lynagh on a monthly basis

GAD reports

Extract of information relating to
entire Scheme membership
showing current membership as
at 31/03 current year for
pensioners and 31/03 prior year
for active and deferred members
in line with Annual Resource
Account

GAD —can be requested up to
three times each year — usually
April and October but 2013's
request was in January

Annual Resource Account

This provides a summary of the
annual accounts and
performance of the Scheme

Data compiled by the Finance
Team and CDT on an annual
basis




Her Majesty’s Treasury
Regional Analysis

Regional breakdown of pensions
in payment for HMT

p' i

H

Once per yearjto DfE Salford
i

)

Pension Regulator Scheme
Return

Overview of membership of the
Scheme and breakdown thereof
includes an addendum of
Employers

Annual diret;:tlif to the Pension
Regulator via gheir website

i
i

Occupational Pension Scheme
Survey

Questionnaire for public sector
defined benefit schemes

Office on Nétii)nal Statistics on
an annual blasis via their website.
In 2013 TP alsd provided
assistance to DENI to complete
their own submission.

HMRC Annual Event Report

Breakdown of any members who
have:
1. Transferred funds
overseas
2. Retired relying on either
enhanced or primary
support
3. Had a repayment when
they have previously
retired
4. Short term incapacity
grant of less than 2 years
but more than 1 year
5. 1l Health Pensions that
ceased to be paid due to
recovery or that they no
longer meet the IH
condition

On an annual Pasis through the
HMRC website

[ -

There are a number of ongoing initiatives that will aid information requests. These i_niiiatives will be
coordinated by the introduction of a Data Officer (Judith Gordon). The Data Officer will be responsible
for the Information Request Process, the relevance and accuracy of ‘The Book’, the suitability of
database extract reports and the relevance, quality and timelessness of the data ext'ra!cts provided.

The Book: each month TP updates a comprehensive document called The Book. The purpose of The
Book is to provide a statistical analysis of the Teachers’ Pension Scheme and serves asja considered
understanding of the business and an interpretation of the trends affecting the Scheme.

Database Extract Reports: Some of the extract reports are over 13 years old and recent experience (GAD

reporting) has highlighted that some reports require updating. We will revisit the Extract Reports and
rebaseline where appropriate. This will require the participation of the requesting organisation e.g. GAD.
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1.19 Appendix E - Continuous Improvement and Innovation

We have an established track record in identifying and delivering service improvements under the

contract. There is an established recording and reporting mechanism in place and update reports are

made available to the Department through the Eshare facility. Since the start of the contract the
summary totals of service improvements, both accepted and dismissed, are as follows:

Category Total
Legislative 8

Channel Shift 5
Service Delivery 91
Information Quality a6
Financial Improvements | 21
Declined 37
Total 208

In addition to service improveme'nts Capita has been involved in identifying and presenting innovations
to the Department for their consideration. Below are some examples of innovation initiatives identified
(both discounted and taken forward):

Eptica —an intuitive reporting tool which interrogates a knowledge base and offers ‘intelligent’
results. Initially to be used to interrogate legislative and policy information but rejected as
ineffective in the circumstance. Being considered as a possible option for the contact
centre/back office staff.

Blue Prism — offered up by Karen Clements as a workflow efficiency tool which was investigated
and rejected by TP staff as inappropriate to link with our complex systems

DDR! - introducing a direct feed from the registration of Deaths database to speed up handling
of death claims, enhance service to dependants by removing the need to provide Death
certificates and controlling Scheme debts

Evon —an online member tracing verification tool being used as one of the delivery tools for the
Deferred Member initiative

Cognos —an IBM reporting tool, investigated jointly by TP and the DfE but rejected as ineffective
as our database is not suited to its use

Orbit — shown to the DfE but rejected as the benefits it handles fall outside of the scope of the
Departments pensions mandate

Resource Planning and enhanced forecasting tools for staffing and transactional levels

Reason for contact analysis tool which is now being used to inform a number of improvements
Time tracker which has been introduced as a tool that informs resourcing and efficiencies

A recent proposal to offer the relatives of deceased Members access to cost effective legal
assistance for probate - feeding off the DDRI initiative. This has been raised with the
Department and a short proposal is currently being documented.

Please find embedded below (electronic format only) the December 2013 Innovation and Service
Improvement and Innovation Log.

‘removed for the purpose of the Contract Extension Contract Authorisation Note’




1.20 Appendix F — Channel Shift
Introduction

Within our proposal we have set ourselves the challenge of reducing costs through chlannel shift whilst
protecting the service ethos and the Outcomes that we agreed at rebid. The reduced costs allow Capita
to provide discounts that make the property move affordable for the Department. Whllst the savings
generated are considerable, at circa £5m, we have been able to contain the addltlonal cost to less than
£300k, 5.5% of the savings generated.

Channel Shift

The channel shift included in this extension proposal is, with respect to Members, more aggressive than
our BAFO proposal, where we primarily considered Employers going on line. Our approach is in line with
Government strategies—Digital by Default and will ensure that more transactions than were originally
envisaged will be managed and completed online. The development of these particUIe';r transactions will
require greater investment in the web/HartLink than was planned under BAFQ or through Continuous
Improvement.

The greater volume of activity that will be carried out online will only deliver eﬁ‘icienc{r benefits if we
ensure maximum practical use is made of straight through processing. BAFO includes lprovision of online
facilities for Members and Employers and many of these have been delivered. Many elements of the
web directly interface with the underlying database however this is not universal and »;some of these
processes currently require human intervention. We will create greater automationiin‘these areas to
create straight through processing. Examples include the non automated data queries, raised on
Employer data, certificates of reemployment, ill health benefit payment requests an:d retirement
applications. Continuous Improvement developments under BAFO would over time{in'clude a range of
further web front end facilities including Transfer In facilities, Il Health medical retit‘fement applications,
phased retirements Member elections, POD CETV and POD retirement facilities each of these will also be
considered for straight through processing delivery.

The business case for the contract extension is based on a range of efficiencies and operational savings
emerging from the channel shift to digital. However the change is targeted to specificfareas of
processing for example bereavement support is assumed to be more reliant on voice support on an
ongoing basis than is the case for other activities such as Transfers, Employer support; payroll changes.

Below is a brief review of some of the areas we will be targeting to achieve the 30% channel shift
proposed:

Contact Centre

- Increased registered members to My Pension Online (MPO) supporting year on year {(YOY)
reduction of telephony demand

- Reduction in Average Handling Time (AHT} of 1% YOY, through MPO increases

- Removal of web-related failure demand of up to 20% through improved online registration and
web-related help through live-chat

- Changes {personal, bank, address) promoted online

- Promote requesting ABS through web

- Improvements to Awards including application, options and tracer updates — all promoted
online.

ini 1.




Benefits

- Improvement in auto-calculation driving 15% reduction between 2015 and 2018, through
automated process {online), reduction in errors and annual allowance automation

- YOY 5% improvements from 2018 driven by further enhancements to retirement application and
processing of awards.

Correspondence

- Increased registered members to MPO supporting YOY reduction of email demand by 5%

- Reduction in unit time 1% YOY, through MPQO increases

- Removal of web-related failure demand of up to 10%, through improved online registration and
web-related help through live-chat

- Online shift of processes including estimate of benefits calculation and family benefit estimate
(aligned to benefits improvement}

- Changes (personal, bank, address) promoted online.

Employer Support

- Increased volume of employers registered and active in Employer Portal supporting YOY
automation from 2015

- MDC project to support improved online automation and reduction in ASR and TR6 errors - YOY
reduction in volume

- Removal of STU-related failure demand of up to 10%, through improved online registration and
web-related help through live-chat

- Reduction of re-employment certificates, as activity driven online through automated process

POD/Transfers

- CETV automation and live-chat contacts supports 5% YOY automation.
Based upon these activities/opportunities, the volume of processes/activities we expect online between
2014 and 2021 are circa 135k (from 708k to 573k). Note that reduction in demand includes reduction in
hours of processing time, not just volume of transactions.
Within our financial model we have included an annualised view of our proposed reduction in FTE as we

move services to online with straight through processing.

1.21 Appendix G - Deferred Members
Insert proposal when completed/agreed with the Department.

1.22  Appendix H - Monthly Data Collections
Insert proposal when completed/agreed with the Department.
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APPENDIX 3
CHANGE TO SCHEDULE 6.2 (IMPLEMENTATION PLAN AND RELOCATION PLAN)

PART B
1. PURPOSE OF THIS PART B
The purpose of this Part B is: ’
1.1 to set out the Relocation Plan; and
1.2 to identify the Relocation Milestones (and associated Deliverables).
2. RELOCATION MILESTONES AND MILESTONE DATES
2.1 The Contracter shall perform its obligations so as to achieve each Relocation Milestone by

the corresponding Milestone Date. For the avoidance of doubt, the Relocation Milestones
are not subject to the Testing Procedures.

" Deliverables
e et
i
requiredfor
Relocation]Milestone)!
CATArBM CAT A fit out
ggmmencem commences;
RM1 ent, WAN CAT B fit out 15 May | Not
link ordered, commences, 2015 apphicable
detailed IT .
site survey WAN link
completed ordered.
Detailed IT New
Property survey
completed;
IT hardware
. Hardware order | 15 June
RM2 irr?:gl\;:g and received; 2015 Not
applicable
WAN
installation/way
leave.
RM3 Fit out mid CatAfitout 100% | 15  July
point complete 2015 Not
applicable
Communicat Communications/
ions/server server room Not
room . :
RM4 complete complete; 15 August applicable
and furniture Furniture 2015
installed installation
RMS5 Fit out/office Cat B fit out|gag
move complete; September




22

31

3.2

complete. . Mowden Hall | 2015 ‘
Provision of office move 30
ggs’riiggnal c?rnpleted, I:\lovember
commence . Final office move ?015
at the New completed.
Property.
. The  Contractor
has issued a
service delivery
report to the
Department
confirmed that the
Operational
Services are
. being provided in | 15 :
RM6 Completion accordance Wwith | October | Not
Fee this  Agreement | 5915 applicable
from the New
Property;
. The Milestone
Achievement
Certificate for
Relocation
Milesione RMS5
has been issued.

Subject to Clause 9 of this Agreement, and, save for any amendments'which are of a type
identified and notified by the Department (at the Department's dlscretlon) to the Contractor
in writing as not requiring approval:

221 Changes to the Relocation Milestones and/or Relocation Planishall only be made
in accordance with the Change Control Procedure; and

222 the Department retains the absolute right to:

(a) reject any Change Request postponing or re-scoping any Relocation
Milestone or Relocation Activity; or

(b) in the event that the Department accepts amended Relocation
Milestones or Relocation Activities.

RELOCATION PLAN

The Relocation Plan shall be maintained an updated on a weekly basis by the Contractor as
may be necessary to reflect the then current state of Relocation Activity.

In addition to maintaining and updating the Relocation Plan in accordance with Paragraph
3.2 of this Part B, the Contractor shall submit an updated Relocatlon Plan, the Contractor
shall submit an updated Relocation Plan within ten (10) Workmg Days of receiving
notification from the Department, or such longer period as the Parties may agree {provided
that any failure to agree such longer period shall be referred to thel Dispute Resolution
Procedure), of being advised by the Department of an event reasonably identified by the
Department as requiring a revised Relocation Plan.

W




3.3

The Parties shall consider and review the Relocation Plan {as updated in accordance with
Paragraphs 3.1 and 3.1) and progress towards its successful implementation at the
Operations Board meetings held in accordance with Schedule 8.1 (Governance). In
preparation for such meeting the current Relocation Plan shall be provided by the Contractor
to the Department not less than five (5) Working Days in advance of each meeting of the
Operations Board.
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APPENDIX 5

"' N

4

|

CHANGE TO ANNEX A OF SCHEDULE 9.3 (KEY PERSONNE;L)

¥

%

L

Name Role Responsibility/Authorities Ppase of Project
during which they
will be a key
person
|

TBC Client Director Owner of outcome driven fTI:Ie Term

confractual requirements !
and delivery of innovation
and engagement plans to ‘
the Dept and stakeholders. |
Neil Brady Head of Pensions Day-to-day operational ‘The Term
Operations - management of the :
Darlington services i
Andrew Bowman Finance Director Financial contract ‘The Term
management a
lan Hodgson Head of PAT Team Day-to-day policy and 'The Term
technical management i
Keith Barker Senior Finance Day-to-day finance iThe Term
Manager management ,
Claire Boston Head of Engagement | Employer/Member ‘The Term
Smithson Engagement and ¢
Marketing management i

Ed Watson Project Manager Relocation Activities Tpe duration of the

project work Relocation Activities

Cain Gamnett Programme Manager | Relocation Activities 3Tpe duration of the

‘ Rfelocation Activities

David Webb Reform Programme | Reform Activities

Manager

!
*Until 30 April 2015

bd




2.1

3.1
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APPENDIX 6
APPENDIX 2 TO SCHEDULE 8.1 (GOVERNANCE)
INTRODUCTION

The Contractor shall take full responsibility for the planning, management, control and delivery
of the Relocation Activities. The Contractor has good experience of office re-location: in the last
two (2) years it has successfully completed twelve (12) office re-locations within its
organisation, including a recent move of 700 staff to a newly refurbished location in London.

PROJECT METHODOLOGY

‘The Relocation Activities shall be managed and controlied in accordance with Projects IN a

Controlled Environment (PRINCE2) methodology — this provides an internationally recognised
and proven structure. As part of the initiation process the Centractor shall produce the project
control documents shown in the following diagram, which will set out the scope and objectives
of the Relocation Activities and help the programme manager and all stakeholders clearly
understand the objectives, deliverables and Relocation Milestone Assurance Success Criteria.

(ggmmcw |

Accredited by @) APM GROUP

PROJECT BOARD

A project board will be appointed and will meet on a monthly basis with representatives from
both the Department and the Contractor. The project board shall:

311 retain oversight of the overall progress of the project

3.1.2 agree plans and all material changes to plans, deliverables and acceptance criteria
313 make decisions promptly and efficiently

314 ratify completion of deliverables against acceptance criteria

3.1.5 review anld manage all escalated project level risks and issue resolution.
PROGRAMME MANAGER

The Contract shall appoint a Programme Manager. Programme Manager's responsibilities
include:

411 act as a champion for the project and steer overall direction;

412 obtain commitment from all key stakeholders;




5.1

6.1

6.2

6.3

7.1

4.1.3 lead communications with key stakeholders;
4.1.4 ensure governance and controls are defined, implemented and foII:owed;
415 manage risks, issues and change controf;

416 ensure the project is completed by the approved scope, timescale and quality
parameters;

417 manage and lead the overall projects and workstream teams;

418 manage the overall project plan; and

41.9 manage project resources.

PROJECT MANAGER

The Contractor shall appeint a project manager. The project manager hasl the overall remit to
ensure that the Relocation Activities are executed in accordance with agreed plans. The project
manager's responsibilities include:

5.1.1 manage the overall project plan;

51.2 provide project progress to the Programme Manager;

513 prepare and produce project reports;

514 maintain project documentation;

515 liaise with any external suppliers or account managers;

516 advise Programme Manager of any deviations from the plan;

517 manage the information flows between the directing and deIiveriné the project; and
5.1.8 active management of risks & issues.

PROJECT INITIATION

As soon as is practicably possible and before 31 December 2014, the first project meeting will
take place. One of the outputs of these meetings is a project initiation document ("PID"), which
will be prepared by the project manager, and will be agreed with the prolect board. The PID
captures and records the basic information needed to correctly d[rect and manage the .
Relocation Activities.

Once approved, this PID will provide the baseline for the direction andlmanagement of the
Relocation Activities. It will be referred to whenever a major decision is; taken and used at the

conclusion of the Relocation Activities to measure whether the Relocatnon Activities were
managed successfully and delivered the required outcomes within the speelfled timescales.

A full project plan will also be produced before 31 December 2014,
PROJECT REPORTING

A communication and reporting strategy will be agreed at the project 1n|t|at|on stage. A Project
Steering Committee will meet monthly throughout the period during wh:ch Relocation Activities
are conducted to provide the project board with regular, formalised reports on the progress of
the project and to ensure that any risks or deviations from the timetable are understood along
with the corrective action being taken as required. In addition, the Contractor shall provide a
fortnightly report to provide an interim update on progress. This report shall include a traffic light

i
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82

8.3

9.1

10.

system to enable easy identification of any areas requiring additional attention and shall include
any issues in respect of or in connection with the Relocation Activities including the transition of
Department Data and the Operational Services.

COMMUNICATIONS PLAN

The Relocation Activities require communications to various stakeholders throughout the
project cycle. To ensure that all project stakeholders are kept informed of the progress of the
Relocation Activities and to take part in them when appropriate, the Contractor shall produce a
detailed communications plan ("Communications Plan") as part of the project initiation stage.

The Contractor shall ensure that the Communications Plan lists the stakeholders and their
requirements for information relating to the Relocation Activities. The Contractor shall also
ensure communications activities required are identified to ensure that each stakeholder
receives the right information at the right time.

RAID Log (Risks, Actions, Issues, Decisions)

The Contactor shall create a detailed risks, actions, issues and decisions log ("RAID Log")
which identifies the potential barriers identified in relation to the Relocation Activities. As part of
the planning process the Contractor shall develop the detailed RAID Log in conjunction with all
stakeholders involved in the Relocation Activities to ensure that the Contractor is able to identify
all the risks to the Relocation Activities along with the relevant mitigations. During the first two
(2) months of the Relocation Activities, the Contractor shall arrange a risk workshop where all
stakeholders can review all known risks and potential risks and how they are to be mitigated
during the period in which the Relocation Activities are being performed. The Contractor shall
ensure that the project manager will be responsible for the production of the RAID Leg and this
will be circulated on a fortnightly basis.

PROJECT MEETINGS

Working group meetings between the Contractor and the Department will be chaired by the
project manager. These will be held on a weekly basis and representation from the Department
will be assigned to add meaningful updates in respect of:

9.1.1 review, progress of the Rélocation Activities;

912 provide primary contract and liaison peints for their respective stakeholders;

91.3 advise on resources in respect of the Relocation Activities;

9.1.4 make decisions promptly and effectively, and

9.1.5 manage risks and issues, escalating relevant items to the project board.

PROJECT STRUCTURE

The figure below sets out the governance structure for managing the Relocation Activities.
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APPENDIX 7
PART 4 OF SCHEDULE 6.3 (TESTING PROCED.URES)
PART 4

RELOCATION ASSURANCE PROCEDURES

The Relocation Activities have six (8) Relocation Milestones, which are underpinned by a detailed project
plan (to be produced by the Contractor in accordance with Appendix 2 to Schedule 8.1 (Governance) and
in acceordance with which the Contractor shall conduct the Relocation Activities). Many of the Relocation
Milestones do not relate to traditional testing methodologies, but still deliver key activities. As such,
additional assurance activities are required to provide the Department with sufficient confidence that the
Relocation Activities are progressing as expected, and the each Relocation Milestone has Achieved the
Relocation Milestone Assurance Criteria.

Appendix 2 to Schedule 8.1 (Governance) describes how the PRINCE 2 methodology will be used to
manage the Relocation Activities. This ensures the Department is directly involved in all decisions
regarding the Relocation Activities, as stakeholders. |n addition, Appendix 2 to Schedule 8.1
(Governance) sets out several activities that will take place to offer project assurance to the Department
including fortnightly checkpoint reports (to be provided two (2) Working Days prior to each weekly project
meeting to be held pursuant to Paragraph 9 of Appendix 2 to Schedule 8.1 {Governance})) and project
governance and controls in line with PRINCE 2 methodologies and in accordance with Appendix 2 to
Schedule 8.1 {Governance). These activities are valid and relevant to the Relocation Assurance
Procedures.

In addition the Contractor will provide, where relevant, the following products. These products are also
aligned to the PRINCE 2 methodology:

Quality Management Strategy

The Quality Management Strategy ("Quality Management Strategy") will be created as part of the
project initiation phase (such phase as set out in the project plan which is referred to above). A Quality
Management Strategy is used to define the quality techniques and standards to be applied, and the
various responsibilities for achieving the required quality levels, during the conducting of the Relocation
Activities. The Quality Management Strategy will be applied when assessing the success of each
Relocation Milestone.

The Relocation Milestone Assurance Criteria for each Relocation Milestone will be agreed by the project
board (referred to in Paragraph 3 of Appendix 2 to Schedule 8.1 (Governance)) by no later than 31
December 2014.

End Stage Report

In the context of the Relocation Activities, a stage will be represented as a Relocation Milestone. An end
stage report ("End Stage Report") is used to give a summary of progress to date and the overall project
status. The End Stage Report will confirm whether the agreed deliverables for that stage have been
delivered and whether they have met the Relocation Milestone Assurance Criteria, as agreed by the
project board as referred to above. The detail required for this End Stage Report will vary, depending on
the Relocation Milestone. For some Relocation Milestones there will not be an associated deliverable(s) —
for example RM6 — in these instances the End Stage Report will provide assurance that the Relocation
Activity was initiated as expected. In addition the project board will review post each Relocation Milestone
as this approach may not be relevant to them alll.

In addition an extended End Stage Report will be created in respect of RM5 to provide confirmation that
provision of the Operational Services can commence from the New Property and the Contractor will
request authority to proceed from the Department. The Department will need to be satisfied that the
Contractor has provided sufficient evidence that the all deliverables have been met and all the Relocation
Milestone Assurance Criteria have been Achieved.



Exception Report

Cy

An exception report ( Exception Report"} is produced when a project plan, or plﬁ'asé is forecast to
exceed tolerance or, in respect of the Relocation Milestones, when a Relocation Nllestone is delayed or
forecast to be delayed. This product will only be used in exceptional cwcumstances but is intended to
offer the Department assurance that the Relocation Activities are being managed] effectlvely Whilst an
Exception Report is generally created to inform the project board (as referred to}in Paragraph 3 of
Appendix 2 to Schedule 8.1 (Governance)) of any issues relating to Jelivery, providing
recommendation/options of how to proceed, the Contractor will prepare an addltlonai Exception Report
for the Department to give early sight of any potential exceptions to the Relocation Mulestones offering
assurance that these issues are being managed effectively and that communication! ré remalns active.




