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How CCS and suppliers will manage the Framework contract.

This schedule represents our vision for how the framework should be managed between
CCS and the Supplier.

We are open to discussion on the tempo and naming of meetings and roles set out in the
document.

We have spent significant time deciding the key Performance Indicators selected, any Bidder
proposing changes must have a specific recommendation and rationale.

We won’t consider reducing the requirements set out in sections 5 (Supplier Action Plan)
and 6 (Compliance Requirements), or from section 11 (Where CCS shall govern parts of the
Call-Off Contracts) through to the end.
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1. Definitions

1.11n this Framework Schedule 4, the following words shall have the following
meanings and they shall supplement Joint Schedule 1 (Definitions):

“Compliance has the meaning given to it in Paragraph 6.1

Information” of this Framework Schedule 4;

"Supplier Framework has the meaning given to it in Paragraph 4.1

Manager" of this Framework Schedule 4;

“Supplier Action Plan” has the meaning given to it in Paragraph 5.1
of this Framework Schedule 4.

“Weekly Review has the meaning given to it in Paragraph 6.4

Meeting” of this Framework Schedule 4.

“Performance Review has the meaning given to it in Paragraph 6.8

Meetings” of this Framework Schedule 4.

“Strategic Review has the meaning given to it in Paragraph 6.12

Meetings” of this Framework Schedule 4.

“Annual Review has the meaning given to it in Paragraph 6.16

Meetings” of this Framework Schedule 4.

“Financial Review has the meaning given to it in Paragraph 6.20

Meetings” of this Framework Schedule 4.

“Continuous has the meaning given to it in Paragraph 8.1

Improvement” of this Framework Schedule 4.

“Continuous has the meaning given to it in Paragraph 8.3

Improvement Plan” of this Framework Schedule 4.

2. How CCS and the Supplier will work together

2.1 The successful delivery of this Framework Contract will rely on the ability of
the Supplier and CCS to develop a strategic relationship immediately
following the award of this Framework Contract and maintaining this
relationship throughout the operation of the Framework Contract.

2.2To achieve this strategic relationship, there will be a requirement to adopt a
proactive framework governance and management structure which will be
informed by quality Management Information, and the sharing of information
and decision making between the Supplier and CCS.

2.3 This Framework Schedule 4 outlines the high level governance and
management structure and the activities that the Parties shall follow during
the Framework Contract Period.

2.4 Notwithstanding Paragraph 3 of this Framework Schedule 4, a full governance
and management structure shall be proposed by the Supplier to be reviewed
by CCS within one (1) Month of the Framework Start Date. The Supplier shall
make such amendments as required by CCS (acting reasonably). The full
governance and management structure shall be agreed between the Parties
within three (3) Months of the Framework Start Date. If the full governance
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and management structure cannot be agreed, it shall be determined in
accordance with the Dispute Resolution Procedure.

3. Governance Board

3.1. Subject to Paragraph 3.2, the Parties shall establish a board consisting of
the Supplier Authorised Representative and the Authorised Representative
(the “Governance Board”) from the Framework Start Date. The
Governance Board shall be maintained throughout the Framework Contract
Period.

3.2. The Governance Board shall include other Framework Key Staff as required
by the Supplier and/or CCS and CCS staff as necessary and as determined
by CCS from time to time.

3.3. The Governance Board shall be responsible for setting the strategic
objectives of the Framework Contract for each Contract Year during the
Framework Contract Period.

3.4. Through the Governance Board:

3.4.1. The Parties shall provide all relevant Buyer feedback and utilise such
feedback to set the strategic objectives of the Framework Contract;

3.4.2. Where CCS provides Buyer feedback, the Supplier shall take such
measures as necessary to implement the actions required by CCS
throughout the Contract Framework Period.

3.5. The Governance Board shall be held as a minimum every six (6) Months.

3.6. The quorum for the Governance Board shall be a representative of CCS and
a representative of the Supplier. CCS shall act as chair of the Governance
Board and shall approve all decisions.

3.7. The Supplier shall:

3.7.1. provide a draft agenda ten (10) Working Days prior to each meeting of
the Governance Board to be approved by CCS;

3.7.2. record minutes of the meeting for each Governance Board and provide
them to CCS three (3) Working Days after each meeting of the
Governance Board to be approved by CCS;

3.7.3. take all such actions as required following each Governance Board
meeting and as may be required from time to time by CCS (acting
reasonably) throughout the Framework Contract Period.

4. Framework Management

4.1 The Supplier shall provide a suitably qualified nominated authorised
representative (the "Supplier Framework Manager") who will take overall
responsibility for delivering the Goods and/or Services required within this
Framework Contract, as well as a suitably qualified deputy to act in their
absence. The Supplier Framework Manager and the Supplier Framework
Manager’s deputy shall be designated as Framework Key Staff.
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4.2

4.3.

The Supplier shall put in place a structure to manage this Framework
Contract in accordance with Framework Schedule 1 (Specification) and the
Service Levels. This shall include, but not be limited to, Supplier Staff to lead
on customer engagement, performance, continuous improvement, social
value, supply chain management and project management. Supplier Staff
with lead responsibility for each area shall be designated Framework Key
Staff.

The Supplier shall provide other nominated leads or contacts covering
specific roles, for example, Exit Manager, Security Manager and Marketing
Manager, or such other roles as requested by CCS from time to time. All
such roles as requested by CCS and nominated by the Supplier from time to
time shall be designated as Framework Key Staff.

5. Supplier Action Plan

5.1

5.2

5.3
5.4

5.5

5.6

5.7

Two (2) Months before completion of the Framework Contract
Implementation Period the Supplier shall produce and issue to CCS a
supplier action plan (the "Supplier Action Plan™). The Supplier Action Plan
shall include, but not be limited to, the Supplier’s plans for delivering the
agreed performance objectives, the strategic objectives set by the
Governance Board, continuous improvement, innovation, growth, and social
value plan under the Framework Contract throughout the Framework
Contract Period.

CCS shall consider the Supplier Action Plan within three (3) weeks of
receipt. Where CCS requests any changes, the Supplier shall make all
changes necessary within one (1) Month of receiving a request from CCS.

The Supplier Action Plan shall be agreed between the Parties.
Subject to paragraphs 5.5and 5.6, the Supplier Action Plan shall be
5.2.1 maintained throughout the Framework Contract Period; and

5.2.2 updated on each anniversary of the Contract Year throughout
the Framework Contract Period.

Any changes to the Supplier Action Plan shall be approved by CCS within
one (1) Month of receipt where no changes are required by CCS. Where
CCS requires changes, the Supplier shall make all such changes promptly.

5.6 CCS shall have the right to request changes to the Supplier Action Plan
(acting reasonably) and the Supplier shall update the Supplier Action Plan
as required promptly at any time during the Framework Contract Period and
provide each such updated Supplier Action Plan to CCS.

The Supplier agrees to comply with its obligations in the Supplier Action
Plan.

6. Compliance Requirements
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6.1

6.2

6.3

The Supplier shall comply with all requests from CCS regarding compliance
requirements as required in respect of the Supplier and all Key-
Subcontractors including:

6.1.1 Dun and Bradstreet risk failure score monitoring;

6.1.2 regular evidence that the Required Insurances and Additional
Insurances have been renewed and maintained;

6.1.3 invoice payment performance;
6.1.4 verification of required accreditations & certifications; and

6.1.5 such other compliance information relevant to the Framework
Contract.

“Compliance Information”)

Subject to Paragraph 6.3, the Supplier shall provide all Compliance
Information annually on each anniversary of the Framework Contract Start
Date.

CCS reserves the right to request the Compliance Information more
frequently or on an ad hoc basis and the Supplier shall comply with such
request(s) promptly.

Weekly Review Meetings

6.4

6.5

6.6

6.7

CCS and the Supplier shall meet weekly to discuss the operational delivery
of the Framework Contract including the identification of any operational
risks and issues and to agree the remedial action required (“Weekly
Review Meeting”).

The Supplier shall:

6.5.1 prepare an agenda for each Weekly Review Meeting and
share it with CCS one (1) Working Day prior to each Weekly
Review Meeting;

6.5.2 take minutes of each Weekly Review Meeting and
provide them to CCS within one (1) Working Day of each
Weekly Review Meeting for CCS to approve;

6.5.3 make any amendments to the minutes of each Weekly
Review Meeting as required by CCS within one (1) Working Day
of such request.

The Supplier shall record and track progress on matters discussed at the
Weekly Review Meeting and shall share such records twenty-four (24) hours
in advance of the Weekly Review Meeting with CCS.

The Weekly Review Meeting shall be attended, as a minimum, by the CCS
Authorised Representative(s) and the Supplier Framework Manager.

Performance Review Meetings

6.8

Performance review meetings shall take place Monthly throughout the
Framework Contract Period ("Performance Review Meetings"). The
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Performance Review Meetings will review the Supplier's performance under
this Framework Contract and, where applicable, the Supplier's adherence to
the Supplier Action Plan. The agenda for the Performance Review Meeting
shall be agreed between the Parties. As a minimum this shall include
performance against the Performance Indicators, volume and spend data by
type, savings, feedback from Buyers and other stakeholders, complaints
from Buyers and resolution and remedial action taken.

6.9 The Supplier shall provide data on performance and usage of the
Framework Contract as requested by CCS to inform the Performance
Review Meetings. The format of the data shall be agreed by the Parties in
advance and shall be made available to CCS one (1) week prior to the date
of the Performance Review Meeting.

6.10 The data referred to in 6.9 shall include all such data as CCS requests
showing the Tier 1 and Tier 2 Pls and the basis for their calculation.

6.11 CCS may ask the Supplier to discuss any instances known to the Supplier
where any Other Contracting Authority decided not to use this Framework
Contract for their order including their reasons and feedback.

6.12 The Supplier shall take minutes of each Performance Review Meeting and
shall provide them to CCS within two (2) Working Days of the Performance
Review Meeting for CCS to approve.

6.13 The Performance Review Meetings shall be attended, as a minimum, by
CCS Authorised Representative(s) and the Supplier Framework Manager.

Strategic Review Meetings

6.14 Strategic review meetings shall take place quarterly throughout the
operation of the Framework Contract (“Strategic Review Meetings”).

6.15 The Strategic Review Meetings will review the Supplier's performance
against the strategic objectives set out in the Supplier Action Plan and any
other items included in the Supplier Action Plan as agreed by the Parties.

6.16 The Supplier shall provide a report to CCS in advance of the Strategic
Review Meeting. The report shall highlight, as a minimum, performance
against the strategic objectives set out in the Supplier Action Plan, the
strategic activities undertaken during the previous quarter, and next steps.
The content and format of the report shall be agreed between the Parties in
advance and shall be made available to CCS two (2) weeks prior to the
Strategic Review Meeting.

6.17 The Supplier shall take minutes of each Strategic Review Meeting and shall
provide them to CCS within three (3) Working Days of the Strategic Review
Meeting for CCS to approve.

6.18 The Strategic Review Meeting shall be attended, as a minimum, by senior
CCS Authorised Representative(s) and the Supplier Framework Manager.

Annual Review Meetings
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6.19 Annual Review Meetings shall take place annually within 6 weeks of the end
of CCS'’ financial year throughout the operation of the Framework Contract
(“Annual Review Meetings”).

6.20 The Annual Review Meeting shall review the strategic objectives set by the
Governance Board of the Framework Contract against the strategic
objectives previously set and shall consider the strategic objectives set by
the Governance Board for the coming year (if available). The agenda for the
Annual Review Meeting shall be provided by the Supplier three (3) weeks in
advance of each Annual Review Meeting for CCS’ approval. The Supplier
shall make such amendments as requested by CCS.

6.21 The Supplier shall provide a report to CCS in advance of the Annual Review
Meeting. The content and format of the report shall be agreed between CCS
and the Supplier in advance and shall be made available to CCS three
weeks in advance of the Annual Review Meeting.

6.22 The Supplier shall take minutes of each Annual review Meeting and shall
provide them to CCS within five (5) Working Days of the Annual Review
Meeting for CCS to approve.

6.23 The Annual Review Meeting shall be attended, as a minimum, by senior
CCS Authorised Representative(s) and the Supplier Framework Manager
and other senior Supplier Staff at director level as agreed between the
Parties.

Financial Review Meetings

6.24 Financial Review Meetings shall take place bi-annually each April and
October throughout the operation of the Framework Contract (“Financial
Review Meetings”).

6.25 The Financial Review Meetings shall review the financial performance of the
Framework Contract with reference to Service utilisation, operational cost,
revenue, net fee income and overall value for money. The Parties shall
jointly agree any appropriate action required to ensure the value for money
delivery of the Services and performance of the Framework Contract.

6.26 The Supplier shall be required to provide a report to CCS setting out the full
financial position of the Framework Contract during the period of review.
The Supplier shall be required to provide such information as requested by
CCS on an Open Book Data basis. The report shall be made available to
CCS three (3) weeks in advance of the Financial Review Meeting.

6.27 The Financial Review Meeting shall be attended by senior CCS Authorised
Representative(s) and senior Supplier Staff as requested by CCS. Senior
Supplier Staff shall be at director level and may include senior financial
representative(s).

7. How the Supplier’s Performance will be measured

7.1 The Supplier's performance will be measured by the following Performance
Indicators (“PI”) whereby Tier 1 Pls measure an average of the performance
across all service lines as set out in the Framework Schedule 1
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(Specification) and Tier 2 Pls measure the performance of the individual
service lines as set out in the Framework Schedule 1 (Specification):

Tier 1
Performance Pl Target Measure Methodology
Indicator (PI)
Failures and
successes are
An average of all counted within the

requirements filled | review period. The
across all service success rate is

Requirements filled 92% lines e.XCIuding Cfdl.cglated by

Recruit, TDeploy dividing the

(RTD), and number of

Statement of successes with the

Works (SoW). total number of
failures plus
successes.
Failures and

successes are
counted within the
review period. The

An average of all success rate is
Requirements filled 75% requirements filled calculated by
first time first time across all | dividing the

service lines. number of

successes with the
total number of
failures plus
successes

7.2

7.3

7.4

7.5

CCS shall specify the Tier 2 Pls and relevant measures and methodologies
within thirty (30) days of the Framework Start Date, and shall propose the
target for each. The Tier 2 Pl targets shall be an agenda item for and
decided at the subsequent Governance Board meeting.

The Supplier shall comply with the Pls using the format and mechanism
stipulated by CCS and the Supplier’s achievement of Pls shall be reviewed
during the Performance Review Meetings.

CCS reserves the right to adjust, introduce new, or remove Pls throughout
the Framework Contract Period, however any significant changes to Pls
shall be agreed between CCS and the Supplier in accordance with the
Variation Procedure.

CCS reserves the right to use and publish the performance of the Supplier
against the Pls without restriction.
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8. Continuous Improvement

8.1 The Supplier shall implement a programme of Continuous Improvement
focused on continually improving the delivery and outcomes of the Services,
delivering innovation and providing added value (“Continuous
Improvement”).

8.2The Supplier shall work with CCS and Buyers to identify areas for
improvement and shall proactively review service operations to identify areas
for improvement and innovation throughout the operation of the Framework
Contract.

8.3 Following the Framework Contract Implementation Period the Supplier shall
develop a Continuous Improvement Plan setting out the continuous
improvement objectives, targets, implementation plan, timelines and
deliverables (“Continuous Improvement Plan”).

8.4 The Supplier shall provide the Continuous Improvement Plan to CCS within
two (2) Months of the end of the Framework Contract Implementation Period.
CCS shall approve it within one (1) Month of receipt except where it requires
any changes. Where CCS requires changes, the Supplier shall make all such
changes promptly and resubmit the Continuous Improvement Plan to CCS
within two (2) weeks of the request for changes for CCS’ approval.

8.5At any time during the Framework Contract Period, CCS shall have the right
to request changes to the Continuous Improvement Plan (acting reasonably).
The Supplier shall update the Continuous Improvement Plan as required
promptly and provide the updated Continuous Improvement Plan to CCS for
its approval.

8.6 The Supplier shall report to CCS, as a minimum quarterly in each Contract
Year throughout the Framework Contract Period, on progress towards
delivery of the Continuous Improvement Plan.

8.7 The Supplier shall, at all times, apply industry best practice in the delivery of
the Services and as part of the continuous improvement programme.

8.8 The Supplier shall ensure that the information that it provides to CCS shall be
sufficient for CCS to decide whether any improvement should be
implemented. The Supplier shall provide any further information that CCS
requests.

9. Benchmarking
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9.1 CCS shall be entitled to regularly benchmark the Framework Prices and level
of performance by the Supplier of the supply of the Services, against other
Suppliers providing Services substantially the same as the Services during
the Framework Contract Period.

9.2CCS, acting reasonably, shall be entitled to use any model to determine the
achievement of value for money and to carry out the benchmarking evaluation
referred to in Paragraph 9.1 above.

9.3 CCS shall be entitled to disclose the results of any benchmarking of the
Framework Prices and provision of the Services to the Buyers and any Other
Contracting Authority.

9.4 The Supplier shall use all reasonable endeavours and act in good faith to
supply information required by CCS in order to undertake the benchmarking
and such information requirements shall be at the discretion of CCS.

9.5Where, as a consequence of any benchmarking carried out by CCS, CCS
decides improvements to the Services should be implemented such
improvements shall be implemented by way of the Variation Procedure at no
additional cost to CCS or any Buyer.

9.6 The benefit of any work carried out by the Supplier at any time during the
Framework Contract Period to update, improve or provide the Services,
facilitate their delivery to any Buyer and/or any alterations or variations to the
Framework Prices or Call-Off Contract Charges or the provision of the
Services, which are identified in the Continuous Improvement Plan produced
by the Supplier and/or as a consequence of any benchmarking carried out by
CCS pursuant to this Framework Schedule 4, shall be implemented by the
Supplier in accordance with the Variation Procedure and at no additional cost
to CCS or any Buyer. The Supplier may not refuse to enter into, or delay the
implementation of, a Variation under this Paragraph 9.6.

9.7 Nothing in this Paragraph 9 prevents a Buyer undertaking a Continuous
Improvement and/or benchmarking exercise in accordance with the Buyer's
rights under a Call-Off Contract.

9. What to do if CCS and the Supplier can’t agree about the performance

9.11In the event that CCS and the Supplier are unable to agree the performance
score for any Pl during a Supplier Review Meeting, the disputed score shall
be recorded and the matter shall be referred to CCS Authorised
Representative and the Supplier Authorised Representative in order to
determine the best course of action to resolve the matter (which may involve
organising an ad-hoc meeting to discuss the performance issue specifically).

9.21In cases where CCS Authorised Representative and the Supplier Authorised
Representative fail to reach a solution within a reasonable period of time, the
matter shall be referred to the Dispute Resolution Procedure.
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10. Marketing

10.1  The Supplier shall ensure that a person is appointed as Supplier Marketing
Manager from the Framework Contract Start Date. The Supplier Marketing
Manager shall be designated as Framework Key Staff and shall be responsible
for the marketing obligations of the Supplier in relation to the Framework
Contract.

How the Supplier must contribute to CCS publications

10.2 The Supplier shall supply current information relating to the Goods and/or
Services it offers for inclusion in CCS marketing materials when required by CCS
from time to time.

10.3  Such information shall be provided in such form and at such time as CCS
may request.

10.4 Failure to comply with the provisions of Paragraphs 10.2 and 10.3 may result
in the Supplier's exclusion from the use of such marketing materials.

What Suppliers can say in its own publications

10.5 All marketing materials produced by the Supplier in relation to this Framework
Contract shall at all times comply with the CCS branding guidance at
https://www.gov.uk/government/publications/crown-commercial-service-supplier-
logo-and-brand-quidelines.

10.6  The Supplier will periodically update and revise its marketing materials to
ensure ongoing compliance.

10.7 The Supplier shall regularly review the content of any information which
appears on its website and which relates to each Contract and ensure that such
information is up to date at all times.

10.8 The Supplier shall obtain all appropriate approvals prior to publishing any
content in relation to:

i. the Framework Contract with CCS; or
ii. a Call Off Contract with a Buyer,

using any media, including on any electronic medium, and the Supplier will
ensure that such content is regularly maintained and updated.

10.9 In the event that the Supplier fails to maintain or update the content, CCS or
the relevant Buyer may give the Supplier notice to rectify the failure and if the
failure is not rectified to its reasonable satisfaction within one (1) Month of receipt
of such notice, CCS or the relevant Buyer shall have the right to remove such
content itself or require that the Supplier imnmediately arranges the removal of
such content.
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11. Where CCS shall govern parts of the Call-Off Contracts

11.1  CCS shall have governance over certain processes which are operated under
Call-Off Contracts. Such governance shall be provided in relation to the operation
of the following Schedules in each Call-Off Contract:

11.1.1 Call-Off Schedule 3 (Continuous Improvement);

11.1.2 Call-Off Schedule 8 (Business Continuity and Disaster
Recovery);

11.1.3 Call-Off Schedule 9 (Security);
11.1.4 Call-Off Schedule 16 (Benchmarking).

11.1.5 Call Off Schedule 10 (Exit Management)
11.1.6 Call Off Schedule 13 (Implementation Plan and Testing)

(the "Supported Schedules™)
How the Supplier must support CCS involvement

11.2 The Supplier shall co-operate as reasonably required by CCS in relation to
the Supported Schedules including:

11.2.1 provision of information;

11.2.2 allowing CCS to act as agent for the Buyers under the
Supported Schedules for such matters as CCS may notify to
the Supplier from time to time; and

11.2.3 such other matters as CCS may notify the Supplier from time
to time.

Where CCS might manage the process for Buyers collectively

11.3 In addition to governance as referred to above, in the following areas CCS
shall have the ability to request from the Supplier in respect of the individual
Supported Schedules as follows:

11.3.1 Call-Off Schedule 3 (Continuous Improvement)

(@) adopt a policy of continuous improvement in relation to the
Deliverables;

(b)  create, maintain and update a Continuous Improvement Plan for
improving the provision of the Deliverables and/or reducing the
Charges and, where requested by CCS, incorporate any
improvement identified in accordance with the Variation
Procedure and the terms of this Schedule.

11.3.2 Call-Off Schedule 8 (Business Continuity and Disaster Recovery) - the
Supplier shall:

(@) subject to Paragraph (b), create and hold a template BCDR
Plan that can be used by each Buyer and shall make it
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(c)

available to CCS so that it can be published to potential
Buyers;

update the template BCDR Plan in each Contract Year
throughout the Framework Contract Period or as may be
required by CCS (acting reasonably);

accept that each Buyer is entitled to decide on its own
requirements for the BCDR Plan for a Call Off Contract and
where a Buyer:

(i) elects to use a template BCDR Plan, that shall be
used in a Call-Off Contract; or

(ii) elects to use the BCDR Plan with amendments,
the Supplier shall co-operate with the Buyer and the
Buyer’s requirements in amending the template BCDR Plan
and agreeing such amendments with the Buyer for a Call-
Off Contract; or

(iii) elects not to use the template BCDR Plan, the
Supplier shall co-operate with the Buyer as to the Buyer's
requirements in accordance with the terms of Call Off
Schedule 8 (Business Continuity and Disaster Recovery).

notify CCS in the event of the invocation or potential

invocation of any BCDR Plan and the Supplier shall provide
such support as CCS may reasonably require to coordinate
the application of BCDR Plans across all Call-Off Contracts.

11.3.3 Call-Off Schedule 9 (Security) - the Supplier shall:

(@)

(b)
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(iii) elects not to use the template Security
Management Plan, the Supplier shall co-operate with the
Buyer as to the Buyer’s requirements and in accordance
with the terms of Call Off Schedule 9 (Security).

(d) notify CCS in the event of breach of any Security
Management Plan and the Supplier shall provide such
support as CCS may reasonably require to coordinate the
application of Security Plans across all Call Off Contracts.

11.3.4 Call Off Schedule 10 (Exit Management) the Supplier shall:
(a) work with Buyers, CCS and/or the Replacement Supplier to:

(i) identify the Call-Off Contracts that may transition;
(ii) develop a transition timetable;
(iii) take all actions necessary to enable transition.

11.3.5 Call-Off Schedule 16 (Benchmarking) - the Supplier:

(@) shall notify CCS in the event that any benchmarker is
appointed in respect of any Call-Off Contract and the Supplier
recognises that CCS may want to co-ordinate how benchmarking
is conducted across multiple Call-Off Contracts;

(b) shall where CCS is appointed as agent by Buyers in
respect of benchmarking, co-operate with CCS in order to operate
the benchmarking as efficiently as possible;

(c) agrees that notwithstanding the remainder of Clause 15
(Confidentiality) in the Core Terms, CCS shall be entitled to
publish the results of any benchmarking of the Framework
Prices to Other Contracting Authorities (subject to the other
party entering into reasonable confidentiality undertakings).

11.3.6 Call Off Schedule 13 (Implementation Plan and Testing), in

respect of Testing, the Supplier accepts that CCS shall be
entitled to carry out Testing with Buyers in relation to:

(i) new service lines;
(i) innovation resulting in changes to the VMS;
(iii) new software.

11.3.7 Where CCS carries out such Testing, all references to Buyer in Call-Off
Schedule 13 shall have the meaning of Buyer and CCS.

11.3.8 CCS and the Supplier shall meet as a minimum quarterly in each
Contract Year throughout the Framework Contract Period to review each of
the above as set out in Paragraph 11 on behalf of all Buyers. Such
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meetings shall be attended by CCS Authorised Representative(s) and senior
Supplier Staff. Senior Supplier Staff may include Sub-Contractor personnel,
as requested by CCS from time to time.

Information on Call-Off Contracts and use of the Framework Contract by
Buyers

11.4 The Supplier shall maintain full and accurate records of all Call-Off Contracts
and transactions with Buyers and shall share such information with CCS on an
Open Book Data basis.

11.5 The Supplier shall work jointly with CCS in maintaining accurate records of
Call-Off Contracts and shall share with CCS information on Buyer activity,
including but not limited to, Buyer feedback on the Services, Buyer performance
information, delivery against KPlIs, Buyer requests for change, Buyer complaints,
any Breach of Security or Personal Data Breach relating to a Buyer and any
continuous improvement or action plans agreed with Buyers.

11.6  The Supplier shall agree with CCS a joint governance structure for obtaining
information and feedback as to the use of the Framework Contract and on the
types, value and length of Call-Off Contracts. This shall include arrangements for
sharing information on Buyer activity and joint meetings with Buyers to inform
Framework management and strategy.

11.7 The Supplier shall take a proactive approach to sharing information on Buyer
activity with CCS and to engaging CCS in discussions with Buyers, and to
agreeing actions and decision making for the purpose of Framework
management and strategy. For the avoidance of doubt this shall not extend to
managing individual Call-Off Contracts except where a Buyer specifically
authorises CCS to do so and CCS accepts such authorisation.

11.8 The Supplier shall permit CCS to attend any meetings with Buyers where
either CCS or a Buyer request this or it is considered by the Supplier that it would
be beneficial for CCS to attend. Such meetings may be with one or more Buyers
and may be as part of a Call-Off Contract, Call Off Schedule 15 (Call Off Contract
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Management) or as part of meetings pursuant to this Schedule. The subject
matter of such meetings may focus on including but not limited to:

(@)

processes for continuing service provision;
new service lines;

notice periods;
transition;

complaints including resolution of such complaints;
performance;

good practice;

continuous improvement; and

any other matter that arises and is discussed from time to time.
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