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RM6100 Technology Services 3 Agreement 
Framework Schedule 4 - Annex 1 

Lots 2, 3 and 5 Order Form 

Order Form 

This Order Form is issued in accordance with the provisions of the Technology Services 
3 Framework Agreement RM6100 dated 16/06/21 between the Supplier (as defined below) and 
the Minister for the Cabinet Office (the "Framework Agreement") and should be used by 
Buyers after making a direct award or conducting a further competition under the Framework 

Agreement. 

The Contract, referred to throughout this Order Form, means the contract between the Supplier 
and the Buyer (as defined below) (entered into pursuant to the terms of the Framework 
Agreement) consisting of this Order Form and the Call Off Terms. The Call-Off Terms are 
substantially the terms set out in Annex 2 to Schedule 4 to the Framework Agreement and 
copies of which are available from the Crown Commercial Service 
website http://ccs-agreements.cabinetoffice.gov.uk/contracts/rm1234. The agreed Call-

Off Terms for the Contract being set out as the Annex 1 to this Order Form. 

The Supplier shall provide the Services and/or Goods specified in this Order Form (including 
any attachments to this Order Form) to the Buyer on and subject to the terms of the Contract 
for the duration of the Contract Period. 

In this Order Form, capitalised expressions shall have the meanings set out in Schedule 
1 (Definitions) of the Call-Off Terms  

This Order Form shall comprise: 
1. This document headed “Order Form”;
2. Attachment 1 – Services Specification;
3. Attachment 2 – Charges and Invoicing;
4. Attachment 3 – Implementation Plan;
5. Attachment 4 – Service Levels and Service Credits;
6. Attachment 5 – Key Supplier Personnel and Key Sub-Contractors;
7. Attachment 6 – Software;
8. Attachment 7 – Financial Distress;
9. Attachment 8 - Governance
10. Attachment 9 – Schedule of Processing, Personal Data and Data Subjects;
11. Attachment 10 – Transparency Reports; and
12. Annex 1 – Call Off Terms and Additional/Alternative Schedules and Clauses.

The Order of Precedence shall be as set out in Clause 2.2 of the Call-Off Terms being: 

.1.1 the Framework, except Framework Schedule 18 (Tender); 

.1.2 the Order Form; 

.1.3 the Call Off Terms; and  
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Attachment 1 – Services Specification  

Statement of Requirements Purpose  
The purpose of this document is to detail the business requirements for the provision of support and man-

agement for the following critical business applications: 

• Single Information Repository (SIR) family of operational applications. 

Plus to support and manage the following legacy application until decommission: 

• LAEMS  

We are looking for a Business Application Management (BAM) Partner to support these bespoke applica-

tions that will include corrective and predictive support and development at a high-level.  The Business Ap-

plication Management Partner must be flexible in their approach to allow rapid onboarding and offboard-

ing of applications as the FSA’s Digital Strategy evolves. 

 

Background 
The Food Standards Agency is a non-ministerial government department of over 1300 

people, with a big vision – to drive change in the food system so that it delivers “food we 

can trust”. As the country has now left the EU, the scale of this challenge cannot be under-

estimated. More than 90% of food and feed law in the UK currently comes from Europe 

and our primary goal is to continue to protect public health and UK consumers’ wider inter-

est in food. 

The context in which we operate has transformed and continues to change at an unprece-

dented rate. Digital is the primary way we carry out our work, it is key to achieving our am-

bitions and transforming the way we do business, and we continually strive to provide bet-

ter online services to external stakeholders and internal customers to achieve faster and 

more effective models of delivery at optimal cost.  

Our Digital services are supported by several specialist delivery partners providing Data 

Centre Hosting, End User Compute, Service Desk, Wide Area Network, LAN, Application 

Support, Telephony and Videoconferencing. At the heart of that arrangement is an internal 

team with the knowledge of our business, our systems, and our obligations to enable them 

to integrate and manage the quality of our services. Key to the success of this multi-vendor 

model is Support Partner willingness and commitment to work in partnership, collaborating 

autonomously with other third-party suppliers within a culture of trust and shared goals.  
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The current disaggregated contract model has been in place since 2017 and as the com-

posite contracts are approaching their maximum term, the FSA has taken the opportunity 

to review and reconfigure the structure of our contracts and ensure our specifications align 

with business needs. The output of this review can be found in the FSA’s Evergreen IT 

Roadmap document which sets out our revised service groupings and our core principles 

for future digital service development, delivery, and support. 

Our goal is to be ‘evergreen,’ perpetually updating and improving our services, continuing 

to adapt to business and political change and adopting modern technologies as they 

emerge. We look to our support partners to be equally flexible and innovative in their ap-

proach to delivery, with a strong focus on continuous improvement and quality of service. 

One of the key benefits of a multi-vendor model is the opportunity to work with specialist 

suppliers, we want to be guided by expert advice and encourage our support partners to 

make recommendations based on their experience and a shared desire to improve and 

evolve. 

This contract is for the day to day operation and maintenance of the Single Information Reposi-

tory (SIR) “family” of applications and for the Local Authority Enforcement System (LAEMS) 

The SIR Applications share the same single SQL Server database called SIR.  These 

make up specific modules that manage the Meat Inspection operations of the FSA and are 

closely tied to the Agency’s Finance and HR systems via data. Approximately £50 million 

of the Agency’s revenue is managed through these applications along with the payment of 

both staff overtime and contractor resource required to maintain service delivery to the 

meat industry. 

LAEMS was until 2020 used by local authorities to upload details of their inspections of 

premises for use by FSA’s Operations teams. Local Authorities (LAs) now use the live sys-

tem to run reports to enable them to complete the interim surveys and also to access his-

torical LAEMS information. The privacy statement advises that data will be kept for 12 

years 

A small number of LAs are also found to use LAEMS to ensure that data is mapped cor-

rectly when they change MIS providers.  

1.1   FSA Transparency 
The Agency is committed to openness, transparency, and equality of treatment to all sup-
port partners. As well as these principles, for science projects the final project report will be 
published on the Food Standards Agency website (www.food.gov.uk). 

In line with the Government’s Transparency Agenda which aims to encourage more direct 
access to data held by government, the Agency is developing a policy on the release of 
underpinning data from all its science- and evidence-gathering projects. Underpinning data 
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should also be published in an open, accessible, and re-usable format, such that the data 
can be made available to future researchers and the maximum benefit is derived from it. 
The Agency has established the key principles for release of underpinning data that will be 
applied to all new science- and evidence-gathering projects which we would expect sup-
port partners to comply with. These can be found at http://www.food.gov.uk/about-
us/data-and-policies/underpinning-data. 

Commercial Approach 
FSA are looking, under the Crown Commercial Technical Services 3 Framework, Lot 3d - 
Application and Data Management, to award a contract term for 2 years with 3 separate 1-
year optional extensions (i.e., 2+1+1+1), subject to satisfactory performance. The maxi-
mum contract duration is 5 years.  

The current contract for the supply of Application Support, Maintenance and Development 
can be found on contract finder and covers the period 9th June 2019 to 8th June 2022.  The 
annual cost for support and maintenance is £250,000 but suppliers should note that this 
includes the applications covered in this contract plus the public facing applications for the 
Food Hygiene Rating System (FHRS) and Register a Food Business (RAFB) which are 
now included in a separate contract (Digital Service Management). 

It is important to note that the requirements documented in this specification and the ITT 
have been updated to align with the FSA IT Roadmap and reflects the changing business 
need over time since this service was last tendered. FSA requires the Business Applica-
tion Management Partner to develop monthly costs for the supporting information that will 
be provided with the Tender. 

Scope 

1. Support and manage the applications listed in the Business Re-

quirements below, including: 

a. Production, Test and Development environments for SIR 

b. The LAEMS production environment (LAEMS is a legacy system and no de-

velopment or testing is currently required) 

c.  Application and database server software used to deliver the applications.  

2. Maintain and deliver all technical and system documentation for the supported ap-

plications. 

3. Manage and maintain the supported application source code within the FSA’s 

GitHub. 
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1.2 Out of Scope 

1. Server and service hosting – all applications are hosted in the FSA’s Microsoft Az-

ure tenant. 

2. Management or patching the virtual server infrastructure and operating systems 

1.3 Constraints 

1. Due to Covid-19 emergency constraints on occupancy, distancing and travel to our 

offices, access to our offices may be subject to restrictions in the short to medium 

term. 

 

Business Requirements 

1.4 Overview 

The FSA requires an application support service provider to manage and maintain the fol-

lowing applications, databases and interfaces: 

Applications: 

• Establishments and People 

Provides the core data used in these applications – it is used to maintain a list of approved 

meat establishments and the operational staff who work there 

• Timesheets  

• TSAR (Timesheets Administration) 

• TAPP (Timesheet Mobile App) 

Used by operational staff to enter timesheet information against approved meat establish-

ments 

• Timesheet Audit 

Presents audit data from the timesheet application – this is used by the Finance team 

• Throughput 

Records the number of animals processed daily in approved meat establishments 

• Charging 
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• Charging Invoicing 

• Government Invoicing 

Uses timesheet data to generate invoices to meat establishments and to other government 

departments respectively 

• Contractor Payments 

Uses timesheet data to generate payments of contract practices from the FSA for the work 

carried out by their staff 

• LAEMS Application 

Until 2020, was used by Local Authorities to upload inspection records to FSA. 

LAEMS is a legacy application, and the requirement is to maintain the current pro-

duction environment and to undertake development and improvement work neces-

sary for meet requirements for security compliance. The test environment is cur-

rently powered off but could be switched on if needs be. 

Databases: 

• Single Information Repository (SIR) and LAEMS Databases 

The SQL Server databases used by all the above applications.  This is a single relational 

database with application mapping developed using nHibernate 

Interfaces and APIs: 

• Back Office Interfaces 

Staff information from the HR system (iTrent) using SSIS.  Overtime payments are ex-

tracted from timesheets to generate staff payments in the HR system iTrent using a manual 

upload 

• Interface to SOP Financials (Government Shared Service) 

• Food Business Operator (FBO) API  

• British Pig Executive (BPEX) API 

Please note that the APIs are externally facing and have a separate infrastructure 

The Business Application Management Partner will be responsible resolving incidents, in-

vestigating problems, maintaining access to and availability of production and other envi-

ronments and ensuring documentation is kept up-to-date. 

It is anticipated that applications listed will be either replaced or retired during the lifecycle 

of the contract. However, the Business Application Management Partner may be given the 

opportunity to deliver development projects via additional work packages under the over-

arching call-off contract. Each work package will be produced on an individual basis with 
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Attachment 2 – Charges and Invoicing  
 

Part B – Service Charges  

 
Monthly cost breakdown: 

 

Organisation Annual Costs VAT Code* Total (£)

Civica          

         

 
        

 

 
        

 

 
        

 

271,648.00£ 

662,957.00£ 

Total Cost for the 2 year contract (excluding VAT) 

*  Please indicate zero, exempt or standard rate.  VAT charges not identified above will not be paid by the FSA

Total Cost for the optional 5 year contract (excluding VAT) 

Role/Position within the 

project

Daily Rate (£/Day) as per the 

Rate Card Attached

Days to be spent on the 

project by role/grade
Total Cost 
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The Service charge and supplier day rates are subject to indexation based on the RPI and will 
be reviewed and updated on each anniversary of the service. 
 
 
The Service Charge will be made monthly in arrears. Invoices must contain a valid PO number 
and be sent to  with a copy issued to 

  
 
 

Part C – Supplier Personnel Rate Card for Calculation of Time and 
Materials Charges    

 
Civica’s ITT response embedded below: 

001-06_ITT_Questio

ns_-_Commercial_-_B
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Attachment 4 – Service Levels and Service Credits 
INTRODUCTION 

Suppliers will be required to provide the Incident Management element of this agreement 

using the following parameters: 

• Core or ‘working’ hours 7am to 8pm Monday to Friday  

• Non-core 8pm to 7am Monday to Friday plus weekends and bank holidays  

There will be no Service Credit/Debit regime associated with this call-off. Instead the target 

achievement levels detailed in Table A will attract failure points where resolution targets 

are not met. Performance against SLAs must be monitored and reported on by the 

Supplier. The Supplier must also identify why they have not been achieved and what plans 

are being instigated to ensure that this does not continue. 

 

INCIDENT MANAGEMENT 

 
The following are the minimum performance levels that the Supplier should deliver to. The 

Supplier will be expected to report on these monthly and provide further details should one 

of these minimums not be achieved (i.e. attend Post Incident Reviews, provide Root 

Cause, Resolution, Avoidance and Remediation….): 

.2 Standard Incident Management Responsibilities for all suppliers include: 

• Raising and maintaining incidents 

• Triaging and prioritising incidents 

• Providing regular and comprehensive updates 

• Ensuring 3rd parties are provided with necessary information to enable resolution 

of incidents 
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P3 

Minor business disruption: 

single user unable to operate 

with no circumvention available 

0.5 working 

day from 

assignment 

of issue 

3 working 

days 

Either 

90% or 

above 

OR no 

more 

than 2 

failures 

 

P4 

Minor disruption: single user or 

user group experiencing 

problems, but with 

circumvention available 

1 working 

day from 

assignment 

of issue 

3 working 

days 

*The Resolution Time starts when the incident is raised in Service Now and ends when the 

Incident is Resolved.  

Adherence to incident management responsibilities will also be assessed via reviews of 

completed incidents. 

REQUEST MANAGEMENT 

 
The following are the minimum performance levels that the Supplier should deliver to. The 

Supplier will be expected to report on these monthly and provide further details should one 

of these minimums not be achieved 

.3 Standard Request Management Responsibilities for all suppliers include: 

• Carrying out request tasks within the allocated timescales (usually 3 working days) 

• Providing regular and comprehensive updates 

The Supplier will carry out all Request Management duties in accordance with the FSA’s 

documented Request Management procedures. 

 

Additional KPIs 
 

The Supplier will be required to demonstrate, monthly, that they are meeting the following 
KPIs (via suitable management information): 
 

• RCA within 3 working days for P1 and P2 incidents 
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• Report on failed changes or changes causing issues with reasons 

 

 

Notes 

 

As new technologies are introduced / transitioned to, the FSA reserve the right to intro-
duce new SLAs to reflect these. 
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Attachment 5 – Key Supplier Personnel and Key Sub-Contractors 

 
.3.1 The Parties agree that they will update this Attachment 5 periodically to record any changes 

to Key Supplier Personnel and/or any Key Sub-Contractors appointed by the Supplier after 
the Commencement Date for the purposes of the delivery of the Services. 

Part A – Key Supplier Personnel  
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Attachment 6 – Software 
 

.3.1 The Software below is licensed to the Buyer in accordance with Clauses 20 (Intellectual Property Rights) and 21 (Licences Granted by the 
Supplier). 

.3.2 The Parties agree that they will update this Attachment 6 periodically to record any Supplier Software or Third Party Software subsequently 
licensed by the Supplier or third parties for the purposes of the delivery of the Services. 

Part A – Supplier Software 
 
The Supplier Software includes the following items: None identified at contract award. 
 

Software Supplier (if an Affiliate of the 
Supplier) 

Purpose Number of 
Licences 

Restrictions Number of 
Copies 

Type (COTS or 
Non-COTS) 

Term/ 

Expiry 
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Part B – Third Party Software 
 
The Third Party Software shall include the following items: 

 

Third Party Software Supplier Purpose Number of Licences Restrictions Number of Copies Type (COTS or Non-COTS) Term/ 

Expiry  
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PART A – SHORT FORM GOVERNANCE  
 
For the purpose of Part A of Schedule 7 (Short Form Governance) of the Call-Off Terms, the 
following board shall apply: 

 

Frequency of the Operational Board Monthly 

Location of the Operational Board Remotely 

 
 
PART B – LONG FORM GOVERNANCE  
 
Not Applicable
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Categories of Data Subject FSA employees, FSA contract staff, Meat Establishment employees and 
contractors, Food Business Operators, FSA third-party suppliers. 

 

Plan for return and 
destruction of the data once 
the processing is complete 
UNLESS requirement under 
union or member state law to 
preserve that type of data 

The copy of the live database for applications held by the supplier will not be 
retained beyond the end of the contract. It will be destroyed at contract end 
in a process agreed by FSA IT and FSA Security team following the latest 
advice and guidance from CPNI (Centre for Protection of National 
Infrastructure) and NCSC (National Cyber Security Centre): 
 
https://www.cpni.gov.uk/secure-destruction 
https://www.ncsc.gov.uk/topics/destruction-and-disposal 
 
No other data is held by the supplier. 
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Annex 1 – Call Off Terms and Additional/Alternative Schedules and 
Clauses 
Not Used. 
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application support for the FSA’s portfolio of 
applications. 

 

 
 

Duration of the 
Processing 

10/6/22 to 9/6/24 

Nature and 
purposes of the 
Processing 

Live Production Support 
Incident mangement Problem Resolution 
Service Requests 
Change Management 
Asset & Configuration Management 
Enhancement Management 
Release & Deployment 
Validation & Test 
 
Development & UAT Support 
 
Incident Management 
Problem Resolution 
Service Requests 
Change Management 
Asset & Configuration Management 
Enhancement Management 
Release & Deployment 
Validation & Test 

 
Type of Personal 
Data 

 
Name, personal address, email address, date of birth, telephone 
number, business address 

Categories of Data 
Subject 

 Staff, customers, members of the public, users of FHRS & RaFB 
websites 
 
 
 

Plan for return and 
destruction of the 
data once the 
Processing is 
complete 
UNLESS 
requirement under 

The copy of the live database for internal applications held by the 
Civica will not be retained beyond the end of the contract and 
destroyed at contract end in process agreed by FSA IT and security 
team. No other data is held by Civica. 






