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Schedule 10 (Service Levels)

1. Definitions

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

"Service Credits" any service credits specified in the Annex to Part A
of this Schedule being payable by the Supplier to
the Buyer in respect of any failure by the Supplier to
meet one or more Service Levels;

"Service Credit has the meaning given to it in the Award Form;
Capll

"Service Level means a failure to meet the Service Level

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

"Service Level shall be as set out against the relevant Service
Threshold" Level in the Annex to Part A of this Schedule.

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.

2.2 The Supplier acknowledges that any Service Level Failure shall entitle the
Buyer to the rights set out in Part A of this Schedule including the right to
any Service Credits and that any Service Credit is a price adjustment and
not an estimate of the Loss that may be suffered by the Buyer as a result of
the Supplier’s failure to meet any Service Level Performance Measure.

2.3 The Supplier shall send Performance Monitoring Reports to the Buyer
detailing the level of service which was achieved in accordance with the
provisions of Part B (Performance Monitoring) of this Schedule.

2.4 A Service Credit shall be the Buyer’s exclusive financial remedy for a
Service Level Failure except where:

2.4.1 the Supplier has over the previous (twelve) 12 Month period
exceeded the Service Credit Cap; and/or

2.4.2 the Service Level Failure:

a) exceeds the relevant Service Level Threshold;
b) has arisen due to a Prohibited Act or wilful Default by the
Supplier;
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C) results in the corruption or loss of any Government Data,
and/or
d) results in the Buyer being required to make a compensation

payment to one or more third parties; and/or

2.4.3 the Buyer is also entitled to or does terminate this Contract pursuant
to Clause 14.4 of the Core Terms (When the Buyer can end the
contract).

2.5 Not more than once in each Contract Year, the Buyer 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:

2.5.1 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;

2.5.2 the principal purpose of the change is to reflect changes in the
Buyer's business requirements and/or priorities or to reflect
changing industry standards; and

2.5.3 there is no change to the Service Credit Cap.
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Part A: Service Levels and Service Credits

1. Service Levels

If the level of performance of the Supplier:

1.1 s likely to or fails to meet any Service Level Performance Measure, the
Supplier shall immediately notify the Buyer in writing and the Buyer, 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 Buyer and to rectify or
prevent a Service Level Failure from taking place or recurring;

1.2.2 instruct the Supplier to comply with the Rectification Plan Process;

1.2.3 if a Service Level Failure has occurred, deduct the applicable
Service Level Credits payable by the Supplier to the Buyer; and/or

2. Service Credits

2.1 The Buyer shall use the Performance Monitoring Reports supplied by the
Supplier to verify the calculation and accuracy of the Service Credits, if any,
applicable to each Service Period.

2.2 Service Credits are a reduction of the amounts payable in respect of the
Deliverables and do not include VAT. The Supplier shall set-off the value of
any Service Credits against the appropriate invoice in accordance with
calculation formula in the Annex to Part A of this Schedule.
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Annex A to Part A: Service Levels and Service
Credits Table

Service Levels

Service Credits

Publishable
SLA Key Specificati T i Service Credit for KPI
ref. | Indicator pecification arge each Service Period
Account Management \
0.5% Service Credit
100% of reports gained for each
received by DVSA by |percentage point
The Supplier is to 5t working day of thelunder the specified
Management |submit timely, full, and j[month following the |Service Level
1 . . No
Information [accurate Ml reports  |end of the period Performance
each month. being reported. Measure;
Measured annually |Applied to the annual
invoice value
98% of invoiced lines|0.5% Service Credit
to accurately reflect |gained for each
Ml reports, and to be |percentage point
The Supplier is to received by DVSA by junder the specified
- submit timely, full and 5" working day of the|Service Level
2 Invoicing L7 . No
accurate invoices eachmonth following the [Performance
month. end of the period Measure;
being reported.
Applied to the monthly
Measured monthly |invoice value
The Supplier will 0.5% Service Credit
prowde.a copy of their 90% of complaints to gained for eac_h
complaints log percentage point
2 be resolved or have o
monthly, detailing the : under the specified
. an agreed action .
Complaints |nature of the . ... [Service Level
3 . . plan in place within No
Resolution [complaints and the 10 working davs Performance
actions taken to g days. Measure,
resolve the Complaints'Measured monthl
including timescales y Applied to the monthly
taken to resolve them. invoice value
Ordering System |
0.2% Service Credit
gained for each
: . 99% system percentage point
The online ordering  [availability s
. under the specified
S system will be (based on 24 hours -
4 ystem available 24 hours a |per day x days in Service Level No
Availability 1 da d th Performance
y, seven days per |month) Measure:
week
Measured monthly Applied to the monthly
invoice value
System  [Planned downtime 100% .
5 | Availability 2 lschedules will be Not Applicable No

Mid-tier contract — Version 1.1



K280022019 PPE & Corporate Clothing
Schedule 10 (Service Levels)
Crown Copyright 2022

provided and Measured monthly
published monthly

90% of users
returned positive
feedback on their
experience of using
the online ordering
system

Positive feedback from
users on their
experience of using
the online ordering
System

System User

Satisfaction Not Applicable No

Measured monthly
5% of the order value
per day undelivered/

0 .
98% of item no delivery attempt

deliveries made

. - made;
_ an-besppke items W|th|_n ten (10) up to a maximum of
7 Delivery 1 |will be delivered ina working days of 15%: Yes
timely manner order o
Measured monthly applies to_order's
where delivery is made|
< 20 days
5% of the order value
98% of item per da_y undelivered/
S no delivery attempt
deliveries made made:
Bespoke items will be |within twenty (20) ’ .
: : . : . up to a maximum of
8 Delivery 2 |delivered in atimely working days of 15%: Yes

manner order

applies to orders
where delivery is made|

< 20 days
Product Quality |

10% of items faulty/ [0.2% Service Credit
“sub-standard” and |gained for each

Measured monthly

returned for percentage point
replacement inside |under the specified
. All clothing will be “fit |12 months Service Level
Clothing »
. for purpose” (expected Performance
9 Quiality & last f g d hlv: ) No
Durability to last for a minimum  Measured monthly; |Measure;
of 12 months) each product line
measured Applied to the total
individually annual order value for
(excluding size/ items not meeting the
colour variations) specification
5 .
%O/o of items fiulty/ 0.2% Service Credit
sub-standard” and )
gained for each
: «n, [returned for :
All footwear will be “fit . percentage point
Footwear ” replacement inside 6 o
; for purpose” (expected under the specified
10 Quality & e months . No
Durabilit to last for a minimum Service Level
Y lof6 months) Performance

Measured monthly;
each product line
measured

Measure;
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individually Applied to the total
(excluding size/ annual order value for
colour variations) items not meeting the
specification
Social Value |
Reduction i 0.2% Service Credit
eductionin Reduction of 5% on |gained for each
emissions of i , ercentage point
.. _|greenhouse gases previous year's P ge pomn:
Reduction in [o e reported emissions; [under the specified
o arising from the . Service Level
11 |emissions of erformance of the first year measured ervice Leve Yes
greenhouse P . lagainst 2022/23 Performance
ases contract, measured in baseline Measure:
9 metric tonnes carbon ’
dioxide equivalents Measured annually |Applied to the
(MTCDE) L
annual invoice value
_ 0 0.2% Service Credit
Redgctlon of E")/o ON  lyained for each
o previous year's percentage point
o Redgctlon in waste to reported _ under the specified
Reduction in landfill arising from the performance; first  |garvice Level
12 waste to  |performance of the year measured Performance Yes
landfill contract, measured in [against the 2022/23 Measure:
metric tonnes baseline ’
Measured annually Applled. to the
annual invoice value
0.2% Service Credit
o gained for each
30/" of returnled percentage point
End of Life |[Recycle returned Ir:cmi|23-cure y under the specified
Secure |items, whilst providing [ C°Y ¢'€%: Service Level
13 |Disposal and fassurance that DVSA Measured quarterly: Performance Yes
Recycling of |identity cannot be re- g Y: Measure;
: as a % against the
garments |used or misused ;
total number of items Appli
: : pplied to the
returned in that period. . :
quarterly invoice
value

The Service Credits shall be calculated individually for each agency on the basis of the

following formula:

Formula Step Worked Example

x% (Service Level Performance Measure) - | 98% (Service Level Performance Measure

y% (actual Service Level performance) =z | requirement for Service Level Performance
percentage points deficit from the expected | Criterion of accurate and timely billing to
Service Level Performance Measure. Customer) - 95% (e.g. actual performance
achieved against this Service Level Performance
Criterion in a Service Period) = 3 percentage
points deficit.

Z percentage points applied at the rate of 3 percentage points applied at the rate of 0.5%
the ‘Service Credit for each Service Period’ | Service Credit gained for each percentage point
criteria as specified in the table above = A%| under the specified Service Credit for each
Service Credit Gained. Service Period (i.e. Service Level Performance
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Measure requirement for Service Level
Performance Criterion of accurate and timely
billing to Customer) = 1.5% Service Credit

Gained.
Call-Off Contract Charges payable x A% = | Call-Off Contract Charges payable (e.g. £65,000)
Service Credits to be deducted from the X 1.5% Service Credit Gained = £975 Service

next valid invoice payable by the Customer. | Credits to be deducted from the next valid
invoice payable by the Customer.

The value of service credits applied to an invoice pertaining to a previous Service Period shall not
be deducted from the reckonable value of an invoice for which service credits are being applied
for the current Service Period.

Where poor Supplier performance exists, DVSA will arrange meetings at which the Supplier’s

presence is mandatory to discuss at risk work areas and work out key steps to improve the service.
Poor performance entails a failure to meet one or more of the KPI targets in consecutive months.
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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
the Buyer 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 the Buyer with performance monitoring reports
("Performance Monitoring Reports") in accordance with the process and
timescales agreed pursuant to Paragraph Error! Reference source not
found. of Part B of this Schedule which shall contain, as a minimum, the
following information in respect of the relevant Service Period just ended:

1.2.1 for each Service Level, the actual performance achieved over the
Service Level for the relevant Service Period;

1.2.2 asummary of all failures to achieve Service Levels that occurred
during that Service Period;

1.2.3 for any repeat failures, actions taken to resolve the underlying cause
and prevent recurrence;

1.2.4 the Service Credits to be applied in respect of the relevant period
indicating the failures and Service Levels to which the Service
Credits relate; and

1.2.5 such other details as the Buyer 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 the Buyer 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 the Buyer shall reasonably
require;

1.3.2 be attended by the Supplier's Representative and the Buyer’s
Representative; and

1.3.3 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
the Buyer’s 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 the Buyer's
Representative at each meeting.

1.5 The Supplier shall provide to the Buyer such documentation as the Buyer
may reasonably require in order to verify the level of the performance by the
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Supplier and the calculations of the amount of Service Credits for any
specified Service Period.

2. Satisfaction Surveys

2.1 The Buyer may undertake satisfaction surveys in respect of the Supplier's
provision of the Deliverables. The Buyer 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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