


Framework Schedule 22 (Service Levels) 
1. Definitions 

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


	“Critical Service  Level Failure”
	shall for each Service Level be the Service Level Failure meeting the threshold described in Annex A; 

	"Service Level  Failure"
	means a failure to meet the Service Level  Performance Measure in respect of a Service  Level; 

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

	"Service Level  Threshold" 
	shall be as set out against the relevant Service  Level in the Annex to Part A of this Framework Schedule. 
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2. What happens if you don’t meet the Service Levels 

2.1. The Supplier shall at all times provide the Deliverables to meet or  exceed the Service Level Performance Measure for each Service  Level.  The Supplier acknowledges that any Service Level Failure shall entitle  CCS to the rights set out in Part A of this Framework Schedule. 

2.2. [bookmark: _heading=h.gjdgxs]The Supplier shall send Performance Monitoring Reports to CCS  detailing the level of service which was achieved in accordance with  the provisions of Part B (Performance Monitoring) of this Framework Schedule. The Supplier agrees and acknowledges that CCS may publish the result of any publishable KPI and may share any information provided under this Framework Schedule 22 (Service Levels) with any Buyer to the extent it relates to the provision of Goods to that Buyer, and may consult with the Buyer’s in the exercise of its rights under this Framework Schedule 22 (Service Levels). 

2.3. Not more than once in each Contract Year, CCS may, on giving  the Supplier at least three (3) Months’ notice, change the weighting of  Service Level Performance Measure in respect of one or more Service  Levels and the Supplier shall not be entitled to object to, or increase  the Charges as a result of such changes, provided that: 

2.3.1. the total number of Service Levels for which the weighting is to be changed does not exceed the number applicable as at the Start Date; and

2.3.2. the principal purpose of the change is to reflect changes in  Buyers’ business requirements and/or priorities or to reflect changing industry standards. 





























Part A: Service Levels  
1. Service Levels 
If the level of performance of the Supplier: 
1.1 is likely to or fails to meet any Service Level Performance Measure; or
1.2 is likely to cause or causes a Critical Service Failure to occur, 
the Supplier shall immediately notify CCS and any affected Buyer in writing and CCS, in its absolute discretion and without limiting any other of its rights, may: 
1.2.1 require the Supplier to immediately take all remedial action that is reasonable to mitigate the impact on the affected Buyer[s] and to rectify;
1.2.2 prevent a Service Level Failure or Critical Service Level  
Failure from taking place or recurring;  
1.2.3 instruct the Supplier to comply with the Rectification Plan  Process; or 
1.2.4 if a Critical Service Level Failure has occurred, exercise its right to terminate for material Default.








































Annex A to Part A: Services Levels 
     

1. Aggregated Service Levels
a. Subject to paragraph (b) below, the Supplier shall calculate and report to CCS on its performance against the Service Levels below calculated based on its aggregate performance under all Call-Off Contracts under this Framework Agreement.
b. In the event that an individual Call-Off Contract is categorised as a gold contract (using the Cabinet Office Tiering Tool); or as a silver contract (using the Cabinet Office Tiering Tool) with a spend of over £5 million, the Supplier shall (in addition to providing the aggregated performance information in accordance with paragraph (a) above), separately calculate and report to CCS and the Buyer directly on its performance against Service Level 2 (Service Availability), Service Level 3 (Full Delivery of Order), Service Level 4 (Food Quality), and Service Level 7 (Tackling Climate Change).

All KPI’s need to be reported to CCS quarterly unless otherwise stated

	FRAMEWORK MANAGEMENT SERVICE LEVELS

	1. Accounts

	Service Level Performance Indicator
	Invoicing  according to contractually agreed timings.

	Target
	More than 95%

	Service Level Performance Measure
	Discuss reporting of Accounts at Monthly KPI Report meeting. Reports to be provided by Supplier. 

	Critical Service Level Threshold
	N/A

	Publishable KPI
	No

	CUSTOMER SUPPORT SERVICE LEVELS

	2. Service Availability

	Service Level Performance Indicator
	The  Portal and Buyer Service Support shall be available to CCS and Buyer between 9am and 5pm during working days. This  shall exclude agreed programmed maintenance and upgrades.

	Target
	100%

	Service Level Performance Measure
	Number of occasions where the  Supplier failed to ensure the Service availability throughout the specified  times. Include percentages, reasons  not met and plan to fix/mitigate issues again.

	Critical Service Level Threshold
	Deemed to be at Critical Service Level if Target is not adhered to for longer than 4 (four) hours. Critical Service Level will be resolved when all the Portal functionality has been restored following any failure becoming known to the Supplier. This shall exclude agreed programmed maintenance and  upgrades.

	Publishable KPI
	Yes

	OPERATIONAL EFFICIENCY SERVICE LEVELS

	3. Full delivery of order

	Service Level Performance Indicator
	Full delivery of order

	Target
	[XXX]% of deliveries On Time In Full (OTIF)

[To be completed from Supplier tender]

	Service Level Performance Measure
	List of fully met, partially met and  reason why not fully met. Include  percentages, reasons not met and plan  to fix/mitigate issues again.

	Critical Service Level Threshold
	Deemed to be at Critical Service Level if found to be lower than the target specified for longer 48 hours without a plan to fix/mitigate issues.

	Publishable KPI
	Yes

	4. Food quality

	Service Level Performance Indicator
	All food delivered must be of the nature and substance required and  be fit and safe for human consumption, in accordance with the Contract. 

	Target
	100%

	Service Level Performance Measure
	100% recording of customer complaints.

All customer complaints trends and action plans to be reviewed with CCS. 

	Critical Service Level Threshold
	Consistent adverse trends (in the reasonable opinion of CCS) will be deemed to be in breach of Critical Service Level Threshold

	Publishable KPI
	Yes

	5. Stock Availability 

	Service Level Performance Indicator
	% Stock availability - Core & non-core lines should be reported, and action plans to be reviewed with CCS.

	Target
	[XXX]%

[To be completed from Supplier tender]

	Service Level Performance Measure
	Stock availability of all catalogue items available to order on the portal

	Critical Service Level Threshold
	Deemed to be at Critical Service Level if found to be lower than the target specified or if in the reasonable opinion of CCS there are consistent adverse stock availability issues on individual product lines.

	Publishable KPI
	No

	BUYER SATISFACTION SERVICE LEVELS

	6. Buyer Satisfaction

	Service Level Performance Indicator
	Resolution of complaints within 10 Working Days from receipt by the Supplier of the original complaint

	Target
	95%

	Service Level Performance Measure
	To be evidenced from reports provided by the Supplier as part of the suite of Management Information reports which will be delivered Monthly and reviewed quarterly.

	Critical Service Level Threshold
	Deemed to be at Critical Service Level if found to be consistently (in the reasonable opinion of CCS) lower than the target specified.

	Publishable KPI
	No

	SOCIAL VALUE

	7. Tackling Climate Change

	Service Level Performance Indicator
	Quarterly updates on progress towards annual CSR targets

	Target
	100%

	Service Level Performance Measure
	Deliver additional environmental benefits in the performance of the contract including working towards net zero greenhouse gas emissions. - Influence staff, suppliers, customers and communities through the delivery of the contract to support environmental protection and improvement.

	Critical Service Level Threshold
	N/A

	Publishable KPI
	Yes






















Part B: Performance Monitoring  
1. Performance Monitoring and Performance Review 
1.1 Within twenty (20) Working Days of the Start Date the Supplier shall  provide CCS with details of how the process in respect of the  monitoring and reporting of Service Levels will operate between the  Parties and the Parties will endeavour to agree such process as soon  as reasonably possible. 
1.2 The Supplier shall provide CCS and (where requested by CCS) the Buyer with performance monitoring  reports ("Performance Monitoring Reports") in accordance with the  process and timescales agreed pursuant to paragraph 1.1 of Part B of  this Framework Schedule which shall contain, as a minimum, the following:  
1.2.1 information in respect of the relevant Service Period just ended: 
1.2.2 for each Service Level, the actual performance achieved over  the Service Level for the relevant Service Period;
1.2.3 a summary of all failures to achieve Service Levels that occurred  during that Service Period; 
1.2.4 details of any Critical Service Level Failures; 
1.2.5 for any repeat failures, actions taken to resolve the underlying  cause and prevent recurrence; 
1.2.6 such other details as CCS may reasonably require from  time to time. 
1.3 The Parties shall attend meetings to discuss Performance Monitoring  Reports ("Performance Review Meetings") on a Monthly basis. The  Performance Review Meetings will be the forum for the review by the  Supplier and CCS of the Performance Monitoring Reports. The  Performance Review Meetings shall: 
1.3.1 take place within one (1) week of the Performance Monitoring  Reports being issued by the Supplier at such location and time  (within normal business hours) as CCS shall reasonably  
require;
1.1.1 be attended by the Supplier's Representative and the CCS Authorised Representative; and 
1.1.2 be fully minuted by the Supplier and the minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to CCS Authorised Representative and any other recipients agreed at the relevant meeting.  
1.4 The minutes of the preceding Month's Performance Review Meeting  will be agreed and signed by both the Supplier's Representative and CCS Authorised Representative at each meeting.
1.5 The Supplier shall provide to CCS  such documentation as CCS may reasonably require in order to verify the level of the performance by the Supplier for any specified Service Period.
1.6 The Supplier agrees and acknowledges that CCS may:
1.6.1 provide information to the Buyers;
1.6.2 consult with the Buyers; and
1.6.3 invite the Buyers to participate in Performance Review Meetings. 
1.7 The Suppliers agree that they shall co-operate with CCS and the Buyers.  

2. Satisfaction Surveys 
2.1 CCS may and may invite the Buyers to undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables. CCS shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Deliverables which the responses to the Satisfaction Surveys reasonably suggest are not in accordance with this Contract.
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