Schedule 2 — Services Description

Overview

HMRC (the Buyer) is the UK’s tax, payments and customs authority. We collect the
money that pays for the UK’s public services.

The Buyer has identified a requirement for the provision of Payment Initiation
Services in order to make it easy for our customers to pay us by bank transfer using
a secure, simple and efficient process.

Currently, our bank transfer journey is not integrated with our online services which
can result in a high volume of customer errors. Payment Service Users (PSUSs)
currently need to click onto Gov.UK and choose bank transfer from the available
methods to pay HMRC. At this stage, they need to note HMRC’s bank details and
then open their own banking software and manually set up a bank transfer payment.
This is where mistakes can occur, opening the possibility that an incorrect reference
is used for payment. This can lead to customer calls, manual reallocations and these
are very resource intensive.

By providing an innovative, well designed journey that can be populated with our
numerous reference formats and HMRC bank accounts, with little effort from our
customers, we believe we can encourage card payers to move to this more cost-
effective method and subsequently reduce our payment associated costs
significantly.

We expect the chosen supplier to provide Application Programming Interface (APIs)
to allow HMRC online services to integrate a bank transfer service, to enable
customers to travel from our payment journey, to PSU’s own bank and back to our
online service; pre-populating the payment amount and payment reference

Account Information Services will enable us to access appropriate customers'
transactional data to deliver enhanced and tailored financial services for HMRC. Our
use cases in this area are still in development but we are working to understand the
opportunities that these services could provide for us in the future.

Scope

1. To deliver an integrated payment journey for Bank Transfer payments consistent with
the current Direct Debit and card payment journeys, by contracting with a 3™ party
Payment Initiation Service Provider.

2. Toenable PSUs to:
o choose to pay by bank transfer
o be securely re-directed to their online banking service
o authorise a payment which is pre-populated with all supporting data (HMRC
reference, bank sort code and account numbers)
o Receive real time confirmation of the successful set up of a payment to
HMRC
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To be able to initiate the payment, authorised by the PSU, to be transferred to the
appropriate HMRC bank account held by our banking partner (currently Barclays) as
a Faster Payment (FP) or Bacs, along with completed reference and amount details.

To continue current processes for updating customer record and HMRC bank
account. As outlined in deliverable 1.2.2 below.

During the contract term, the buyer may wish to explore repayments opportunities.

Summary of deliverables

The purpose of this section is to provide a description of the Deliverables that the
Supplier shall deliver to the Buyer for the provision and maintenance of Payment
Initiation and Account Information Services.

1.1 General

111

1.1.2

1.1.3

The Supplier shall be authorised by and registered with the Financial Conduct
Authority to perform Payment Initiation and Account Information Services
throughout the Contract Period. If the Supplier loses its authorisation and/ or is
no longer regulated by the FCA the Supplier shall notify the Buyer immediately.
The supplier is expected to supply confirmation of all registrations and any
renewals. We reserve the right to award the contract to an alternative bidder
should the awarded Supplier fail to deliver the services required, at any time,
during the Contract Period.

The Supplier shall be enrolled on the Open Banking directory throughout the
Contract Period and shall notify the Buyer immediately of any intention to
request removal from the directory or if enrolment is revoked. The supplier is
expected to supply confirmation of all registrations and any renewals. We
reserve the right to award the contract to an alternative bidder should the
awarded Supplier fail to deliver the services required, at any time, during the
Contract Period.

The Supplier shall have connection to the CMA9 banks at a minimum. The
supplier should provide a list of all banks they connect to and the connection
route for PIS/AIS, as well as their plans for future connections.

1.2 Payment Initiation Services

1.2.1

1.2.2

The Supplier must provide a service which integrates with our online system
and passes data, which shall be stipulated by the Buyer, via lightweight
protocols using open standards (e.g. Restful APIs) to our PSU’s bank which
allows a payment to be initiated.

The Supplier shall provide data fields, agreed with the Buyer, to populate the

bank transfer payment from the PSU’s online bank account, at a minimum the
following:
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1.2.3

1.2.4

1.2.6

1.2.7

1.2.8

a) any reference format required by the Buyer from the Contract Start Date and
throughout the contract period. These include but are not limited to:

() 1111111111A - SA

(i) 1111111111A11111A - CT

(i) 1111111111 - CT

(iv)111AA11111111 - PAYE

(v) AA111111111111AA - NTC

(vi)111 1111 11 — VAT

(vi)  AA111111111111 - ETMP/SAFE/MISC
(vii) AA111111 - NPS/NIRs
(ix)111111111AA - SDLT

b) any amount, to the minimum and maximum limits set by PSU’s banking
provider.

c)any of the Buyer’s nominated bank account details dependent on the type of
liability being paid by the PSU. (The detail of where the payment should go
once initiated will change dependant on what tax regime the PSU chooses to
pay, and the Supplier must accommodate this by providing a set range of data
sets for each payment processed.)

The Supplier must provide a service which allows PSUs to start their journey
within our online service and ends within our online service.

For every transaction, the Supplier should provide, at a minimum, the following
statuses to the Buyer in order that we are able to convey suitable messaging to
the PSU:

confirmation that payment has been initiated

confirmation that payment initiation has been declined

confirmation that payment initiation was cancelled by the PSU.

The Supplier will be expected to edit any messaging as required by the Buyer,
dependant on Buyer’s future requirements. The text on any page that will be
accessible by the PSUs must be available in Welsh and English language and
provide a consistent look and feel as part of the design. If new pages are
published, or existing pages changed, these shall be made available in both the
languages at the same time. The Buyer must agree any changes to the
Suppliers page content in advance of publishing.

For every transaction, the Supplier should provide to the PSU, details of what
data is used and how it will be used. The text to be agreed with the Buyer in
advance.

It is expected, during the duration of the contract that the journey should include
the ability for PSUs to easily move from a personal computer to a mobile device
to complete their payment journey.

Any supplier web pages that are part of the end to end user journey for HMRC
users must use HTML 5 and display correctly and work on browsers and
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devices as specified in the Government service design manual:
https://www.gov.uk/service-manual/technology/designing-for-different-browsers-and-
devices.

Any web pages must be kept up to date when the service manual updates twice
yearly and should be built

1.2.9 The service provided should have no pop ups, no advertising or branding of
any nature, other than that of the Buyer, and must be completely white-labelled.
The Buyer must have full control and final sign off all page content. The
Suppliers name can be shown in print on the consent page shown to PSU, only.

1.2.10 The Supplier’s solution must be a pure API solution with the exception of the
consent page.

1.2.11 Our PSUs should be able to cancel their transaction anytime up until the
payment initiation is processed and so a ‘cancel’ button/option should be
available up to this point on any screens provided by the Supplier.

1.2.12 The list of banks presented to the PSU should always be correct and updated
in real time. It should show PSUs which banks are available at the time of
transaction as well as those banks who are currently offline. This should be
clearly differentiated.

1.3 Account Information Services

1.3.1 It is anticipated that during the term of the contract Account Information
Services may be required by the Buyer (or other Authorities) to deliver
enhanced and tailored financial services therefore the Supplier must have the
ability to provide this service from the outset. The AISP function should also be
able to be integrated with any PISP solution implemented.

1.4 Service Availability
1.4.1 The Services across all Platforms shall be available 24/7/365(366)

1.4.2 The Buyer requires an annual average of 99.99% Service Availability for all
Services as outlined in Schedule 2.2 of the contract documentation.

1.4.3 Any planned or scheduled maintenance/updates/releases etc. should be
notified to the Buyer in advance.

1.4.4 Planned or scheduled maintenance/updates/releases etc. that may impact or
reduce Service Availability, shall be notified and agreed with the Buyer a month
in advance.

1.4.5 Unplanned/unscheduled maintenance in relation to unforeseen circumstances,
shall be notified to Buyer immediately as the Supplier becomes aware and
carried out in a timeframe that ensures minimum impact to the Buyer’s required
Service Availability.
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1.5 Service Capability

151

15.2

153

154

Please refer to Schedule 11: Volumes, about actual and projected volumes.

1.6Implementation

16.1

The Supplier shall implement delivery following Agile methods and within 6
weeks of Effective Date (Contract Signature Date).

1.7Customer Service

1.7.1

The supplier should provide a technical customer service desk helpline for the
Buyer to contact during core business hours (8am — 4:30pm) to report any
issues which should be resolved according to severity as agreed with Buyer. It
is expected that the Supplier will also identify and resolve issues. The Supplier
should notify the Buyer of any issues identified outside of core business hours
no later than 08:30 the next morning.

1.8Continuous Improvement

18.1

1.8.2

The Supplier shall work with the Buyer in order to highlight areas of continuous
improvements.

The Supplier shall, throughout the Contract Period, actively work with the OBIE
and the Buyer to seek opportunities for innovation to provide additional services
as and when they become available/required by the Buyer

1.9Account Management and Reporting

19.1

1.9.2

a)
b)

The Supplier shall provide a dedicated Account Manager for the performance
of the deliverables and quarterly meetings. Meetings should be planned well in
advance and agendas shall be agreed by both parties.

The Supplier shall provide reports to the Buyer in the format specified by the
Buyer. The contents of the reports should be agreed upon by both parties. The
reports required will consist of but are not limited to:

Transaction report for invoicing purposes — monthly.
Immediate notification, via email, of P1&2 incidents (definition to be agreed
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following award) followed by full incident report within 24hrs of resolution.

C) Performance management report including monthly performance MIS provided
quarterly to coincide with regular meetings.

1.10 Service Recipients

1.10.1 The Service Recipients included in Paragraph 2.1 of Schedule 2.7 are noted
as parties to this Agreement and may opt to utilise the Services as business
needs arise.

1.10.2 The Service Recipient shall be required to complete and submit a signed copy
of the Access Agreement (Annex 1 Schedule 2.7) to the Authority to gain
Authority’s approval prior to utilising any of the services included in this
Agreement.

1.10.3 Following approval from the Authority, the Service Recipient shall liaise with
the Supplier directly.

1.10.4 The Supplier shall not, under this Agreement, provide any services to the
Service Recipients included in Paragraph 2.1 of Schedule 2.7 without the
express written consent of the Authority.
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