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The Deliverables CCS needs the suppliers to provide to buyers. 
 
In principle all parts of this dialogue are open to dialogue, in terms of the detail of quite 
how service lines and requirements are defined. We will not consider the removal of 
any service line, or the addition of any new service line that is not already covered 
within the scope of what is already detailed. Our expectation is that adjustment of the 
specification will be more around  

● ensuring that the specific wording does mean to Bidders what we want it to 
mean, without ambiguity; or 

● ensuring the wording used does not inhibit Bidders from recommending what 
they see as the best solution to our needs. 
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1 INTRODUCTION 

[Note to Bidders: this section will be removed when the Framework 
Agreement is finalised with the successful bidder.] 

1.1 There are some sections of this Schedule that will be further developed 
following each round of dialogue during the Competitive Dialogue procedure, 
however, please note this will not materially change this Schedule. 

1.2 The overall aim of the RM6288 Workforce Solutions framework is to take the 
next evolutionary step towards Total Talent Acquisition (TTA) while improving 
overall service quality and efficiency; and ensuring value for money. 

1.3 In order to achieve this aim we are looking to expand the service lines to offer 
customers a more comprehensive commercial route to fulfil the majority of their 
workforce requirements. 
 

 
2 AIMS AND OBJECTIVES 

2.1 The purpose of this Framework Schedule 1 is to set out the characteristics of 
the Services that the Supplier will be required to make available to all Buyers 
under this Framework Agreement together with any specific standards 
applicable to the Services. 

2.2 The aims and objectives of the RM6288 Workforce Solutions are to provide: 
• a single Supplier who shall be responsible for the provision of the RM6288 

Workforce Solutions. The Supplier shall provide effective systems and be 
backed and supported by a strong network of Key Sub-Contractors;  

• a simple, effective and streamlined customer-focussed solution;  
• an End to End solution to deliver the RM6288 Workforce Solutions 

effectively, configuring, modifying and enhancing existing CCS tenancies, 
from identification of requirement through to payment; 

• expertise on implementation and the transition of the Services, providing a 
positive experience for Buyers, Workers and Subcontractors.  

• a mechanism for the provision, attraction, management and retention of high 
quality Workers; 
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• full transparency of pricing and End to End processes so that Buyers have 
full transparency; 

• value for money, transparency of spend and year-on-year savings;  
• a clear understanding of the current and future public sector workforce 

dynamics for all Buyers;  
• flexibility to meet the changing needs of Buyers; 
• maximise CCS’ contribution to delivering the Government’s Social Value 

policies; 
• a technology solution to manage End to End requirements for all Service 

Lines, which must be a third party vendor management system (VMS) that 
allows for the contract with the VSM third party vendor to be novated to CCS 
or another organisation of CCS’ choice should the RM6288 Workforce 
Solutions Framework be terminated early;  

• better access to a flexible workforce and untapped Workers and embraces 
emerging, relevant industry practices; 

• the introduction  of any legally compliant, innovative or relevant industry 
practices and methods of delivery that will develop and/or improve the 
Services. As the industry evolves,      CCS retains the ability to introduce 
new and innovative ways to satisfy the workforce requirements of Buyers, 
to implement any future technologies or service lines that could advance our 
potential efficiency to supply.  

2.3 The scope of this Framework Agreement is talent acquisition which  includes 
Contingent Workers (“Workers”), Statement of Work (“SOW”), Recruit, Train & 
Deploy (“RTD”), Campaigns, Resource Augmentation and Permanent 
Recruitment) but may include other current or future methods of providing 
temporary staff.  

2.4 The Supplier shall provide a full Managed Service in line with Good Industry 
Practice to include, but not limited to, those Services as set out in this 
Framework Schedule 1. 

2.5 The Supplier shall throughout the term of the Framework Agreement provide a 
Managed Service including advice at no additional cost, including but not limited 
to, ensuring CCS and/or Buyers are using the most appropriate Routes to 
Talent to meet their resourcing requirements. 

 
3 STRATEGIC RELATIONSHIP  

3.1 The Supplier shall create and maintain a strategic relationship with CCS which 
will, as a minimum:  
• ensure that the Services are of a consistently high quality and meet the 

requirements of CCS and/or Buyers; 



Framework Schedule 1 (Specification)  
Crown Copyright 2018 

 
Framework Ref: RM6288   

4 
SQ Stage Version   
LEGAL\62499762v1 

• ensure the Services are provided in line with Good Industry Practice and 
are evaluated and are continuously improved, where possible, throughout 
the term of the Framework Agreement; 

• create an environment of continuous improvement, share knowledge and 
best practice, benchmark data, and improve service usage across Buyers; 

• generate an improved understanding and have a responsibility for 
increasing education across all Buyers of all available Service Lines;  

• manage demand more effectively, through the Supplier’s provision of expert 
market advice;  

• improve understanding of the national and regional changes in the supply 
market and proposing how to respond effectively to these changes so that 
CCS and/or Buyers benefit. 

 
4 DESCRIPTION OF SERVICES LINES 

4.1 The Services and any standards set out in this Specification may be refined (to 
the extent permitted and set out in Framework Schedule 7 (Call Off Procedure) 
by a Buyer to reflect its Services Requirements for entering a particular Call Off 
Contract. 

4.2 The RM6288 Workforce Solutions will deliver: 
• the specified aims and objectives as set out in this Framework Schedule 1 
• all Services as set out in this Framework Schedule 1 

4.3 Under this Framework Agreement, the Supplier shall not be eligible to  
4.3.1 supply Contingent Workers through the Agency Supply Routes to 

Talent; 
4.3.2 be permitted to provide the same Services as provided by 

Subcontractors from its own business, or any affiliated businesses; 
4.3.3 directly deliver SOW or RTD requirements using its own staff or any 

affiliated businesses 
 
4.4 The Supplier shall ensure all Services engaged through the RM6288 Workforce 

Solutions comply with all legislative and regulatory requirements, as detailed in 
the terms and conditions of the Framework Agreement. 

4.5 Call Off Contracts entered into by Buyers will be managed by Buyers. CCS may 
also call off from this Framework Agreement in the capacity of a Buyer. 

4.6 Buyers will contract only with the Supplier; 
4.7 The Supplier shall provide all Service Lines as set out in Table 1, as a minimum.  
4.8 The Supplier will work with CCS and the Buyers to ensure any duplication or 

overlap in the Service Lines is clearly identified and communicated to Buyer’s 
Authorised Users to enable flexibility, the best value for money and compliance.  

4.9 The Supplier will ensure confusion is minimised and buying practices are clear. 
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Table 1. Service Lines 

Provision of, and managing, a range of routes to source Workers,      as outlined 
below, to be delivered using the appropriate technology platforms. Further detail 
is in the later sections of this Specification: 

Contingent Labour: 

● Non-Agency Supply  

● Agency Supply 
● Direct Hire 
● Segmented Talent Pools 
● Pre-Identified Workers (including Referrals and Nominated 

Workers) 
● Other Innovative and Emerging Non-Agency Supply 

 

     The types of Contingent Worker Categories in scope of this Framework 
Agreement are; 

Professional Interims           

●      Workers that undertake a temporary contract to provide labour 
and/or materials to perform a service or do a job, including senior 
executive roles. 

● Typically, in the Civil Service these roles range from the Senior 
Executive Officer (SEO) grade to the Senior Civil Service grades in 
Central Government.  

● Within the NHS the roles (non-clinical in scope are Agenda for Change 
(AfC) pay band 5, up to, and including, pay band 9. For further details 
please access this link -      Agenda for Change pay - NHS Employers  
 

Administration and Clerical Workers :        

● Workers performing an administrative role or junior management role 
providing short term cover for non-professional roles. 

● Typically, in the Civil Service these roles range from the Administrative 
Assistant (AA) grade to Higher Executive Officer (HEO).  

● Within the NHS the roles (non-clinical) in scope are Agenda for Change 
(AfC) pay bands 1 - 5. For further details please access this link - 
Agenda for Change pay - NHS Employers.  

Operational Workers: 
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● Operational Workers, typically auxiliary roles/support staff covering all 
support staff roles.      

Statement of Works (SO     W): 

● SOW’s are set packages of output based work with payment against 
agreed outcomes that outline specific services the Supply Chain is 
expected to deliver. Outcomes will be measured against milestones and 
deliverables including: the type, level, quality, and cost of service, as 
well as the time schedule required.  

● Services delivered under an SOW may include: Supply Chain design 
and implementation; Tailored Supply Chain management; Provider 
Management. 

● The Supplier will be      liable to the      Buyer for successful delivery of 
all SOW’s. 

● SOWs will be requested as a piece of work under an existing Call-Off 
Contract 

                                                             

Recruit, Train, Deploy (RTD): 

●      Workers that are employed by an RTD provider, suitably trained and 
deployed to the      Buyer on a temporary basis.  

● Supply Chain design and implementation     .  
● Tailored Supply Chain management      

 

Resource Augmentation: 
● The Supplier must design and implement a Resource Augmentation 

supplier chain with significant numbers of appropriately skilled and 
experienced staff on their payroll.  

● Workers will be employees of the appointed resource augmentation 
supplier 

● Workers who are typically professionals in high demand to be sourced 
at short notice, typically in high volume requirements. 

● The Supplier must then liaise directly with a      Buyer to understand 
resource requirements, providing employees on a day rate, at short 
notice. 

● The Supplier retains responsibility for ensuring vetting checks have 
been completed in line with Baseline Personnel Security Standard 
(BPSS) and / or equivalent level required. 
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● [Note to bidders: This Service Line is to be further developed 
through the Competitive Dialogue procedure and after the 
framework is awarded.] 

 

Permanent Recruitment:  

● Workers that undertake a permanent or fixed term position within an 
organisation.  

● Typically, in the Civil Service these roles range from AO - G6.  
● Executive search roles are not in scope..  
● The Supplier will work with the Buyer to identify suitable candidates for 

permanent or fixed term vacancies (excluding executive search).  
● [Note to bidders: This Service Line is to be further developed 

through the Competitive Dialogue procedure and after the 
framework is awarded.] 

 

Campaigns: 

● Surge based hiring for high quantities of replicable skills to a 
predetermined time frame typically supporting emergency / strategic 
programmes.  

● Supply Chain design and implementation.  
● Tailored Supply Chain management / Agency Provider Management 
● The Supplier will manage a process to appoint an agency to meet a 

specific customer need and can support both Contingent Labour and 
Permanent Recruitment or a combination of both, where the Customer 
would accept workers by either route.  

● [Note to bidders: This Service Line is to be further developed 
through the Competitive Dialogue procedure and after the 
framework is awarded.] 

 

Overseas Workers: 

● Workers that undertake a temporary contract to provide Contingent 
Labour Workers based outside of the UK. 

● The Supplier shall ensure all requirements meet all relevant legislation 
and requirements of the country where the Worker is engaged (if 
applicable) 

● [Note to bidders: This Service Line is to be further developed 
through the Competitive Dialogue procedure and after the 
framework is awarded.] 
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4.10 The Supplier shall provide all Service Lines from the Service Commencement 

Date with the exception of the following:  
• Resource Augmentation 
• Permanent Recruitment (non-executive) 
• Campaigns, and; 
• Overseas Workers 

4.11 The Supplier shall indicate how and when they will phase the introduction of the 
Service Lines in paragraph 4.10 in conjunction with CCS. This should be 
included in the Implementation Plan      as approved by CCS.  

4.12 The Supplier shall be able to source Workers through any other legally 
compliant routes. 

4.13 The Supplier acknowledges that Buyers have the right to offer a Worker 
permanent employment within their organisation (“Temp to Perm”) or transfer 
them to another Agency Provider (away from Non-Agency Supply) or between 
Subcontractors (“Temp to Temp”) or transfer to other third parties (“Temp to 
third party”).   
 

4.14 Other Innovative and Emerging associated Workforce Services 
4.14.1 The Supplier shall propose additional innovative Routes to Talent 

and workforce Service Lines, throughout the duration of the 
Framework Agreement.  

4.14.2 For any innovative or emerging Routes to Talent or Service Lines, 
the Supplier shall manage the End to End process, including 
provision of technology platforms. 

4.14.3 The Supplier shall include proposals for innovative and emerging 
Routes to Talent in the following documents which the Supplier shall 
produce: 

• Implementation and Transition Plans; 
• Continuous Improvement Plan and Innovation Roadmap; 
• Spend under management and savings plan; 

 
 

5 CONTINGENT LABOUR ROUTES TO TALENT - NON-AGENCY SUPPLY.  

5.1 The Supplier shall provide a range of Routes to Talent to source, engage, and 
on-board Workers.  
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5.2 This shall include the provision of an End to End service, including provision of 
technology and the provision of Supplier Personnel to source Workers using 
the following Routes to Talent as a minimum. 
• Direct Hire; 
• Segmented Talent Pools; 
• Pre-Identified Workers (including referrals and nominated Workers);      

5.3 The Supplier shall provide multiple options for more innovative delivery 
methods throughout the duration of the Framework Agreement. 

5.4 The Supplier shall work collaboratively with CCS and/or Buyers to identify the 
optimum Routes to Talent to attract suitably qualified and experienced Workers 
in a timely and cost-effective manner.  

5.5 The Routes to Talent given in Paragraph 5.2 of this Framework Schedule 1 
shall be available for use on the Service Commencement Date. 

5.6 In the event that the Supplier utilises a separate technology platform(s) for Non-
Agency Supply (i.e. a platform that is not part of the VMS) the Supplier shall be 
required to integrate the separate technology platform(s) with the VMS at no 
additional cost to CCS and/or Buyers to ensure that CCS and Buyers have a 
single point of access to all technology platforms. 

5.7 The Supplier shall provide, as a minimum, the following services for all Workers 
sourced via any of the Non-Agency Supply Routes to Talent: 
• management of Worker Day Rates, including negotiation of Worker day rate 

in line with real time benchmarking data; 
• management and issue of contracts to Workers via email or other agreed 

routes; 
• Payment of the Worker; 
• Worker Care; 
• management of any Worker restrictions 
• management of any extensions of Worker contracts; 
• management of and compliance to all legislative requirements; 

 
5.8 Direct Hire 

5.8.1 The Supplier shall design, implement, manage and maintain Direct 
Hire Routes to Talent including providing the resources and 
technology to manage the End to End process to enable Buyers to 
engage directly with individual Workers. 

5.8.2 The Supplier shall, as a minimum: 
• select and amend from predefined/existing role profiles, create new 

role profiles; 
• gather and provide real time benchmarking data based on role type 

and location to ensure the most competitive Worker day rates are 
achieved; 
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• filter Workers by skill set, qualifications and experience; 
• enable new shortlisting skill filters to be included on CCS and/or 

Buyers request and provide Worker registration and upload of CV’s; 
• notification to all suitable pre-registered Workers on publication of 

requirements; 
• facilitate communication between Workers and Buyers Authorised 

Users for the management of the interview process; 
• functionality to provide feedback to Workers with reasons for why 

they were not successful; 
• the ability to introduce additional/new functionality such as 

interviewing via video conferencing as and when identified by the 
Supplier, or when specified by Buyers. 

 
5.9 Segmented Talent Pools 

5.9.1 The Supplier shall design, implement, manage and maintain a 
Segmented Talent Pool including provision of Supplier Personnel 
and technology to manage the End to End Segmented Talent Pool 
process. 

5.9.2 The Supplier shall ensure that the Segmented Talent Pool aligns with 
the Worker Categories. 

5.9.3 The Supplier shall ensure the technology platform provided for the 
Segmented Talent Pools shall comply with the technology 
requirements as set out in section 13: The Provision of Technology - 
Vendor Management System (VMS)  

 
5.10 Pre-Identified Workers (including Referrals and Nominated Workers) 

5.10.1 The Supplier shall design, implement, manage and maintain the End 
to End process for Pre-Identified Workers including Referrals and 
Nominated Workers, providing the Supplier Personnel and 
technology platforms to manage this Service. 

5.10.2 The Supplier shall ensure that any technology platform(s) provided 
as part of managing the End to End process for Pre-Identified 
Workers including Referrals and Nominated Workers comply with 
technology requirements as set out in section 13: The Provision of 
Technology - Vendor Management System (VMS)  

5.10.3 The Supplier shall ensure the process enables and includes, as a 
minimum: 

• initial contact with the Pre-identified Worker once  notified to the 
Supplier by Buyers; 

• offer of a contract to the Worker; 
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6 CONTINGENT LABOUR ROUTE TO TALENT – AGENCY SUPPLY  

6.1 The Supplier shall design, implement, manage and maintain a Tailored Supply 
Chain, which align with the Worker Categories as set out in Table 1 of this 
Framework Schedule 1     . 

6.2 Tailored Supply Chain Design and Implementation (Subcontractors) 
6.2.1 The design of the Tailored Supply Chain shall be developed for 

Buyers and shall, as a minimum: 
• be based on the Supplier’s UK Contingent Labour Market expertise 

and knowledge, with flexibility to meet the changing needs of Buyers; 
• be based on information and/or data provided by CCS and it’s 

specified requirements; 
• include consultation with CCS and/or Buyers to ensure the Tailored 

Supply Chain which shall be tailored for Buyers meets the specified 
requirements. 

• be agreed by CCS and refreshed in the Innovation Roadmap. 
6.2.2 The implementation of the Tailored Supply Chain shall include, but is 

not limited to: 
• The Supplier shall design, build, manage and maintain a Tailored 

Supply Chain which is capable of delivering the Services  
• In designing, building, managing and maintaining a Supply Chain for 

the delivery of the Services, the Supplier shall adopt and demonstrate 
the following principles at all times, namely: 

ο Transparency; 
ο fair and equal treatment; 
ο non-discrimination; 
ο proportionality; 

6.2.3 The implementation plan for the Tailored Supply Chain will be 
delivered as part of the Framework Contract Implementation Plan 
under Framework Schedule 10. 

6.2.4 The Supplier shall ensure that the implementation plan includes 
details of how each part of the Tailored Supply Chain will be 
structured by type of supply route and Worker category.  
 

6.3 Tailored Supply Chain Management 
6.3.1 The Supplier shall ensure the provision of a      dynamic Tailored 

Supply Chain.  
6.3.2 The Supplier will ensure robust Supply Chain Management in line 

with good industry practice. 
6.3.3 The Supplier shall have auditable transparent and documented 

processes in place to manage any existing Worker restrictions (i.e. 
restricted covenants) through the Tailored Supply Chain. 
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6.3.4 The Supplier shall develop and implement performance metrics to 
actively manage the Supply Chain. 

6.3.5 These metrics will be reviewed on a regular basis by the Governance 
Board. 

6.3.6 Where Agency Supply is the chosen Route to Talent, the Supplier 
shall ensure, that there is: 

• no double handling of requirements or duplication; 
• a seamless Worker journey; 
• use of VMS for all assignments; 
• full transparency of processes for Subcontractors, Workers, and 

Buyers Authorised Users.   
6.3.7 The Supplier shall ensure that their approach to Supply Chain 

Management actively supports the government’s SME agenda and 
the Supplier shall be required to be fully transparent in their approach 
at all times throughout the duration of this Framework Agreement. 

6.3.8 The Supplier shall provide CCS with the following SME data; number 
and names of SMEs in their supply chain; total framework spend with 
SMEs for each Service Line; Route To Talent and Worker pay within 
their monthly Management Information reports.  

6.3.9 The Supplier will need to work closely with the SME market as this 
will form a critical part of the supply chain across the service lines. 

6.3.10 Upon request, the Supplier shall provide CCS with a copy of the 
contracts and service schedules from all Subcontracts. 

6.3.11      The Supplier acknowledges that its approach to Supply Chain 
Management may be published in the interests of transparency, on 
such platforms as the CCS website.  

6.3.12 Where Agency Supply is the chosen Route to Talent, Subcontractors 
shall provide, as a minimum, the following services for all Workers 
sourced via this route: 

• management of Worker Day Rates, including negotiation of Worker 
Day Rate in line with real time benchmarking data; 

• management and issue of contract to the Worker including managing 
enquiries and payment of the Worker; 

• Worker Care including Onboarding and Offboarding and feedback; 
• management of any existing restrictions (e.g. restricted covenants); 
• management of any extensions of Worker contracts; 
• management of and compliance to any legislative requirements; 

 
      
6.4 Performance Management of Workers 
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6.4.1 The Supplier shall ensure that feedback on Worker conduct is 
undertaken, in line with relevant legislation and relevant Government 
policies.      

 
 

 
7 STATEMENT OF WORKS (SOW)       

AIMS AND OBJECTIVES: 

7.1 The aims and objectives of the SOW Services are to provide: 
7.1.1 a compliant route to market for the sourcing and engagement of SOW 

Delivery Providers to provide SOW Delivery Services to the 
Customer. 

7.1.2 Governance and assurance: to provide visibility of all spend incurred 
in connection with the engagement of SOW Delivery Providers.   

7.1.3 to drive: quality; efficiency, value for money, transparency of spend, 
and contractual consistency (including flow-down of CCS and 
Customer terms and conditions).  

DESCRIPTION OF SOW SERVICE DISCIPLINES: 

7.2 The SOW Services shall be provided for the following Service Disciplines: 
7.2.1 PMO / Project Delivery: the provision of services relating to the 

application of processes, methods, skills, knowledge and experience 
to manage specific project objectives according to the project 
acceptance criteria within agreed parameters. Project management 
has final deliverables that are constrained to a finite timescale and 
budget. 

7.2.2 Commercial: the provision of business and commercial services in 
relation to a product or service that can be bought by a public sector 
organisation, including but not limited to creating sourcing strategies 
and early market engagement, managing the procurement stages for 
goods and services, and the commercial management of the 
contracts awarded. This provision also includes supply chain 
management and performance management. 

7.2.3 Finance: the provision of accountancy, control mechanisms and 
systems, which could include the establishment of financial 
strategies, policies, processes and departmental organisation to 
develop financial efficiency of its project delivery. This includes both 
strategic and operational finance which could result in delivery 
improvements. 
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7.2.4 Organisational Development and Design: the provision of services in 
relation to delivery and implementation of strategy, structure 
management and operations of an organisation in pursuit of its 
purposes and objectives. Specific outputs related to long range 
planning, re-organisation of structure, rationalisation of services. 

7.2.5 Human Resources: the provision of services in relation to 
recruitment, retention, manpower planning and HR strategies, and 
training and education strategies.  

7.2.6 Workforce Planning: the provision of services in relation to analysing 
the current workforce, determining future workforce needs, 
identifying the gap between the present and the future, and 
implementing solutions so that an organisation can accomplish its 
mission, goals, and strategic plan. 

7.2.7 Analytics – business / data: the provision of services in relation to 
systematic computational analysis of data or statistics used for the 
discovery, interpretation, and communication of meaningful patterns 
in data to support effective decision making. 

7.2.8 Change management: the provision of services in relation to the 
programmatic, departmental or organisation based change from 
current to future desirable state. 

7.2.9 Digital, Data and Technology (DDaT):  the provision of services to 
include the creation, management and optimisation of or access to 
information and technology, IT services,  digital transformation, data 
management, content management, business process services, 
application services and infrastructure services. 

7.2.10 Training: the provision of services in relation to the development or 
delivery of training programmes, courses or materials. 

7.2.11 Data science: the provision of services in relation to extracting 
business-focused insights from data, understanding information 
flows and overlaying those to create business opportunities. 

7.2.12 Research: the provision of services in relation to investigating and 
studying materials, services and sources in order to establish facts 
and reach new conclusions, create new knowledge and/or the use of 
existing knowledge in a new and creative way so as to generate new 
concepts, methodologies and understandings.  

7.3 Any additional services which are not SOW Services Disciplines are excluded 
and will only be performed if such additional services (including all costs) are 
agreed in advance in writing. 
 

SOW SERVICE PROCESS: 

7.4 The SOW Services shall consist of the following: 
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7.4.1 SOW Service implementation 
7.4.2 Provision of the Vendor Management System (VMS) to facilitate; 

a) Triage; 
b) RFP process; 
c) SOW monitoring and resource tracking; 
d) Milestone and deliverable tracking and reporting;  
e) Management of payment to SOW Delivery Provider;  
f) Management Information. 

7.4.3 SOW Services will always be delivered so that the contractual 
relationship is directly between the Buyer and the Supplier.  

7.4.4 The Suppler may be requested by a Buyer to use a Pre-Identified 
Worker but this will not reduce the Supplier’s liability to the Buyer.  

 
SOW CUSTOMER SERVICE FUNCTION: 

7.5 The SOW Supplier shall ensure the SOW Services supports the Customer 
management of enquiries and complaints, request for advice and technical 
support through all means of communication, including but not limited to: 
7.5.1 online systems; 
7.5.2 email; 
7.5.3 telephone. 

7.6 The SOW Supplier shall ensure that all SOW Supplier Personnel appointed 
have the relevant skills and knowledge of the Services, customer relations and 
relevant technology, to address and resolve all enquiries, complaints, and 
advice and support requests to the satisfaction of the Customer. 

7.7 The SOW Customer Service Function shall consist of a team who will be 
responsible for; 

a) Queries management on Triage; 
b) RFP Process;  
c) SOW Delivery Provider award; 
d) Statement of Work commencement; 
e) Milestone and Payment Milestone tracking; 
f) Statement of Work completion and off-boarding; 
g) Early termination; 
h) Statement of Work Change Management; 
i) Dispute Management. 

7.8 SOW supply chain development and management. 
7.9 The SOW Supplier shall provide and maintain an appropriate level of SOW 

Supplier Personnel availability, to consistently deliver an effective service to the 
Customer during operational hours from Monday to Friday inclusive, between 
the hours of 08:00 hrs to 18:00 hrs. 
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7.10 The SOW Supplier shall provide online guidance on how to access the SOW 
Service to the Customer as well as a generic Frequently Asked Questions or 
information page as agreed between CCS and the SOW Supplier.   

7.11 The SOW Supplier shall not deliver SOW Services valued in excess of £10M 
(ten million) excluding VAT. 

 
8 RECRUIT TRAIN DEPLOY (RTD) 

8.1 The RTD Service offers a Route to Talent for Contingent Labour which aims to 
address skill shortage in the market. 
RTD Service Function 

8.2 The RTD Service Function shall consist of the following as a minimum: 
8.2.1 Providing a point for Buyers to go to for advice and guidance on RTD 

requirements 
8.2.2 Building, managing and maintaining the RTD Supply Chain to 

support RTD requirements 
8.2.3 Recording the Buyers RTD Requisition in the VMS system. 
8.2.4 Facilitating the pay & bill process (including RTD Transfer Fees) 

between the Buyer, Supplier and RTD Subcontractors. 
8.2.5 Managing RTD engagements including (but not limited to)  

• extending the scope of RTD Workers engagements through change 
management,  

• managing extensions of the term of an RTD Requisition,  
• early termination of an RTD Worker and replacement,   
• dispute resolution  

8.2.6 The Supplier shall support a Buyer’s request to  offboard an RTD 
Worker from the RTD Services and facilitate the payment of RTD 
Transfer Fees where applicable; 

8.2.7 The Supplier shall be responsible for ensuring that the RTD Supply 
Chain delivers the required levels of performance and/or training of 
the RTD Workers. 

 
 

 
REPLACEMENT OF AN RTD WORKER 

8.3 Should a Buyer be dissatisfied with the performance of a RTD Worker(s) or 
where a RTD Worker is otherwise unable to continue to deliver the RTD Worker 
assignment, it shall notify the Supplier and the RTD Supplier. 

8.4 Where the  RTD Supplier and Buyer agree that  a Replacement RTD Worker is 
required, the RTD Supplier shall provide a suitable alternative within 10 working 
days or as otherwise agreed between the RTD Supplier and the Buyer. If the 
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RTD Supplier is unable to supply a suitable Replacement RTD Worker ( in the 
reasonable opinion of the Buyer within this period, the Buyer may terminate the 
RTD Worker Assignment without Notice.  
 

RTD Transfer Fees 

8.5 The Buyer shall (subject always to complying with the Minimum Notice Period) 
have the right to recruit the RTD Worker into their permanent employment after 
the RTD Start Date. However, in the event that  the Buyer employs the RTD 
Worker on a full time or fixed term basis, during the RTD Transfer Fee Period , 
the Buyer shall be liable for the RTD Transfer Fee. 

8.6 The RTD Transfer Fee is only payable during the RTD Transfer Fee Period.  
For the avoidance of doubt the Buyer may, instead of paying the RTD Transfer 
Fee, continue with the engagement of the RTD Worker (pursuant to the terms 
of RTD Final Requisition) until the RTD Worker Assignment End Date, after the 
expiry of which no RTD Transfer Fee shall be payable.  

8.7 For the avoidance of doubt, the Buyer is under no obligation to recruit the RTD 
Workers to their permanent workforce 

8.8 The Supplier will ensure that the RTD Supplier shall not charge to the RTD 
Worker any fee or penalty related to the termination of their contract of 
employment with the RTD Supplier,  in circumstances where the RTD Supplier 
is in receipt of a RTD Transfer Fee in respect of the RTD Worker. 

8.9 The Buyer's obligation to Pay RTD Transfer Fees shall survive termination of 
an RTD Worker Assignment and remain in place for the RTD Transfer Fee 
Period, notwithstanding any Payment in Lieu of Notice. 

 
9  WORKER CARE AND EXPERIENCE 

9.1 The Supplier must provide Workers with onboarding updates on request. 
9.2 The Supplier must offer candidates the choice of payroll options. 
9.3 The Supplier must conduct Worker management throughout their assignment 

including at the point of off boarding to identify any future opportunities for the 
Worker.  

9.4 The Supplier shall be responsible for creating and providing a positive Worker 
care experience for all Workers throughout their assignment. This shall include 
mapping out clear avenues for the engagement of Workers during and at the 
end of an assignment, Worker communications, feedback mechanisms and 
access to wellbeing support. 

9.5 The supplier shall provide a route for Workers to access wellbeing support 
across a range of areas including mental health support. This may include sign-
posting to qualified professionals, access to an Employee Assistance 
Programme or access to a Mental Health First Aider. 
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10 WORKER VETTING 

10.1 The Supplier must provide the Worker with security vetting progress updates 
on request.  

10.2 The Supplier shall be responsible for all security vetting and compliance checks 
for each Worker prior to placement. 

10.3 The Supplier shall be responsible for completing checks to ensure each 
Worker’s compliance with the Cabinet Office Baseline Personnel Security 
Standard (BPSS); 
• identity, right to work, employment history and DBS checks in line with the 

requirements of Cabinet Office Baseline Personnel Security Standard 
policy; 

• ensuring processes are in place to monitor Worker security clearance/visas 
on an ongoing basis including monitoring expiry dates, hours worked and 
any other restrictions that may be in place;  

• ensure any qualifications held by the Worker meet CCS and/or Buyers 
specification; 

10.4 The Supplier shall ensure that copies of all verified documentation are held on 
file in a format that is unable to be altered/amended. All documentation shall be 
held for seven (7) years after expiry of the Framework Agreement.  

10.5 The Supplier shall ensure that Workers supplied to the health sector are 
compliant with the requirements specified and that safeguarding checks have 
been completed prior to placement of a Worker: 
• The Supplier shall undertake pre-employment checking for the NHS which 

seeks to verify that an individual meets the preconditions of the role they are 
applying for.  

• There are six (6) NHS Employment Check Standards that outline the type 
and level of checks employers must carry out before recruiting staff into 
NHS positions.  

• The Supplier shall ensure each Worker has the required level of English 
language competence (and Welsh, if required) to enable them to undertake 
their role effectively, to enable clear communication about medical topics 
with patients and colleagues and to assure the delivery of safe care to 
patients, on being recruited and thereafter on an annual basis, the Supplier 
shall ensure that each Worker receives mandatory training relevant to the 
normal duties that the Worker shall be expected to perform in accordance 
with the UK Core Skills Training Framework.  

• The Supplier shall ensure secure retention of all records in relation to 
safeguarding, in line with the Data Protection Act as may be updated from 
time to time.  Records must be kept for two (2) years after the Worker 
completes the assignment. 
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• The Supplier shall have policies and procedures in place which describe 
and explain the Non-Agency Supply routes and the relevant recruitment 
processes, as the pre-employment checks apply to all Workers in the health 
sector. 

10.6 The Supplier shall have policies and procedures in place which describe and 
explain the Non-Agency Supply routes and the relevant recruitment processes, 
as the pre-employment checks apply to all Workers in the health sector. 

10.7 The Supplier shall not raise charges where checks have already been made 
and evidenced to the satisfaction of CCS and/or Buyers in the circumstances 
where additional checks are required to be undertaken on Workers before they 
commence an assignment. These additional checks will be identified by CCS 
and/or Buyers at the start of the recruitment process, and if required a charging 
structure agreed for the provision of this service.   

10.8 The Supplier shall be responsible for ensuring that all documentation in relation 
to such checks is made available to CCS and/or Buyers, immediately upon 
request. 

10.9 The Supplier shall obtain a signed declaration from all Workers giving the 
Supplier permission to share their personal details and any supporting 
documentation to Buyers Authorised Users. 

10.10 The Supplier shall ensure that the Worker is able to contact the Buyers 
Authorised Users directly, which contributes towards creating a positive Worker 
experience. 

10.11 The Supplier shall ensure Off Boarding of Workers is undertaken in a timely 
and professional manner. 

10.12 The Supplier shall report on Off Boarding processes and Worker and 
experience as part of the MI, as set out in Framework Schedule 4. 

10.13 In the event that the Supplier is requested by a Buyer to utilise a Pre-Identified 
Worker the Supplier will ensure that it has undertaken sufficient due diligence 
to confirm that the Pre-Identified Worker is suitable to undertake the Services 
that are required. 

 
11 PAYMENT TO WORKERS AND THE SUPPLY CHAIN 

11.1 Non-Agency Supply: 
11.1.1 The Supplier shall be responsible for the provision of payroll services 

for all Workers engaged via Non-Agency Supply routes and Agency 
Supply routes. 

11.1.2 The Supplier shall be responsible for development, configuration and 
ongoing maintenance of the technology required to deliver payroll 
services. 
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11.1.3 The Supplier shall ensure that any system used for payment of 
Workers is integrated with the VMS to deliver a streamlined payment 
process to CCS and/or the Buyers. 

11.1.4 The Supplier shall ensure that where requested by CCS and/or 
Buyers, payroll systems have the functionality to be integrated with 
CCS and/or Buyers P2P systems. 

11.1.5 The Supplier shall, on receipt of a Worker’s verified and duly 
authorised timesheet, ensure the Worker is paid within 30 days as a 
maximum, and within 7 days as a minimum. 

11.2 Agency Supply: 
11.2.1 The Supplier shall be responsible for payment to the Subcontractors 

in line with the terms to be agreed with CCS at the Governance 
Board. 

11.3 Fraud Prevention 
11.3.1 The Supplier shall provide all Workers with access to an electronic 

timesheet that must be used to submit claims for payment of time 
worked and any allowable expenses. 

11.3.2 The Supplier shall ensure that all claims for time worked and 
expenses are submitted in accordance with good industry practice to 
prevent fraud, and shall use all reasonable endeavours to mitigate 
against the risk of fraudulent claims.  This shall include, but not 
limited to: 
• All timesheets and expenses claims to be approved by the Hiring 

Manager prior to payment to the Worker. 
• All claims for expenses to include the facility to upload receipts. 
• All timesheet and expenses claims to include a declaration by 

both the Worker and the Hiring Manager that states that: 
ο the information provided is correct and accurate; 
ο the Worker has not claimed elsewhere for the same hours or 

expenses; 
ο no knowingly providing false or misleading information may 

result in disciplinary action and/or prosecution; 
ο provides consent to the disclosure of information to the Buyer 

for the purpose of verification and the investigation, 
prevention, detection and prosecution of fraud. 

ο includes the right to recover any overpayments made to the 
Worker either by the Supplier, the Buyer or through civil 
recovery action. 
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12 IMPLEMENTATION AND TRANSITION OF THE SERVICES 

12.1 The Service Implementation Period will start on the Framework 
Commencement Date and will expire the day before the Service 
Commencement Date, as set out in this Framework Agreement.  

12.2 The Supplier shall produce a Framework Contract Implementation Plan and a 
Framework Contract Transition Plan which shall include all elements of the 
RM6288 Workforce Solutions, and which details how and when implementation 
and transition will occur for the Services and agree such plans in accordance 
with Framework Schedule 10. 

12.3 The Supplier shall ensure that appropriately skilled and qualified Key Staff 
including of Key Subcontractors are available during the entire Framework 
Contract Implementation Period regardless of other Supplier activities, to 
ensure that all deliverables in the plans are delivered within the timescales 
specified, and to CCS’s satisfaction.   

12.4 The Framework Contract Implementation and Transition Plans shall include, as 
a minimum: 
• All tasks required with for successful mobilisation, implementation and 

transition, including clear phasing, timelines and milestones with a transition 
schedule, work streams, tasks and activities; 

• Logical work breakdown, key milestones and dependencies during 
transition and deployment; 

• Testing and verification activities, including testing of related/impacted 
projects, software, and hardware; 

• Contingency plans and work-around(s) in the event that problems or 
unforeseen circumstances arise; 

• Specific activities related to new, existing, and/or upgraded technology 
platforms, including roles and responsibilities of external vendors and 
internal resources; 

• Data mobilisation and transition process; 
• Systems and/or data back-up(s), conversion plans; 
• Hand-off(s) between developers, vendors, operational staff, and/or 

technical support, including incumbent Suppliers; 
• Communication(s) to CCS and the Buyer’s Authorised Users; 
• Transition review to assess and document results of the transition, defects 

found, correction actions to be taken, work-around(s) to be implemented; 
• Risks and mitigation including management and escalation of these; 
• Dependencies; 
• TUPE responsibilities; 
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• Roles, responsibilities and resources including a detailed RACI 
(responsible, accountable, communicate, inform) for all parties; 

• How success will be measured; 
• Reporting on the transition; 
• Training; 
• Governance, controls and meeting schedules; 
• Acceptance / Sign-off Procedure. 

12.5 For each Call Off Contract, the Supplier will undertake Implementation activities 
in accordance with Call Off Schedule 13 and any implementation plan will 
include as a minimum the information set out in paragraph 12.4 above. 
 

13 PROVISION OF TECHNOLOGY – VENDOR MANAGEMENT SYSTEM (VMS)  

13.1 Vendor Management System (VMS)  
13.1.1 The Supplier shall provide, host, manage and maintain an internet-

enabled VMS that will act as the mechanism to manage and procure 
all the service lines and provide an end to end workflow. 

13.1.2 The Supplier shall ensure that the VMS has achieved all specified 
security accreditations and has been fully tested to the satisfaction of 
CCS prior to the Service Commencement Date.   

13.1.3 The Supplier shall ensure that the VMS is fully operational at the 
Service Commencement Date. 

13.1.4 The Supplier shall ensure that the VMS and all system components 
used in the delivery of the Services under this Framework Agreement 
comply with Government Digital Services (GDS) design principles. 

13.1.5 The Supplier shall ensure that the VMS complies with the current 
Web Content Accessibility Guidelines (WCAG). The Supplier shall 
ensure that the VMS and all system components are owned by Key 
Subcontractors of the Supplier and that the VMS has the functionality 
to manage the End to End delivery of the Services. 

13.1.6 The Supplier shall provide full technical details about all aspects of 
their interface standards for using third party technology solutions 
e.g. Gs1-xml to CCS and/or Buyers immediately upon request. 

13.1.7 The Supplier shall ensure that all web-based components are 
accessible via all major website browsing software. 

13.1.8 The Supplier shall ensure that the VMS and all system components 
have the ability to integrate with CCS and/or Buyers IT systems in 
order for the VMS to perform its functionality. Any costs of integration 
with Buyers additional IT systems will be agreed at Call Off Stage in 
accordance with the terms as set out in Framework Agreement 
Schedule 3 – Pricing. 
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13.1.9 The Supplier shall ensure the VMS has the functionality to be 
integrated with any Purchase to Pay (P2P) system, ERP systems, 
eMarketplace, and other procurement systems through open 
Application Programming Interfaces (APIs) using industry standards 
without the need for extensive customisation or configuration. Any 
costs will be agreed at Call Off Stage in accordance with  Framework 
Schedule 3. 

13.1.10 The Supplier shall be responsible for configuration, testing and 
accreditation of the VMS and customising solutions to CCS’s and/or 
Buyers requirements, and ensuring that the Implementation and 
Transition Plan meets the timescales specified by CCS and/or 
Buyers. 

13.1.11 The Supplier shall ensure that all system components of the VMS 
comply with the requirements including, but not limited to data 
management, maintenance, upgrade, downtime and accessibility in 
accordance with the requirements as set out in this Framework 
Schedule 1. 

13.1.12 The Supplier shall provide all software upgrades at no additional 
charge to CCS and/or Buyers. 

13.1.13 Software upgrades will be provided by the Supplier: 
a) Within 3 months of a new release of a critical update. Critical 

update being one which is required for the stability of the VMS 
or other technology platforms 

b) within 6 months of all other update releases 
c) where an upgrade is optional (meaning that without the 

upgrade there will be no degradation in quality or functionality 
of the VMS) only after agreement between the Supplier and 
CCS. 

13.1.14 Where CCS and/or Buyers IT operating systems and software are 
not the most current versions, the Supplier shall ensure that access 
to the VMS remains available via a variety of web browsers which 
are compatible with CCS and/or Buyers IT systems.  

13.1.15 The Supplier shall ensure that all licences required for technology 
systems used in delivery of the Services are transferable upon the 
request of CCS      and Buyers. At any point in time after the second 
(2nd) anniversary of the Service Commencement Date.      

13.1.16 Any costs associated with the transfer of licences at the point of 
request of transfer by CCS and/or Buyers will be agreed at the point 
of request, however the Supplier shall not charge CCS and/or Buyers 
more than actual cost (i.e. no mark-up shall be permitted).      

13.1.17 The Supplier shall ensure that the VMS is capable of maintaining 
normal performance during periods of peak usage (i.e. high volumes 
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of Buyers Authorised Users accessing and using the VMS at the 
same time), and not cause degradation to front line Buyers Service 
provision. 

13.1.18 The Supplier will ensure that representatives of Key Subcontractors 
and other Subcontractors providing technology solutions that support 
the delivery of the Services, attend the Governance Board when 
requested by CCS. Where CCS deems it necessary, CCS will 
provide information in advance of such attendance to allow 
representatives to prepare. 
 

13.2 The Supplier shall provide, host and maintain a VMS, which meets all the 
following requirements, as a minimum: 
13.2.1 Single sign on – a single point of access for requirements covering 

all Service Lines for the Buyers Authorised Users. 
13.2.2 Request/Approvals – a process that requires the Buyers Authorised 

Users to secure the relevant approvals within their organisation to 
allow the sourcing of their requirements. 

13.2.3 Transparency - open and transparent processes including date and 
time stamping of all activities executed on the VMS. 

13.2.4 Worker Pay Rates – functionality to engage Workers through 
Personal Services Companies (PSCs), Umbrella Companies, PAYE, 
Fixed Term Appointments (FTAs) or any other legally compliant 
routes, including transparency throughout the end to end process 
(from initial request from Buyers Authorised Users to invoicing the 
Buyers for ordered services) 

13.2.5 Legislative Compliance – functionality to demonstrate compliance 
with all relevant legislation (such as, but not limited, to IR35 
regulations and Agency Worker Regulations) 

13.2.6 Management - functionality that allows management of all end to end 
delivery of each Service Line including, but not limited to: 

• On Boarding, compliance and online document storage in line with 
requirements of the Cabinet Office Baseline Personnel Security 
Standards (BPSS), National Security Vetting (as necessary) and any 
other On Boarding requirements that may be requested by CCS 
and/or Buyers. 

• evidence of training/qualifications and Continuous Professional 
Development (CPD), if required.  

• storing Workers personal data in a manner which is compliant with 
the requirements of the Data Protection Legislation (as maybe 
updated from time to time). 

• providing benchmarking data in real time. 
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• Performance management which tracks performance by assignment 
in line with relevant legislation and relevant Government policies. 

• timesheet completion and approvals including the ability for hourly, 
quarterly, half and full days. 

• Off Boarding, tracking process to ensure all requisite activities are 
completed prior to the end of an assignment such as knowledge and 
skills transfer, return of all official equipment, information and building 
passes. 

13.2.7 Payment (Purchase Order & Work Order Processing) - the 
processing of purchase orders, invoicing (including full transparency 
in invoices), verification and payment, including integration with 
embedded payment cards. 

13.2.8 Performance reporting - providing dashboard reporting against 
agreed Key Performance Indicators, tracking and reporting Hiring 
Manager and Contractor satisfaction throughout the end to end 
process, fill rates, regular reporting (as specified by CCS and/or 
Buyers), ad-hoc reporting and Buyers self-service reporting. 

13.2.9 Modification – functionality which enables the Supplier to create 
forms, alerts and reports at no additional cost to CCS and/or Buyers 
(for example to allow for customised approvals screens) so that the 
VMS meets the individual and different requirements specified by 
CCS and/or Buyers. 

13.3 Management Information and Reporting 
13.3.1 The Supplier will ensure that the VMS allows CCS and Buyers to 
• Undertake collection, storage of data and reporting, relating to provision of 

the Service Lines and provision of Management Information to CCS and/or 
Buyers. 

• access to self-service reporting to provide a real time view 
• monitor the performance and compliance of the Supplier in their delivery of 

the Services 
13.3.2 The Supplier will track and report to CCS, via the VMS, hiring 

manager and contractor satisfaction on a monthly, quarterly and 
annual basis as a means to measure satisfaction at each step in the 
process, across all service lines. Where requested the Supplier will 
provide CCS with a snapshot to date of the data collected. 

13.4 Functionality: 
13.4.1 The VMS must as a minimum include the following functionality: 

• creation and rate card management 
• self-service for all users 
• mobile functionality for hiring manager and worker 
• Supplier registration and management 
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• Worker and Buyers Authorised User feedback on the Supplier’s 
performance 

• timesheet functionality to clearly capture where a Worker has worked 
part of a Working Day (½ day or ¼ day). The timesheet functionality 
shall also provide notification to the Buyer where a Worker has 
submitted a timesheet for approval showing hours worked on a non-
working day, such as a weekend or bank holiday. 

• tracking and application of all appropriate legislation to ensure 
correct application of Worker pay rates, tax and pensions deductions. 

• the ability to include Worker expenses within the 
timesheet/payment’s functionality. The Supplier shall ensure that this 
functionality also enables scanned receipts to be uploaded to the 
system and made visible to CCS and Buyers to meet the audit 
requirements of CCS. 

• notification functionality that can be configured to meet the 
requirements of CCS and Buyers for notification of the following, but 
not limited to, activities; 

ο Relevant approvals 
ο Purchase Order/Work order approvals 
ο Receipt of CV’s/shortlist 
ο Outstanding activity (no offer within defined timescales) 
ο End of Assignment 
ο Extensions  
ο Milestone payments 

• Transparency - with date and time stamping to ensure Buyers and 
Workers and Authorised Users can view the current status of 
activities in real time. 

13.5 The Supplier shall provide additional integration with other business technology 
systems if requested by CCS and/or Buyers, following initial implementation. 
The Supplier shall provide this service upon request from CCS and/or Buyers. 
The Supplier shall ensure that any new integration activities do not affect any 
other users or the performance of the VMS. Any costs of integration will be 
agreed at Call Off Stage. 

13.6 The Supplier shall be responsible for advising CCS and/or Buyers of the 
information that the Supplier requires to deliver the required interoperability, 
including timeframes and any other specific project management requirements. 

13.7 The Supplier shall ensure that the VMS can collect data on the Services to 
enable compliance with the monthly reporting requirements to CCS, (for the 
Management Information System) MISO as set out in Framework Schedule 4.  

13.8 The Supplier shall be responsible for ongoing development of the VMS to 
ensure availability of the latest system capabilities at their own cost.      
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13.9 The Supplier shall provide unlimited user licences, to CCS and/or Buyers 
Authorised Users at no cost.  

13.10 The Supplier shall be responsible for ensuring the security and data integrity of 
all information held in the VMS and any other technology systems used to 
deliver the Services including protecting the system from malicious software. 

13.11 The Supplier shall ensure that the VMS will facilitate delivery of the following 
benefits: 
• decrease costs across the RM 6288 Model; 
• enhance programme efficiency and ensure access to best quality Workers. 

13.12 Rate Benchmarking:  
13.12.1 The Supplier shall provide Rate Benchmarking via the VMS, updated 

every Quarter. The Supplier shall gather data and report on the 
following data relating to Worker rates: 

• Worker rate by location; 
• Worker rate by skill set/profession/role type; 
• Worker rate across public and private sectors; 

13.12.2 The Supplier shall ensure Rate Benchmarking includes the 
identification of when savings (associated with Benchmarked Rates) 
should be accepted/declined, and alert the Buyers Authorised User 
on individual assignments, at point of selection. The Supplier shall 
ensure that reasons for paying more than the Benchmarked Rates 
are captured at time of selection and recorded through the 
Management Information (MI) process. 

13.13 Other Technology Platforms: 
13.13.1 Where the Supplier uses other technology platforms alongside the 

VMS in the provision of Services under this Framework Agreement, 
the Supplier is required to ensure that any Buyer Authorised User is 
only required to login to the system once. The Supplier shall ensure 
that the Buyer Authorised User is redirected automatically between 
the platforms in a seamless manner. 

13.13.2 The Supplier shall be responsible for ensuring that all technology 
platforms used in the delivery of the Services under this Framework 
Agreement comply with GDS Design Principles. The Supplier shall 
ensure that all the technology platforms comply with Web Content 
Accessibility Guidelines (WCAG) 2.1 as a minimum, working to 2.2 

13.13.3 The Supplier shall be responsible for configuration, testing and 
accreditation of all required technology solutions to CCS and/or 
Buyers requirements, including in accordance with the requirements 
of Framework Schedule 10 and Call Off Schedule 13. 

13.13.4 The Supplier shall be responsible for ensuring that all technology 
provisions adhere to the requirements including, but not limited to 
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data management, maintenance, upgrade, downtime, accessibility 
etc. as set out in this Framework Schedule 1. 

13.13.5 The Supplier shall ensure that all systems provided under this 
Framework Agreement have the ability to integrate with CCS and/or 
Buyers IT systems to streamline and create efficiencies. The 
requirements for integration with individual Buyer systems will be 
agreed between the Supplier and Buyer as part of a Call-Off 
Contract. Any costs of integration are to be agreed at Call Off Stage 
as set out in Framework Agreement Schedule 3 – Pricing.  

13.13.6 The Supplier shall ensure all web-based systems are accessible via 
all major web-site browsing software.       

13.13.7 The Supplier shall be responsible for the ongoing development and 
maintenance of the technology platforms to ensure they meet the 
changing requirements of CCS and/or Buyers. The Supplier shall 
notify CCS of any significant changes to the development and/or 
maintenance of the technology platforms.      

13.13.8 The Supplier shall ensure the appropriate representation is part of 
the Joint Governance structure by all providers of technology to 
ensure that CCS are informed of all new developments and 
improvements to systems functionality.  

13.13.9 The Supplier shall be responsible for providing CCS and/or Buyers 
with upgrades for all software within six (6) months of new software 
upgrades and/or releases being launched. The Supplier shall provide 
all software upgrades at no additional charge to CCS and/or Buyers 
during this period.  

13.13.10 Where CCS and/or Buyers IT operating systems and software are 
not the most current versions, the Supplier shall ensure technology 
access is available via the older version, which is compatible with 
CCS and/or Buyers IT systems. 

13.14 Training: 
13.14.1 The Supplier shall provide system training to CCS and Buyers at no 

additional cost to CCS and Buyers. 
13.14.2 The Supplier shall provide CCS and/or Buyers Authorised User with 

clear instructions on how to use the VMS which will enable the 
Buyers Authorised Users to fulfil all operational functions. 

13.14.3 Where requested by CCS and/or Buyers, the Supplier shall provide 
refresher training and any training required for new software updates 
at no additional cost to CCS and/or Buyers. 

13.14.4 The Supplier shall ensure that all training material is provided to CCS 
and/or Buyers prior to publication/delivery. 
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13.14.5 The Supplier shall ensure all training for the VMS and all other 
technology platforms is delivered via a route to be agreed with CCS 
and/or Buyers and shall include, as a minimum: 

• face-to-face, 
• online; 
• webinar; 
• telephone. 

13.14.6 The Supplier shall ensure appropriate Supplier Personnel are in 
place to meet all training requirements of CCS and/or Buyers to allow 
full use of all VMS and other technology platforms functionality 
throughout the duration of the Framework Agreement 

13.14.7 The Supplier shall provide suitably qualified and experienced 
Supplier Personnel to advise and assist Buyers in procuring their 
resourcing requirements 

13.14.8 As part of the Managed Recruitment Services, the Supplier shall 
comply with all legislative requirements at all times, and ensure that 
such requirements are embedded into recruitment processes 
throughout the term of the Framework Agreement. 

 
14 CUSTOMER SERVICE FUNCTION 

14.1 The Supplier shall create, manage and maintain a Customer Service Function 
to manage and respond to any user enquiries, complaints, request for advice 
and requests for technical support from the following parties, but not limited to: 
• CCS; 
• Workers; 
• Subcontractors; 
• Buyers Authorised Users 
• A dedicated technology support team 

14.2 The Supplier shall provide, implement, operate and maintain a clearly defined 
process for the management of enquiries and complaints, requests for advice 
and technical support, received from CCS, Buyers, Workers, Subcontractors 
and Buyers Authorised Users. 

14.3 The Supplier shall provide a Customer Service Function that shall be staffed 
and operational from Monday to Friday inclusive, between the hours of 08:00hrs 
to 18:00 hrs GMT. 

14.4 Buyers may require extended operational hours and will specify their 
requirement at Call Off Stage. 

14.5 The Supplier shall ensure the Customer Service Function supports CCS and/or 
Buyers management of enquiries and complaints, request for advice and 
technical support through all means of communication, including but not limited 
to: 
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• online systems; 
• email; 
• letter; 
• telephone; 
• AI / Chatbots 

14.6 The Supplier shall ensure all telephone calls are charged at no more than a 
standard call rate (no premium rate telephone numbers are permitted). 
Standard rate in the UK means calls to local and national numbers beginning 
01, 02 and 03. Excluded numbers include non-geographic numbers (e.g. 0871) 
and all premium rate services. 

14.7 The Supplier shall ensure that all Supplier Personnel appointed to the Customer 
Service Function have the relevant skills and knowledge of the Services, 
customer relations and relevant technology, to address and resolve all 
enquiries, complaints, and advice and support requests to the satisfaction of 
CCS and/or Buyers. 

14.8 The Supplier shall provide and maintain an appropriate level of Supplier 
Personnel availability, to consistently deliver an effective service to CCS and/or 
Buyers via the Customer Service Function during operational hours as set in 
paragraph 5.2.3. 

14.9 The Supplier shall provide online operating guidance on how to access the 
Customer Service Function to CCS and/or Buyers as well as a generic 
Frequently Asked Questions or information page. This information shall be 
available on the commencement date of each Call Off Contract. 

 
15 MANAGEMENT INFORMATION 

15.1 The Supplier shall produce a suite of monthly management reports and 
dashboards for CCS      and/or Buyers which comply with the requirements set 
out in Framework Schedule 4. 

15.2 Performance Indicators: 
15.2.1 The Supplier shall monitor its performance against each of the 

Performance Indicators in Part B of Framework Schedule 4  and shall 
report to CCS through the  Governance Structure in accordance with 
Framework Schedule 4  

15.3 Performance Levels: 
15.3.1 The Supplier shall monitor its performance against each of the 

Performance Levels (as set out in Framework Schedule 4) and shall 
report to CCS through the Governance Structure, in accordance with 
Framework Schedule 4. 

15.3.2 Any changes to Performance Levels shall be agreed between CCS 
and/or Buyers in accordance with the terms of this Framework 
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Agreement using the Variation Procedure set out in Framework 
Schedule 19 – Variation Form. 

15.4 Branding of the RM6288 Workforce Solutions:      
15.4.1 The Supplier shall brand the RM6288 Workforce Solutions as agreed 

with the Governance Structure in line with branding standards. 
15.4.2 The Supplier shall ensure that all branding of the RM6288 Workforce 

Solutions complies to government branding rules, including any 
updates during the term of the Framework Agreement. 

15.4.3 The Supplier shall be responsible for keeping under review the 
content of any information which appears on the Supplier’s website 
and which relates to this Framework Agreement and ensuring that 
such information is kept up to date at all times. 

15.4.4 The Supplier shall work with CCS and/or Buyers to agree a series of 
on-going publicity and general promotional material and initiatives 
throughout the term of the Framework Agreement to highlight 
awareness of the Services and future services to encourage uptake 
and use of the Services by CCS and/or Buyers Personnel 

15.4.5 The Supplier shall ensure they take action for promotion of the 
Services and CCS and/or Buyers shall not be charged for such 
Services. Any material shall be agreed in advance by CCS and/or 
Buyers, and contain branding specific to the Buyers if required. 
 

15.5 Spend Under Management and Savings: 
15.5.1 The Supplier shall work collaboratively with CCS and/or Buyers to 

identify and deliver savings, and identify and act on opportunities for 
increased spend under management throughout the life of the 
Framework Agreement. 

15.5.2 The Supplier shall develop, implement, manage and report on, a plan 
for spend under management and savings detailing the following as 
a minimum (but not limited to): 
a) year on year growth of business through the Framework 

Agreement with Buyers, including approach and resources to 
achieve this; 

b) optimum Routes to Talent to attract suitably qualified and 
experienced Workers in an efficient manner, including 
approach and resources to achieve this; 

c) how Buyers can buy more effectively and make incremental 
savings; 

d) benefits methodologies and savings levers that can be 
applied; 

e) lost savings opportunities 
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f) how savings will be tracked and reported to CCS and/or 
Buyers as part of the monthly MI, as set out in Framework 
Schedule 4; 

g) This plan will be approved by the Governance Board; 
 
16 WORKFORCE PLANNING 

16.1 As part of the overall delivery of the Framework the Supplier shall offer 
workforce advisory services which will include, but are not limited to: 
16.1.1 Workforce analysis and advisory services to understand demand 

patterns and current utilisation of substantive and flexible workforce 
 
17 WORKFORCE POLICY 

17.1 The Supplier will understand, interpret and influence public sector policies 
around Workers, workforce management and Total Talent Acquisition. 

17.2 The Supplier and CCS and/or Buyers shall provide to each other any 
information which may be relevant in driving the objectives of continuous 
improvement and in particular reducing costs. 

 
18 CONTINUOUS IMPROVEMENT PLAN & INNOVATION ROADMAP 

18.1 The Supplier shall produce an Innovation Roadmap and Continuous 
Improvement Plan which will detail continuous improvements, innovative new 
ways of working, and ways to improve the provision of all Workforce Services 
under the Framework. The Continuous Improvement Plan/Innovation Roadmap 
will be approved by CCS at the Governance Board.  

18.2 Continuous Improvement activities will be undertaken in accordance with Call 
Off Schedule 3. 

18.3 The Continuous Improvement Plan/Innovation Roadmap shall include, as a 
minimum, proposals in respect of the following: 
18.3.1 alternative/additional Routes to Talent, and increasing usage of 

existing more cost-effective Routes to Talent; 
18.3.2 Digital enablement; 
18.3.3 Supply Chain optimisation; 
18.3.4 Cost optimisation; 
18.3.5 Customised data including management and business intelligence 

and analytics; 
18.3.6 identifying the emergence of new and evolving technologies which 

could improve the Services; 
18.3.7 identifying changes in behaviour within CCS and/or Buyers that may 

result in a cost saving and a reduction in the Framework Prices; 
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18.3.8 improving the way in which the Services are marketed via the 
Framework Agreement that may result in reduced Framework Prices; 

18.3.9 identifying and implementing efficiencies in the Supplier’s internal 
processes and administration that may lead to cost savings and 
reductions in the Framework Prices; 
 

18.3.10 improving the experience for Workers, Buyers Authorised Users and 
the Supply Chain, ensuring the public sector is an employer of choice 
including consistent branding that helps to achieve this. 

 
18.3.11 identifying and implementing efficiencies in the Tailored Supply 

Chain that may lead to cost savings and reductions in the Framework 
Prices; 

18.3.12 baselining the quality of the Services, its cost structure and 
demonstrating the efficacy of its Continuous Improvement Plan on 
each element during the Framework Term; and 

18.3.13 measuring and reducing the sustainability impacts of the Supplier 
and the supply chains operations pertaining to the Services, and 
identifying opportunities to assist CCS and/or Buyers in meeting their 
sustainability objectives. 

      

18.4 The Supplier shall be responsible for delivering innovation and continuous 
improvement, throughout the duration Framework Agreement in accordance 
with this Framework Schedule 1 and Call Off Schedule 3. 
 

19 SOCIAL VALUE 

19.1 The Supplier shall deliver social value benefits that are over and above the core 
deliverables of the Contract aligned to the Government’s social value priorities 
as set out in the Social Value Model 

19.2 Social value benefits shall as a minimum cover the following areas: 
19.2.1 Ensuring diversity and inclusion within the contractor workforce as 

set out in Joint Schedule 5. 
19.2.2 Supporting the wellbeing of the contractor workforce as set out in this 

Framework Schedule 1. 
19.2.3 Providing opportunities for SMEs as set out in Joint Schedule 5. 
19.2.4 Tackling modern slavery as set out in Joint Schedule 5.  
19.2.5 Fighting climate change as set out in the Joint Schedule 5 . 

19.3 The Supplier shall identify additional opportunities to deliver social value 
benefits as part of a programme of continuous improvement, innovation and 
added value. 
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19.4 Social value benefits shall be delivered both at Framework level for the benefit 
of all Buyers, and at Buyer level in response to individual Buyers’ social value 
policies and priorities.  The Supplier shall work with both CCS and Buyers to 
identify suitable opportunities aligned to Government and Buyers’ social value 
objectives. 

19.5 The Supplier shall work with its Subcontractors and Agencies to ensure that 
social value is embedded within the supply chain and shall ensure that there is 
a mechanism for Subcontractors and Agencies to report on their social value 
activities. 

19.6 The Supplier shall produce a Social Value Strategy and Social Value Action 
Plan.  The first Social Value Strategy and Social Value Action Plan shall be 
incorporated into the Supplier Action Plan and produced two month before 
completion of the Framework Contract Implementation Period as set out in 
Framework Schedule 4 (Framework Management, clause 5.1). The Supplier 
shall incorporate into its Social Value Strategy and Social Value Action Plan all 
elements of its response to the tender for the RM6288 Workforce Solutions 
Framework Agreement relating to social value that CCS or a Buyer requires it 
to.  

19.7 The Supplier shall report to CCS quarterly on progress against the Social Value 
Action Plan.  This shall include details of any new initiatives identified or 
planned, implementation plans and timescales, outcomes, deliverables and 
success stories.  

19.8 The Supplier shall appoint a named person to lead on social value.  The social 
value lead shall be responsible for ensuring that all relevant Supplier staff 
understand the Government’s policy on social value and shall ensure that social 
value is embedded across all aspects of the Service.  The social value lead 
shall act as the main point of contact for CCS on social value and shall meet 
with CCS monthly to review progress against the Social Value Action Plan. 

19.9 The Supplier shall develop suitable channels of communication with Buyers to 
discuss the Buyers’ social value objectives and priorities and shall provide 
regular updates to Buyers on the Supplier’s social value activities, including 
new initiatives, implementation plans and timescales, outcomes, deliverables 
and success stories. 

19.10 The Supplier shall operate at all times in accordance with Government policy 
on social value and shall adopt any policy changes that arise during the 
operation of this Framework Contract.      

      
20 DIVERSITY AND INCLUSION 

20.1 As part of the commitment to the delivery of a Civil Service that reflects the 
country we serve the Supplier will be required to ensure that the Services 
promote diversity and inclusion            
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20.2 The Civil Service Diversity and Inclusion Strategy 2022 to 2025 outlines the key 
actions required to achieve excellence in public service delivery through best 
practice diversity and inclusion policies. 

20.3 The Supplier shall develop processes for ensuring diversity and inclusion in 
accordance with the principles set out in the Civil Service Diversity and 
Inclusion Strategy and any related government policies.  This shall include 
monitoring the diversity characteristics of  Workers and taking action to address 
the findings in order to promote diversity and inclusion and support social 
mobility.  

20.4 The Supplier shall adopt inclusive hiring practices that promote diversity and 
inclusion across all service lines and shall develop initiatives to target 
disadvantaged groups.   
 

21 LEGISLATION CHANGES 

21.1 The Supplier shall be required to be aware of and ensure compliance to all 
changes in practice in the recruitment market and changes in policy and 
legislation, including but not limited to: 

a) Agency Workers Regulations (AWR)  
b) Employment Agencies Act 1973  
c) Conduct of Employment Agencies and Employment 

Businesses Regulations 
d) UK General Data Protection Regulations (UK GDPR) / Data 

Protection Act 2018 
e) Off-Payroll Working in the Public Sector (IR35) legislation 
f) National Minimum wage and National Living Wage 
g) Right to Work checks 

21.2 The Supplier shall ensure that such changes are communicated in a timely 
manner to CCS and the Buyer where necessary, appropriate changes made to 
processes and procedures (i.e. AWR, IR35, Minimum Wage) in line with the 
Variation procedure as set out in Joint Schedule 2 – Variation Form. 
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