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This Schedule sets out what the Buyer wants.
For all Deliverables, the Supplier must help the Buyer comply with any specific applicable Standards of the Buyer.

INTRODUCTION
Background
a. The Buyer is the UK’s tax and customs authority, we’re here to collect the money that pays for UK’s public services and gives financial support to people’

b. The size and scale of the current telephony platform is one of the largest hosted contact centres in Europe.

c. The Buyer as an organisation has entered into a commitment to transform the way it communicates and engages with its customers through the delivery of a set of world class integrated contact management services of which telephony is a key part. 

d. The Buyer is currently working with Capgemini, Nuance Communications and Pegasystems to implement a refreshed telephony platform and the Supplier will be expected to integrate with their services.

e. The Buyer is playing a key role in government response to COVID-19, implementing helplines to support the self-employed income support scheme and ‘Eat out to help out’ initiative.

Business Outcomes
a. The Buyer requires a best in breed Transcription, Analytics and Quality Management Service.

b. The Buyer is a ‘data-rich’ organisation, wishing to make best use of the latest transcription, analytics and quality management technology to analyse data around how it interacts with its customers. Desired outcomes include a better understanding of:
i. Why customers are contacting the Buyer.
ii. Customer patterns of behaviour, examples might include seasonality of key topics or triggers to a call, for example “I’ve received a letter and I want to talk to you about it…”
iii. The effectiveness of the Buyer’s internal processes in allowing HMRC colleagues to meet customer needs.
iv. How well advisors are managing interactions and meeting customer needs.
v. Compliance with key Buyer processes.

c. The Buyer currently utilises automated quality management processes in some areas of its business. The Buyer intends to continue supporting such automation and also to increase it further in the future.


Telephony Platform Usage

Customer Contacts
a. To help illustrate the scale of the totality of the Buyer’s customer contact, detailed below is the total contact volumes for the 12-month period 1 April 2018 to 31 March 2019:
i. Total telephone attempts (calls made to the platform): 55.5 million
ii. Recorded calls: 32 million
iii. Recorded minutes: 240 million 
iv. Digital Tax Account and App session (Personal, Business and App): 76.5 million
v. Post & submittable online forms: 20 million
vi. Webchat: 1.4 million
vii. Visits to the Buyer’s tagged pages on gov.uk: 521 million
viii. COVID-19 saw a significant drop in contact in 2020/21, however these are now returning to pre-pandemic levels.

b. [bookmark: _Hlk64032144]In terms of in-scope telephony only customer contact:
i. Peak day for calls received: 31 January 2019
ii. Peak day call attempts: 380,503
iii. Peak day for calls handled: 30 July 2018
iv. Peak day calls handled: 173,580
v. The average call length was 10 minutes (for all calls), with the total call time being 555 million minutes.
vi. 98% of calls received are less than 1 hour in length.
vii. The total time spent in the infrastructure (listening to messages and selecting options) is 143 million minutes, time in queue is 169 million minutes, time in talk is 221 million minutes and transferred calls 22 million minutes.
viii. In an average week calls peak at 14,000 calls per hour, but this can rise to 22,000 calls per hour during our business peaks.
ix. On average, for calls answered by agents, it takes just over 2.5 minutes to be routed through the infrastructure, 5 minutes being queued, and 7 minutes are spent speaking to an agent.

c. Figures shown below illustrate the scale of the Buyer’s estate. The estate covers:
i. 9 directorates.
ii. 200 lines of business.
iii. 450 telephone numbers.

d. The Buyer currently experiences the below user volumes:
i. 30,000 configured users, 10,000 concurrent users.
ii. 3000 configured supervisors, 1000 concurrent supervisors
iii. 300 configured operational managers, 100 concurrent operational managers. 
 
e. The Buyer expects that the Services can be quickly and automatically scaled up and down dependent on usage and unforeseen demand and to follow a consumption-based usage model. Irrespective of the Supplier’s ability to scale the Services quickly up or down quickly, the Buyer requires an innovative pricing model that reflects the ambition to incur cost only for capacity and capability being actively used.

Current State
a. The current transcription, analytics and quality management capabilities are: 
i. Transcription – 20% of calls on two lines of business are currently transcribed, with a transcription availability of 100 days from date of call.
ii. Analytics – For the calls transcribed analysis is carried out to gain insight into demand, reasons for call and customer experience.  
iii. Quality Management – Adviser call handling evaluation tool with reporting capabilities, primarily used in one directorate. The Buyer has various approaches to quality management across its estate requiring a platform that can support multiple concurrent quality models.
iv. The Buyer requires new services that expand on this capability.

User Locations
a. Due to impacts of COVID-19, the Buyer currently has a majority of colleagues working at home.

b. Home working is expected to decrease as office spaces re-open, however will not drop to zero again. Future expectation is at least 40% of advisor time will be home based, with an opportunity for this figure to increase.

c. When the Buyer returns to office working, this will be in line with an ongoing strategy to move to thirteen regional centre locations.

d. The Buyer expects that any solution would be capable of use at any Buyer location, including home working via a secure connection.

Service Operation Hours
a. Current service operation hours for the majority of the business are:
i. Core Operating Hours: 7am to 8pm Monday to Saturday
ii. Peak Period Extended Hours: extended hours to support peak demand, typically to 10pm.
iii. Non-Standard Operating Hours: Anything that doesn’t fit into the definition of Core Operating Hours or Peak Period Extended Hours.

b. Core Operating Hours of the telephony services for individual customers and some business tax lines are shown above, although the Buyer does currently have two business areas and an automated payments service that are open for service 24 hours per day, seven days a week. In addition, selected lines have Peak Period Extended Hours during the year. 

c. Whilst the majority of lines are not open on Sundays at present, the Buyer may require them to be open on specific days and have Non-Standard Operating Hours (e.g. immediately before a peak) and may require more general Sunday opening in the future to be agreed via the Change Request Procedure.

d. The Buyer also requires the platform to be available for service and configuration changes 24 hours per day, 365 days a year (366 days in a leap year).

e. The Buyer requires The Supplier to be available for Services support during Core Operating Hours.







TRANSCRIPTION, ANALYTICS AND QUALITY MANAGEMENT - SERVICES

a. The Buyer’s high-level requirements are:

1) [bookmark: _Hlk65066453]Transcription Service – the transcription of inbound and outbound calls made by the Buyer, and the ingestion of webchat conversation transcripts. From a minimum of 40% coverage, scalable up to 100% coverage. An effective balance is sought between the volume of calls transcribed, the value of insight provided across Analytics and Quality Management, and costs.

2) Analytics Service - the analysis of interactions transcribed or ingested. Integrating the analytical capability with all other telephony components will bring greater business insight and capability for data-driven change.

3) Quality Management Service – the capability to analyse, evaluate, assess and score agent performance, behaviour and customer service skills, identifying areas of excellence and areas for continuous improvement to coach and develop and report on through inbound and outbound calls and webchat both automatically and manually historical call recording, live calls, webchats via transcription.

b. The Buyer has a number of key principles which the Supplier must abide by. These key principles are:
i. Create the right relationships – Promote shared ownership of the service and its development
ii. Scalable/elastic services – Allow the Buyer to easily and quickly scale the Services up or down in response to changes in demand
iii. Payment for usage – We are seeking an innovative pricing model that reflects the ambition to incur cost only for capacity and capability being actively used.
iv. Delivery confidence - Use of the telephone is a key feature and the Services must be capable of handling the Buyer’s large, diverse and complex telephony services which can implemented quickly, robustly and securely.
v. Innovation – To work in partnership with us to drive innovation and continual improvement to the Services.
vi. Skills transfer – Enable the Buyer to become more self-sufficient in relation to the Services and how they are delivered.

c. The Supplier must ensure that each component part of the Services and the supporting professional services listed in Section 2.1 – ‘Transcription, Analytics and Quality Management’:
i. Has all the mandatory functionality and non-functional characteristics described in:
[bookmark: _Hlk63252971]Appendix C – ‘Transcription, Analytics and Quality Management Requirements’ and
ii. Has the capability to integrate with other services as outlined in Appendix A – ‘Architectural Overview’.

d. The Services must have the ability to integrate using industry standard interfaces with other components used by the Buyer, be able to accommodate the extreme fluctuations in the volume of contact and complexity of the business operation and follow a consumption-based usage model when being charged for the Services.

e. The Supplier must:
i. Have a clear understanding of the Buyer’s volumes and peak periods (as outlined in Appendix E – ‘Customer Contact Volumetrics’) to ensure the capability to efficiently handle the Buyer’s volumes consistently throughout the year. 
ii. Ensure that the Service has the flexibility, and its functionality appropriately partitioned, to be configurable by the Buyer and accommodate the Buyer in making local changes, e.g. light touch governance allowing business configuration within agreed Service Levels without formal change requests.
iii. Be able to satisfy the size of scale of the Buyer’s telephony platform project.
iv. Have prior experience of delivering a program of skills and knowledge transfer to an organisation of a size and complexity comparable to the Buyer.

f. The transcription, analytics and quality management services must:
i. Be capable of spanning across the entire Buyer organisation with multiple business units
ii. Be industry standard compliant out of the box or with relatively simple configuration tools
iii. Be independently scalable and configurable within each directorate and line of business, including staff groups within such.
· 

Transcription, Analytics and Quality Management
a. The transcription, analytics and quality management service must enable the Buyer to store transcriptions according to business rules and have the capability to undertake detailed analysis on all transcriptions. The Analytics Service will be capable of incorporating data from external systems to improve the value and accuracy of insights. Data from digital channels should also be included for analytics although this may not be required for the day one implementation. 

b. The Service must allow the Buyer to extract and store all transcription and associated metadata.

c. The Supplier must work collaboratively with the incumbent IT delivery lead and other suppliers for all capabilities being delivered within this service. More detail is found in the detailed requirements at Appendix C – ‘Transcription, Analytics and Quality Management Requirements’.


Transcription
a. The Transcription Service must be compatible with multiple contact platforms to support a microservices architecture design, where the Transcription Service can connect, work and be scaled independently of the current contact centre platform. It should also be resilient to failure of other interconnected services and not affect other microservices if it itself fails.

b. The Transcription Service will be able to process batches of call recordings on an hourly cycle and be able to handle increased batch processing cycles up to, near, real time transcription of post call recordings.

c. The Transcription Service will be able to process transcriptions from other customer contact sources such as webchat and white mail.

d. The Transcription Service must support multiple language models to be used concurrently. Language models must be configurable by the Buyer and the Service must be capable of supporting the volume of directorates and lines of business on the Buyer’s estate.

e. Transcriptions must be stored in a non-proprietary format and any user access to transcriptions should be auditable. It must be possible for a Buyer administrator to delete transcripts either individually or in bulk as well as setting automated purge criteria for their removal.  The Transcription Service will be able to export data into external analytical tools and all data, including metadata, must be searchable by multiple configurable criteria as defined by the Buyer.

f. User roles and access to the Transcription Service must be configurable by The Buyer for security and confidentiality purposes.

g. On-going support to allow the Buyer to optimise configuration of the Transcription Service must be included in any costs given. The Buyer should be able to apply modifications and re-configure the speech engine within agreed Service Levels, and to add, modify and delete accounts, without incurring additional costs to those given for the Transcription Service implementation.

h. Transcriptions and associated metadata should be owned by the Buyer and stored in a non-proprietary format and be available to the Buyer to process as it sees fit without Supplier support or involvement.

i. It would be desirable for the Transcription Service to have the capability to transcribe interactions with automated services, mask any reference numbers, and allow transcripts to be printed. 

j. Translation services are not required.


Analytics
a. The Analytics Service must be able to recognise empathy, sentiment and advisor effectiveness and use of assistive technologies shouldn’t hinder usage.

b. Also desirable would be automated optimisation of the Analytics Service, locating and categorising calls where similarities are detected and automatically recommending new call categories and subcategories.

c. The Analytics Service must support multiple language models to be used concurrently to support directorates and lines of business with varying terminology and language use.

d. The Analytics Service should be able to track changing sentiment and tone on a call and be able to identify potentially vulnerable advisors and customers.

e. Reporting tools should be provided on an ‘out of the box’ basis and be configurable to the needs of The Buyer.


Quality Management
a. The Quality Management Service must be able to analyse and score agent behaviour, automatically measure and report on interaction quality, all of which will be configurable and customisable by the Buyer. It must allow manual assessment on both a supervisor and advisor led basis. It must allow interaction selection on both random and targeted basis, be able to define multiple assessments and assessment criteria, be able to assess both live and recorded interactions and be compatible with communications between agents and customers who use various assistive technologies.

b. The Quality Management Service must allow the creation and configuring of users and facilitate differing levels of user access to cover various roles and user functions which will be definable and configurable by the Buyer. It will also have an integrated system for scoring calls as they are played back by a supervisor or advisor for quality management and self-evaluation purposes and be linked into a supervisor dashboard / reporting suite.

c. The Supplier must provide on-going support to allow the Buyer to optimise configuration of the service within agreed Service Levels.  This support must be included in any costs given.

d. Analytics and quality management data and associated metadata should be stored in a non-proprietary format and be available to the Buyer to process as it sees fit without supplier support or change request.

e. In addition to the capabilities mentioned above, it would be desirable for the Quality Management Service to provide screen and key stroke recording which can integrate with existing technologies on The Buyer estate, be configurable on percentage of calls covered, compare supervisor and self-assessments and capture coaching notes.


MANAGEMENT INFORMATION (MI) REPORTING 
a. As one of the biggest telephony contact organisations in the UK, the Buyer needs to develop its MI & Analytics capability to provide better customer service at a lower cost. The range of reasons for customers contacting the Buyer are vast and complex, and understanding the reasons and how this links with wider customer contact end-to-end journeys will enable the Buyer to radically evolve its digital engagement offering to deliver better value for money for the public purse.

b. To enable the Buyer to achieve this, the Services will provide a data feed to a repository containing data gathered from all customer contact channels and digital services. The data feed must have identifying metadata to enable the Buyer to develop its own reporting and analytical service to improve Business Insight and allow the Buyer to take the right action quickly to improve customer service. 

c. Whilst this is being developed, the Buyer require the Supplier to deliver an 'out of the box industry standard' self-serve reporting capability, configurable and customisable to allow the Buyer to operate. 

d. Detailed requirements for Management Information reporting relating to all lots are shown in:
i. Appendix F - ‘MIS Requirements’

and are additional to the requirements shown in:

Appendix C – ‘Transcription, Analytics and Quality Management Requirements’

ii. 

OVERARCHING NON-FUNCTIONAL REQUIREMENTS 
a. Overarching non-functional requirements have been listed within this section but comprehensive details of all non-functional requirement are detailed in the Requirements spreadsheet at Appendix C.

Business Continuity and Disaster Recovery
a. The Supplier must ensure that the Service supplied to the Buyer is resilient. As referred to in Schedule 14 – ‘Business Continuity and Disaster Recovery’, the Supplier must provide a BCDR plan, which ensures continuity of the business processes and operations supported by the Services following any failure or disruption of any element of the Deliverables

Planned Downtime, Updates and Maintenance
a. The Supplier must agree with the Buyer the times and timescales in advance when the planned downtime, updates and maintenance will take place.

b. The Supplier must ensure that:
i. Software updates and maintenance takes place outside of peak periods and Periods of Heightened Change unless there is a clear and agreed need to undertake it.
ii. Software updates are planned in advance, tested by the Supplier (and the Buyer when needed) and approved by the Buyer before going live.
iii. There is an option to regress if an update fails in the live environment.

Support Service
a. The Supplier must offer ongoing support either via a dedicated helpline (during Core Operating Hours and at times of Peak Period Extended Hours) or specific contact points (during Non-Standard Operating Hours). Escalation routes must be available at all times. This support should be available for both:
i. Hardware; and
ii. IT/Software.

Hardware Breakdowns
a. In respect of hardware breakdowns, the Supplier must maintain sufficient redundancy in the Services to ensure that the Service Level are not breached.

Operate Uninterrupted
a. The Services must operate uninterrupted during Core Operating Hours, referred to in Section 2.2.3, and any updates which limit the service working at maximum capacity must be carried out during Non-Standard Operating Hours. 

b. Where maintenance activities to manage patches and upgrades are required, these must be planned outside of Core Operating Hours and peak periods, in agreement with the Buyer, and must be undertaken in a timely way to minimise risk, business disruption, and downtime.

Service Levels/Credits
a. The Supplier must adhere to the Service Levels detailed in Schedule 10 – ‘Service Levels’ which includes a service credit framework.

Service Responsiveness
a. The Buyer deals with a fluctuating high volume of calls throughout the year. The Services delivered by the Supplier, must be capable of handling these large peak volumes (as defined by the Buyer) without the responsiveness of the Services being noticeably reduced when under load.

Cloud based
a. Services must be hosted by the Supplier and should be cloud based within the UK, enabling the Buyer to benefit from cost flexibility and resilience improvements.
b. Increased ability to roll out changes / updates without service interruption.




ABILITY TO INTEGRATE 

Collaborative Working with the Buyer
a. The Supplier must work with the Buyer and other service providers during the design, build, implementation and live running of the service and adhere to the Architectural overview set out in Appendix A – ‘Architectural Overview’, which shows key integration points and shows the positioning of the Services in the context of an omni-channel customer experience.

Collaborative Working with Other Suppliers
a. The Supplier must work with other service providers of the wider Buyer Customer Engagement Platform to help develop a completely integrated customer journey, for example switching between voice/telephony, digital, integration with advisor user interface etc.

Integration Architecture View
a. The telephony systems will form part of a wider engagement ecosystem and must be capable of integrating with other systems as shown in Appendix A – ‘Architecture Overview’.

b. When developing the software for integration into the Buyer’s IT systems, the following elements must be accommodated:
i. Target architecture
ii. All data should reside in the UK, including disaster recovery and failover scenarios
iii. The Supplier will provide minimum requirements for (amongst other things) infrastructure, operating systems and databases to be provisioned within any other system currently used or hosted by the Buyer.
End-to-End Topology
a. The overall topology of the Contact Engagement Platform is shown in the background details below.  It contains known and not yet known suppliers as well as the incumbent service delivered out of the Buyer’s connected datacentres.

b. The agents are located in the Buyer’s offices at the bottom of the diagram and either currently have or will soon have direct Internet access from their office through a secure Platform as a Service (PaaS) browsing service.

c. There is also Buyer corporate access from the office into existing legacy and new strategic datacentres. All offices and datacentres have a secure path to the Internet where a number of suppliers are delivering key elements of the Contact Engagement Platform.  

d. At the centre of the Contact Engagement Platform is the Pega platform which is currently responsible for the Adviser UI and may in the future implement other omni-channel services.

e. Nuance Cloud will provide Webchat as well as a webchat based Virtual Assistant (VA) capability and it is expected that other platforms will deliver the Contact Centre as a Service. 
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Figure 1

Integrate with other Contact Platforms
a. Services provided by the Supplier must have the capability to integrate with other contact platforms using open standards to enable unified communication. They must be able to integrate with cloud platforms such as AWS and MS Azure and must comply with Cloud security controls and the Supplier must work with the Buyer to ensure the Services remain compatible with other contact platforms as changes, enhancements and upgrades are made during the life of the contract.

Integrate with external Case Management and Contact Management Systems
a. Services must have the capability to integrate with external case management & contact management systems using open standards.

Integrate with Desktops and Browsers
a. The Services should, in principle, be thin client by design and ideally be browser agnostic. Browsers currently used by the Buyer are shown in Appendix A – ‘Architectural Overview’.
b. The Supplier must work with the Buyer to ensure that the Services remain compatible with the browsers and desktops being used by the Buyer as upgrades are made during the life of the contract.

c. Although the Buyer uses the latest stable software on the Buyer’s estate where possible, there may be occurrences where this is not the case. Suppliers must work with the Buyer to ensure compatibility across end user devices.



SECURITY AND AUDIT

Security Management Plan
The Supplier must adhere to industry security best practices and will be required to comply with the security guidelines and standards as set out in Schedule 16 – ‘Security’.  This requires the Supplier to prepare a Security Management Plan.

Security Controls
a. The Supplier’s service must provide evidence that relevant security controls are in place to protect against security attacks, malware infections and Distributed Denial of Service (DDoS) attacks. 

b. The Supplier must provide evidence on request of an effective vulnerability management system and response times in disclosing and fixing vulnerabilities.

Security Clearance
a. The Supplier’s staff must provide assurance that any of its staff that will directly come in contact with the Buyer’s data are security vetted to an appropriate level. Any of the Supplier’s staff accessing the Buyer’s sites during the implementation phase must have at least Baseline Personnel Security Standard clearance, as per the conditions in Appendix B – ‘Security Standards’. The Buyer will sponsor the Supplier’s staff.

Data Security
a. The Supplier’s services must be able to handle Buyer defined classifications of data for varying levels of sensitivity, apply appropriate security controls to each and it must use the appropriate encryption standards between end points and call control servers.

b. The Supplier’s service must provide appropriate user authentication controls and an effective access management system to ensure that anyone with access to the Buyer’s data has been authorised and appropriately security cleared.

Offshoring
a. All data storage and processing must be UK onshore. Any access to systems by offshore support teams of the Supplier, and/or their subcontractors, must not allow access to the Buyer’s customer data and the Supplier must inform the Buyer about any offshore activities relating to the hosting, administration or disaster recovery options for the Buyer’s data or it’s processing. The following definition of Offshoring includes examples which would not be permitted.

b. The definition of Offshoring
Offshoring is defined by the Cabinet Office as: “Any arrangement where the performance of any part of the services or a solution under a contract may occur outside the UK for domestic (UK) consumption.”
Examples of offshoring could include the:
i. use of a cloud service or platform hosted outside the UK;
ii. Development and testing of computer code at a supplier’s premises in Germany;
iii. Storage of customer email addresses at a supplier’s data center in the United States;
iv. [bookmark: Policy]Overseas remote support to UK based technology assets where remote administrators could access customer data.

Audit Trails and Logs
a. The Supplier must provide any assistance as may be required by the Buyer for the Buyer to meet its GDPR requirements.

b. Under GDPR, the Buyer has a responsibility to adequately protect the data for which it is responsible and the use of audit trails on all the Buyer’s systems is a requirement for security accreditation.

c. The Supplier’s services are required to comply with all departmental audit and security standards (this applies to both internal and external operators) and that there is logging and analysis of all operator activity. This will include the collection and retention of information enabling identification of user activity which will enable detection of fraud and/or system misuse.

d. General Internal Audit (IA) requirements for any system are to audit view accesses, access to general MI data, access to management/audit trails and logs, access to call recording and high privilege access to systems. All systems must be fully auditable from day one of live running.

Audit Rights 
a. In the context of financial reporting and accuracy of charges & costs, the Buyer (or its Audit Agents) shall have the right, during the period services are supplied to them and for a period of seven years thereafter, to assess the Supplier’s (and Delivery Partner’s) compliance to obligations under the Record Keeping and Reporting clause in the Core Terms.

IMPLEMENTATION
Phased Approach

a. The Buyer requires a phased approach across the independently managed business units. Current requirements cover generic telephony capabilities required and how we will use them will be determined during the detailed design phase. As referred to in Schedule 8 – ‘Implementation Plan and Testing’, the Supplier must support transition through an implementation plan which must be agreed with the Buyer.

b. We require the Supplier to support the Buyer with:

Business Support
i. Providing best practice on organising and managing large implementation and migration exercises.
ii. Training front line staff in new technologies – training key Buyer staff to enable them to train others within the Buyer’s organisation.
iii. Provide Key Performance Indicators of the managed move and progress updates of the implementation. 
iv. Capture any dependencies and blockers and communicate strategies to the Buyer to clean up intermodular dependencies. 


Technology Support
v. Ingesting data from current systems into the Suppliers new services – this may include existing transcriptions, site/team/user configuration data as appropriate.
vi. Contributing to a single MI view covering current and new system(s).


Smooth Transition
a. It is essential that during the transition to the new platform, the service is managed carefully to ensure that the current levels of operations are preserved and that no break in service occurs. To ensure a smooth transition, the Supplier and Buyer will be required to work in conjunction with the incumbent supplier and their partners. The Suppliers service should be able to produce suitable Management Information to allow monitoring of performance during this transition period.

Transition Timeline 
a. The Buyer has an assumed timeline of events which are set out in Schedule 8 (Implementation Plan and Testing).




Warranty Period
a. Following completion of the transition, the Supplier must ensure that staff with intimate knowledge of the delivered platform are available to support the implementation during the term of the contract.

b. As the Buyer achieves increased self-sufficiency throughout the life of the contract it is expected that the need for Supplier support will reduce, however, the Supplier should ensure that key support roles with knowledgeable staff are retained.





SERVICE PROVISION
Accessibility Standards

a. HMRC are legally required to ensure all digital services and products purchased and / or operated by HMRC meet public sector accessibility regulations, these can be seen at gov.uk at the following address https://www.gov.uk/guidance/accessibility-requirements-for-public-sector-websites-and-apps This includes ensuring any relevant product or service being delivered complies with the required accessibility standards.

b. The Supplier must provide any assistance as may be required by the Buyer for the Buyer to meet its accessibility standards.

c. The Buyer recognises the need to ensure that its Information Communication Technology (ICT) products and services can be used by everyone, whether internal staff or external customers, from a population with the widest range of characteristics and capabilities. This may need to be achieved through the use of hardware and/or software added to or connected to a system that increases accessibility for an individual.

d. In order to achieve this, the Buyer has adopted the European Standard ‘EN 301 549 Accessibility requirements suitable for public procurement of ICT products and services in Europe’ (which includes extending the Web Content Accessibility Guidelines 2.1, success criterion AA (WCAG v2.1 AA) to non-web systems) as our minimum accessibility standard.


Training 
a. It will be a condition of the contract that the Supplier, and its integration partners, will put in place a training strategy to upskill the Buyer’s staff in the use of the Services, to support Buyer ownership of operating the services without the need for a managed service provision.

b. The type and level of training should be dependent on the role being performed by the Buyer’s staff and the exact nature, timing and quality of the training will be agreed with the Buyer.

c. As well as the training itself (whether face-to-face, remotely delivered or digitally delivered), training material must also be provided to help support the on-going use of the Services and the Supplier must provide updated guidance to accompany any updates to Hardware and/or Software etc., when required.


Innovation
a. Whilst there are prescriptive elements to the requirement, the Buyer requires the Supplier to offer innovative options which would continuously improve and optimise the service. This is to enable the Buyer to take advantage of new capabilities being delivered either by the Supplier’s component or by components delivered by other Suppliers where integration may be required.

b. The preparation and provision of proposals will be at no cost to the Buyer.

Testing
a. The Supplier must develop and complete a testing plan in line with the Buyer’s organisational test strategy, available at Appendix D – ‘Organisational Test Strategy’

b. The Supplier must ensure that unit/module testing has been completed on each component and, where the Supplier provides more than one component, between each of the Supplier’s components. These Supplier internal tests will include functional tests, integration tests and load tests. Once the Supplier has completed these tests and is satisfied that that the components being provided meet the functional and non-functional requirements that have been specified by the Buyer, the Supplier will be required to present their test evidence to the Buyer for each phase that they have undertaken.

c. Following the internal tests performed on their components, the Supplier must provide environments to support acceptance testing of their product by the Buyer’s nominated test and release service. To achieve acceptance of their component, the Supplier will be expected to partake in inter-system and acceptance testing managed by the Buyer which will include functional, load, soak and call quality testing. Where any testing is carried out by a third party engaged by the Buyer and the Supplier’s product causes the tests to fail, the Supplier will be required to fund any repeat tests that are required as a result. In addition, the Supplier will be required to cooperate with the Buyer and allow the Buyer to perform penetration tests both on and off the Supplier’s premises where applicable.

d. Performance metrics used in the acceptance tests will be agreed in line with the Buyer’s stated non-functional requirements. The Supplier is expected to collaborate with the Buyer and other Suppliers in the testing of their components to ensure that quality is built into the Services.

Incident Management 
a. The Supplier will be expected to work within ITILv4 processes and integrate with the Buyer’s IT Service Desk. This will involve the provision of:
i. Helpdesk function with a support contact number for queries referred by the ITSD
ii. Trained and dedicated helpdesk staff that respond to queries referred by the ITSD
iii. Escalation processes for the Service Management Community
iv. Issue references must allow traceability of issues across all helpdesks

Licences and Certificate Planning 
a. The Supplier must ensure that all licences and certificates that are required to deliver and run services supplied to the Buyer are monitored to ensure that any renewals take place before expiration so that no break in service is suffered by the Buyer.


CONTRACT MANAGER/CONTRACT MANAGEMENT TEAM 
Supplier Contract Manager
a. The Supplier must provide a representative/contract manager/contract management team to facilitate the business as usual activities associated with the service.

Contract Manager Role
a. The contract manager will liaise with the Buyer’s representative/contract manager/contract management team as may be applicable given the nature and the extent of services required.

Monitor, Maintain and Improve
a. The primary contract management activity from both parties will be to monitor, maintain and improve the service performance as detailed in Schedule 11 - Continuous Improvement.

Formal Contract Management Plan
a. To effectively manage the contract, both parties will contribute to, and agree, a formal contract management plan, as part of the implementation phase.

Governance Process
a. Contract management will form part of the overall governance process, as referred to in Schedule 13 – Contract Management.




















SOCIAL VALUE REQUIREMENTS
Overview
a. The Buyer is mandated to drive social value through its contracts and is required to do this through specifying certain policy outcomes, as per the Social Value Model.

b. The Supplier must deliver social value through this contract by contributing to the following two policy outcomes:

i. Create new businesses, new jobs and new skills; and
ii. Tackle workforce inequality.

Create new businesses, new jobs and new skills
a. The Supplier must:
i. Create opportunities for entrepreneurship and help new organisations to grow, supporting economic growth and business creation;
ii. Create employment and training opportunities particularly for those who face barriers to employment and/or who are located in deprived areas, and for people in industries with known skills shortages or in high growth sectors; and
iii. Support educational attainment relevant to the contract, including training schemes that address skills gaps and result in recognised qualifications.
Tackle workforce inequality
a. The Supplier must:
i. Demonstrate action to identify and tackle inequality in employment, skills and pay in the contract workforce;
ii. Support in-work progression to help people, including those from disadvantaged or minority groups, to move into higher paid work by developing new skills relevant to the contract; and
iii. Demonstrate action to identify and manage the risks of modern slavery in the delivery of the contract, including in the supply chain.
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Transcription, Analytics & Quality Management RFP – Supporting documentation_Architecture

1. High Level Overview



As part of the Contact Engagement Programme (CEP), the Telephony project is aiming to replace the legacy contact centre telephony platform with an agile and integrated infrastructure with ‘Best of Breed’ capability. The Telephony Platform is a Business-Critical service for HMRC; it transacts over 53m calls per annum with over 35m individuals and 2.3m businesses.  The solution supports both inbound calls and outbound campaign calling.  



The telephony procurement was split among three suppliers.

· ODIGO – Carrier, Core Telephony and Call Recording Services

· NUANCE – Voice Automation

· Supplier 3  – Analytics & Quality Management



The Data and Reporting project stream of CEP delivers a solution for hosting all interaction history. The Call Archive Management stream of CEP delivers a solution to store and replay historical call recordings.



Solutions should be designed considering the following HMRC Policies:

· Process disentanglement - Choose the right tool for processes 

· Consolidate ledgers & accounts - Single view of customer and accounts

· Data virtualisation and open API access by default - Make data available rather than move internally and externally

· Market standard unless...State of the art standard tools. Develop only to implement unique business processes

· Single platform with integrated channels to interact with customers - Effective real time interaction with customers

· Appropriate adoption of AI and ML. Ethical use of AI and ML and appropriate automation

· Strategic use of Cloud Environments with portability and interoperability in mind



Solutions should be designed considering the following HMRC Standards:

· A single, consolidated view of the customer

· An integrated way of interacting with our customers, agents and intermediaries

· User centric, multi-channel services that meet Government design and legal minimum standards

· Standard processes for accounting, customer interaction and service

· Clear data ownership, strong quality control, and the ability to optimise use of our data

· Standardised applications with reusable APIs

· Flexible, matured  services owned, catalogued and managed by CDIO

· Services expose Quality Data that can be trusted and reused

· Quality data in debt free backend Systems 

· Systems and Integration Layer that enforces Data Standards and GDPR/PCI Data Security Standards

· Use of HMRC Enterprise Logical Data Model













2. Solution Architecture



The diagram below provides a high-level architecture of the ‘to-be’ Analytics and Quality Management solution.

[image: ]

2.1 Call Recording Platform



Odigo provides cloud-based contact centre as a service (CCaaS) platform for the carrier, core telephony and call recording services. The interaction gets recorded from the time the agent answers the call. The platform will store audio files in an open format (compressed .MP3). The call recording will be available in ‘stereo’ sound with speaker separation. It utilises an ultra-high-definition audio quality that requires 0.24Mb/minute. Call recordings will be held in the Odigo environment for a limited period (~30 days). Odigo will share audio files and metadata with HMRC in near real-time. The HMRC requirement is to retain call recordings for seven years.



Call metadata is expected to be in JSON format.



Nuance provides the SaaS platform for the Natural Language IVR (Voice automation functionality). The solution is hosted in the Azure cloud. For caller behaviour analysis, the platform allows recording a small % of IVR calls. Nuance recommendation is not to exceed 2% in the production environment due to the performance impact on the platform.  Nuance will share a minimum of 1,000 call recordings per day at random. The Nuance IVR audio recordings will be available in an open format expected to be WAV.



The solution utilises a high speed, low packet loss and a low latency network connection between the cloud platforms and the HMRC environment.  The audio and metadata files will be encrypted to ensure data security in transit and at rest. The metadata file contains a correlation id that enables cross-platform matching of each telephone interaction.



2.2 HMRC Secure File Transfer Service 



HMRC provides Secure File Transfer Service, to enable secure transfer of data, to and from suppliers over the internet. The supplier will need to obtain Government Gateway credentials and enrol to the service. The diagram below provides a high-level view of the pattern to exchange data.



[image: ]





Data transfer from Odigo to HMRC:



1. Odigo CCaaS records calls and stores them in a local repository; files are encrypted with an Odigo client master key

1. New calls are transferred internally over SFTP to an Odigo staging server where recordings are decrypted, then re-encrypted with a HMRC public key for transfer to HMRC.

1. Either by API notification or periodic check, HMRC Secure File Transfer Service knows about the new file’s arrival. HMRC Secure File Transfer Service performs FTPS Get of encrypted recordings from the Odigo staging server

1. The Secure File Transfer Service FTPS channel decrypts the files for AV - files are then in the clear in HMRC storage



The same pattern will be used to collect audio/metadata files from the Nuance IVR SaaS platform.



Data transfer from HMRC to the Analytics and QM SaaS platform:



1. The Analytics and QM supplier provides their public key with the HMRC Secure File Transfer Service for encryption and also the integration framework to exchange data

2. HMRC Secure File Transfer Service notifies the Analytics and QM platform about the arrival of new recordings

3. The Analytics and QM platform performs FTPS Get of encrypted recordings from the HMRC Secure File Transfer Service

4. The Analytics and QM platform decrypts the files with their private key



Data transfer from the Analytics and QM SaaS platform to HMRC:



1. The Analytics and QM SaaS platform supplier encrypts data (transcripts) with HMRC public key and notifies the HMRC Secure File Transfer Service about the availability of new files

2. HMRC Secure File Transfer Service performs FTPS Get of encrypted recordings from the supplier’s staging server

3. The Secure File Transfer Service FTPS channel decrypts the files for AV - files are then in the clear in HMRC storage

4. The HMRC Integration framework will notify the relevant internal services about the arrival of new data for downstream consumption 



The HMRC Secure File Transfer Service supports the SFTP protocol as well but the HMRC strategic requirement is to use the FTPS protocol for file transfer.



2.3 CEP Call Archive Management Platform



The Call Archive Management Platform provides storage and a call retrieval service. The solution will be hosted in the HMRC cloud and integrated with the Odigo call recording platform to collect audio and metadata files via the HMRC Secure File Transfer Service. The solution provides a bespoke user interface for users to search, retrieve and replay call recordings.





2.4 CEP Data and Reporting Platform



The Data and Reporting platform in the HMRC cloud hosts all interaction history (voice/chat). The new Telephony platform, PEGA and the Web Chat service will need to supply interaction data to the Contact History Repository. Transcripts generated by the new Analytics platform will need to be transferred to the Data and Reporting platform for long term storage.



2.5 Transcription, Analytics and Quality Management Platform



The new Transcription, Analytics and Quality Management SaaS platform will need to provide the integration framework to collect audio and metadata files from the HMRC Secure File Transfer Service in near real-time. There is a possibility to directly collect audio and metadata from Odigo and Nuance environments; however it requires a security review and a joint discussion with the suppliers.



After completing the analytics and transcription of recordings, transcripts will need to be copied over to the HMRC Data and Reporting platform for long term storage. To avoid storage duplication, the platform should provide an ability to purge recordings manually and/or automatically after a predefined time.



Although it is not an immediate requirement, the platform should support integration with Odigo CCaaS platform and provide real-time speech analytics.



2.6 Legacy Call Recordings



The existing Contact Centre Telephony platform utilises the Verint solution (v11.1) for call recording. The total size of legacy call recordings is approx. 90 TB; audio files are in the Verint proprietary format. When writing this document, the CEP Telephony project is working on solution options to migrate legacy call recordings. The choice of converting audio files into an open format, and storing audio and call metadata in the CEP Call Archive Management platform is under consideration. The legacy call recordings are not the primary target for the new Analytics platform.



2.7 Web Chat Service



The web chat service is provided by Nuance. The service will supply interaction data to the Contact History Repository in the Data and Reporting solution. Although it is not a requirement for day one, the new Analytics & Quality Management platform should be capable of ingesting web chats or integrating with the web chat service to enable combined analysis of voice and chat transcripts.



2.8 Advisor User Interface (PEGA Infinity)



The contact centre utilises the PEGA Infinity platform to provide the Advisor User Interface (AUI) to handle the customer interaction. Advisors will use AUI to handle both inbound and outbound campaign calls.  The CTI integration with the Odigo CCaaS platform provides screen pop of the customer information to agents. Pega robotics retrieves recent and relevant customer data, guidance & scripts based on the caller intent, presenting the data to the advisor at point of contact.  This is therefore not a primary target area for this solution.

PEGA platform will feed interaction notes and call outcomes into the Data and Reporting service.  

Pega Infinity operates an Evergreen updating policy.



































2.9 Additional Information

The following information may be repeated in the requirements section but forms part of the minimum technical standards.



· User Interfaces must be compliant with HTML 5 UI standards

· User devices currently on the estate include Desktop, Tablet (SP3 -7), Laptop, Notebook, Mobile (iPhone).

· Advisors have access to MS Teams & O365 on devices.

· Standard HMRC browsers to be supported are Edge/Chrome/Mobile Safari and must not require the use of plug ins.

· Any mobile applications for use by HMRC staff must be supported on Apple iPhone and implement Intune MAM controls.

· The solution must be compliant to current accessibility standards including WCAG2.1AA.

· Data at rest must be encrypted ideally this will be at AES256 or equivalent

· Data in transit must be encrypted this will be to at least TLS 1.2.

· User authentication/SSO should be supported by OAuth2 (preferred) or SAML integration with HMRC’s Azure AD 

· The high number of users requires an automated process for provisioning user data and associated add, amend, delete services

· Relevant Legislative standards apply including GDPR and PCI DSS.  These must be continually maintained.

· HMRC advocates the use of lightweight protocols (e.g. SOAP/JSON/RESTful API’s) based on open standards.  
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Vetting Guidance 


1. Who should read this guidance? 


Staff who require a National Security Vetting clearance 


• Managers of staff who currently hold, or will require a vetting clearance 


• Those responsible for procurement, ongoing management and assurance of 3rd party services, 
contractors and or consultants 


  


2. What is National Security Vetting? 


National Security Vetting (“vetting”) provides a level of assurance as to the trustworthiness, integrity and 
reliability of employees and temporary staff and staff employed by our suppliers.  It is designed to protect 
national security for some sensitive or critical posts that will involve regular access to our most sensitive 
and or valuable assets and may be a requirement for certain high risk locations. 


  


While vetting is appropriate for a minority of posts, standard pre-employment checks using HMG’s 
minimum standards of the BPSS (Baseline Personnel Security Standard) are mandatory for all 
potential employees, temporary staff and staff employed by our suppliers.  BPSS checks must be 
completed before vetting can take place. 


  


The vetting process results in a decision to grant or deny a clearance, based upon evidence available at a 
moment in time.  After a clearance is granted, vetting “Aftercare” is essential. Good management, 
effective controls and the pragmatic application of the Need to Know Principle continue to be essential. 
Aftercare requires on-going maintenance and must continue for the lifetime of the vetting clearance. 
  


The requirement for vetting must be stated in all advertisements for vetted posts and applicants must be 
made aware that taking up the posts are conditional upon achieving the required level of vetting 
clearance. 


  


Individuals being considered for a post requiring a clearance will need to obtain the relevant clearance 
before taking up the post. It is the manager's responsibility to ensure that the individual understands why 
clearance is required and what the process entails, before they are vetted. 


  


3. Who needs a vetting clearance? 


Vetting is an intrusive and costly process that can also be time consuming.  You need to carefully 
consider if a clearance is really needed for the role to be carried out.   
  



http://internal.active.hmrci/page/corporate-services/security-information-zone/help-guidance/personnel-security-vetting/vetting-aftercare-0
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NOTE: All staff can access material classified at OFFICIAL, including OFFICIAL-SENSITIVE without a vetting 
clearance. Staff may also have occasional and controlled access to material classified as SECRET subject 
to management discretion and on a "need to know" basis.  For most staff, vetting is not appropriate. 
  


See “Vetting at a glance”, below 


  


4. Who is eligible to apply for a vetting clearance? 


Note: BPSS pre-employment checks, which are carried out for all potential staff as part of the recruitment 
or tendering processes, must have been completed before vetting can take place. For existing staff who 
were checked through BPSS at some earlier date, BPSS does not need to be repeated before the vetting 
process commences. 
  


BPSS will check the applicant’s: 


- identity; 


- right to work in the UK; 


- employment history and 


- any unspent criminal convictions.  


Properly authorised requests for applicants from HMRC, contractors, temporary staff, supplier staff and 
applicants for HMRC vacancies with a genuine need for a vetting clearance will be processed, provided 
that they have the required minimum UK residency history, see “Vetting at a glance”, below. 


  


NOTE: Where the minimum UK residency history requirement has not been met, the process will not be 
started. Business may decide, on a Need to Know and risk-managed basis, to allow individuals to access 
sensitive assets, provided that the HMG and HMRC minimum standards are met – see “Access and 
Definition” in Vetting at a glance. 
  


5. Vetting and Misconduct cases 


A vetting application from a member of staff who has been the subject of an investigation into misconduct 
may be processed by the vetting team. In those cases, HR must have completed their work on the case 
and sufficient case details must be available to the vetting team to be considered together with all other 
relevant information required, in order to reach a decision. 


  


An application for vetting clearance will not be processed while an investigation into misconduct by the 
vetting applicant is being carried out. 
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6. Vetting at a glance 


 Level Access and 


Definition 


Minimum 


Period of 


UK 


Residency 


History 


Required 


See NB1 


below 


Renewals - 


Standard 


Vetting 


Clearance 


Periods.   


See NB2 


below 


Minimum Checks 


Performed 


  


Counter 


Terrorist 


Check 


(CTC) 


This is aimed at 


preventing 


individuals with 


significant 


connections to 


terrorist 


organisations from 


gaining access to 


information, 


individuals, 


establishments or 


material, which 


may be of direct 


assistance to 


terrorists. 


  


• A minimum of 


Counter Terrorist 


Check (CTC) must 


be completed for all 


security guards 


  


The last 3 


years 


Reviewed 


after 10 years 


(3 years for 


non-HMRC 


personnel) 


• a departmental 


conduct and discipline 


record check 


• an Internal 


Investigation Records 


check 


• a criminal record 


check of unspent and 


spent convictions 


• a security service 


record check 


See NB3 below 


Security 


Check 


(SC) 


This is required for 


posts involving 


long-term, frequent 


and uncontrolled 


access to material 


protectively marked 


The last 5 


years 


Reviewed 


after 10 years 


(5 years for 


non-HMRC 


personnel ) 


As above, plus: 


• a financial check and 


credit reference check 


See NB4 below 
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at SECRET and for 


posts that require 


occasional and 


controlled access to 


material 


protectively marked 


at TOP SECRET, 


(with the exception 


of TOP SECRET 


STRAP material.) 


  


Developed 


Vetting 


(DV) 


  


This is required for 


posts involving 


long-term, frequent 


and uncontrolled 


access to material 


protectively marked 


at TOP SECRET. 


The last 


10 years 


Initial review 


after 5 years 


and 


subsequently, 


after 5-7 


years. 


5 years for 


non-HMRC 


personnel. 


Those under 


21 will be 


reviewed 


every two 


years. 


  


As above, plus: 


• HMG’s UKSV will 


interview the 


applicant, the 


applicant’s line 


manager and a 


character referee 


provided by the 


applicant. 


  


NB1 
UK Residency - It may be possible to gather enough evidence on which to base a vetting clearance decision 
when the applicant has worked abroad during the required residency period, if during that time abroad 
they served as a UK Civil Servant, a Crown Servant, worked in any other UK Public Body or as a member 
of the Armed Forces and they were resident in the UK prior to their term abroad. This may be extended 
to include students who have spent a period of their full-time UK-based education abroad for reasons 
connected with their course, e.g. foreign language students. Please check with the vetting team. 


  


NB2 
There may be exceptions where a conditional clearance is granted and if so, the subject and line manager 
will be notified on the clearance letter. 
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NB3 
Occasionally, a detailed interview will be required. 


  


NB4 
Occasionally, a detailed interview and or a more extensive financial review will be required. 
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Transcription Requirements

		Transcription Requirements



		ID		Requirement		Must (Mandatory)/
Should (High Priority)/
Could (Desirable)		How will you meet this requirement (dropdown box)		Optional Comment (50 words max)
Although this comment is optional, you may want to use this to clarify if appropriate

		TS-001		The Transcription Service must be able to transcribe customer call recordings held within a secure cloud environment as defined by The Buyer. (Further details are available in Annex A: Architectural Overview).  		Must

		TS-002		The Transcription Service must have the capability to transcribe a minimum of 40% and up to 100% of the customer contact across the Odigo and Nuance Platform. The percentage of calls transcribed should be adjustable over the contract length and configurable to different business units operational needs. The Transcription Service must be compatible with the recording service meta-data and voice interaction logic to support transcription.  This includes receiving all relevant recording streams. 		Must

		TS-003		The Transcription Service must also be cross compatible with multiple leading third party contact platforms to support a microservices architecture design, where the Transcription Service can connect, work and be scaled independently of the current contact centre platform. (Further details are available in Annex A: Architectural Overview). 		Must

		TS-004		The Transcription Service must be compatible and integrate with other suppliers within the telephony service, specifically Odigo, Nuance and Pega Infinity Platform. (Further details are available in Appendix A: Architectural Overview) 		Must

		TS-005		The Transcription Service must be resilient to failure of other interconnected services, such as the Recording Service. Additionally, should the Transcription Service experience failure, this must not affect other microservices.		Must

		TS-006		The Transcription Service must be capable of exporting transcriptions to a secure cloud environment. 		Must

		TS-007		The Transcription Service should be accessible and controllable in a programmatic fashion.		Should

		TS-008		The Transcription Service must have the capability to automatically transcribe voice call recordings to text, with a minimum of 1 hour 30 minutes of call time transcription supported. 		Must

		TS-009		The Transcription Service must give The Buyer's users the ability to delete transcriptions. This may be on a bulk, targeted or individual transcription basis, determined by an authorised administrator with an appropriate audit trail.		Must

		TS-010		The Transcription Service must have the ability to purge transcriptions on an automated basis in line with The Buyers deletion policy, including the ability for The Buyer to redefine this deletion policy.		Must

		TS-011		The Transcription Service must have the capability to indicate the quality and accuracy of the transcription preferably indicated by percentage. The transcription service could also indicate progress of task completion for recording transcription progress. 		Must

		TS-012		The Transcription Service must have the function to mask reference numbers when creating a transcription. 		Must

		TS-013		The Transcription Service must have the capability to export transcriptions in a non-proprietary format on both an ad-hoc and bulk basis.		Must

		TS-014		The Transcription Service must have ongoing support from the supplier to allow optimisation of the language index in order to improve transcription accuracy (for example the addition of key words and phrases), without further cost. 		Must

		TS-015		The Transcription Service must support multiple concurrent language models, configurable by The Buyer. 		Must

		TS-016		The Transcription Service should support externalisation of role allocation.		Should

		TS-017		The Transcription Service must support a method of provisioning user data.		Must

		TS-018		The Transcription Service must make transcriptions available for viewing and analysis as soon as processed, and no more than two hours after recorded calls are made available to the service, to support the in-day operational needs.		Must

		TS-019		The Transcription Service must have the capability to define multiple levels of user account privileges, with different categories of user account depending on operation unit roles and hierarchies as defined by The Buyer. 		Must 

		TS-020		The Transcription  Service must support the use of OAuth 2.0 (preferred) or SAML integration with HMRC's Azure AD for user authentication.		Must

		TS-021		The Transcription Service must allow The Buyer to add, move, modify and delete user accounts and user defined meta-data without recourse to CR processes and without incurring additional costs.		Must

		TS-022		The Transcription Service must have the capability to define multiple levels of categories and sub-categories of transcription within a to be defined buyer hierarchy. 
(For example:
Customer Service Group > Personal Tax > Self Assessment > Tax Returns or
Customer Service Group > Debt Management > Self Assessment > Large Debt.)		Must

		TS-023		The Transcription Service must be able to determine inference during the call, such as pauses, the sentiment and tone of all parties involved in the conversation.		Must

		TS-024		The Transcription Service must have the capability to differentiate between Customer and Agent speech when transcribing call recordings. It should also identify periods of over talk and distinguish between multiple voices.		Must 

		TS-025		The Transcription Service should be able to import selected buyer defined historical contacts. 		Should

		TS-026		The Transcription Service could have the capability to automatically provide screen recordings of agents user interfaces during a customer call. If the service does provide this feature, the recording must be provided directly through the service, with no third-party integration or access to the recording. 		Could

		TS-027		The Transcription Service must provide an audit trail of all transcription access to identify individuals who have reviewed individual call transcriptions.		Must

		TS-028		The Transcription Service must provide an audit trail of all actions taken by system administrators.		Must

		TS-029		The Transcription Service must be compatible with The Buyer’s accessibility software. Assistive technologies include: Supernova; JAWS; Dragon; ZoomText Magnifier 11; ZoomText Magnifier 11 Reader; Read & Write Gold		Must

		TS-030		The Transcription Service's application services, components, modules, data access and handling methods must be accessible via open APIs.  For example, deriving customer sentiment from another channel. 		Must
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Analytics Requirement

		Analytics Requirements



		ID		Requirement		Must (Mandatory)/
Should (High Priority)/
Could (Desirable)		How will you meet this requirement (dropdown box)		Optional Comment (50 words max)
Although this comment is optional, you may want to use this to clarify if appropriate

		AS-001		The Analytics Service must be able to analyse customer call transcriptions held within a secure cloud environment as defined by The Buyer.		Must

		AS-002		The Analytics Service must have the capability to access and analyse all call transcriptions created by the Transcription Service over the length of the contract.		Must

		AS-003		The Analytics Service must support a microservices architecture design, where the Analytics Service can connect, work and be scaled independently. 		Must

		AS-004		The Analytics service must be resilient to failure of other interconnected services, such as the Transcription Service. Additionally, should the Analytics Service experience failure, this must not affect other microservices.		Must

		AS-005		The Analytics Service must be capable of exporting analytic reports to a secure cloud environment. 		Must

		AS-006		The Buyer requires the ability to extract reports into common word processing formats to enable printing. For example, files can be exported to Microsoft Word/Excel/Portable Document Format  (.docx / .xlsx / .pdf ) formats. 		Must

		AS-007		The Analytics Service must make analytic reports available for viewing as soon as processed to support the in-day operational needs.		Must

		AS-008		The Analytics Service must have the capability to define multiple levels of user account privileges, with different categories of user account depending on operation unit roles and hierarchies as defined by The Buyer. 		Must 

		AS-009		The Buyer has multiple tenants on the service platform, therefore The Analytics Service must have the capability of supporting differing requirement meanings for each of the operational units roles and hierarchies. (For example, words and phrases may mean different things to different business units and may need to grant different privileges depending on the organisation).  		Must

		AS-010		The Analytics Service must support the use of OAuth 2.0 (preferred) or SAML integration with HMRC's Azure AD for user authentication.		Must

		AS-011		The  Analytics Service must allow The Buyer to add, move, modify and delete user accounts without recourse to CR processes and without incurring additional costs.		Must

		AS-012		The Analytics Service must have the capability for all data, including meta data, to be searchable by multiple buyer configurable criteria. (For example; agent, dialled number, Speech categories, extension, duration, call reason, date, time, customer origin, CLI)		Must

		AS-013		The Analytics Service must have the ability to save user search criteria to be re-used quickly.		Must

		AS-014		The Analytics Service must be able to categorise calls based on the sentiment and tone of all of the parties involved in the conversation.		Must

		AS-015		The Analytics Service should support externalisation of role allocation.		Should

		AS-016		The Analytics Service must support a method of provisioning user data.		Must

		AS-017		The Analytics Service must have the ability to capture and analyse meta data provided by the Voice Automation Service. The Analytics Service should then integrate voice automation service meta data into associated call analysis. 		Must

		AS-018		The Analytics Service should be able to track the changing profile of sentiment and tone across the duration of a conversation.		Should

		AS-019		The Analytics Service should be able to identify vulnerable users from the speech, tone, sentiment and associated meta-data on a call. The analytics service should then flag this to the buyer's users in a timely manner.  		Should

		AS-020		The Analytics Service must be able to track specific words, strings of text, patterns of text, sentiment and intents in order to identify contacts relating to buyer defined processes or initiatives such as debt recovery. The analytics must also be able to recognise common colloquial lexicon for buyer services and offer phonetic boosting optimisation, for example Brexit = UK Transition, Customs and Exercise Duties and integrate these within The Authorities Language Model.		Must

		AS-021		The Analytics Service must support multiple concurrent language models, configurable by The Buyer. 		Must

		AS-022		The Analytics Service must have the capability to differentiate between Customer and Agent speech when performing call analysis on single channel recordings. It must also identify periods of over talk and distinguish between multiple voices.		Must

		AS-023		The Analytics Service must be able to provide analytics on agents to ensure best practice and effectiveness. (For example; agent interruptions, periods of silence and agent vs customer talk time). 		Must

		AS-024		The  Analytics Service must have the capability to set up alerts to notify specified users when specific activity/trends/thresholds have been breached.		Must

		AS-025		 The Analysis Service could provide relevant insights tailored to specific call context, business areas or roles to specified analysts/Buyer user roles to give dynamic updates. 		Could

		AS-026		The Analytics Service must provide an audit trail of all actions taken by system administrators.		Must

		AS-027		The Analytics Service should have the ability to automatically locate, categorise and group similar call transcripts to a given transcript. This could include grouping multiple calls over multiple lines from the same customer to a customers contact history record. 		Should

		AS-028		The Analytics Service should have the ability to automatically recommend new and improve call categories and sub categories based off meta-data, call transcriptions and workload data. The service should notify buyer users about any recommendations.		Should

		AS-029		The Analytics Service should have the ability to optimise its systems over time and aid The Buyer in maximising the benefits the system can offer. This could include decision intelligence, and predictive insights by performing queries on current and historical data to give a combined analytics picture. The analytics service must also be able to account for anomalous or 'one off' trends that could skew predictive insights, for example 'COVID'. 		Should

		AS-030		The Analytics Service must have its own internal comprehensive reporting suite that supports manual and scheduled exporting of data and reports. This must include the ability for users to create and review custom queries and trend reports. 		Must

		AS-031		The Analytics Service must offer a Graphical User Interface to allow The Buyer's users to quickly and intuitively create, view, run and export analytic reports without relying on complex data analysis scripts and inputs. 		Must

		AS-032		The Analytics Service should be accessible and controllable in a programmatic fashion.		Should

		AS-033		The Analytics Service must be able to share regular periodic analysis assessments (at least hourly) in a non propriety format with buyer information and intelligence gathering platforms, for example AVON.		Must

		AS-034		The Analytics Service must meet the buyers accessibility standards.		Must

		AS-035		The Analytics Service's application services, components, modules, data access and handling methods must accessible via open APIs.  For example, deriving customer sentiment from another channel. 		Should
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Quality Management Requirements

		Quality Management Requirements



		ID		Requirement		Must (Mandatory)/
Should (High Priority)/
Could (Desirable)		How will you meet this requirement (dropdown box)		Optional Comment (50 words max)
Although this comment is optional, you may want to use this to clarify if appropriate

		QM-001		The Quality Management Service must provide the capability to undertake both manual and automated assessments, scoring and reporting of agent call quality.		Must

		QM-002		The Quality Management Service must be able to review speech analytics transcription data against sets of criteria, which must be configurable and definable by The Buyer. 		Must

		QM-003		The Quality Management Service must provide The Buyer with the flexibility to create multiple assessments and evaluations. The Quality Management Service must allow the buyer to manage the assessment and evaluation criteria which can be tailored to the needs of different business areas or agent skills as defined by the Buyer.		Must

		QM-004		The Quality Management service must have integrated functionality for assessing & scoring call quality both for a live call in progress or for a call recording played. The outputs of which can be reported separately or in aggregation.		Must

		QM-005		The Quality Management service must be able to integrate with current telephony platform providers, the IT service desk, and be cross compatible with multiple leading third party contact platforms to support a microservices architecture design, where the Quality Management Service can connect, work and be scaled independently of the current contact centre platform.		Must

		QM-006		The Quality Management Service will enable agents to review, self-assess and score their own work types, against criteria defined by the Buyer.		Must

		QM-007		The Quality Management Service must be capable of exporting analytic reports to a secure cloud environment. 		Must

		QM-008		The Quality Management Service should provide screen / key stroke recording. This must be utilised by the Quality Monitoring service for example the facility for monitoring and measuring agent activity against  criteria defined by the Buyer.		Should

		QM-009		The Quality Management Service will provide reporting of QM assessments and outputs for both individual agents and aggregated across teams/areas in line within the Buyer's hierarchy structure (e.g. by business area, by line of business, by advisor skill, by location, etc.).		Must

		QM-010		The Quality Management Service must offer a Graphical User Interface to allow The Buyer's users to quickly and intuitively create, view, run and export analytic assessments without relying on complex data scripts and inputs. 		Must

		QM-011		The Quality Management Service should be accessible and controllable in a programmatic fashion.		Should

		QM-012		The Quality Management system must have the ability for The Buyer to define and amend the organisational structure/hierarchy within the service.		Must

		QM-013		The Quality Management system should have the ability to integrate with another service which defines the organisational structure/hierarchy.		Should

		QM-014		The Quality Management Service should have the ability to adjust Quality Management coverage to analyse and score  0% - 100% of inbound and outbound calls and be configurable against criteria defined by The Buyer (e.g. by business area, by line of business, by advisor skill, by location, etc.).		Should

		QM-015		The Quality Management Service must have the capability to target calls flagged for assessment based on multiple parameters which are to be defined and amended by The Buyer (e.g. random selection,  % coverage,  by agent, line of business, agent skill, date range, call length, time of day, etc.).		Must

		QM-016		The Quality Management Service must meet The Buyers accessibility standards.		Must

		QM-017		The  Quality Management Service must provide The Buyer with the capability to configure and amend its own role profiles and their associated capabilities in line with its various roles and user functions.		Must

		QM-018		The  Quality Management service must restrict the users access to capabilities based on the role allocated and to advisors, teams, sites etc. based on their position within the organisational structure/hierarchy.		Must

		QM-019		The Quality Management Service should support externalisation of role allocation.		Should

		QM-020		The Quality Management Service must support a method of provisioning user data.		Must

		QM-021		The Quality Management Service should support multi-channel inputs, such as voice, webchat, post, etc. 		Should

		QM-022		The Quality Management Service must provide dashboard / reporting suite at agent / supervisor / team / area level in line with The Buyer's hierarchies, structures and locations		Must

		QM-023		The Quality Management service should provide a comparison of any agent self-assessments and supervisor assessments of their calls for review and coaching. This must have the capability to be done in an anonymous capacity without identifying individual agents at the discretion of the Buyer. 		Should

		QM-024		The Quality Management service should provide functionality to capture coaching notes and actions which both supervisor and agent can review, agree, add comments, actions and progress updates.		Should

		QM-025		The Quality Management Service should provide Development Services and API Gateways that can be utilised by external development tools and services.		Should

		QM-026		The Quality Management service could be able to utilise AI technology to identify errors in transcription and reduce false positives from transcription mistakes and predictively suggest anomalous text to reduce false positives/flagging. 		Could

		QM-027		The Quality Management Service should be able to provide detailed evaluations based off of specific words/tone/metadata in assessing a call. 		Should

		QM-028		The Quality Management service must provide the ability to restrict the transfer of recordings in the Quality Management Platform that contain Personally Identifiable Information to designated roles/users defined by The Buyer.  The Quality Management Service must also be able to automatically delete data and meta data containing Personally Identifiable Information with an appropriate audit trail when no longer required. 		Must

		QM-029		The Quality Management service must have the ability to automatically delete legacy recordings and associated metadata held in the quality management platform to business configurable parameters in line with archive and retention polices,  supporting compliance with GDPR regulations. The Quality Management service must conform with legislative data standards E.g. GDPR, Data Protection, etc.		Must
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Non Functional Requirements

		Non Functional Requirements



		ID		Requirement		Must (Mandatory)/
Should (High Priority)/
Could (Desirable)		How will you meet this requirement (dropdown box)		Optional Comment (50 words max)
Although this comment is optional, you may want to use this to clarify if appropriate

		NFR-001		The service must be highly available and meet the service times and service availability targets detailed in Schedule 10 (Service Levels).		Must

		NFR-002		The buyer operates 24 hours a day, 7 days a week, 365 (366) days a year: all parts of the services must be available to support this.		Must

		NFR-003		The service must support agents working from any Authority location, as well UK residential home working. Platform must support The Authority's changing estate, with sites being brought on or removed from the platform.		Must

		NFR-004		The service platform must support multiple Buyer defined tenants with different hierarchies and business processes on the same instance.		Must

		NFR-005		Ease of use is an important element and the service should be intuitive with minimum training required for both specialist and operational users. 		Must

		NFR-006		The Buyer operates to ITIL v4.  Suppliers will need to work to these processes.  

A dedicated IT Service Desk (ITSD) currently exists for the Buyer. This is the central point for the handling of all IT/Telephony incidents. Suppliers will be expected to integrate with this service and act as a resolver group within the environment and act collaboratively with problem and incident management processes, where the task of identifying the root cause is a shared responsibility until it has been identified.  This shall involve provision of:
• Helpdesk function with a support contact number for queries referred by the ITSD
• Trained and dedicated helpdesk staff that respond to queries referred by the ITSD
• Escalation processes for the Service Management Community
• Incidents raised must be traceable between all supplier helpdesks to support incident resolution.		Must

		NFR-007		It is vital to the buyer that the systems it uses are supported effectively.  It is also important that versions deployed are tried, tested and trusted and are able to operate with other systems deployed as appropriate.		Must

		NFR-008		The supplier must ensure that the solution/versions deployed are, and continue to be, supported and supportable throughout the contract term, we expect the service to be running the latest version or latest version -1.		Must

		NFR-009		Manage patches and upgrades in a timely way and minimise risk, business disruption, and downtime. (For example outside of core operating hours, and outside of peak periods)

Note: the Buyer expects security patches to be deployed to the environment in hours not days.		Must

		NFR-010		Ensure that appropriate, adequate testing is completed successfully prior to changes being released into live.  Integration testing activities will be required and this will require the alignment of both data and test environments.  End to end testing will require careful alignment of plans, data, environments and resources. Test acceptance criteria will be put in place and evidence that the criteria have been met must be provided prior to sign off.  Accessibility testing will also need to be completed where appropriate. Appendix D contains the Buyers operational test strategy.
		Must

		NFR-011		The supplier must identify and quantify the impact of changes in systems across the Buyer landscape and work with the Buyer and other suppliers to maintain suitable test environments of dependent and/or associated system functionality to enable full end to end testing of changes originating in adjacent systems.		Must

		NFR-012		The Buyer requires that training is supplied in all new systems by qualified personnel with at least three years training experience and thoroughly familiar with the relevant features and characteristics.

The type / level of training will be dependent on the staff’s individual roles but should offer knowledge transfer to Buyer staff to allow them to independently utilize and operate all relevant aspects of the solution. A ‘train the trainer’ approach will be adopted where appropriate.  Detailed nature, timing and quality of the training shall be agreed with the Buyer as part of training needs analysis and be documented in a Training Strategy, addressing (as a minimum):
• Needs analysis
• Target audience
• Development of course structure/content
• Communication plan for courses
• Training programme (course titles, trainers, suitability, duration, dates, locations)
• Learning materials
• Evaluation of training material
• Provision of suitable training materials or user guides.
• Preference for virtual classroom as opposed to physical classroom training.
The Buyer expects suppliers to provide additional support for Go Live in order to deliver a smooth transition and knowledge transfer. 		Must

		NFR-013		The solution must provide a business continuity capability that will make it easy to rapidly provision new sites for customer contact as and when required, for example, in response to a business continuity event such as a burst pipe in an office making the office inhabitable or to handle contact for another Public Sector organisation		Must

		NFR-014		Graceful Failover
The solution must provide the capability for the service to continue to operate in the event of meteorological, geological, political and other disasters.  

We are prepared in the event of a major recognised disaster to run at 60% of peak capacity for a short period.

Note:
For example from a hosting perspective to demonstrate to offer this level of service.		Must

		NFR-015		The service must have the capacity and capability to comfortably handle both expected and unexpected peaks and surges in call traffic arising from key business events requiring a customer response, throughout the year. 
This will include bringing additional locations, including homeworking, into the Virtual Contact Centre environment for short periods of time.
Refer to appendix E - 'Customer Contact Volumetric'.
		Must

		NFR-016		The Buyer requires operational and commercial flexibility to upscale and downsize operations based on contact volumes and business need. The Buyer therefore anticipates a consumption based pricing model, only being charged based on utilisation.		Must

		NFR-017		The Buyer requires the ability to dynamically operate a flexible workforce and deploy resources. The Supplier must 
- Provide the authority with the ability to configure a majority of colleagues (between 30,000 and 40,000).
- Operate with up to 30,000 concurrent users. 		Must

		NFR-018		• Allow business administration of configuration changes (in line with role permission), where agreed and practicable, with appropriate Supplier support
• Provide a change management system to enable configuration and system changes to be made, within agreed Service levels.		Must

		NFR-019		The Supplier will be required to enter into a contract with The Authority whereby:
• The solution must be hosted in the UK.
• All systems must comply with the Buyer's Security Standards & Policies and the General Data Protection Regulations 2018.
• Data must be processed and archived within Data Centres in the United Kingdom.
• Any support services based outside the UK must not have access to data.
• The Supplier will be required to comply with the security guidelines and standards as set out in Schedule 16 (Security). 
• The Identification and Verification requirement specifies that the solution will need to handle. The Buyers' customer data designated up to ‘Official Sensitive’ level.
• Within 20 working days after the effective date, The Supplier(s) will have to prepare a Security Management Plan in accordance with The Buyers' Security Policy – as per Schedule 16 (Security
• Any information security management system and processes developed by the Supplier(s) will have to meet the relevant requirements as set out in ISO/IEC 27001 & ISO/IEC 27002 – as per Schedule 16 (Security).
• The Supplier(s) must comply with the 12 requirements of PCI DSS (Payment Card Industry Data Security Standard) which apply to "all system components included in or connected to the cardholder data environment” – i.e. the “people, processes and technologies that store, process, or transmit cardholder data or sensitive authentication data”.
• The Supplier will follow The Buyer’s processes for secure data transfer as outlined in the security questionaire.
• The service must comply with Cloud security controls as set out by the NCSC, Industry Standards and Regulatory Requirements and provide copies of security accreditations, such as, but not exclusive to, ISO27001, Cyber Essentials Plus. 		Must

		NFR-020		The service should be capable of accessing customer and user data on demand and not need to store customer data locally.		Should

		NFR-021		Data must be logically separated between the Buyer and other tenants.		Must

		NFR-022		Data should be uniquely encrypted for the Buyer, and other tenants.		Should

		NFR-023		The service must meet the required SLAs and NFRs, including HA and fault tolerance.		Must

		NFR-024		All services and components should be accessible and controllable in a programmatic fashion.		Should

		NFR-025		The service could support the Open Telemetry Standards to enable monitoring, standards as per https://opentelemetry.io/		Should

		NFR-026		The service must have appropriate protections against external attacks (DDoS, SQL Injection, etc.).		Must

		NFR-027		Any VPN connectivity should support the CESG PRIME standards.		Should

		NFR-028		The service should only retain data that is application specific and essential to carry out the application's function.		Should

		NFR-029		Information Lifecycle Management policies should be implementable for all data retained within this product.		Should

		NFR-030		AUDIT TRAILS AND LOGS
Under the General Data Protection Regulations 2018, the Buyer has a responsibility to adequately protect the data for which it is responsible and the use of audit trails on all the Buyer’s systems is a requirement for security accreditation.

The Buyer require that our systems comply with all Departmental Audit and Security Standards and this applies equally to the activities of both internal and external operators.  Logging and analysis of all operator (Authority Staff, system operators, support staff, customers, OGDs, etc) activity on all the Buyer’s systems (including use of view transactions) is required.

Security logs must be searchable, actionable and exportable to external systems.

The Buyer’s systems here means all systems containing any of the following – customer data, staff data, financial data of importance, and any other systems/data considered to be at risk by such access.

Collection and retention of information enabling identification of user activity against customer records provides part of this assurance as well as enabling the proactive review of operator activity to detect fraud and identify system misuse by members of staff.  Information relating to external accesses is required to enable the Authority, as far as possible, to track such on its systems

General Internal Audit (IA) requirements for any system are to audit:
• All user actions and automated system actions should be logged to ensure security is not compromised.
• View Accesses to system data using standard system functions; 
• Access to general MI data via appropriate data warehouse marts and Infonet;
• Access to management/audit trails, logs; 
• Access to call recording information to support fraud investigations.
• High Privilege access to systems via System Administrators
It is expected that all systems under development will include as success criteria (or equivalent) the requirement that the system will be fully auditable from day one of live running.		Must

		NFR-031		Data must be encrypted at rest. This will be at AES256 or equivalent.		Must

		NFR-032		Data must be encrypted in transit. This will be to at least TLS 1.2.		Must

		NFR-033		Supplier staff should have no access to customer data.		Should

		NFR-034		The Buyer could be able to bring its own encryption keys.		Could

		NFR-035		The service must standardise the messages that are written to system logs, to facilitate the development of a common service monitoring solution across the platform. 		Should

		NFR-036		AUDIT RIGHTS 
In the context of financial reporting and accuracy of charges & costs, the Buyer, acting by itself or through its Audit Agents, shall have the right during the Term and for a period of seven (7) year thereafter, to assess compliance by the Supplier of their obligations under the Terms and Conditions.		Must

		NFR-037		The following legislation provisions must be heeded with regards to both customers and users:-
• Commissioners for Revenue and Customs Act 2005
• General Data Protection Regulations 2018
• OFCOM Regulations
• Official Secrets Act 1989
• Public Records Act 1958 + 1967
• Freedom of Information Act 2000
• Human Rights Act 1998
• Computer Misuse Act 1990
• Limitation Act 1980
• Copyright (Computer Programs) Regulations 
• Telecommunications (Lawful Business Practice) (Interception of Communications) Regulations 2000
• PCI/DSS (Payment Card to Help Protect Card Holder Data) compliance
• Health and Safety Standards
• Single Equality Act, including EQIA 
• Privacy Assessments will be carried out by The Authority		Must

		NFR-038		The Buyer will be responsible for decommissioning legacy services.		N/A

		NFR-039		The service must be compliant to current accessibility standards including WCAG 2.1AA		Must

		NFR-040		The service must support users with Particular Needs who require additional software in order to use services. The Supplier must comply with the Buyers accessibility requirements as laid out in the accessibility questionnaire.		Must

		NFR-041		System access, functionality and usage are be determined by user role. 
Working with the Buyer, the supplier will provide a ‘menu matrix’ of roles and permissions that can be configured and tailored to reflect current and future roles, functions and hierarchies within the Buyer’s structure and organisation.  Such a matrix to be amended and updated by an appropriate Buyer Administrator. For the avoidance of doubt, providing only pre-configured roles (e.g. “User”, “Manager”, “Administrator”) with defined levels of access that cannot be changed will not provide the Buyer with the required degree of flexibility as the business develops and roles change.		Must

		NFR-042		Provide Service Management Information to the Buyer to allow the Service to be managed in accordance with ITIL v4 standards to ensure:
• Contract Assurance
• Design Assurance
• Delivery Assurance
• Service Assurance
• Security Assurance
• Financial (billing) Assurance		Must

		NFR-043		Ensure that the services run efficiently and effectively on the Buyer’s standard desktop build both now and in the future as it evolves and as a consequence the applications should be End User Device and desktop independent.  		Must

		NFR-044		Administrative and end user interfaces should be device agnostic. Appropriate functionality should be accessible via Desktop, Tablet , Laptop , Notebook and Mobile.		Must

		NFR-045		Any mobile applications for use by the Buyers staff must be supported on Apple iPhone and implement Intune MAM controls.		Must

		NFR-046		The solution UI must be compatible with all standard browsers on the Buyers estate (Chrome /Edge/Mobile Safari) and should not require the install of plugins. The solution must have user interfaces that are easy and familiar to use and are compliant with HTML 5 UI standards.		Must

		NFR-047		Ensure any browser based UI must be configurable, and allow the import of custom style sheets.		Should

		NFR-048		Ensure that the services run efficiently and effectively on the Buyers' network as described in Appendix A - 'Architectural Overview'.		Must

		NFR-049		The Supplier should have a mature product roadmap. The Supplier should ensure there is a standard mechanism for:
• seeking Buyer input into future capability development
• publishing and discussing the roadmap
• determining exploitation opportunities
The Buyer also requires to be represented on and make use of any user communities or strategy/capability development bodies.		Should

		NFR-050		Provide an environment to showcase and/or test capability to assist the Buyer in determining potential fit and broader implications (usability, impacts on business processes etc)		Must

		NFR-051		The system environments must be built and maintained so as to support a digital dev ops way of working, allowing for changes to be made quickly and in a safe and robust manor. The Supplier must demonstrate how it will be possible to traverse from development through to end-to-end testing.
 
The Supplier must provide the relevant and performant tools to support development and where needed integrate with the Buyers preferred tools. The tools must be platform-agnostic and future-proofed.		Must

		NFR-052		The Supplier shall work with the Buyer (and where applicable other relevant parties including a Systems Integrator, Other Suppliers) to ensure that the service is designed and developed to meet the Buyer's initial and ongoing requirements.		Must

		NFR-053		The supplier shall advise the  Buyer service owner or other appropriate party as agreed with the Buyer of any changes that are required to the Customer’s existing systems or and infrastructure to ensure the successful implementation and ongoing running of the services.		Must

		NFR-054		The supplier shall be responsible for the development of systems and processes required for maintaining the operation of Services.		Must

		NFR-055		To integrate with the Buyers IT Service Desk (ITSD), including their existing case management ServiceNow. The supplier must provide known solutions to update the ITSD knowledge base and provide support models including a contact map. These must be kept up to date and reviewed regularly'.		Must

		NFR-056		The Supplier shall conduct regular ongoing monitoring of the service and conduct trend analysis of utilisation. Analysis results will be shared with the Buyer and should enable decisions to improve and optimise the service.		Must

		NFR-057		The Supplier shall conduct ongoing proactive monitoring of the service to establish services are running optimally. The supplier shall advise the Buyer of any faults when identified and resolve any issues quickly to ensure The Buyer's services are not impacted. The Supplier shall make these monitoring tools available to the Buyer.		Must

		NFR-058		The Supplier shall ensure service monitoring events are made available for consumption by the Buyer's own service monitoring systems.

		NFR-059		The supplier must ensure Service interactions within the solution platform will be traceable and should be monitored end to end.		Should

		NFR-060		The supplier shall design and perform testing to demonstrate the efficacy, functionality, usability and completeness of the programme requirements implementation prior to go live, in cooperation with a test manger assigned by the Buyer and in line with appendix D - 'Organisational Test Strategy'.		Must

		NFR-061		The supplier shall design and perform ongoing testing through the lifespan of the contract, including for existing functionality, upgrades and software releases, and any new functionality to demonstrate that the platform continues to operate as intended, with no degradation of service. This will be undertaken in line with appendix D - 'Organisational Test Strategy'.		Must

		NFR-062		The service should provide release management functions out of the box. For example configurable deployment scripts.		Should

		NFR-063		If release management functions are provided, the product should provide integration with continuous integration and continuous deployment tools (such as Jenkins) out of the box.		Should

		NFR-064		If release management functions are provided, the solution should provide packaging and versioning options out of the box. These should include integration with source code management tools (such as GitHub) out of the box for package and version management.		Should

		NFR-065		The supplier shall ensure that a secure customer portal is the primary method for communications between the Buyer and the Supplier for high volume and/or sensitive interactions not appropriate for general e-mail.  		Must

		NFR-066		The supplier shall make a range of functions easily accessible for authorised End Users including but not limited to:
• access to Performance Monitoring Reports and Quarterly Summaries;
• access to current Management Information including capacity, usage, Incidents and Problems;
• the ability to raise Incident Reports and monitor progress on the Incident and Problem resolution;
• the ability to raise and manage high volume Service Requests;
• the ability to configure the Services, (within bounds defined by the Supplier), including service capacity changes;
• the ability to interact with the Supplier’s Service Desk;
• access to service bulletins and other information notices		Must

		NFR-067		All Supplier systems must reference a common Buyer specified clock source for time synchronisation. 		Must

		NFR-068		The Buyer may need to change the platform hierarchy structure  services must support change here. (for example in respect to user management and reporting).		Must

		NFR-069		The service should support a mechanism for mass export of data via an industry standard format (JSON, MYSQL, etc.)		Should

		NFR-070		The service should be easily migrated between hosting environments. (e.g. Physical to Virtual, Virtual to Cloud, or Between Cloud Providers such as AWS and Azure).		Should

		NFR-071		The service must only suffer from minimal unrecoverable data loss, with durability at 99.99%.		Must

		NFR-072		The services within the solution platform must utilise lightweight protocols (e.g.: SOAP / RESTful APIs) based on open standards.		Must

		NFR-073		The service should support out of the box integrations with relevant systems (e.g. ServiceNow, Splunk, Azure AD, SAP, Pega, Office 365, etc.)		Should

		NFR-074		The service should integrate with Secure Data Exchange Services if required.		Should

		NFR-075		The service must be capable of processing asynchronously if required		Must

		NFR-076		For service management the service must provide consistent and standard reporting, logging, and alerting compatible with industry leading service desk systems such as ServiceNow.		Should

		NFR-077		For service management the service must provide open APIs to enable real time monitoring of internal system behaviour (both technical and business related) across all of the solutions delivered on the Platform. This will be to improve business decision making and improve problem detection and diagnosis. 		Should

		NFR-078		For service management service the service must automatically measure performance against defined service levels and generate alerts to the Buyer if the service is outside tolerance.		Should

		NFR-079		The service could support VPN connectivity for integration.		Could

		NFR-080		The service should provide Development Services and API Gateways that can be utilised by external development tools and services.		Should

		NFR-081		The Supplier must be able to demonstrate their compliance with the NCSC 14 Cloud Security Principles detailed here; https://www.ncsc.gov.uk/collection/cloud-security/implementing-the-cloud-security-principles		Must



				System Administration and Maintenance

				System Administration and Maintenance

		NFR-082		Detailed Design
The supplier must:
• Complete end-to-end detailed design in accordance with the Buyer standards and demonstrate that the solution will meet the Buyer objectives and requirements, including SLAs.    
• Define full solution architecture making appropriate re-use of existing solutions.    
• Manage the delivery of the Buyer suppliers’ contributions to the overall technical solution.  
• Demonstrate the design meets the standards, SLA’s, OLA’s and Service Requirements.   
• Document any solution-specific standards and processes (including security) Provide they conform with the Buyer's standards and requirements.     
• Create and maintain detailed plans for the full delivery lifecycle taking account of, and managing any conflicts between the Buyer suppliers’ plans.
• Create solution operation/management design artefacts to describe how the service will be managed in the live. environment.     
• Obtain Buyer approval to move through its internal gates and IT delivery checkpoints.  
• Ensure the end-to-end solution is accreditable and procure document set required for accreditation in accordance with The Authority requirements.  
• Plan the development of detailed requirements for the remainder of the Project.
• Develop the test strategy further where necessary (in accordance with Buyer requirements) and prepare end-to-end Test Plans.
• Provide detailed end-to-end interface specifications.
• Develop the end-to-end implementation strategy.    
• Create the draft model for supporting the service post-implementation.    
Present the proposed solution to the Buyer live-services support representatives to facilitate early “Go Live” Approval.    
		Must

		NFR-083		Build & Test (Working with The Authority)
The supplier must:
•Manage the delivery of the technical solution. 
•Review and confirm the testing of all IT components (Unit Testing) 
•Review and confirm integration testing 
•Control security and evaluate security risks of proposed solution to ensure compliance with The Authority standards and requirements.  
•Undertake appropriate security testing and remediation. 
•Undertake appropriate cross-supplier system testing and remediation.
•Produce a test plan for UAT (cross-tower) and implement.
•Produce all necessary project artefacts and products in line with The Authority standards.
•Adhere consistently to standard documentation templates (e.g. test strategies, progress reporting, defect and maintenance management).
•Commission the test plan, and ensure testing is properly undertaken.
•Commission and manage the build of any hardware and infrastructure components 
•Manage and assure all the build and test activity of all The Authority providers supporting the Project.
•Ensure that control of relevant software in maintained through to live release.
•Develop and test back-out strategy for each delivery. 
•Carry out all necessary system tests in accordance with the Test Strategy to ensure changes to system across all towers work successfully		Must

		NFR-084		Build & Test (Working with The Authority)
The supplier must:
•Prove the build meets the standards, SLAs, OLAs and Service Requirements, co-operating with the SI as required.
•Recommend the formal acceptance of supplier deliverables.
•Undertake all necessary end-to-end system integration tasks.
•Manage the delivery of necessary development and test environments.
•Manage system integration test environment within the scope of the Project.
•Manage system integration test data. 
•Perform end to end integration testing.
•Ensure that all necessary regression testing has been undertaken.
•Perform all necessary non-functional and operational testing in accordance with appendix D - 'Organisational Test Strategy' e.g. performance/volume testing, service continuity.
•Provide knowledge transfer (training and enablement) to IT Service Desk to prepare for live support requirements.
•Package releases for delivery into live service as necessary.
•Prove to the Buyer and the SI that implementation plans will be efficient and effective
•Perform multiple project integration testing with other ITDLs in respect of other projects as necessary.
•Provide a full handover to the Buyer of all documents necessary to manage and support the solution and enable an incoming supplier to take responsibility for the service on contract termination or expiry.
•Obtain the Buyer approval to move through gates and checkpoints.
		Must

		NFR-085		Transition to Live Service during Roll-Out
The supplier must:
•Provide end to end Service Transition, including the IT Service Desk (ITSD) to deliver a coherent, operable Support Model that meets NFRs 
•Provide end to end readiness of the receiving teams including other Buyer suppliers and ITSD to accept the Solution into Live Service mobilising and co-ordinating other Buyer suppliers and IT Service Desk Transitions 
•Provide the solution is safely introduced by planning and managing the implementation and co-ordinating all relevant parties’ involvement  
•Managing Service Transition delivery risks and escalations via appropriate governance arrangements 
•Complying with The Buyer IT Delivery checkpoint requirements in line with standards 
•Engaging with SI Service Transition, responding  to questions and providing information (e.g. updates, risks, artefacts, checkpoint criteria status)
•Participating in the Early Life Support Mission Control operations where agreed 
•Collating integration knowledge and maintaining the integration view 
 •Operating in line with the knowledge management Policy, Process, Standards, SLA & KPIs
•Manage and support the timely resolution of live service issues concerning Project deliverables throughout warranty including incident, problem and change management
Initiate warranty support
•Obtain system integration sign off from the Buyer and the SI
•Provide recovery plans
•Update knowledge base
•Release changes to production
•Agree a plan with the Buyer for the timely resolution of all outstanding issues		Must

		NFR-086		Operational Level Agreement(s)
Work with other Buyer suppliers as needed to provide the end to end Service and agree Operational Level Agreement(s) (OLA).
 
Work with the service integrator and other Buyer suppliers in accordance with the Operational Level Agreement(s) (OLAs) to ensure the contact centre service meets the Service Level Agreement as outlined in Schedule 10 (Service Levels)		Must

		NFR-087		Help Desk Integration
Help desk to Help desk integration for management of and sharing information on incidents, problem, events and request fulfilment. 		Must

		NFR-088		Network and Security Management
Network and Security Management telemetry information using industry standard protocols should be shared with the Network and Security Operating Centres to allow visibility of summary service performance information from the edge of your service infrastructure to the Buyer environment.		Must

				Operational Performance Management

		NFR-089		Allow business administration of configuration changes via a Graphical User Interface (specified users) with appropriate supplier support as needed.
This will support a “go back” feature incorporating version control to go back to any previous configuration to enable swift recovery of services if a configuration error occurs.
		Must

		NFR-090		Provide a mechanism and processes for managing and supporting change requests submitted by the Buyer, enabling configuration and system changes to be made within agreed service levels.  Change processes will be required for pre-determined BAU service requests to be implemented quickly, more complex changes that require some additional impacting and implementations controls, and full change requests.		Must

		NFR-091		Configuration Management Database(s) will be required to be kept and maintained by the supplier providing an audit trail of changes approved and made.		Must

		NFR-092		Provide reasonable level of support to the Buyer for defining, documenting and maintaining policies, best practice, procedures and requirements formation without the need for change control procedures.		Must

		NFR-093		The Buyer must be able to plan change activity effectively and ensure that unnecessary costs are not incurred. Suppliers must take a pragmatic and proactive approach to the sequencing and timing of this change activity in order to avoid unnecessary rework, alterations, or customer treatment and to minimise costs. Change types and associated processes, including time and any cost implications, must be documented and agreed in advance. 		Must

				Transition

		NFR-094		The transition process cannot introduce unacceptable capacity constraints. The transition to the new service will be phased. It will be necessary for the Buyer to operate using the legacy Service and the new Service concurrently. The timing of the transition of the users to the new service will reflect the capabilities and any cost implications of operating both ‘new’ and ‘legacy’ services.		Must

		NFR-095		Training will be required for Buyer staff during the transition period.		Must

		NFR-096		The Buyer requires immediate access to a development environment.		Must

		NFR-097		The Buyer requires access to the production environment for testing within 6 weeks.		Should

		NFR-098		The Buyer requires access to the successfully tested production environment within 12 weeks, including:
• Completed performance volume testing
• Completed penetration testing
• Completed integration testing
		Must

		NFR-099		The transition plan must be available within 10 working days of the contract signature date.		Must

		NFR-100		Skills and hierarchy information will need to be replicated onto the new platform, ideally as automatically as possible without re-keying information already held electronically on the existing platform.		Must

		NFR-101		Provide live support to ensure the smooth transition of the service. The nature of this support will be agreed (on-site and remote) as part of the transition plan.		Must
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System Integrator Requirements

		Approves		Is the final decision maker.

		Own		Responsible for completing the task.

		Informed		Is informed once a decision is made or task has been delivered.

		Supports		has input in the completion of the work and is consulted before a decision is made.



		System Integrator Requirements



		ID		Roles and Responsibilities		HMRC		ITDL		Can you Meet this Requirement?		S.I.		Can you Meet this Requirement?		Optional Comment (50 words max)
Although this comment is optional, you may want to use this to clarify if appropriate

		SI-001		High Level Architecture and Design Parameters		Owns		Supports				Supports

		SI-002		High Level Design For End to End Solution		Approves		Owns				Supports

		SI-003		Detailed Component Design for Lot Solution		Informed		Approves				Owns

		SI-004		Component integration Requirements and HLD		Approves		Owns				Supports

		SI-005		Integration framework for secure file transfer, user authentication and authorisation services 		Approves		Supports				Owns

		SI-006		Network connectivity - Design, Installation/configuration and testing 		Approves		Supports				Owns

		SI-007		Platform capacity review and sizing		Approves		Supports				Owns

		SI-008		Detailed Integration Design		Informed		Approves				Owns

		SI-009		Lot Component Build		Informed		Informed				Owns

		SI-010		Business Configuration for Lot Component		Approves		Supports				Owns

		SI-011		Business Configuration for End to End Solution		Approves		Owns				Supports

		SI-012		Unit, System, Load Testing and Remediation for Component		Informed		Approves				Owns

		SI-013		Security / Penetration Testing and Remediation for Component		Approves		Approves				Owns

		SI-014		Test Strategy and Management		Approves		Owns				Supports

		SI-015		Inter-Component Testing 		Informed		Owns				Supports

		SI-016		End to end Load Test		Informed		Owns				Supports

		SI-017		End to end Soak Test		Informed		Owns				Supports

		SI-018		End to end Functional User Acceptance Test		Owns		Supports				Supports

		SI-019		End to end Test remediation		Informed		Supports				Owns

		SI-020		Technical  Delivery Governance of End to End Solution		Approves		Owns				Supports

		SI-021		End to End Solution Scope & Change Management 		Approves		Owns				Supports

		SI-022		Project Planning and Management (Lot Component)		Informed		Approves				Owns

		SI-023		Project Planning and Management (End to end solution)		Approves		Owns				Supports

		SI-024		Release (and Regression) Management  (Lot Component)		Informed		Approves				Owns

		SI-025		Implementation Strategy & Release (and Regression) Management (End to end solution)		Approves		Owns				Supports

		SI-026		Risk Management		Owns		Owns				Owns

		SI-027		Live Service Transition (Lot Component)		Informed		Approves				Owns

		SI-028		Live Service Model and Service Transition (End to End Solution)		Approves		Owns				Supports

		SI-029		Define and agree Operating Level Agreements(OLAs)		Approves		Owns				Supports

		SI-030		Helpdesk Integration		Owns		Supports				Owns

		SI-031		Provide Enhanced Incident, Problem and Change Management during Warranty Period 		Informed		Supports				Owns

		SI-032		Tuning and Optimisation		Approves		Supports				Owns

		SI-033		Ongoing Maintenance		Approves		Supports				Owns

		SI-034		Roadmap and Innovation		Owns		Supports				Supports

		SI-035		Network and Security Management (incl. provide telemetry to the Authority)		Owns		Supports				Supports

		SI-036		Operational Performance and Change Management		Owns		Supports				Supports

		SI-037		Configuration Management		Informed		Informed				Owns
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1.1 The purpose of this document is to define how HM Revenue & Customs (HMRC) will apply the approach to testing on the HMRC IT estate for all:

· Programmes, Projects and Releases; 

· Enhancements;

· Requests for Change;

· Live Incident Fixes;

· Desktop and Infrastructure changes.

1.2	Whether developing new services or making changes to existing services, for pre-planned changes as well as reactive changes. It is written in support of the HMRC IT Test Policy.

1.3	The strategy will be used to support procurement by existing and future suppliers (whether for Business applications, support systems or infrastructure) as it will provide an organisational overview of how services are delivered and what expectations are of suppliers in support of this delivery.

1.4	This strategy defines all test activities of HMRC including Planning, Preparation, Design, Execution and Closure stages and will help the supplier provide a product of the required quality from the first delivery onwards.

1.5	As its default, HMRC will adopt Agile development methodologies for all programmes, projects and releases. The test strategy also adopts Agile by default but does recognise Waterfall delivery and hybrid delivery methodologies which may be the approved option in some instances. 

1.6	This strategy identifies 20 HMRC Test Principles as a framework for deciding the appropriate test approach for each delivery.

1.7	This document sets out:

· Objectives of testing at the organisational level;

· HMRC’s IT Development Stakeholders (excluding Commercial Engagement Stakeholders);

· 20 Principles for Testing within HMRC;

· Typical test stages/sprints/test types;

· Testing Governance;

· Ways of working with suppliers to gain assurance that test activities and outcomes meet corporate and project objectives.

1.8	Once formally accepted this document will be used as a reference to develop Lower Level Documentation (See Product Breakdown Structure).	




1.9	Product Breakdown Structure

	[image: ]  

Section 9 of this document provides further details around Products.
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2.1	HMRC expects testing to be delivered to the latest and highest industry standard and techniques for test services and are committed to driving both quality and efficiency. To this aim, HMRC will:

· Adopt Agile methodologies to provide early and continuous delivery of small pieces of working software to live on a regular basis;

· Use the TMMi maturity model to support the development and implementation of a consistent and effective test process framework;

· Optimise test practices and remove unnecessary waste and duplication;

· Prioritise testing based on risk, Business requirements and user needs;

· Improve the use of analytics and predictive testing to support the risk based testing approach;

· Apply techniques as early as possible throughout the lifecycle and ensure that quality is built in from the start;

· Establish rigorous environment and data management to increase release speed and control and to reduce costs;

· Identify automation possibilities and build effective frameworks and accelerators to improve quality and reduce the time and effort to deliver test services;

· Provide access to emulated system components of API, Cloud or SOA to enable testing to start within full code deliveries.

· Improve customer satisfaction by ensuring that the final product meets user needs including user experience, end to end integration and performance;  

· Ensure that testing process is effective and that software products meet the customer’s requirements and thereby support HMRC’s purpose of collecting the revenue that pays for the UK’s public services and help families and individuals with targeted financial support.

2.2	HMRC also adopts the cross government testing guidelines to:

· Recognise the purpose of testing is to:

· build the best quality system you can;

· make sure it does what the customer requires;

· complete it at a cost that everyone agrees can be afforded (cost being money, Business change, risk etc.).



· Understand that the aim of testing is not just to validate what has been produced. This strategy follows the 7 Government Service Design Manual (GSDM) concepts  related to testing in an Agile environment that are:

· building quality in;

· everyone is responsible for quality;

· fast feedback;

· tests are an asset of the product;

· faster delivery into production;

· clear and consistent view of testing;

· optimise value.



Ref - GSDM

Testing in an agile environment — Government Service Design Manual 



2.3	These objectives are supported by the 20 HMRC Test Principles, which are referenced throughout this strategy.


[bookmark: _Toc433181855][bookmark: _Toc493679409]3.	Constraints

3.1	Local, National and International Standards

3.1.1	Local, national and international technical standards are identified in the body of this strategy as necessary and included in the references.

3.1.2	IEEE 829-2008 (“Standard for Software and System Test Documentation”) and the Government Service Design Manual have been used to guide construction of the test documentation requirements of this Test Strategy. This strategy does not provide complete conformance to this standard due to the need to adapt it to both Agile, Hybrid and Waterfall deliveries. The set of documents to be created by the project is covered in Section 9.

3.2	Legal, Regulatory & Government

3.2.1	This strategy is written in the context of the following legal, regulatory and Government constraints:

· Data Protection Act (General Data Protection Regulation from 25/05/2018)

· Equality Act 2010 (which includes elements of Disability Discrimination Act 1995).

· HMG Security Policy Framework.

· HMRC Retention Policy.

3.3	Security

3.3.1	The overarching need is to conform to the requirements of the HMG Security Policy Framework and specific identified local security requirements.  HMRC security policies and strategies that must be followed for all test activities can be found here http://internal.active.hmrci/section/corporate-services/security-information-zone/csir-policies-and-strategies

3.3.2	In cases of any doubt a referral should be made to the appropriate Security & Information Business Partner (SIBP).

3.4	Organisational 

3.4.1	This strategy has been created to align with the current organisational structure within CDIO. Where there are significant changes to the organisation this strategy will need to be revisited to ensure that it remains current.

3.5	Budgetary

3.5.1	All programme and project related test activities must be funded directly by individual programme and projects according to the services they require. 
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4.1	Customers

4.1.1	Our customers are the HMRC budget holders who are accountable for delivering Business change and/or IT change.

4.1.2	Those customers break down into two main segments:

· HMRC Transformation Programme and their project managers who are accountable for delivering HMRC Business change and realising the benefits from that change;



· CDIO DTO Delivery Groups and the Digital Delivery Centres who are responsible for build, test, deploy and run for the IT services they own. The Delivery Groups will manage their own development and run or they may commission suppliers to do this on their behalf.





4.2	DTO Organisation

[image: ]

4.3	Stakeholders

4.3.1	Our stakeholders are predominantly the HMRC staff and HMRC customers who use the IT services that we test.  This strategy sets out how testing will be centred on those users to ensure quality in use is at the forefront of HMRC’s IT deliveries.  Other stakeholders include other government departments and the IT vendors who work in the supply chain of the DTO Delivery Groups and Digital Delivery Centres. 

4.3.2	Where there are significant changes to the current organisation structure within HMRC this strategy will need to be revisited to ensure that it remains current.
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5.1	The following principles underpin all testing activities within HMRC to deliver its test objectives.

5.2	The table below is not in priority order and should be used as a reference when developing Project Test Strategy and Test Plans. There are more detailed explanations running throughout the document and are cross referenced. 

		Ref

		Test Principle (TP)



		TP1

		Agile By Default - HMRC will use Agile techniques as the preferred delivery approach and take on board GSDM concepts of building quality in, everyone is responsible for quality, fast feedback, tests are an asset of the product, faster delivery into production, clear and consistent view of testing and optimise value. Further details can be found at Section 6.



		TP2

		Greatly reduce our reliance on end to end testing - HMRC’s ambition is for components/services to become independently testable and deployable over time, where possible.  To support that ambition each component/service must understand its interactions with dependent systems and run thorough discrete integration tests (system integration in the small) on these interactions.   System integration in the large tests (sometimes called end to end testing) should only be used to validate end to end connectivity and/or data flows, where integration in the small tests cannot cover. This should result in components/services having better contracts with their dependencies, enabling us to move ever closer to independent testing and deployment of releases.



		TP3

		Risk Based Testing - focus testing on the highest risk areas according to a documented testing risk assessment. Predictive testing and Failure Mode & Effects Analysis (FMEA) will support the Risk Based Testing approach through historical project data relating to defect trends.  The risk based testing approach must be a joint sign-off between the HMRC change owner and the CDIO IT service owner.



		TP4

		Test Early - testing representatives need early sight of IT change to ensure they are properly assessed for testing requirements in terms of scope, timescales and budget, as well as for ensuring clear and unambiguous acceptance criteria.



		TP5

		Allow sufficient time for testing - give due consideration to the risks associated with a test, ensuring sufficient iterations/cycles are planned and that there is time for defect detection, defect resolution and retest.



		TP6

		Defect Prevention - HMRC expect the test process to evolve and improve through post implementation analysis, root cause analysis and test process improvement. By doing this, improved defect prevention can be achieved.



		TP7

		Test Automation - automate as much as possible to allow early testing of both functional and non-functional requirements.  Automated testing will be at the forefront of our drive to make substantial cost savings by implementing an automation first policy.



		TP8

		Test Stage containment - fix defects within iteration/ test stage where they are detected wherever possible rather than defer the risk until a later iteration/test stage. 



		TP9

		Definition of Done, Test Entry Reviews & Test Exit Reviews – For Agile “Definition of Done” has been assessed and agreed for all Epics, Features and User Stories in scope and has been accepted by the Product Owner.  For other deliveries all tests under the control of a formal test plan must be subjected to a test entry review to ensure the entry criteria have been met i.e. testing starts when the entry criteria have been met so if the scheduled start date is missed, management action is needed to maintain the test schedule or slippage will occur; all tests must be subjected to a test exit review to ensure that the exit criteria have been met and the test can be formally declared as complete. The Team delivering the outcome should provide evidence of Definition of Done/Exit Criteria at Review.



		TP10

		Suspension & resumption of testing - under circumstances set out in a test plan, testing may be suspended and then later resumed; such actions will be recorded and may result in project risks and/or issues being raised, depending on the nature of the interruption to testing.



		TP11

		Test Completion - every test will have an associated test completion condition to formally close the test activity. Test Completion Reports should be produced as required.



		TP12

		Re-testing and Regression testing - when defects are fixed they will be subjected to re-test to confirm that the fix is effective; consideration must also be given to the need to administer regression tests, based on the balance of risk for the underlying changes made for the fix and any other changes made in the release.



		TP13

		Consider the timing of non-functional testing - should not always be left until the end as there could be cases where critical components should be tested early to de-risk the overall solution. Virtualisation can be an effective way of quickly standing up a test environment to carry out non-functional testing early in the lifecycle.



		TP14

		Re-use of test artefacts - to maintain value in testing the management of test assets for re-use is key.



		TP15

		User Centred Testing - HMRC puts the user at the forefront of all products it delivers. User testing must be integrated into the Test Lifecycle to ensure that the system satisfies the needs of the customer as specified in the Business and functional requirements (for Agile User Stories and Epics) and provides confidence in its use.  There is no separate user acceptance test stage in the HMRC test lifecycle, we need to test functions and Business processes and Business products that our customers and colleagues will use in their daily work throughout the IT lifecycle to ensure we are focused on delivery that quality in use. 



		TP16

		Defect Management Process - incidents that occur during any testing process need to be managed properly. It is expected that robust Defect Management Procedures will be applied during test execution.



		TP17

		Test Environments/Virtualisation - HMRC expect appropriate test environments to be available in a timely fashion to allow testing to be completed.  HMRC has a strategic drive towards Virtualised Environments but recognises other environments may be used in the interim.



		TP18

		Use of test management tools - all categories of test tools will be considered for use by each project/service team.



		TP19

		Testing must be measurable – this ensures the value of testing can be established in terms of time, cost and quality.



		TP20

		Adoption of standards - wherever possible use existing corporate, national and international standards, as well as tracking emerging standards to ensure on-going use of industry best practice.  Any deviation from standards must be justified and documented.







5.3	Agile By Default (TP1)

5.3.1	Details of Agile techniques and approach are contained in section 6 – Test Framework.

5.4	Greatly reduce our reliance on end to end testing (TP2)

5.4.1	For units or components having interfaces with other internal systems or with external systems, after unit/component testing there is an opportunity to de-risk system integration testing by performing early System Integration Testing.  This is where the tested unit or component is deployed on a development machine that is connected to the equivalent unit, system or simulator in order to ensure correct interoperability.  In some cases, a developing organisation will provide a managed instance of the interface component(s) with sufficient driving software to the supplier of the other side of the interface.  These are known as simulators or mock services.  Use of these will depend on the relative maturity of each side of the interface. 

5.4.2	Where a new interface is being developed between suppliers, both suppliers would collaborate in an early integration test to get the interface working to specification, then each would typically provide a simulator or mock service to the other supplier for their on-going internal testing.  This brings a number of benefits but also potentially significant issues, not least commercial issues of ownership, health and safety, support and maintenance, as well as potential compatibility issues with the supplier’s own hosting environment.  Where such issues cannot be overcome, it may be possible to provide remote access to such simulators and mock services.

5.4.3	The advantage of early System Integration Testing is that it allows boundary testing of the interface definitions to take place earlier in the testing cycle, as it is not dependent upon all requisite test services to be set up to perform all functional aspects of the systems interaction.  It allows stubbed versions of the interface services to be used. 

5.4.4	Projects must plan to undertake early System Integration Testing as the normal approach, providing a suitable justification where a deviation to the norm is proposed in the test strategy.

5.5	Risk Based Testing (TP3)

5.5.1	This strategy mandates risk based testing.  Accordingly, projects will be expected to undertake a Risk Based Testing Assessment.  As part of implementing a risk based approach to testing the most important tests are identified early and given priority during test execution but the approach should continue throughout the test process.   It is important to distinguish between product risks and project risks – the risk assessment that will drive the associated test strategy should focus on the product risks.  Product risks are associated directly with the solution itself, e.g. where new or particularly complex components are being introduced or if public-facing could cause serious reputational harm.  Project risks are associated directly with the conduct of the project, including the testing project, e.g. around resources, timescales and budget, unplanned changes to the test basis and so on.



5.5.2	Product Risk in Agile is addressed through Sprint Backlog prioritisation/sprint Planning and ensuring that Acceptance Criteria for each story is appropriate so that the story is fit for purpose when "done" has been achieved.  The depth of the Acceptance criteria needs to be agreed between QA and Development with support from the Requirements analyst and Product Owner if there is any disagreement.



5.5.3	Where there are multiple products within one project, the Project will own the risk of ensuring the success of the overall delivery. 

5.5.4	Major processes to execute the Risk Based testing are described in the HMRC Standards for Risk Based Testing and will incorporate the following:

· Describe all requirements in terms of Risk involved in the product;

· In terms of risk assessment, prioritise the requirements;

· Plan and define tests according to requirement prioritisation;

· Where appropriate the system operational profile shall be included within test prioritisation considerations; 

· Execute tests according to prioritisation.

5.5.5	The risk based testing approach must be facilitated by the test manager(s) and result in a joint sign-off by the HMRC change owner and the CDIO IT service owner. 

5.5.6	Predictive Testing

5.5.7	Predictive Testing must be considered for all IT change in conjunction with the Risk Based Testing approach and Failure Mode & Effects Analysis (FMEA).  Where possible, specialist test tools should be used to predict where defects are most likely to occur during each test stage based on historical project data.  This will produce defect trends to assist with scheduling of test effort, focus on high areas of defect density and improve the accuracy of associated estimated costs.  Furthermore, this will help support decisions around when to stop testing during test execution based on historical data.

5.5.8	Failure Mode and Effects Analysis (FMEA)

5.5.9	FMEA provides a way to analyse, manage and communicate risk-based assessments and resulting test strategies.  FMEA must be considered for all IT change in conjunction with the Risk Based Testing approach and Predictive Testing.  The ability to identify and mitigate potential risk in a product and process design is important to ensuring the highest level of quality.

· Failure Mode and Effects Analysis (FMEA) is a structured approach to discovering potential failures that may exist within the design of a product or process.

· Failure modes are the ways in which a product or process can fail.  Effects are the way that these failures can lead to poor outcomes for our customers.

· Failure Mode and Effects Analysis is designed to identify, prioritise and limit these failure modes.



5.5.10	Test Estimation

5.5.11	The estimation of Test Execution duration must be agreed by all parties on the basis of prepared test cases and test procedures (in Agile it is based at Storyboard level), ideally based on empirical evidence of previously executed similar tests. Test estimates shall not be arbitrarily compressed or curtailed by project management or other influencers.

5.5.12	Test cases may not always be prepared especially if it is a new application. Quite often estimation is based on early un-Baselined requirements and a number of assumptions have to be made which has the potential for repeated estimates as the requirements are clarified.  This must be agreed by all and recorded accordingly.

5.5.13. 	Where test estimation exceeds the originally allocated budget for testing a formal issue should be raised to ensure that either a greater budget is provisioned or to accept the risk of focussing testing efforts on a selection of cases rather than the complete set envisaged. Consideration needed around the complexity of the item under test and the likely number of defects and fix/retest time to give a more accurate estimate.

5.6	Test Early (TP4)

5.6.1	To ensure that the benefits of early stage requirements analysis and planning are fully realised, testing representatives must be engaged as early as possible in the project lifecycle, preferably in the Discovery phase.

5.6.2	Early engagement will allow testing effort to be estimated and included in project budgets in a standardised way so that quality can be built in from the outset.

5.6.3	Having an understanding of the cost of testing and quality early on to help mitigate the risk of unplanned costs.

5.6.4	Agile techniques (e.g. TDD, BDD and ATDD) support the principle of ‘Test early’ with the aim being to find defects earlier in the lifecycle and to reduce post-release defects. This will improve the service to our customers and improve customer experience of the service. The earlier a defect can be detected, the earlier additional cost can be avoided. 

5.6.5	Static testing is also an effective technique in the objective of detecting defects as early as possible, as well as to measure the quality of individual test items, e.g. user stories, requirements designs. Static tests need to be planned, executed and reported on under the same controls as for dynamic tests. Specific types of static software testing include code reviews, inspection and walkthroughs.

5.6.6	Integration is often an area of high risk due to the complexities of computer networks. This strategy encourages early mitigation of such integration risks by testing interface handling before the rest of the associated systems are developed through the use of Test Harnesses (Simulators) or Emulators, wherever possible.

5.6.7	In the future provision of test environments, Windows Packages and assistive technologies will be deployed to the Delivery Groups as early as possible in the test lifecycle to support continuous integration and enable testing to commence at an earlier stage rather that at the end.

5.7	Allow sufficient time for testing (TP5)

5.7.1	The management, clearance and retest of defects/bugs are vital to the verification of the design and code.  It is necessary to ensure that corrective actions are prescribed, with responsibilities and timescales, that retest user stories/requirements are defined, and that the corrective actions and retest occur.  In the test plans for each iteration/test stage, the schedule needs to take account of the need to fix defects/bugs outstanding.  

5.8	Defect Prevention (TP6)

5.8.1	Defects will be input into a Lessons Learned exercise to understand where improvement is required. These exercises will focus on defect trends and categories, rather than individual defects.  Defect analysis should be undertaken for all testing activities within HMRC.

5.8.2	Whenever a defect is found the following factors should be analysed to ensure lessons can be learnt and to help support future Risk Based Testing:

· What caused (or allowed) the defect to be introduced (unclear/missing/incorrect requirements)?

· What is the earliest point that this defect could have been detected (Incorrect Design, Incorrect coding, Insufficient Testing, Environment Issues) – and can a process be changed to ensure or at least increase the likelihood of similar defects being detected earlier?

· Has this (or a similar) defect occurred before, and is this a sign of an endemic failing.

5.9	Test Automation (TP7)

5.9.1	Automated software testing through Test Driven Development, Behaviour Driven Development through user engagement etc. is a critical component of Agile testing in order to automatically verify key functionality, test for regressions and help teams run a large number for tests in a short period of time.

5.9.2	An “automation first approach” must be considered for all projects. However, the costs associated with establishing and maintaining automated tests needs to be balanced against the costs of executing the tests, while remaining mindful of the potential for needing to execute tests multiple times over the life of the service.

5.9.3	HMRC expects the supplier to identify automation possibilities and build effective frameworks to improve quality, reduce time and efforts to deliver test services whatever the test approach.

5.10	Test Stage containment (TP8)

5.10.1	Testing must attempt to achieve test stage containment such that defects identified in a test stage are fixed in that test stage. This helps build quality into the system and is a familiar approach in the Agile world through iterations and user story acceptance. Fixing problems or errors in the iteration/test stage they occur in is important because problems become more expensive and difficult to fix later in the project life cycle. 

5.10.2	Stage containment must be applied to all project iterations/test stages using the following standard practices:

· Entry criteria (agreed pre requisites)

· Exit criteria (agreed post conditions)

· Acceptance criteria (User Stories)

5.11	Definition of Done, Test Entry Reviews & Test Exit Reviews (TP9)

5.11.1	Establishing agreed prerequisites (entry criteria) and agreed post-conditions (exit criteria) is important in managing the iteration/test stage containment process. The need for using entry and exit criteria is documented to ensure clear understanding of the conditions under which the test execution can commence and complete for an iteration/test stage.

5.11.2	All tests must be subject to Entry and Exit Criteria. Entry criteria are the minimum set of conditions that must be present, to be able to start test execution. The tolerances for unresolved defects will be specified.  The exit criteria from any given iteration/test stage relates only to that iteration/test stage and does not form part of the entry criteria for the next iteration/testing stage. In a traditional project it is accepted that there will be occasions when test stages run in parallel and it is only necessary for the entry criteria to be completed for that testing stage in order for it to commence.

5.11.3	The following generic entry criteria should be used as a guideline for iterations/test stages:

· Previous iterations/test stages have completed successfully according to the documented Test Exit Criteria, or exceptions agreed and a remediation plan agreed and/or risk accepted accordingly;

· There are clear Acceptance criteria describing specific conditions at EPIC, Feature and Story Level;

· Product backlogs along with their priorities in the iteration are well defined and entered in the scrum works;

· The team have a clear understanding what will be demoed at end of  each iteration;

· All Test products contributing to the iteration/test stage have been Baselined;

· Sufficient test cases for the sprint/test stage are ready to execute; 

· The build has been deployed to the test environment using the agreed configuration management process, with code libraries checked to ensure that everything has been included in the build under test; 

· Resources are mobilised;

· Test data required for the test scripts has been created and loaded;

· Specified Test environment is available and has been verified as sufficient for the purposes of the Tests; and 

· Specified Test Tools are available (Inc. test simulators).



5.11.4	The following generic exit criteria should be used as a guideline for iterations/test stages: 

· All agreed high priority user stories/test scripts have been executed and results documented;

· Changes required in the Test Basis, Test Item(s) or Test Products  as a result of the Tests have been completed and Baselined;

· No known severity 1 and 2 defects remain (unless agreed workarounds have been sanctioned by the Project Manager); 

· An action plan has been agreed to resolve severity 3, 4 and 5 defects;

· Manual/automated test suites and scripts executed as applicable;

· TCR/Iteration signed off by ITDL, Technical Architect or Product Owner.

5.11.5	The Project Manager in discussion with the Test Manager shall have the right to determine that the risks associated with unresolved defects are such that the Test Exit Criteria are deemed to have not been met. 

5.11.6	Unless otherwise agreed, a Test Item shall not pass out of an iteration/test stage until the associated Test Exit Criteria have been met, where the Project Manager permits the supplier to continue, the supplier shall set out a remediation plan acceptable to the Project Manager.

5.12	Suspension and Resumption of Testing (TP10)

5.12.1	During test execution one or more factors could conspire to cause issues that compromise the test schedule/sprint. In such circumstances testing will be formally suspended, and the test schedule will be extended as a day-on-day slippage until the issue is resolved.  This can be very costly to the Project so it is essential that all efforts are made to continue with some testing wherever possible whilst the issue is being addressed. This may involve re-prioritising tests or adopting a modified schedule.

5.12.2	Any suspension must be agreed with the Project Manager. Any changes to the schedule must be done under formal change control. The circumstances under which tests can be suspended and then resumed must be set out in the associated test plan.

5.12.3	If any suspension criteria are invoked, the reasons and corrective action would be useful input into the Test Completion Report and/or Lesson Learned reviews.

5.13	Test Completion Reports (TCR) (TP11)

5.13.1	The TCR provides a summary of the results for the testing stage or for the whole release or project as applicable.  It includes analysis of result information to allow management decisions, based upon risk, on whether to proceed to the next stage. The expectation is for one TCR for each test plan in the project or release or at the end of a key stage in an Agile Delivery (Alpha/Beta). The content of the TCR should include:

· A definition of the software baseline and an itemisation of the requirements that are being delivered (for handover from development to the test team);



· The testing carried out and the extent of its coverage of those requirements;



· The known defects which remain in the delivery, in particular the itemising of variances between the required level of quality and the actual level of quality being delivered;



· An action plan for the resolution of the remaining defects known and forecast, with an assessment of their impact on the subsequent testing. This also helps the outstanding testing and defect rectification effort to be quantified and planned.

5.13.2	In Agile the TCR should still be considered and produced as required, the report may form part of the Show and Tell or retrospective.

5.14	Retesting & Regression Testing (TP12)

5.14.1	Retesting – Testing that runs test cases that failed the last time they were run, in order to verify the success of corrective actions.  This means that where a handover of code is made to rectify a defect then the test case that found the defect should be re-run to prove that it has been corrected.

5.14.2	All changes need to be risk assessed by all test stages to determine the amount of retesting required and whether regression testing is warranted.  If the defect was found in a high risk component or a number of defects are found in the same component, then consideration must be given to whether: 

· It also warrants any related tests to be re-run; and

· If this warrants any additional regression testing. 



 5.14.3	Regression Testing – Testing something that has been previously tested but subsequently changed to ensure that defects have not been introduced in the unchanged elements, as a result of the changes made.  It should be performed when the software or its environment is changed to provide assurance that any changes have not had a detrimental effect on the surrounding unchanged code.

5.14.4	Regression Testing needs to be considered in the following circumstances: 

· Areas of high risk – where areas have been identified as high risk, consideration should be given to the running of regression scripts in the surrounding areas of unchanged code.  This may also be as a result of mitigation actions raised as part of Risk Based Testing;



· Many defects found in a component – where a number of defects are raised on a particular component or in a particular area, then consideration should be given to the running of regression scripts in the surrounding areas to provide assurance that the multiple code amendments have not had a detrimental effect in related unchanged code areas;



· Where the hardware/infrastructure has changed – regression testing should be considered where new hardware has been introduced or upgraded and also where any infrastructure products have been introduced or upgraded.  This will provide assurance that the hardware/infrastructure changes have not had a detrimental effect on the code.



5.14.5	Regression tests by their nature are less efficient at finding defects than earlier testing, in terms of the number of defects found per test run, but require high test coverage.  For this reason regression testing should make use of automation tools wherever possible. Regression testing will be run as part of each stage or continuous integration.

5.15	Consider the timing of Non Functional Testing (TP13)

5.15.1	Testing of non-functional characteristics is often time consuming and costly, such that projects strive to ensure functional aspects are proven first -  this is to avoid the high cost of re-test after functional changes are made that could affect non-functional characteristics.

5.15.2	This is not to say that non-functional testing should always be left until last as there could be cases where critical components are subjected to a range of non-functional tests before incorporation into the complete system, to de-risk the overall solution.

5.15.3	Non-functional testing may be conducted, in various forms, within the following high level areas:

· During Development

· Functional Testing (Agile)/System Testing/System Integration Testing

· Operational Acceptance Testing/Service Acceptance Testing

· Performance Testing

5.16	Re-use of test artefacts (TP14)

5.16.1	Efficiency of the assurance and test processes is improved if processes can be automated and if artefacts such as test cases can be reused.  As far as is effective and efficient, test artefacts should be built to enable reuse and where appropriate automated, to improve future efficiency.

5.16.2	Within Agile reuse of test assets (automated, manual test cases, test data) are crucial and need strict version control as part of Continuous Integration.

5.16.3	A record of test artefact locations and assets available should be made accessible to teams across the testing organisation.

5.17	User Centred Testing (TP15)

5.17.1	User testing should be built into all appropriate stages of the test lifecycle and should not be limited to a single stage at the end of the lifecycle.

User testing is observing how users (can be HMRC staff and/or HMRC Customers) interact with a technical system, a product or a service in order to learn how this system can be optimised for a better user experience. While user tests should be run at various phases during a system’s lifecycle, they’re especially valuable in the early stages - before the design is complete and before any development takes place, benefits of early user testing include:



· Time: Involving users at an early stage will ensure that their views are taken into account so that the system is designed and developed with their needs in mind, reducing time spent on later reworking or corrective updates.



· Cost: Early and consistent user involvement throughout the design and development stages will help identify any issues at an early stage, where the cost to correct is considerably less than at post development stages. 



· Quality: Involving users at an early stage, and then throughout the design, build and test phases, will ensure the best chance of producing a high quality system which takes into account user needs and delivers a service which works best for them.   



Also see ISO9241: Ergonomics of Human-System Interaction (International Standard for Usability)



[bookmark: _Toc433181858]5.17.2	In Agile, the product owner may be a key stakeholder involved in ensuring the quality of the product being delivered. Key stakeholders, the product owner and other Business users will be engaged with Scrum teams to ensure that testing takes place and provides a fit for purpose product.

[bookmark: _Toc493679412]6.	Test Framework – Methodologies 

6.1	Agile by Default (TP1)

6.1.1	HMRC IT projects have traditionally followed the 'Waterfall' approach where each work product or activity is completed before moving on to the next and testing is carried out once the code has been fully developed.  This approach can be expensive, inflexible and slow to deliver and HMRC will adopt ’Agile’ as the preferred IT development approach.

6.1.2	The Agile test approach described in the Strategy document follows the CDIO Target Operating and Commercial model.

6.1.3	On Agile Teams testing is an essential component of the Development stage and is used as a means of providing feedback on the emerging product to ensure that quality is built in early. Agile promotes the following key characteristics that support testing.

6.2	Key Characteristics

· Self-Organising Teams – Enable testing to be performed by various members of the team and not just testers;

· Collaborative approach that enables fast, repetitive iterations of design, build and test cycles;

· Continuous Planning through management of ‘Product Backlog’;

· Customer/user engagement in fleshing out the User Stories/cases ensuring real time feedback; 

· Fail Fast Approach – using BDD and TDD releasing working software to users regularly;

· Delivery progresses in a series of manageable iterations that use the Agile framework for delivery.

6.3	Agile Test Approach

6.3.1	The following Test approach has been adopted by HMRC for Agile.

[image: ]

6.3.2	The focus of testing is driven by the User story being delivered and the stage of delivery we are at.  Early in story development the focus is on creating functional unit tests; later on the focus moves towards integration, performance and other non-functional testing.  This means that we have not defined at what point in iteration delivery particular testing types are to be used but have identified those which should be considered.  The remainder of this section describes the testing that is performed at each stage of the operating model.

6.4	Discovery Stage

6.4.1	This stage establishes whether there is a genuine user need for the change and to define at a high level what functionality will meet the user need.  Discovery uses user research to understand user motivations at each point through a process and uncovers their experience of using / interacting with similar things. Prototypes of system components including clickable prototypes of screens, emails, SMS text, printouts, and letters which are tested with a selected user group to gain initial feedback which is then built into the system through creation of additional backlog items.  The updated artefacts are then used to repeat the process a number of times to define the final artefact design.  This final design is then implemented by the Sprint team.

6.5	Development & Test (Alpha, Beta & Live)

6.5.1	Requirements and prototype items are developed into usable systems.  Early prototypes of screens and other artefacts are finalised and functionality added to them to create a production ready system.

6.5.2	A risk assessment is performed in iteration planning to identify any specific tests that are required to fully test the user story during iteration delivery.

6.5.2	Continuous Integration (CI) of the system means that it is possible to perform many test types within the planned iteration using automated tests.  Unit tests are created first to facilitate the TDD.  These unit tests, once confirmed as accurate by the tester, are promoted to the CI environment and used to confirm the integrity of new code promoted to the environment.  These automated unit tests are supplemented by additional automated integration and functional tests to match the testing requirements identified for the user story.  

6.5.3	The diagram below shows the different stages of testing within the sprint.  Each stage is successfully completed, as determined by the tester based on test results, before proceeding to the next.  Details of the precise scope of testing required for each iteration is determined in the iteration planning activity.

6.5.4	Test failures identified at any stage of the test cycle are isolated, corrected and retested.  This may require the software to return to one or earlier stages of testing.  

 

6.5.5	The table below summarises the main purpose of the different test activities.

		Test Type

		Description



		Development 

		Testing performed by the iteration team to confirm correct operation of individual system components created to satisfy user stories.  Will comprise of Unit/Component Testing.



		Integration 

		Test of the interfaces between software components.  Will comprise of System Testing/Functional Testing.



		Acceptance

		Test the interfaces and functionality between target software and other systems; other testing defined for a particular sprint.  Will comprise of System Integration Testing, Accessibility, Usability and Exploratory.



		Demo

		Formal show-and-tell of the tested solution for sign-off of the sprint by the Product Owner.



		Post-iteration

		Any additional testing that isn’t completed as part of the iteration:

· Full system performance test

· Penetration test

· End to end test

· Security test

· Operation test (Non-functional requirements)



		Alpha* 

		This is a formal type of testing that is performed by end customers at development site. Alpha testing is conducted before taking the software to Beta testing.



		Beta* 

		This is a formal type of software testing that is carried out by end customers before releasing or handing over software to end users. Successful completion of Beta testing means customer acceptance of the software.







* Testing carried out in HMRC’s live production environments (that is during the alpha, private beta, public beta and controlled go live stages of development) will be considered and agreed as part of the Risk Based Testing approach

6.5.6	The relevant Agile delivery activities within the Development and Test Phase are:

		Activity

		Name

		Test activities



		1

		Backlog Refinement

		· Meeting held at the end of Sprint to refine requirements in preparation for the next Sprint.

· Estimation of new items

· Re-estimation of exiting items 

· Enhancing User Stories





		2

		Sprint Planning

		· Carry out risk assessment for each backlog item

· Define test approach for each backlog item taking into account the outcomes of the risk assessment and definition of done



		3

		

Sprint Delivery (including development test)

		· Design tests and execute according to approach defined for backlog item

· Automate test execution

· Create manual tests where automation is not possible

· Promote all validated and passed tests to the Continuous Integration (CI) environment

· Prepare for system integration testing, if required

· Preserve any test scripts and other artefacts not included in the automation suite

· Product Owner signs off stories that meet our Definition of Done (“DOD”)



		4

		

Other Testing

		      Run

a. SIT (integration in the large)

b. Performance and Volume tests

c. Usability tests

d. Accessibility tests

e. Mobile device tests

f. Operational Acceptance Testing



		5

		Review

		· Demonstrate progress made on the product to project stakeholders.



		6

		Retrospective

		· Evaluate testing process with a view to making tactical improvements for next sprint.



		7

		Live*

		· Carry out final “release to production” tests to ensure system works, as expected in the production environment.







* Testing carried out in HMRC’s live production environments (that is during the alpha, private beta, public beta and controlled go live stages of development) will be considered and agreed as part of the Risk Based Testing approach

6.6	Deployment & Release

6.6.1	Testing in the Deployment & Release stage of the operating model must ensure the integrity of deployed system components to the new environment. The deployment process is fully automated and so it is tested to ensure that success or failure of software deployments is accurately reported.

6.6.2	The automated processes are tested to ensure that:

· Code and relevant related data is deployed correctly within the live estate;

· CM confirms the integrity of the Build and that appropriate messages are presented to the support team to allow appropriate actions to be performed where the integrity is found to have been compromised;

· A rapid method to return to working service where deployment unsuccessful

6.7	Service/platform operations

6.7.1	Testing in the Service/platform operations stage must ensure all relevant alerts and reporting are in place to support the system, once live.  Testing ensures that all alarms are correctly stimulated and generated and that defined remedial actions clear any alert. This is done by simulating the various conditions that result in alerts being generated in live operation.  Where possible these tests will be automated.

6.8	DevOps Model

6.8.1	Columbus Definition - DevOps is often described as a software development movement that focuses on greater collaboration between the Development and Operations teams within an Information Technology (IT) organisation. The intention is to be able to deliver new features on a regular basis whilst simultaneously improving the stability, reliability and resilience of the production environment.”

Dev Ops



6.8.2	DevOps is based on professional principles rather than methodologies and processes. Business Units within Delivery Groups will break down the traditional silos and adopt the guiding principles of:

· Culture

· Measurement

· Automation

· Sharing

6.8.3	This will enable a Business to maximise the speed of its Delivery for a product or service from initial idea to production.  It incorporates teams made up of mixed technology and skills, from Business Owners, Development, Operations and Quality Assurance collaborating to deliver software in a continuous manner to enable the Business more quickly to seize market opportunities.

6.8.4	Agile software development paved the way by moving away from waterfall test approach towards a continuous development cycle but this did not include operations which was still waterfall orientated.  DevOps builds upon the Agile software development through continuous software integration but also includes the operational side.  DevOps encourages automation of change, configuration and deploy processes with the following key Business benefits:



· Faster Delivery of features

· Improved communication and collaboration between teams

· Stable/reliable operating environment

· Faster resolution of problems

· Continuous Release and deployment, Continuous Testing

· Time to focus and innovate

6.8.5	HMRC is committed to adopting the DevOps approach going forward and Delivery Groups will be looking to leverage this approach in the future.



Who does what in the DevOps World.

[image: ]

6.8.6	The nature of the DevOps model is that teams will be responsible for all aspects of the service from development through to testing, implementation and live support. It is expected that this model will support HMRC’s ambition for components and services to become independently testable and deployable over time. 6.8.7	As the DevOps model is adopted further across HMRC it is expected that the reliance upon System Integration Testing - In the Large (known as End to End testing) will be reduced as delivery groups carry out their own discrete integration tests to prove interactions and contracts between services (See section 5.4).

6.9	Waterfall lifecycle

6.9.1	It is recognised that waterfall methodology may be the approved Test Approach in some instances.

6.9.2	Within Waterfall lifecycle models (sequential lifecycle) and the expanded V-Model, the test stages are often defined such that the exit criteria of one stage are part of the entry criteria for the next stage.  In the below model, you see five test stages: 

[image: ]


· The V-Model demonstrates the relationships between each stage of the development life cycle and its associated stage of testing. 

· The horizontal and vertical axes represents time or project completeness (left-to-right) and level of abstraction respectively.

6.10       Combining Waterfall and Agile deliveries 

6.10.1  	HMRC deliveries often include a number of products and systems that can be delivered from different Delivery Groups and multiple suppliers and it is regularly the case that an IT project will encompass changes or development of multiple products that cut across several Delivery Groups that use a wide range of suppliers.

6.10.2    In such a scenario, HMRC may adopt a number of delivery methodologies in development cycles as appropriate, such as Waterfall and Agile.

6.10.3    The following illustrates the delivery of 3 separate products delivered by 3 different suppliers and demonstrated how deliveries can be aligned to carry out iterative system integration testing of specific interfaces for early defect identification.  A number of iterations can be planned as appropriate followed by a final full integration test, performed with the completed products and covering all relevant interfaces.  The System Integration is then followed by a final phase of Operational, Performance and Volume testing.

6.10.4   This integrated test approach follows the principles of HMRC Change Framework and is subject to the approval of the Change and Release process to put code into the production environment.

[image: ]

6.11	Test Stages

6.11.1	Below are the test stages that a project could utilise. Not all projects will necessarily undergo all test stages – it is the responsibility of the test manager and test analysts to determine the appropriate combination to mitigate the product risks in line with the projects budgetary and timescale constraints as well as the project and Businesses’ overall approach to risk.

		Test Stage

		Description



		Component/Unit Test

		This tests the construction of individual code modules or packaged software components, e.g. functions, procedures, classes, interfaces. Also includes static code analysis and peer code reviews. 



		Component Integration Testing (CIT)

		Individual components are combined and tested as a group to expose defects in the interfaces and interactions between them.



		System Testing (ST)



		The process of testing an integrated system to verify that it meets specified requirements (functional and non-functional) – Limited to a single system under test.



The scope of System Test is defined by the test requirements around Interfaces, Test Types, Components to be tested, System Boundaries and Databases.



System Test includes both Functional and Non Functional Testing.



		System Integration Testing (SIT)

		Testing the integration of systems and packages; testing interfaces with immediate neighbouring systems and external organisations (e.g. EDI, Internet) to achieve the overall Business solution. 



Systems Integration Test environments are sized/ scoped using the same parameters as System Test environments, but they have the links in place to the applications and systems beyond the system boundaries – allowing End to End testing of the whole Business solution. 



Also known as “integration in the large”, wherein the system is tested against the wider environment and should only be used to validate end to end connectivity and/or data flows, where integration in the small tests cannot cover to an acceptable level.  The tests will be controlled by a nominated system integration lead, which will either be the developing organisation or another party allocated to this role. Where the system has straightforward internal interfaces or is relatively standalone, the system integration lead could be the developing organisation. For more complex solutions, the system integration lead will be designated as one of the developing organisations or a specialist organisation appointed to the role. 



The wider environment may comprise interfaces with internal systems and/or external systems. System integration testing normally carries significant risk given the potential number of parties involved and the complexities of system interfaces. As part of SIT, end-to-end scenarios are tested that would require software to interact (send or receive data) with other upstream or downstream applications, services, third party application calls etc.



The general approach to integration will typically be progressive, rather than big-bang, using all tested systems. This test strategy specifically does not mandate one approach over another. The order of integration will require careful consideration, and is often influenced by availability of systems according to the overall project plan and availability of specialist resources and environments.



		User Centred Testing 

		User testing should be built into all appropriate stages of the test lifecycle and should not be limited to a single stage at the end of the lifecycle.



Enable users of the implemented system to validate that tests meet the requirements originally agreed upon.

Ensures the system configuration & build is functionally and technically tested through integrated process scenarios executed by users. 



Tests realistic combinations of data and functionality based on identified Business processes. 



Also measures usability, or ease of use of a new system. 



Compliance with Accessibility Standards, to test compatibility with specific Particular Needs software to ensure accessibility and usability by particular needs users important to HMRC.  



The Disability Discrimination Act and the Equality Act 2010 are clear – HMRC must provide accessible services and put in place reasonable adjustments.  HMRC policy is to actively support disabled IT users, not just to comply with the law but because we want to recruit and retain the best possible staff and make our external services available to all our customers. HMRC’s aim is for the department to be an exemplar of best practice and to actively promote equality of opportunity. To achieve this, HMRC will combine the expertise of skilled accessibility testers and real users of assistive technologies to provide an assessment of whether individual services meet the needs of users with accessibility and assistive requirements. 



The following assistive technologies are currently utilised by HMRC: Jaws, ZoomText, Supernova screen readers, MagicPro, Dragon, Read and Write Gold, Easy Reader, Easy Converter. It is recognised that this list will change as new assistive technologies are commercially developed and adopted by HMRC.



		Operational Test - Performance & Volume Testing

		Testing conducted to evaluate a component or system in its operational context. This should include the system under test, any applicable interfacing external systems and operational products e.g. monitoring products.



Performance and Volume testing determine a system’s responsiveness, stability, scalability, reliability and resource usage using Load and Stress techniques.



		Operational Testing – Other

		Testing conducted to evaluate a component or system in its operational context. This should include the system under test, any applicable interfacing external systems and operational products E.g. monitoring products



Operational tests include *Security (confidentiality, integrity, authentication, availability and authorisation) Failover/ Recovery, Maintainability, Operability, Backup and Restore, Disaster Recovery, Monitoring and Alerts.



*Security Testing is about finding flaws and vulnerabilities in an IT system, as well as the people and processes that surround that system. The practice includes:

· Formal security testing for live services, e.g. penetration test ('pen test'), which aggressively attacks a system to check its defences and finding our whether it can be penetrated from an external source;

· Distributed Denial of Service durability testing, which tries to make a service unavailable;

· System feature testing, e.g. testing of password functions and basic cyber security.



Security must be taken into account throughout the development process, with regular tests and reviews. Time should be spent on testing areas of a system that present the most risk to HMRC.



It is recommended that this testing is carried out by specialists, who are brought in for this specific purpose. They will have the appropriate skills, tools to do the job to the required standard.



		Controlled Go Live*

		Functional and Non-functional Testing within the HMRC IT estate to evaluate a component or system in its operational context by HMRC staff executing selected functions within selected Business processes. 



		Alpha Testing*

		Alpha is the development phase that comes after the discovery phase and is a preliminary software field test, in a simulated real user environment, to find defects not identified in previous testing phases. 



In the alpha phase the delivery area will:

· Build prototypes of the service

· Test prototypes with users

· Demonstrate that the service being developed is technically possible



The delivery area will use their experience building prototypes in the alpha to:

· Find the problems with the design of the service and decide how to solve

· Make some estimates about how much the service will cost

· Identify the biggest risks for the beta stage, as early as possible



By the end of alpha the delivery area should know:

· Whether to move the service into the beta phase

· What is needed to build in beta, if moving into beta





		Beta Testing*

		Beta testing is the second phase of testing involving the intended user group, outside of the service development/engineering team.



Private Beta



A private beta is a beta that isn’t open to everyone. Access is restricted and controlled, the service is not fully publically launched and can be invite-only or launched in a limited region.



A private beta allows:

· More control over the type of user that gets to use the Beta

· Restrictions around the volume of transactions that go through the Beta

· To start small and get quick feedback before rolling the service out to a wider audience



Public Beta



A public beta is a version of the service that’s available for any member of the public to use, the beta service assessment must be passed before release into public beta.



The service is ready to move on to the live stage when the delivery area can show:



· The service meets and can continue to meet the Digital Service Standard

· It can support the service and is able to keep iterating and improving it until it’s retired



At the end of the beta phase, the delivery area will have:

· Launched a private beta followed by a public end-to-end beta prototype

· Made a prioritised list of the work it needs to do (a backlog)

· Made an ongoing plan for user research

· Found a way to measure the success of the service using new data obtained during the beta phase

· Tested the design of assisted digital support for the service

· Built a working service that can be used in full by users









* Testing carried out in HMRC’s live production environments (that is during the alpha, private beta, public beta and controlled go live stages of development) will be considered and agreed as part of the Risk Based Testing approach

More information on the above test stages is available from;

· Gov.uk: https://www.gov.uk/service-manual



· ISTQB:  http://www.istqb.org
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7.	Defect Management

7.1	Defect Management Process (TP16)

7.1.1	One of the central principles for testing is to prevent defects from being introduced into the software as early as possible in the development lifecycle.  However, defects can be detected during any stage of the testing process and they will need to be managed through agreed defect procedures.

7.1.2	This should not be confused with how defects are managed in the Live Environment, for which there will be specific processes and Service Level Agreements.

7.1.3	Defect – A defect is raised when the observed actual result of a test differs from the expected result. A defect may be the result of software fault, a temporary environment issue, a configuration error, an incorrect expected result, user test error etc, and potential fixes could include software changes, amendments to designs/requirements or change request. 

7.1.4	A key factor in the successful completion of testing activities is a well-managed Defect Management process.  This involves collecting and processing information on defects that occur during static and dynamic testing and analysing that information so that trends and significant events are recognised. 

7.1.5	There are 6 core objectives to Defect Management:

· Ensure that all defects (incidents, errors and faults) are logged and tracked with minimum impact to delivery timescales;

· Analyse defects to reduce their impact to the project, task or service, and allow reporting on the current test status;  

· Maintain centralised control and prioritise the fix and retest of defects;

· Facilitate the workflow of a defect from creation through to resolution; 

· Facilitate root cause analysis of defects to inform continuous process improvement; and

· Ensure engagement of all relevant stakeholders.



7.1.6	Defects are likely to be found early and often as products and user stories are evolved, so defects will not always be formally logged.  Therefore, the approach is to raise and resolve issues as quickly as possible.  If an issue cannot be resolved quickly then it is appropriate to log the defect so it can be resolved later.



7.1.7	If it is agreed that the defect is valid, then ideally every effort should be made to fix the defect as quickly as possible, as it will have a detrimental effect on the overall sprint if it is left.



7.1.8	If the defect cannot be easily remedied, then it should be communicated to the Product Owner and Scrum Master.  If the turnaround for the defect is within a limit that it can be re-tested within the Sprint, then it will blocker against a story or test and should be tracked by the Tester who raised it.



7.1.9	Regular communication to help escalate and resolve the defect will be part of the collaborative approach and it will be considered at the daily stand-up.



7.1.10	If the defect relates to the Production system, or is something that cannot be fixed simply, then the recommendation should be made to the Product Owner that a new story or task be added to the Product Backlog to allow prioritisation of the defect against current work.



7.1.11	Residual defects must be considered when agreeing if a story is “Done”. The decision may be that the defects are minor so that the story can be marked as “Done” and the remaining defects are accepted into service or added to the Backlog.



7.1.12	All defects identified will be given a development severity and where appropriate a Business priority. 

7.1.13	Severity is defined as a classification of a defect based on the evaluation of the degree of impact on the development or operation of a system.

7.1.14	The Priority of a defect is how urgently the defect needs to be fixed in order to progress testing. 

7.2.	Problem Review Forum (PRF)

7.2.1	Regular defect management meetings will be held to:

· Understand Business Impact;

· Agree severity/priority;

· Agree resolution;

· Assign action owners.

7.2.2	The frequency of these meetings will be influenced by the current status of a project and test activity.  For example, during intensive test execution daily defect meetings may be required.  This will be scheduled by the Test Manager and may include necessary representatives from Customer Groups.  The purpose of the meeting will be to determine the order of defect fixes, discuss and authorise potential solutions and to monitor progress.

7.2.3	Where it is agreed with the Customer Groups that a defect will not be fixed prior to ‘Go-Live’ then it should be included in the Known Error Log (KEL) for Live Services along with any known workarounds.  Placing a defect on the KEL must not be seen as a final act. Defects on the KEL may still be fixed in subsequent releases as required.

7.2.4	The Delivery Team within Agile will act as the PRF. Triage of defects should take place as soon as possible and discussion with the supplier development team to establish that the defect is valid, then to asses when it can be fixed.  Every effort should be made to fix the defect a soon as possible as otherwise it will have an impact on the iteration. Consideration should be given, where appropriate, to include in any CAB (Change Advisory Board) plan.	




7.3	Defect Management Approach

7.3.1	The folowing diagram shows the end to end defect lifecycle flow within HMRC.



	[image: ]
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8.	Data, Environments and Tools

8.1	Types of Test Data

8.1.1	In general, data can be considered either as Transactional Data, Reference Data or Meta Data:

· Transaction Data is dynamic data that is carried with a transaction or modified by a transaction (e.g. creation or modification of a user’s personal details in a database);

· Reference Data is static data that would normally be used to support the processing of transactional data; such data is normally established prior to any transactions being conducted. Reference data is often required to enable functionality within applications (e.g. a list of countries) and typically changes infrequently or not at all;

· Meta Data is data that describes the characteristics of other sets of data (e.g. a database schema) which would only change when needed to support a new release of the service.



8.2 Test Data Strategy

[bookmark: _Toc492901042][bookmark: _Toc493247591]8.2.1	Creation of test data is one of the key activities of Test Environment preparation. Test Data is used for a variety of different software testing techniques with the largest amount of data being used for Operational Testing.  To ensure test data is considered early enough in the project lifecycle and gains appropriate approvals, the construction of a Test Data Strategy is mandatory for each project. 



[bookmark: _Toc492901043][bookmark: _Toc493247592]8.2.2	The Test Data Strategy will set out what test data is required and how it will be produced, stored, used and disposed of or archived for future re-use.  The Test Data Strategy can be embedded within the Project Test Strategy, the Project Test Plan or created as a separate document.  



[bookmark: _Toc492901044][bookmark: _Toc493247593]8.2.3	Where Live Data or other protected information is involved, specific guidance should be sought from the Security Information Business Partner assigned to the project.



8.3	Test Environments/Virtualisation (TP17)

8.3.1	Test environments will be used and maintained by the Delivery Groups but paid for by the programme or project requiring that test environment.  Reuse is a key consideration.  Test environments shall be considered as test assets and therefore managed as Configuration items.

8.3.2	Project based testing will normally require the establishment and/or use of one or more test environments for the project and will be documented in the Test Strategy.  As part of projects’ environment planning, consideration must be given to all constraints on the construction, use, handling, storage and disposal of test environments, in particular the protective marking of each test environment.

8.3.3	Consideration must be given to the test platform and test box. These considerations must be identified and outlined within the test environment strategy/planning. HMRC has a drive towards ‘Virtualised’ technology which permits much greater flexibility in the establishment and decommissioning of test environments. In particular, it can be much quicker to establish a standard test environment than going through a full procurement cycle to buy in and implement a test environment.  Virtualised technology will provide the following key benefits:






· On Demand Service – self-service delivering capacity quickly;

· Broad network access – widely accessible, from a variety of devices;

· Resource Pooling – shared capacity allocated according to demand;

· Rapid Elasticity – scale rapidly up as well as down;

· Measured Service – transparent, pay per use.

[bookmark: _Toc492901045][bookmark: _Toc493247594][bookmark: _Toc493679415]Ref – HMRC Hosting Blueprint



8.3.4 [bookmark: _Toc492901046][bookmark: _Toc493247595][bookmark: _Toc493679416]To provide appropriate support for defect/fix testing and acceptance testing, there is a need for one or more Test Environments.  For some areas of HMRCs Business, it will be necessary to provide test environments that look and feel like the normal day-to-day working environment to ensure for example that Business processes are appropriately tested or deployments and migrations proven in a representative environment.

8.3.5	There is also a need to provide a Proving environment for third party software developers for testing the content of submissions to HMRC and also their communication protocols.  This will allow developers an early testing window, usually 6 months before the production environment. It can be accessed directly (synchronous route) or by using the Government Gateway Document Submission protocol (asynchronous route).

8.4	Use of Test Management Tools (TP18)

8.4.1	HMRC will use testing tools in every aspect of quality assurance, from planning, performance testing, automation and execution to continuous improvement and integration.

8.4.2	The market offers an infinite number of tools and consideration will need to be given to project needs before selecting one. The tools are likely to be of more value to your team and the government if they can be reused, e.g. cloud-based and open source tools. Each supplier may well have their own preferences and set these out in the Project Test Strategy.

8.4.3	The following principles should be considered for selecting a test tool:

· Use the right tool for the right job;

· Be consistent with tools;

· Open tools are better for everyone;

· Consider cloud based tools first;

· Tools must support reuse;

· Tools must provide demonstrable value for money.

8.4.4	Where some or all test deliverables are held within a Test Management tool, the tool must have its own configuration management system for testing products, or be able to interact with a separate configuration management system for management of testing products.

[bookmark: _Toc433181860][bookmark: _Toc493679418]


9.	Test Deliverables

9.1	Policy Level

9.1.1	At the top level is the HMRC IT Test Policy supported by the HMRC Organisational Test Strategy (this document). These two documents are owned on behalf of HMRC by T&RDG.

9.2	Flexibility

[bookmark: _Toc433181861]9.2.1	There is a great deal of flexibility in the test documentation hierarchy in that not every product is required for every project. For Agile just enough documentation should be produced for each project to ensure that stakeholder, quality assurance and auditing needs are sufficient. The key principle is that for each new project or release, a top-level test planning document would be established of the appropriate type consistent with the nature of the project, which would then identify the other test products that will be created (and/or modified) by the project. 

[bookmark: _Toc433181862]9.3	Programme/Project Test Strategy

9.3.1	Where projects are created within the context of a programme/portfolio, there is scope for the programme/portfolio to create an overarching Test Strategy, to translate the test requirements into a local programme context.  As well as identifying the overall programme/portfolio-level testing controls, the programme/portfolio test strategy will set out the standard test documentation hierarchy to be produced by projects and releases within the programme.

9.4	Project Test Plan

9.4.1      The purpose of a Test Plan is to establish a common understanding and serve as a means of communicating the test approach that will be undertaken. A test plan is a document that is amended throughout the entire test cycle and describes what must take place, what quality standard applies, what resources will be used, what timescale will be followed, what the risks are and how these can be resolved.

9.4.2	Agile Test Plans will usually only be a couple of pages long as the Test Plan focuses on the iteration which usually contains a small number of requirements.  Test Plans will be developed through interactive Whiteboard sessions or mind mapping involving the whole team. 

9.4.3	A documented test plan should include the following as a minimum:

· Purpose & Scope – what must be tested and what does not need to be tested;

· Test Approach – Manual and/or automated approach that will be followed when carrying out the tests;

· Types/Level of Testing based upon the complexity of Features being tested;

· Criteria – entry and exit criteria, acceptance criteria for User Stories;

· Performance and Load testing

· Environment Preparation – the requirements in relation to the environment;

· Test Tools – tools to support testing;

· Risks – risk that may occur;

· Activities and Estimates – what will be done and when;

· Communication – approach to stakeholder engagement, reporting, meetings and stand ups.

9.4.4	The number of Test Plans will be dependent upon the size, scope and complexity of the piece of work and is a joint agreement with key stakeholders. However, it must be clearly stated what exactly is being tested and at what stage.

9.5	Test Design Deliverables

9.5.1	Test Design Deliverables will set out Test Conditions, Test Cases, Test Procedures, Test Data and Test Sets comprising a test for a particular test type and/or test stage as applicable.

9.5.2 In Agile deliveries, Test Cases can be replaced by Checklists and Exploratory Testing.

9.6	Test Design Approach

9.6.1	The objective of test design will be to formulate a set of tests which, when successfully executed, provide confidence that the system is ‘fit for purpose’ and sufficiently supportive of core Business activities.  The tests should show that the system in turn meets the acceptance criteria.

9.6.2	The primary basis for testing should be the Business requirements supported by additional design inputs where they are available (e.g. Business processes, procedures and functional design) unless there is explicit agreement otherwise from senior Business stakeholders.

9.6.3	A tailored, diverse and product risk based test design approach (taking into account any test data, environmental concerns or constraints) will be documented in the relevant Test Plan.  This will take into consideration the specific needs of each Business area affected.

9.7	 Test Design Inputs

9.7.1	The following inputs should be available depending on the project approach and the needs of the individual Business area.  Where the inputs are available they should be used as the basis for designing the tests:

· User Stories (or their equivalent for legacy systems) – Formally capturing the specific needs of users or the business.  These will clearly articulate the needs in a standard format and will have corresponding acceptance criteria;

· Business Processes and Procedures – Detailing the actual Business processes that are used by staff to deliver services;

· Design Documents – Written before deployment of new software of changes, functional designs describe how the system should work and what the system is capable of doing.  These are commonly used by Business users when writing test scripts;

· List of Functional and Non-Functional Requirements – A complete list of requirements without the additional detailed specifications.  Used to establish and monitor requirements to test traceability;

· User Workshops – Engagement workshops including users and representatives from individual departments or Business units.  In collaboration with the Digital Delivery Centres and the User Test Team with specific goals (e.g. walkthroughs, test design workshops, show and tells etc.)




9.8	Developing Tests

9.8.1	General design considerations may be worked out through risk workshops, formal or informal documentation reviews, meetings with key stakeholders including suppliers, end users from within the Business community.  Example of tests that may be developed:

· Business and User Requirements based tests that will use the specification of requirements as the basis for identifying tests;

· Business objective based tests that will use the Business goals, objectives and core success criteria for the system to determine the extent to which systems deliver real Business benefits;

· Business process based tests that will uses Business processes and procedures as the basis for identifying tests;

· Test case sampling to optimise the number of test cases using techniques like Pairwise and State Transition;

· End to End based tests that will be designed to help identify integration issues between systems, or parts of systems, that support Business processes;

· Usability tests that will use existing or comparative systems as a basis for determining ‘ease of use’ (i.e. is the product efficient and effective? Is it helpful and easy to learn? Does it conform to UI standards?);

· Accessibility tests that will test compatibility with ‘Particular Needs Software’ to ensure accessibility and usability by particular needs users.

9.8.2	Testing may combine positive and negative tests to check that the system meets requirements and to find errors that may compromise the successful operation or usefulness of the system. 

· Positive tests are bound by the requirements and aim to provide confidence that the requirements are met (i.e. the system does what it is supposed to do).

· Negative tests are not bound by the requirements and aim to demonstrate that the system does not do what it is not supposed to do.



9.8.3 For clarity, the test design should also address performance, security and system integration.





9.9 Test Coverage and Traceability

9.9.1	The Test Traceability Matrix provides an on-going assessment of the completeness of testing, showing traceability between the original requirements through design components to individual test cases and results. This is important to demonstrate that planned tests have been completed successfully for each requirement and to show that the target degree of test coverage has been achieved.

9.10	Test Execution Deliverables

9.10.1	Test Execution Deliverables set out the Test Results, Test Execution, Defect Reports and Defect Log documenting Test Execution.

9.10.2	During the execution of all tests  for which a supplier is responsible, the supplier shall maintain an up-to date record of all actual results including supporting evidence,  irrespective of whether the tests were successful or not. 




9.10.3	The supplier shall also create a Defect Report for each instance where the Actual Results differ from the Expected results for a test, recording the Defect Report in the Defect Log.   Additionally, the supplier shall create a Defect Report for observations that are of a cosmetic nature or could lead to ambiguity or instability even where the Actual Test results match the Expected results.

9.11	Test Progress Reports

9.11.1	During test execution there is a need for accurate and timely information concerning the progress of testing. At the frequency identified in the associated test plan, the supplier will produce a Test Progress Report which will provide a snapshot of the state of execution at a given point and will include the following information:

· General Summary of progress;

· Tests Executed (by pass/fail);

· Tests remaining (highlighting any that are blocked);

· Defects raised;

· Defects closed;

· Material changes to existing risks and issues mitigated by testing;

· New risk and issues (both product and project) e.g. rate of defect detection increasing above expected thresholds, open defects exceeding agreed repair times.

9.11.2	Test progress in Agile Teams focuses on working software at the end of an iteration. Test progress can be recorded using daily stand up meetings, automated test results, task boards and burn down charts.

9.12	Test Completion Report 

9.12.1	See Section 5.13.

9.13	Test Evidence

9.13.1	It is necessary to collect test evidence for the following reasons:

· To meet contractual obligation;

· To provide an audit trail to drive improvement;

· To support Test Compliance Reviews;

· To enable defects to be understood; and

· To enable future similar pieces of work to learn from others

9.13.2	Test Evidence must be retained in line with HMRC Guidelines.
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10.	Management & Reporting

10.1	A tailored approach to test management and reporting is required. Programmes/projects/services will ensure this by:

· Complying with this strategy and associated standards, documenting any deviations or additions in the Programme/Project Test Strategy/Plan as appropriate;

· Setting and  agreeing assurance and testing expectations via Programme/Project Test Strategy/Plan;

· Reporting assurance and testing progress including test preparation, defect detection and management in a consistent and clear manner and providing visibility and predictability;

· Recording and tracking all defects discovered throughout the entire delivery lifecycle;

· Logging and tracking all instances of compromised testing in the programme/projects risk register; and

· Analysing results to assess product quality and identify product and process improvement areas.

10.2	Testing must be measurable (TP19)

10.2.1	Measurable acceptance criteria will be set for measuring products/services being delivered, and these will be used to focus assurance and testing end to end through the programmes/projects/services development and delivery into Live Service. Criteria may be set by several different groups (customers, architect, and project management etc.)

10.2.2	  Programmes/Projects/Services will:

· Agree Specific, Measurable, Achievable, Realistic, and Timely (SMART) acceptance criteria with customers and Live Service for all products and 

· Use these to set Pass/Fail and Entry/Exit Criteria for all test and assurance stages

10.2.3	Measures are needed for the efficiency and effectiveness of assurance and testing. Measures that are needed by Programme/Projects/services include:

· Progress against Plan e.g.

· Number of Reviews planned/completed

· Number of tests designed/executed/check planned/completed

· Progress against schedule

· Run Down Charts

· Estimated v Actual Time for Tasks



· Quality attributes delivered and defects identified e.g.:

· Acceptance Criteria achieved

· Defects raised/outstanding by severity, priority, age

· Cost v Quality balance

· Root Cause Analysis

· Results from Defect Tracking



· Effectiveness and efficiency of the assurance

· Number, severity and cost of defects found before and in live service

· Cost of assurance/test activities compared with cost of defects




10.2.4	For any testing lifecycle Programmes/Projects/Services will:

· Implement the agreed core metrics for reporting;

· Record test metrics for all projects;

· Report using the agree core metrics;

· Use the metrics to inform decision making.



10.3	Reporting

10.3.1	All Programmes/Projects/Services are required to report progress of all assurance and testing activities, including defects. The Programme/Project Test Manager is responsible for reporting this information to all stakeholders.

10.3.2	Details of the format, frequency and distribution of Reports will be provided in the appropriate Test Plans.



[bookmark: _Toc433181869][bookmark: _Toc493679420]11.	Governance

11.1	Departmental Governance 



11.1.1	The Change Framework governs how HMRC Programmes, projects and platforms are conceived, approved, managed, delivered and closed. It operates through a series of checkpoints or ‘gates’.



11.1.2	Following the introduction of the SR15 HMRC Transformation Delivery Model and an internal assurance review of the previous Change Framework (published March 2016), the operation of the Framework has significantly changed to continue maintaining appropriate governance commensurate with the size and risk of the change.

	The key principles of the Change Framework are:

· Four types of gate: Entry, Business Case, Go/No Go, Closure

· The Business Case gate and the Go/No Go gate can iterate as many times as necessary during the lifecycle of the Programme

· The Entry Gate is mandatory for all new initiatives.

 

11.1.3 	The Change Framework Lifecycle – The framework has been aligned to the SR15 HMRC Transformation Model, but is also relevant to Programmes/Projects outside of Transformation.



11.1.4 	Decision Log – Will be the mandatory output at every Gate with confirmation of funding allocation and next agreed Gate or the reasons for deferral or rejection. The Log should be emailed to the Prime Reference Code mailbox, and will be used to inform the Single Version of the Truth.

[image: ]

* TPM = Transformation Portfolio Management (formally Change Portfolio Group)

11.2	Quality Gates

[bookmark: _Toc433181870]11.2.1	Each Quality Gate contains questions that are specific to the assurance and testing being performed. 

[bookmark: _Toc327192531][bookmark: _Toc433181871]11.2.2	Ultimately it is the responsibility of the project manager, Business owners and service management to determine whether or not to deploy a new or changed service, based on the recommendations of the associated test manager.

11.3	Escalation

[bookmark: _Toc433181872]11.3.1	During the course of a project it is possible that conflicts will arise, whether due to differing interpretations of documents or other aspects, or from competing demands or outside pressures.  Within a testing project, the supplier Test Manager and the Project Manager will endeavour to resolve all conflicts and misunderstandings in a collaborative manner. 

[bookmark: _Toc433181876][bookmark: _Toc493679421]


12.	Quality

[bookmark: _Toc433181877]12.1	Testing relies on strong, effective and efficient configuration management and change management.

12.2	Configuration Management (CM)

12.2.1	Testing relies on strong CM processes, to ensure that testing is conducted against the correct baseline, is repeatable and can be traced back to documented requirements. Configuration management is necessary to ensure that correct versions of test basis products are used, as well as to deposit and control test products. Once products are under configuration management they become formal Configuration Items, such that changes to them can only be made under formal change management controls. 

12.2.2	This means that:

· Test basis products are under formal configuration management before they are used as input to the test planning and test design processes;

· Test items and their supporting documents are under formal configuration management, including all source code, configuration information, build procedures, drawings, project schedules, etc.; and



· Test deliverables including test schedules, test environments and test data are placed under formal configuration management control.

12.2.3	The CM system should operate at the appropriate security level, be able to uniquely identify items that are under CM and be integrated with Change Management to ensure that changes to configuration items are managed formally and communicated to interested parties.

12.3	Change Management Procedure

12.3.1	Closely allied to CM is Change Management. In order to support the effectiveness and efficiency of testing and assurance activities changes to the programmes/projects/services artefacts (for example plans, requirements, acceptance criteria, designs, code and other products) comprehensive and controlled change management is essential. All changes will be subject to the appropriate level of review. Testing will undertake no action or activity on undocumented or unapproved changes beyond whatever is required as part of the change authorisation process. 




12.4	Testing Quality Standards (TP20)

12.4.1	The following table defines the standards on which HMRC test products and processes are based:

		Standard

		Comments



		International Organisation for Standards/29119

(ISO29119)

		Test documentation standard and uniform approach to the classification of defects found in software and its documentation.



		Information Systems Examination Board/ International Software Testing Qualifications Board

(ISEB/ISTQB)

		Industry recognised Software Testing training bodies providing certified qualifications.



		Skills Framework for Information Age (SFIA)

		Government standard for role descriptions within Testing.  Used to grade roles and also during recruitment. 



		Test Maturity Model integration

(TMMi)

		Accredited test maturity model for test process improvement with specific focus on testing processes and products.



		Government Service Design Manual (GSDM)

		Government approved document setting out the Digital Standards and making services Accessible.



		Web Content Accessibility Guidelines* (WCAG2.0)

		Covers a wide range of recommendations to make Web Content more accessible (including legal reasons).



		Data Protection Act

		Being replaced by the General Data Protection Regulations in May 2018



		HMRC Security

		HMRC Cyber Security and Information Risk – Policies and Strategies http://internal.active.hmrci/section/corporate-services/security-information-zone/csir-policies-and-strategies



Departmental Standard SBCPSG2670 applies to the use of test/live or historical data. This standard is applied to the Information Assurance Policy SBCPSG0300 which is owned by the Security and Information Directorate.



		ISO9241- Ergonomics of Human-System Interaction

		International Standard for Usability





[bookmark: _Toc433181878]

12.4.2	Standards that relate to Configuration Management, Risk Management etc. will be defined within the appropriate documentation.






[bookmark: _Toc433181880][bookmark: _Toc493679422]13.	Continuous Improvement

13.1	Test Process Measurement

13.1.1	There is a requirement from the Test Policy to demonstrate value and performance of testing.  Therefore every testing process will have measures attached to it, for qualitative as well as quantitative attributes.  T&RDG will use TMMi standard to allow assessment against an established, industry wide model.

13.1.2	Suppliers are expected to consider their own measures in addition to standard measures that can be drawn from the test execution process.

13.1.3	Throughout each project and lifecycle stage each supplier will make available to the T&RG all necessary measurements, lessons learned logs and other sources applicable to support Test Process Measurement and Test Process Improvement activities.

13.2	Test Process Improvement

13.2.1	The qualitative and quantitative measurements will be used, as a basis for test process improvement, in concert with lessons learned from individual projects.

13.2.2	Every test completion report will include a section on lessons learned that will feed into future projects.  Lessons learned can be both positive (e.g. identifying best practice) and negative (identifying where processes did not work).

[bookmark: _Toc493679423]14.	Test Compliance

14.1	On behalf of HMRC, T&RDG may carry out a formal review of test activities, processes, products or services to ensure that a Project is implementing and meeting the defined standards set out in this document and the Test Policy.  T&RDG will ensure independent appraisals will follow agreed procedure and advice on the review process. 

14.2	The supplier shall support Test Compliance review activities conducted by T&RDG on all test stages for which the supplier is responsible. 

14.3	Key Principles of Test Compliance Review

	Test Compliance will be based upon Promote, Prevent and Respond which aligns with the wider HMRC Compliance Strategy and will apply the following key principles

· To work on behalf of HMRC, with a focus on quality and delivery;

· To enable programmes/projects, and supplier to deliver successfully and on time; 

· To assist in the delivery of quality and value for money programme and projects;

· To promote open and honest two-way communication with all customer and supplier stakeholders, regarding testing;

· To address and assist in the resolution of risks and issues as early as possible; and

· To encourage supplier test teams to take an ‘open book’ approach to help ensure joint delivery objectives are achieved.

· [bookmark: _Toc433181881]

[bookmark: _Toc493679424]15.	Glossary of Terms and Abbreviations

		Abbreviation

		Description



		API

		Application Programming Interface



		ATDD

		Acceptance Test Driven Development



		BAU

		Business as Usual



		BDD

		Behaviour Driven Development



		CAB

		Change Advisory Board



		CDIO

		Chief Digital and Information Office



		CIT

		Component Integration Testing



		CM

		Configuration Management



		CT

		Component Testing



		DB

		Data Base



		DDC

		Digital Delivery Centre



		DG

		Delivery Group



		DTO

		Development Testing and Operations



		Epics	

		An Epic captures a large body of work. It is essentially a large user story that can be broken down into a number of smaller stories. 



		FMEA

		Failure Mode and Effects Analysis



		GDPR

		General Data Protection Regulations (Replaces Data Protection Act 25/05/2018)



		GSDM

		Government Service Design Manual



		HMG

		Her Majesty’s Government



		HoD

		Head of Duty



		HMRC

		HM Revenue and Customs



		IEEE

		Institute of Electrical and Electronic Engineers



		ISEB

		Information Systems Examinations Board



		ISTQB

		International Software Testing Qualifications Board



		IT

		Information Technology



		ITD

		Information Technology Delivery



		ITDL

		Information Technology Delivery Lead



		KEL

		Known Error Log



		KPI

		Key Performance Indicator



		RBT

		Risk Based Testing



		PDB

		Portfolio Delivery Board



		PRF

		Problem Review Forum



		SFIA

		Skills for the Information Age



		SIBP

		Security & Information Business Partner (Replaces Data Guardian)



		SIT

		System Integration Testing



		SOA

		Service-oriented Architecture



		ST

		System Testing



		T&RDG

		Test & Release Delivery Group



		TCR

		Test Completion Report



		TDD

		Test Driven Development



		TMMi

		Test Maturity Model Integration



		UT

		User Testing



		UI

		User Interface



		WCAG

		Web Content Accessibility Guidelines
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DIRECTS
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Test Design 


Deliverables


Test Execution 


Deliverables


Test Completion 


Report(s)
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DIRECTS
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Describes for a given programme or project the high level 


approach to testing in line with the Test Policy.
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whom. Will be scaled dependent upon risk and size of work.


Describes the scope of testing and the functions and 


features to be tested. In Waterfall this could be a Stage Plan. 


In Agile a test plan at this level will not be required, since the 


nature of Agile Projects means that requirements (low level 


approach) are liable to frequent changes. However, it is still 
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how they will be carried out.


Describes test conditions, user stories, test cases, test 


procedures; would be usually constructed in test 


management tool. In Agile the primary design deliverable 


are test scripts (manual or automated)


Describes the capture of test results, creation and 


maintenance of the test execution log, test progress reports 


and defect log.


Summarises test activity and confirms completion of testing. 


Test Completion Reports should be produced as required. 


The report may also form part of a Show & Tell or 


retrospective.
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Customer Contact  Volumetrics.xlsb


Customer Contact Volumetrics.xlsb
Dashboard

				Volumes over the 12 month period      
April 2018 to March 2019

										Total		Routed                   Ended
millions				Time to Route (million hours / Avg)				Time to End (million hours / Avg)				Customer Time 
(million hours / avg)

				Call Attempts						55549296		45.26		10.29		1.91		2:32		.24		1:25		2.31		2:29



						BCM Messages				18877079.66		17.86		1.01						.01		0:19		.01



						Calls in IVR/QETTs				9354231.692		7.76		1.60		.28		2:08		.03		1:17		.31		1:59



						Calls in ITA				35749526.14		28.08		7.67		1.64		3:29

James, David MIS (HMRC): Link to Time in ITA Summary Sheet using a 4 hour sample
		.20		1:35

James, David MIS (HMRC): Based on a sample of just over 1 million calls over a 6 week period spanning August 2019
		1.84		3:05



				Not in CSG results						2509002						.10		3:00

James, David MIS (HMRC): Majority is test calls where time is difficult to measure.
						.16		3:44

																* Pink figures are a best estimate based on a sample. Grey times are calculated based on the estimate. 

										Calls		Message Time (million hours / Avg)				Queue Time (million hours / Avg)				Talk Time (million hours / avg)				Customer Time (million hours / avg)				System Time including Wrap (million hrs / avg)				Adviser Time (million hours / avg)

				Calls Offered						33415885		1.41		2:32		2.75		4:56		3.53		6:20		7.70		13:49		9.68		17:23



						Calls Answered				30362304		1.28		2:32		2.47		4:53		3.53		6:58		7.29		14:24		9.27		18:19		5.52		10:54



						Calls Abandoned				3053581		.13		2:32		.28		5:32						.41		8:04		Same as Customer Time

										Calls		Total Time of Speed Dial (million hours / Avg)				Total Length of a call which is Speed Dialled (million hours / Avg)				Talk Time (million hours / avg)				Wrap Time (million hours / avg)				System Time including Wrap (million hrs / avg)				Adviser Time (million hours / avg)

				Speed dials						2994149		.37		7:28		1.09		21:52		.35		7:06		.16		3:17		1.26		25:10		.52		10:24

										Attempts				Message Time		Queue Time		Talk Time		Speed Dial Time		Customer Time		Wrap Time		System Time		Adviser Time				Customer Time (minutes)

				Average Call Attempt Length						55549296		Total Time (million hours)		2.38		2.82		3.69		.37		9.25		2.15		11.40		6.19				555,202,737

												(million minutes)		143		169		221		22		555		129		684		372

												Per Attempt		2:33		3:02		3:59		0:24		9:59		2:19		12:19		6:41

												Answered Call Time		1.28		2.47		3.53		.37		7.66		2.15		9.81		6.19

												Per Answered Call		2:32		4:53		6:58		0:44		15:08		4:15		19:23		12:14

				Main Entry Points						419				Telephone Numbers						3107				Includes decommissioned numbers



				eGain Resources

				Agents						29,174				Users						5,740



				Call Types						10,761				Skillgroups						20,518				Around 2,200 SGs over 9 PGs



				Call Recordings (over 5 years)						170,000,000

				In the last year there were 55.5 million calls to the platform, of which 30.4 million were answered



				The average call length was 10 minutes, with the total call time being 555 million minutes



				The total time spent in the infrastructure is  143 million minutes, time in queue is 169 million minutes, time in talk is 221 million hours and transferred calls 22 million hours



				On average a call spends just over two and half minutes in the infrastructure, calls queue for around 5 minutes and talk is around 7 minutes. 





Top Days

														Top 25 Days

				Call Attempts				Customer Call Time (Hours)				Talk Time (Hours)				Answered				Abandoned				Busy				Total CHT (avg in brackets)								Average CHT

		1		380,503		Thu 31 Jan 19		58,236		Mon 30 Jul 18		19,723		Mon 30 Jul 18		173,580		Mon 30 Jul 18		27,293		Mon 28 Jan 19		83,784		Mon 8 Apr 19		29,976				0.0072760216890469945		Mon 30 Apr 18		12:33		Sun 3 Mar 19

		2		339,674		Wed 30 Jan 19		57,832		Mon 28 Jan 19		19,263		Mon 30 Apr 18		171,748		Tue 31 Jul 18		25,413		Mon 8 Apr 19		80,133		Tue 30 Apr 19		29,957				0.0071909375493421765		Mon 30 Jul 18		12:13		Wed 13 Mar 19

		3		337,501		Fri 31 May 19		53,091		Mon 8 Apr 19		19,138		Tue 31 Jul 18		171,662		Mon 30 Apr 18		25,258		Tue 7 May 19		80,005		Thu 2 May 19		28,793				0.0069853597276241935		Tue 31 Jul 18		12:11		Fri 22 Mar 19

		4		332,412		Mon 28 Jan 19		53,066		Thu 31 Jan 19		18,141		Mon 29 Jul 19		163,229		Thu 31 Jan 19		25,029		Tue 4 Sep 18		74,766		Tue 23 Apr 19		28,697				0.007418034370132322		Wed 30 Jan 19		12:10		Wed 27 Mar 19

		5		323,800		Mon 30 Jul 18		53,019		Tue 7 May 19		18,113		Mon 28 Jan 19		161,187		Wed 30 Jan 19		24,471		Mon 29 Apr 19		74,268		Wed 10 Apr 19		28,612				0.007459787099611345		Tue 29 Jan 19		12:09		Wed 8 May 19

		6		308,787		Mon 8 Apr 19		52,204		Mon 29 Apr 19		18,039		Mon 23 Apr 18		160,929		Mon 23 Apr 18		23,895		Thu 24 May 18		73,311		Wed 1 May 19		28,571				0.007844237681857607		Mon 29 Jul 19		12:07		Wed 6 Feb 19

		7		296,618		Tue 29 Jan 19		51,477		Wed 30 Jan 19		17,960		Wed 30 Jan 19		159,810		Tue 29 Jan 19		23,839		Mon 20 May 19		71,329		Thu 25 Apr 19		28,399				0.0074629656200282226		Mon 28 Jan 19		12:06		Fri 8 Mar 19

		8		295,527		Mon 29 Apr 19		49,260		Mon 20 May 19		17,917		Tue 29 Jan 19		158,860		Mon 9 Apr 18		23,754		Tue 28 May 19		70,807		Mon 29 Apr 19		28,302				0.007224516346382712		Thu 31 Jan 19		12:06		Thu 14 Mar 19

		9		295,222		Tue 31 Jul 18		49,215		Tue 28 May 19		17,811		Tue 30 Jul 19		158,557		Mon 28 Jan 19		23,645		Mon 30 Jul 18		70,643		Tue 9 Apr 19		28,067				0.007636939229833957		Mon 21 May 18		12:06		Fri 10 May 19

		10		293,301		Tue 30 Apr 19		48,921		Thu 25 Apr 19		17,723		Thu 31 Jan 19		155,537		Mon 14 May 18		22,295		Tue 30 Apr 19		70,524		Fri 26 Apr 19		27,960				0.007713001598893023		Tue 30 Jul 19		12:06		Wed 6 Mar 19

		11		289,680		Mon 30 Apr 18		48,844		Tue 30 Apr 19		17,685		Mon 21 May 18		153,131		Mon 21 May 18		22,188		Mon 13 May 19		68,919		Thu 31 Jan 19		27,924				0.0072298899411127465		Mon 23 Apr 18		12:06		Tue 12 Mar 19

		12		288,533		Thu 25 Apr 19		48,800		Mon 30 Apr 18		17,518		Wed 31 Jul 19		151,762		Mon 29 Jul 19		22,097		Thu 25 Apr 19		65,878		Thu 11 Apr 19		27,479				0.00736120725353191		Mon 14 May 18		12:04		Thu 21 Mar 19

		13		281,996		Thu 2 May 19		47,885		Mon 29 Jul 19		17,458		Mon 9 Apr 18		151,042		Tue 30 Jul 19		22,009		Thu 2 May 19		57,225		Mon 15 Apr 19		27,461				0.0077234358484358475		Wed 31 Jul 19		12:04		Thu 7 Mar 19

		14		281,893		Wed 31 Jul 19		47,820		Mon 2 Sep 19		17,224		Mon 14 May 18		148,457		Mon 16 Apr 18		21,857		Mon 4 Jun 18		56,584		Wed 24 Apr 19		27,209				0.007136407668527144		Mon 9 Apr 18		12:03		Wed 22 May 19

		15		281,768		Mon 29 Jul 19		47,312		Thu 2 May 19		16,833		Mon 21 Jan 19		148,148		Wed 31 Jul 19		21,643		Fri 3 May 19		56,173		Tue 7 May 19		26,568				0.007604398749225278		Mon 21 Jan 19		12:02		Tue 7 May 19

		16		281,037		Tue 30 Jul 19		46,853		Wed 1 May 19		16,781		Mon 16 Jul 18		146,973		Tue 3 Apr 18		21,344		Wed 1 May 19		54,989		Fri 3 May 19		26,473				0.007670340990715695		Mon 4 Jun 18		12:02		Wed 29 May 19

		17		280,462		Mon 24 Sep 18		46,608		Mon 13 May 19		16,632		Mon 4 Jun 18		145,572		Mon 21 Jan 19		20,218		Wed 15 May 19		52,411		Wed 30 Jan 19		26,212				0.007510813225078984		Mon 16 Jul 18		12:01		Wed 20 Mar 19

		18		277,543		Mon 2 Sep 19		46,459		Tue 29 Jan 19		16,430		Mon 2 Jul 18		145,412		Mon 16 Jul 18		20,151		Tue 14 May 19		49,549		Wed 8 May 19		26,187				0.007612733361396393		Mon 14 Jan 19		12:01		Thu 9 May 19

		19		277,001		Tue 7 May 19		46,126		Fri 31 May 19		16,415		Mon 14 Jan 19		143,807		Mon 4 Jun 18		19,974		Thu 9 May 19		48,770		Thu 9 May 19		25,795				0.007546067792194014		Mon 2 Jul 18		12:01		Tue 4 Jun 19

		20		276,764		Wed 1 May 19		46,046		Fri 3 May 19		16,340		Mon 11 Jun 18		143,716		Mon 11 Jun 18		19,953		Fri 10 May 19		46,884		Fri 12 Apr 19		25,718				0.007456168296295265		Mon 11 Jun 18		12:01		Thu 7 Feb 19

		21		275,089		Tue 23 Apr 19		46,038		Mon 3 Jun 19		16,307		Tue 3 Apr 18		143,503		Mon 23 Jul 18		19,923		Mon 3 Jun 19		46,777		Mon 2 Sep 19		25,493				0.007154864287302047		Mon 16 Apr 18		11:59		Fri 1 Mar 19

		22		267,498		Fri 26 Apr 19		44,933		Mon 3 Sep 18		16,229		Mon 23 Jul 18		143,328		Mon 14 Jan 19		19,867		Mon 2 Sep 19		46,026		Mon 28 Jan 19		25,484				0.007224577703362497		Tue 3 Apr 18		11:59		Sun 10 Feb 19

		23		267,019		Tue 9 Apr 19		44,503		Fri 26 Apr 19		16,213		Mon 16 Apr 18		142,701		Tue 8 May 18		19,848		Mon 15 Apr 19		45,164		Fri 10 May 19		25,408				0.0073773904520256514		Mon 23 Jul 18		11:59		Tue 2 Apr 19

		24		266,664		Mon 3 Jun 19		44,445		Mon 4 Jun 18		16,018		Tue 8 May 18		142,432		Mon 2 Jul 18		19,772		Fri 31 May 19		41,994		Thu 18 Apr 19		25,186				0.007480110491640379		Mon 18 Jun 18		11:58		Tue 21 May 19

		25		266,011		Mon 23 Apr 18		44,349		Mon 15 Apr 19		15,966		Mon 18 Jun 18		140,799		Thu 26 Apr 18		19,688		Thu 31 Jan 19		39,960		Tue 4 Sep 18		25,152				0.0074925325538055315		Mon 20 Aug 18		11:58		Fri 3 May 19



		Most Attempts		Call Attempts				Call Time (Hours)				Talk Time (Hours)				Answered				Abandoned				Busy				Total CHT (avg in brackets)								Average CHT

		Mon 30 Apr 18		380,503		Rank 1		53,066		Rank 4		17,723		Rank 10		163,229		Rank 4		19,688		Rank 25		68,919		Rank 11		28,302				0.007224516346382712		Rank 8		10:24		Rank 427

						99%		of days are within the limits below

				Call Attempts				Call Time (Hours)				Talk Time (Hours)				Answered				Abandoned				Busy				Total CHT								Average CHT

		99.0% are below		251,840				42,664				15,590				135,896				18,800				18,800				24,486								11:55





Top Half Hours

														Top 25 Half Hours

				Call Attempts				Customer Call Time (Hours)				Talk Time (Hours)				Answered				Abandoned				Busy				Total CHT (avg in brackets)								Average CHT

		1		32,179		24 Sep 18 11:30		2,597		30 Jul 18 11:30		821		30 Jul 18 12:00		6,970		30 Apr 18 12:00		2,042		22 Oct 18 11:30		3,552		25 Apr 19 16:30		1,144				0.006841395331845476		30 Apr 18 12:00		14:53		20 Dec 18 18:30

		2		26,793		23 Oct 18 16:00		2,507		30 Jul 18 11:00		807		30 Apr 18 12:00		6,942		30 Apr 18 11:30		1,869		24 May 18 16:30		2,869		3 May 19 16:30		1,141				0.006871984385035324		30 Jul 18 12:00		14:38		21 May 19 18:30

		3		26,786		2 Jul 18 11:00		2,437		2 Jul 18 11:00		788		30 Apr 18 11:30		6,920		30 Jul 18 12:00		1,678		17 May 18 16:30		2,576		2 May 19 16:30		1,120				0.006723168221880769		30 Apr 18 11:30		14:37		8 Feb 19 18:00

		4		21,191		26 Feb 19 11:00		2,326		30 Jul 18 12:00		787		30 Jul 18 11:30		6,697		30 Jul 18 11:30		1,666		4 Sep 18 16:00		2,336		10 Apr 19 16:30		1,097				0.006824770212201151		30 Jul 18 11:30		14:32		13 Feb 19 17:00

		5		21,111		24 Sep 18 12:00		2,269		30 Jul 18 10:30		768		30 Jul 18 12:30		6,633		31 Jul 18 11:30		1,652		4 Jun 18 16:30		2,134		24 Apr 19 16:30		1,086				0.006969840729901189		30 Jul 18 12:30		14:28		7 Feb 19 17:00

		6		20,860		19 Jun 18 14:30		2,212		30 Apr 18 11:00		745		30 Jul 18 14:30		6,492		30 Jul 18 12:30		1,549		24 May 18 17:00		2,060		11 Apr 19 16:30		1,049				0.007695884628683643		29 Jul 19 12:30		14:24		8 Feb 19 16:30

		7		20,317		30 May 18 16:30		2,147		30 Apr 18 10:30		741		30 Apr 18 12:30		6,431		30 Apr 18 12:30		1,497		6 Jun 18 16:30		1,695		26 Apr 18 16:30		1,048				0.00679240491657884		30 Apr 18 12:30		14:22		19 Sep 19 17:00

		8		20,223		23 Oct 18 16:30		2,117		2 Sep 19 11:30		740		31 Jul 18 11:30		6,403		31 Jul 18 12:00		1,454		7 Jun 18 16:30		1,648		18 Apr 19 16:30		1,040				0.00763341168969251		29 Jul 19 12:00		14:21		8 Feb 19 17:00

		9		19,968		26 Feb 19 10:30		2,112		30 Jul 18 13:30		726		31 Jul 18 12:00		6,358		9 Apr 18 12:00		1,425		17 May 18 17:00		1,605		12 Apr 18 16:30		1,040				0.006958772657532291		30 Jul 18 14:30		14:21		2 Sep 19 18:30

		10		18,732		24 Sep 18 11:00		2,081		28 Jan 19 12:00		721		30 Jul 18 14:00		6,271		31 Jul 18 12:30		1,405		22 Oct 18 11:00		1,548		6 Apr 18 16:30		1,038				0.006517683398384062		31 Jul 18 11:30		14:19		20 May 19 19:00

		11		18,060		17 Dec 18 14:30		2,068		8 Apr 19 12:00		717		23 Apr 18 12:00		6,248		23 Apr 18 11:30		1,400		24 May 18 16:00		1,338		30 Jul 18 16:30		1,035				0.007512140778171445		30 Jul 19 12:00		14:18		7 Feb 19 18:30

		12		17,870		23 Oct 18 15:30		2,064		29 Jul 19 11:30		713		31 Jul 18 12:30		6,228		30 Jul 18 14:30		1,390		31 May 18 17:00		1,191		25 Apr 18 16:30		1,019				0.006888928313958727		23 Apr 18 12:00		14:17		12 Apr 19 18:30

		13		17,183		24 Sep 19 14:30		2,058		30 Apr 18 11:30		711		30 Jul 18 15:00		6,210		31 Jul 18 10:30		1,373		10 May 18 16:30		1,188		19 Feb 19 16:30		1,019				0.006632202931496231		31 Jul 18 12:00		14:16		8 Feb 19 18:30

		14		16,603		13 Feb 19 11:30		2,050		29 Jul 19 11:00		709		9 Apr 18 12:00		6,188		31 Jul 18 14:00		1,356		23 May 18 16:30		923		11 Jul 19 16:30		1,010				0.006619125219903766		9 Apr 18 12:00		14:14		10 Apr 19 18:30

		15		15,860		5 Oct 18 13:00		2,049		30 Jul 18 16:00		707		29 Jul 19 12:30		6,188		30 Jul 18 14:00		1,351		4 Sep 18 16:30		805		12 Jul 19 16:30		1,009				0.006796493437118437		30 Jul 18 14:00		14:14		9 May 19 18:30

		16		15,566		25 Sep 18 09:00		2,041		28 Jan 19 12:30		703		23 Apr 18 11:30		6,166		14 May 18 11:30		1,333		23 May 18 17:00		791		6 Sep 19 16:30		1,006				0.007286800363221855		28 Jan 19 12:00		14:08		7 Feb 19 17:30

		17		15,467		7 Feb 19 12:00		2,039		3 May 19 10:00		702		30 Apr 18 11:00		6,165		23 Apr 18 12:00		1,328		18 May 18 16:30		789		28 Nov 18 16:30		1,005				0.007106314481600935		31 Jan 19 12:00		14:08		20 Dec 18 17:30

		18		15,190		26 Jul 18 10:30		2,038		8 Apr 19 13:00		698		14 May 18 11:30		6,136		31 Jul 18 11:00		1,309		4 Sep 18 15:00		739		30 Apr 18 16:30		1,001				0.007365720309895067		29 Jan 19 12:00		14:06		3 Jun 19 18:30

		19		15,073		31 May 19 09:30		2,036		2 Sep 19 12:00		698		30 Apr 18 14:00		6,113		30 Apr 18 10:30		1,303		30 May 18 17:00		676		3 Jul 19 16:30		995				0.00663653480224783		23 Apr 18 11:30		14:05		6 Sep 19 18:00

		20		15,034		26 Sep 19 16:00		2,034		8 Apr 19 12:30		694		30 Jul 19 12:00		6,106		30 Apr 18 11:00		1,283		21 May 18 10:00		588		31 Jul 19 16:30		995				0.006787966981475415		30 Apr 18 11:00		14:04		25 Apr 19 18:30

		21		14,989		24 Sep 18 15:30		2,029		28 Jan 19 13:00		694		31 Jul 18 14:30		6,069		30 Apr 18 14:00		1,271		22 May 18 10:00		481		4 Mar 19 16:30		994				0.006975281363012845		31 Jan 19 11:30		14:01		18 Apr 19 18:30

		22		14,774		11 Jun 18 10:00		2,020		8 Apr 19 11:30		693		31 Jul 18 14:00		6,054		9 Apr 18 11:30		1,250		31 May 18 16:30		447		9 May 18 16:30		994				0.006825177511091583		30 Apr 18 14:00		13:57		20 Feb 19 18:30

		23		14,314		13 Feb 19 13:30		2,018		30 Jul 18 10:00		693		29 Jul 19 12:00		5,968		31 Jul 18 14:30		1,234		25 May 18 16:30		323		5 Mar 19 16:30		994				0.006978850637676274		30 Jul 18 15:00		13:55		15 Feb 19 16:30

		24		14,198		7 Feb 19 11:30		2,016		30 Jul 18 12:30		692		31 Jul 18 11:00		5,940		31 Jan 19 11:30		1,216		6 Jun 18 17:00		261		31 Jul 18 16:30		991				0.006581253654387924		31 Jul 18 12:30		13:53		27 Mar 19 18:30

		25		13,871		14 Jun 18 12:30		2,013		3 May 19 10:30		691		30 Apr 18 14:30		5,940		14 May 18 12:00		1,216		29 May 18 17:00		257		21 Nov 18 16:30		987				0.0066711810435963045		14 May 18 11:30		13:53		2 May 19 18:30



		Most Attempts		Call Attempts				Call Time (Hours)				Talk Time (Hours)				Answered				Abandoned				Busy				Total CHT (avg in brackets)								Average CHT

		Mon 24 Sep 18		32,179		Rank 1		1,996		Rank 29		431		Rank 1048		3,754		Rank 824		137		Rank 5813		0		Rank 5505		602				0.006677516204936955		Rank 1326		09:36		Rank 6870





Monthly Trend Report



				Apr 2018		May 2018		Jun 2018		Jul 2018		Aug 2018		Sep 2018		Oct 2018		Nov 2018		Dec 2018		Jan 2019		Feb 2019		Mar 2019

		Call Attempts		4,679,114		4,955,268		4,548,974		4,974,993		4,334,308		4,278,184		4,373,722		3,956,109		3,088,804		5,448,909		4,267,014		4,134,895

		Calls Answered		2,773,118		2,853,102		2,622,026		2,954,866		2,681,697		2,472,780		2,451,575		2,262,680		1,693,553		2,938,303		2,261,911		2,396,693



Monthly Volume Variation



Call Attempts	43191	43221	43252	43282	43313	43344	43374	43405	43435	43466	43497	43525	4679114	4955268	4548974	4974993	4334308	4278184	4373722	3956109	3088804	5448909	4267014	4134895	Calls Answered	2773118	2853102	2622026	2954866	2681697	2472780	2451575	2262680	1693553	2938303	2261911	2396693	
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MIS Requirements Appendix.xlsb
Admin Screen

																																								x

																						\\irf03233\CC Head Office MIS Team\MIS Live - 2011-12 - All\MIS 10\MIS10.mdb

																						\\Irf03139\MIS Team Global MIS\OMPT\dataCentral\dataCentral.mdb

																						\\Irf03139\MIS Team Global MIS\OMPT\dataStore\PMF.mdb

																						\\c\s\CAF2\PTOps Tel MI RW\CC Head Office MIS Team\MIS 10\MIS10.mdb

																						\\c\s\CAF2\PTOps Tel MI RW\CC Head Office MIS Team\MIS 10\VIMDatastores\VIMxportSignedOnBreakdown.mdb

																						\\c\s\CAF2\PTOps Tel MI RW\CC Head Office MIS Team\MIS 10\MIS10.mdb

																						C:\localstorage\6043819\MIS 10\MIS10 v2.001.005.mdb

				Notes





										Distribution List

										To:		keiron.sanders@hmrc.gsi.gov.uk; geoff.greensmith@hmrc.gsi.gov.uk; julie.mchugh@hmrc.gsi.gov.uk; alison.hilton@hmrc.gsi.gov.uk;  derek.hughes@hmrc.gsi.gov.uk; andy.simpson@hmrc.gsi.gov.uk; Fisher, John john.fisher@hmrc.gsi.gov.uk; nick.tooby@hmrc.gsi.gov.uk;arlene.sugden@hmrc.gsi.gov.uk; janet.richardson@hmrc.gsi.gov.uk; andrew.healey1@hmrc.gsi.gov.uk;tracy.bridgett@hmrc.gsi.gov.uk; lesley.morrison@hmrc.gsi.gov.uk; Fulton, Lynn (PT Operations); Sommerville, MICHELLE (PT Operations); DL-ForecastingandPlanningTeam@not.to.be.used; sarah.pearson@hmrc.gsi.gov.uk; richard.jones4@hmrc.gsi.gov.uk; derek.hughes@hmrc.gsi.gov.uk; naomi.bird@hmrc.gsi.gov.uk; 6099162; daksha.b.patel@hmrc.gsi.gov.uk; adam.povey@hmrc.gsi.gov.uk; ian.marshall4@hmrc.gsi.gov.uk; david.s.clark@hmrc.gsi.gov.uk;rachel.ricketts@ir.gsi.gov.uk; jill.smith@hmrc.gsi.gov.uk; lee.hope@hmrc.gsi.gov.uk; shaun.jones@hmrc.gsi.gov.uk; jonathan.taberham@hmrc.gsi.gov.uk; janet.archibald@hmrc.gsi.gov.uk; stewart.lindley@hmrc.gsi.gov.uk;  4097378; michael.baker@hmrc.gsi.gov.uk; sarah.kirk@hmrc.gsi.gov.uk;joanne.wood@hmrc.gsi.gov.uk; DL-CCHeadOfficeMISTeam@not.to.be.used; DL-InfrastructureTelephonyandRoutingTeam@not.to.be.used; DL-Telephony Reporting Team <DL-TelephonyReportingTeam@not.to.be.used>;DL-CC Head Office Real Time Team <DL-CCHeadOfficeRealTimeTeam@not.to.be.used>; 6027259; sharon.livesey@hmrc.gsi.gov.uk; alison.reilly@hmrc.gsi.gov.uk; joanne.riches@hmrc.gsi.gov.uk; kevin.glover@ir.gsi.gov.uk; alyson.evans@hmrc.gsi.gov.uk; linda.stokle@hmrc.gsi.gov.uk; susan.cummings@hmrc.gsi.gov.uk; james.waldron@hmrc.gsi.gov.uk; kathryn.kudelnitzky@hmrc.gsi.gov.uk; margaret.burns@hmrc.gsi.gov.uk; nick.worboys@hmrc.gsi.gov.uk; 7823508@not.to.be.used; mac.gardiner@hmrc.gsi.gov.uk; chris.land@hmrc.gsi.gov.uk; david.g.piper@hmrc.gsi.gov.uk; Simmons, Richard (PT Operations) <richard.simmons@hmrc.gsi.gov.uk>; Bowen, Gemma (PT Operations) <gemma.bowen@hmrc.gsi.gov.uk>; Younger, Stephen (HR OD Learning, Skills & Professions) <stephen.younger@hmrc.gsi.gov.uk>;ben.fletcher@hmrc.gsi.gov.uk;rachel.fail@hmrc.gsi.gov.uk;Grimsted, Darren (HMRC) <darren.grimsted@hmrc.gsi.gov.uk>;Carey, Matthew (PT Operations) <matthew.carey@hmrc.gsi.gov.uk>; OConnor, Michael (HMRC) <michael.o'connor1@hmrc.gsi.gov.uk>; DL-PT Ops - Area 4 SLT <DL-PTOps-Area4SLT@not.to.be.used>; <maria.riley@hmrc.gsi.gov.uk>; <tracy.holland@hmrc.gsi.gov.uk>; <jeff.king@hmrc.gsi.gov.uk>; <pat.robson@hmrc.gsi.gov.uk>; <karen.baird@hmrc.gsi.gov.uk>; <william.c.marshall@hmrc.gsi.gov.uk>; Smith, Rhys (HMRC) <rhys.smith@hmrc.gsi.gov.uk>; Land, Chris (HMRC PT Finance Team) <chris.land@hmrc.gsi.gov.uk>; Piper, Dave (HMRC PT Finance Team) <david.g.piper@hmrc.gsi.gov.uk>; Foster, Dayle (PT Change) <dayle.foster@hmrc.gsi.gov.uk>; <michael.eyles@hmrc.gsi.gov.uk>; <robert.currens@hmrc.gsi.gov.uk>; <kathleen.mcgowan@hmrc.gsi.gov.uk>; <darren.bond@hmrc.gsi.gov.uk>; <eric.baker@hmrc.gsi.gov.uk>; mike.revell@hmrc.gsi.gov.uk; Williams, Celyth (HMRC) <celyth.williams@hmrc.gsi.gov.uk>; 7237963; Trattles, Carl (HMRC PT Finance & Planning); Charles, Hazel (HMRC Personal Tax Finance); Davies, Kathie (CS Change); DSouza, Stan (HMRC PT Finance Team) <stan.d'souza@hmrc.gsi.gov.uk>; Gardiner, Mac (HMRC PT Finance Team) <mac.gardiner@hmrc.gsi.gov.uk>; Wood, Caroline (HMRC PT Finance Team) <caroline.w.wood@hmrc.gsi.gov.uk>

										CC:













												0.0000000000		0		0.00000		0		0.00000		0		0.00000		0.00000		0.00000

												Please find the Performance Review Report for Week Ending 06 Oct 2019														0.00000		0.00000



														Average Queue of Answered				%Adviser Attempts Lost				%Calls Answer in > 10 Minutes				Call Attempts Handled						Target

												Overall		05:35		05:35		04:53		20%		05:00		21%		19:35		82%				00/01/1900  04:45:00		15.00%



												All Tax Credits		05:41		05:41		03:31		15%		04:34		19%		18%		88%				31 December 1899		20.00%

												PAYE & SA		05:29		05:29		03:17		14%		04:56		21%		ERROR		84%

												National Insurance		05:14		05:14		05:08		21%		05:47		24%		18%		83%

												Child Benefit		06:57		06:57		04:29		19%		06:14		26%		18%		89%

												VAT Helpline		02:28		02:28		01:23		6%		01:06		5%		18%		-

												Online Service		04:21		04:21		08:34		36%		02:55		12%		ERROR		76%

												Employers		06:30		06:30		07:04		30%		05:38		23%		18%		64%



												The report will be updated later today.

												Please access using the link below

												Performance Review CAF



												Telephony MI Team

												A MI Product by RP&P Telephony MI Reporting Team





												Performance Review Report | Tier 1 | A MI Product by RP&P Telephony MI Reporting Team

												Please find the Performance Review Report for Week Ending 06 Oct 2019														0.00000		0.00000



														ASA				%Adviser Attempts Handled				Outliers       ASA>10 Mins										Target

												Overall		05:35		05:35		19:06		80%		05:00		21%								00/01/1900  05:30:00		80.00%		15.00%

												Main Helplines

												All Tax Credits		05:41		05:41		20:28		85%		04:34		19%								00/01/1900  06:00:00		70.00%		20.00%

												PAYE & SA		05:29		05:29		20:42		86%		04:56		21%

												National Insurance		05:14		05:14		18:51		79%		05:47		24%

												Child Benefit		06:57		06:57		19:30		81%		06:14		26%

												VAT Helpline		02:28		02:28		22:36		94%		01:06		5%

												Online Service		04:21		04:21		15:25		64%		02:55		12%

												Employers		06:32		06:32		16:55		71%		05:38		23%

												Smaller Helplines

												Corporation Tax		17:34		17:34		04:36		19%		22:30		94%

												TC Payment Helpline		11:34		11:34		14:11		59%		12:56		54%

												Construct Helpline		03:35		03:35		20:08		84%		02:51		12%

												Stamps		15:17		15:17		04:22		18%		20:23		85%

												Payment Enquiry Line		-		-		-		-		ERROR		ERROR



												The report will be updated later today.

												Please access using the link below

												\\c\s\CAF2\MIS Team Database\Performance Review\Excel



												Telephony MI Team| CS Business Partner Team 







file://///c/../../localstorage/CC%20Head%20Office%20MIS%20Team/MIS%2010/MIS10.mdbfile://///c/../../localstorage/CC%20Head%20Office%20MIS%20Team/MIS%2010/MIS10.mdbfile://///Irf03139/MIS%20Team%20Global%20MIS/OMPT/dataStore/PMF.mdbfile://///c/../../localstorage/CC%20Head%20Office%20MIS%20Team/MIS%2010/VIMDatastores/VIMxportSignedOnBreakdown.mdbhttps://hmrc-my.sharepoint.com/personal/CAF2/MIS%20Team%20Database/Performance%20Review

High Level Requirements

								High Level Requirements

		Type		Ref		MOSCOW		Requirement				Notes		How Will you meet this requirement?		Optional Comment (50 words max)

		High Level Requirement				High Level Requirement

				MI- HL1		Must		The Authority must have access to and the ability to extract and store the call transcription and associatesd metadata in an analytic environment where The Authority will develop its own reporting and analytical solution to transform the business into a world-class customer service organisation. This solution will combine data from multiple customer contact systems and provide insight on subjects such as on end-to-end customer journeys and must be in a form that makes this possible. In addition to supplying Data Feeds The Supplier would be expected to support The Authority through understanding the data and provide advice on gathering insight. 



		Type		Ref		MOSCOW		Requirement				Notes		How Will you meet this requirement?		Optional Comment (50 words max)

		General Real Time and Historical Reporting Requirement				General Real Time and Historical Reporting Requirement

				MI-G1		Must		The MI solution must have permission profiles to allow or deny access to self-serve MI Reports as defined by business rules and/or role. There must be  flexibility in the permissions to allow some users to customise or change reports or administrative privileges.  The MI solution should be secure, possibly with specified subnets or HMRC VPN connections allowed. 

				MI-G6		Must		The supplier must be able to retain the Management Information for a period of at least 13 months. 

				MI-G9		Must		The reporting solution must be able to omit calls based on set of HMRC criteria. 				Expand on test systems for wider coverage
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Sheet1

		1 Standard offering (No additional cost)

		2 Development (No additional cost)

		3 Development (Additional cost)

		4 Cannot meet this requirement 





Requirements

								Speech Analytics Requirements

		Speech Analytics Requirement				Speech Analytics Requirement

						MOSCOW		Reporting				Notes		How Will you meet this requirement?		Optional Comment (50 words max)

				MI-S1		Must		The Reporting Solution from Speech Analytics Interaction/Quality Managment Service must have - 
Unique Agent Identifier 
Number of Calls
Call Duration
Hold Duration
Agent Talk Duration
Customer Talk Duration
Silence Duration
Talk Over Time Duration (agent and customer initiated)

				See Sample Report 12 for more details

				MI-S2		Should		The Reporting Solution from Speech Analytics Interaction Service should have - 
Business Hierarchy Identifier (Team, Location)
Line of Business Identifier
Type of call Identifier 
Number of Transfers
Conference Call Flag

				See Sample Report 12 for more details

				MI-S3		Must		There must be a Data Feed of the full verbatim call transcription, where all calls including transferred and conference calls are transcribed. 

				MI-S4		Must		The Data Feed from the Speech Analytics Service needs to have the following Interaction metadata - 
Unique Agent Identifier 
Number of Calls
Number of Transfers
Call Duration
Hold Duration
Agent Talk Duration
Customer Talk Duration
Silence Duration
Talk Over Time Duration (agent and customer initiated)



				MI-S5		Should		The Data Feed from the Speech Analytics Service needs to have the following Interaction metadata - 
Business Hierarchy Identifier (Team, Location)
Line of Business Identifier
Type of call Identifier 
Number of Transfers
Conference Call Flag

				MI-S6		Should		The quality of the call transcript should be a minimum of 82%, with improvements after tuning to tax vocabulary, adding custom dictionaries and/or machine learning. 

				MI-S7		Must		The Report from the Call Transcription Service should include -
Frequently Used Words
New Words or Phrases
Ability to filter out words or phrases, including quick filters on common words. 				See Sample Report 13 for more details

				MI-S8		Should		The Report from the Call Transcription Service should search within a line of business and identify Frequently Used Words or Phrases, or new words or phrases occuring at high volume within that line of business. Ability to filter out words or phrases, including quick filters on common words to help identify the root cause. 				See Sample Report 13 for more details

		Speech Analytics Requirement				Speech Analytics Requirement

				MI-S9		Must		The Data Feed from the Call Transcript needs to have call identifier metadata to allow us to join with Core System data feeds.

				MI-S11		Must		The Transcript and Interaction Service Data Feed must allow us to merge with other datasets to determine repeat contact or channel shift. 
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Analytics Sample Report One

		Sample Report 12

		The Authority expect to be able to select a range of calls through a variety of filters and view a variety of metrics based on the search criteria. The tables reporting the Top values should be configurable to extend. 

		Line of Business Filter Name:		America				Start date:		01 Oct 19 12:00				End date:		29 Oct 19 09:00



		Team Filter:		All				Adviser Filter:		All



		Performance

		Average Duration:						7:46						Contacts:		196000

		Average Total Hold Time:						1:03

		Average Number of Holds:						38.0%

		Average Number of Transfers:						11.0%

		Average Silence-Time Percentage:						20.8%

		Average Agent Talk-Time Percentage:						36.7%

		Average Customer Talk-Time Percentage:						32.2%

		Average Talk-Over-Time Percentage:						10.4%



		Top Agents						Category						LOB Name						Silence-Time %



		Agent		Handled				Name		Value				Name		Value				Name		Value

		America, Captain		430				how can I help		120,000				Florida		100,000				Very low (0%-20%)		115109

		Trump, Donald		351				Payments		75,000				Texas		26,000				Low (20%-40%)		54167

		Mouse, Mickey		346				Digital Help		56,000				California		21,000				Avg. time (40%-60%)		21849

		Elvis		334				Call Back		45,000				Mexico		17,000				High (60%-80%)		5557

		Munroe, Marilyn		330				Sales		30,000				Canada		3,000				Very high (80%-100%)		301

								Progress Chasing		29,000				Costa Rica		2,000

		Tops Skills						Digital Registration		26,000				England		1,000				Talk-Over-Time %

								Settings Call Back		24,000				Spain		100

		Skill		Handled				Failure		23,000										Name		Value

		North American skilled		190,000				Change of Details		20,000				Number of Conferences						Very low (0%-20%)		175855

		Florida Skilled		90,000																Low (20%-40%)		20288

		California Skilled		89,000				Category Impact ($)												Avg. time (40%-60%)		816

		Texas Skilled		42,000										Name		Value				High (60%-80%)		20

		Mexico Skilled		26,000				Name		Value				0		196312				Very high (80%-100%)		1

								Emotions		5014				1		659

		Agent Talk-Time %												2		11				Time of Day

								Customer Talk-Time %						3		1

		Name		Value																Name		Value

		Very low (0%-20%)		21,000				Name		Value				Number of Holds						Morning (06:00-10:00)		35688

		Low (20%-40%)		100,000				Very low (0%-20%)		37329										Mid day (10:00-14:00)		91917

		Avg. time (40%-60%)		68,000				Low (20%-40%)		107575				Name		Value				Afternoon (14:00-18:00)		62250

		High (60%-80%)		10,000				Avg. time (40%-60%)		46114				0		142047				Evening (18:00-22:00)		6978

		Very high (80%-100%)		100				High (60%-80%)		5759				1		40793				Night (22:00-06:00)		150

								Very high (80%-100%)		203				2		10151

		Top Callers												3		2646				Total Hold Time

								Customer Present						4		889

		Name		Value										5		288				Name		Value

		anonymous		9915				Name		Value				6		96				Very short (<00:35)		146475

		+447999111222		1053				0		18119				7		48				Short (00:35-01:55)		14096

		+323223344556		418				2		2227				8		14				Avg. length 1:55-3:00		10716

		+447999111223		361				3		1598				9		5				Long  03:00-05:00		12051

		+447999111224		201				1		80				10		3				Very long (05:00-90:00)		13645

								C		41				16		1

		Duration						N		31				13		1				Uncategorized Contacts

														11		1

		Name		Value				Date												Name		Value

		Very short (<00:35)		1000										Number of Transfers						Categorized		182808

		Short (00:35-01:55)		22000				Name		Value										Uncategorized		14175

		Avg. length 1:55-3:00		22000				29 Sep 19		43828				Name		Value

		Long  03:00-05:00		40000				6 Oct 19		53050				0		174703				Wrap-up Time

		Very long (05:00-90:00)		100000				13 Oct 19		50635				1		22267

								20 Oct 19		49428				2		13				Name		Value

																				Very short (<00:35)		146475

								Direction												Short (00:35-01:55)		14096

																				Avg. length 1:55-3:00		10716

								Name		Value										Long  03:00-05:00		12051

								Incoming		190779										Very long (05:00-90:00)		13645

								Outgoing		3746

								Internal		2458











































Analytics Sample Report Two

		Sample Report 13

		The Authority expect to be able to select a range of calls through a variety of word or phrase filters and view a variety of metrics based on the search criteria. The Report should identify the number of calls where a word or phrase was identified, the usage rate and trend. The report should identify other ther related words or phrases with the ability to use these to drill down further.  

		Start date:		01 Oct 19 12:00				End date:		29 Oct 19 09:00



		Word or Phrase Filter:		Europe				Second Level Word Filter:		All				Line of Business Filter Name:		America



		Performance

		Calls where Europe was mentioned						10,000						Overall Contacts:		20,000

		Average Usage per Call:						1.6



		Top Related Words												Top Related Phrases



		Word		Calls				Usage Per Call						Word		Calls				Usage Per Call

		Import		4,000				2.2						Import a car		200				2.2

		Export		3,000				1.2						Import a container		180				1.2

		Sales		2,000				1.6						Export a container		160				1.6

		Spain		1,500				1.5						Import from Spain		140				1.5

		Problem		1,000				2.0						received a letter		130				2.0

		Letter		800				1.5						tried to complete Online		120				1.5

		Online		700				3.0						At the Port		100				3.0



		Trend												Sample Sentences from Transcription



														Select a word or phrase from tables above:

		22-Oct		6000										I'm calling because I want to import a car but there seems to be a problem with the form on the website.

		15-Oct		4000

		8-Oct		3500										I've tried using the online form to import a car but I'm getting an error message.

		1-Oct		3800

		24-Sep		3200										I want to find out if I can import a car from outside Europe?

		17-Sep		3000

		10-Sep		2000										There seems to be a fault with the online form to import a car. 



														I want to import a car but I don't yet know it's regisrtation. 



																				Next 5 Sentences



43760	43753	43746	43739	43732	43725	43718	6000	4000	3500	3800	3200	3000	2000	







Call_Trend



								Performance Review - Daily Trend																																																				Performance Review - Daily Trend																																																				Performance Review - Daily Trend																																																				Performance Review - Daily Trend																																																				Performance Review - Daily Trend																																																				Performance Review - Daily Trend																																																				Performance Review - Daily Trend																																																				Performance Review - Daily Trend



								30/09-06/10/2019																																																				30/09-06/10/2019																																																				30/09-06/10/2019																																																				30/09-06/10/2019																																																				30/09-06/10/2019																																																				30/09-06/10/2019																																																				30/09-06/10/2019																																																				30/09-06/10/2019



				Date		Overall																																																		Date		Tax Credits Helpline																																																		Date		PAYE & SA Helplines																																																		Date		National insurance																																																		Date		Child Benefit																																																		Date		C&E Helpline																																																		Date		Online Service																																																		Date		Employers

						Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours						CHT										Attempts						Total Handled						AAH%						Answered Adviser						ASA						Outliers

James, David MIS (PT Operations): Calls handled in over 10 min wait as a percentage of calls answered. Last year may include time in ITA.						Call Resource Hours

James, David MIS (PT Operations): Total Talk, Hold and Wrap Time
						CHT

						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-						This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-		This Year		Last Year		 +/-

				30 Sep-6 Oct		750000		755000		-1%		630000		660000		-7%		95.0%		94.0%		-6%		440000		480000		-8%		03:30		04:40		+18%		10%		12%		+5%		77892.31056		75869.67944		+3%		10:40		09:40		+11%				30 Sep-6 Oct		110494		181101		-39%		103341		159066		-35%		94.0%		92.0%		+5%		68814		109034		-37%		03:30		04:00		-5%		10%		15%		-6%		13291.71694		17147.19		-22%		11:35		09:26		+23%				30 Sep-6 Oct		300000		310000		+3%		290000		295000		+3%		90.0%		88.0%		-0%		220000		215000		+2%		03:30		04:30		+11%		10%		16%		+5%		40328.53944		36452.39222		+11%		11:00		10:10		+8%				30 Sep-6 Oct		0		0				0		0				ERROR		ERROR		ERROR		0		0										ERROR		ERROR		ERROR		0		0												30 Sep-6 Oct		65072		56493		+15%		58004		56309		+3%		81.4%		88.7%		-7%		42339		40476		+5%		06:56		05:23		+29%		26%		16%		+10%		6122.406111		5101.943056		+20%		08:40		07:33		+15%				30 Sep-6 Oct		38956		28894		+35%		36619		22675		+61%		92.9%		72.2%		+21%		27743		15587		+78%		02:22		08:13		-71%		5%		38%		-33%		4690.8775		2005.657778		+134%		10:08		07:43		+31%				30 Sep-6 Oct		23193		16687		+39%		17653		15532		+14%		65.1%		85.7%		-21%		11573		9942		+16%		04:20		03:20		+30%		12%		5%		+8%		1535.933611		1506.01		+2%		07:57		09:05		-12%				30 Sep-6 Oct		29589		24760		+20%		19085		22898		-17%		71.2%		94.6%		-23%		13606		16892		-19%		06:33		02:59		+119%		0%		0%				2662.461667		2913.148889		-9%		11:44		10:20		+13%

				23 Sep-29 Sep		815000		790000		+3%		650000		660000		-4%		89.0%		83.0%		-9%		445000		500000		-11%		03:55		04:20		+30%		20%		22%		+9%		77059.70111		79905.3975		-4%		10:30		09:45		+8%				23 Sep-29 Sep		129128		187241		-31%		113115		150122		-25%		86.0%		85.0%		+1%		73874		113863		-35%		04:00		05:00		+24%		15%		25%		-2%		13675.10333		17841.24944		-23%		11:06		09:24		+18%				23 Sep-29 Sep		400000		360000		+9%		310000		300000		+2%		80.0%		85.0%		-6%		225000		230000		-3%		05:10		05:00		+18%		25%		24%		+9%		40773.36056		39396.57444		+3%		11:00		10:20		+6%				23 Sep-29 Sep		0		0				0		0				ERROR		ERROR		ERROR		0		0										ERROR		ERROR		ERROR		0		0												23 Sep-29 Sep		69107		58286		+19%		62533		58900		+6%		81.4%		89.1%		-8%		45309		43833		+3%		08:04		05:23		+50%		35%		24%		+11%		6458.544444		5613.846667		+15%		08:33		07:41		+11%				23 Sep-29 Sep		38308		25851		+48%		31564		21114		+49%		81.4%		76.9%		+5%		23676		15480		+53%		04:36		07:07		-35%		21%		30%		-8%		3569.869444		2018.33		+77%		09:02		07:49		+16%				23 Sep-29 Sep		24497		16159		+52%		17603		15252		+15%		63.7%		85.5%		-22%		11526		10135		+14%		05:09		02:50		+82%		21%		5%		+16%		1533.590556		1485.220833		+3%		07:58		08:47		-9%				23 Sep-29 Sep		29947		26144		+15%		19334		23790		-19%		69.0%		93.8%		-25%		13318		17791		-25%		06:19		02:53		+118%		0%		0%				2512.806667		3059.315556		-18%		11:19		10:19		+10%

				16 Sep-22 Sep		750000		790000		-5%		630000		680000		-7%		92.0%		89.0%		-4%		445000		505000		-11%		03:55		03:55		+19%		10%		20%		+2%		75591.86056		79069.01194		-4%		10:15		09:50		+8%				16 Sep-22 Sep		140128		211636		-34%		124654		169014		-26%		82.0%		79.0%		+5%		82927		126002		-34%		05:30		05:30		-5%		15%		25%		-5%		14863.96444		19967.81139		-26%		10:45		09:30		+13%				16 Sep-22 Sep		320000		330000		-1%		270000		270000		+0%		85.0%		88.0%		+2%		205000		210000		-3%		04:20		04:40		+12%		15%		20%		-2%		36646.44417		35202.90944		+4%		10:50		10:10		+7%				16 Sep-22 Sep		0		0				0		0				ERROR		ERROR		ERROR		0		0										ERROR		ERROR		ERROR		0		0												16 Sep-22 Sep		76659		65202		+18%		68438		65674		+4%		75.8%		86.6%		-11%		49790		48047		+4%		08:20		05:07		+63%		34%		22%		+13%		7087.276111		5950.683056		+19%		08:32		07:25		+15%				16 Sep-22 Sep		32536		24034		+35%		27404		20603		+33%		84.9%		83.1%		+2%		22044		15384		+43%		03:08		05:12		-40%		10%		16%		-6%		3436.231944		1922.523889		+79%		09:21		07:29		+25%				16 Sep-22 Sep		23745		18014		+32%		17279		15945		+8%		63.9%		83.6%		-20%		11135		10536		+6%		04:47		03:13		+48%		14%		8%		+5%		1456.171667		1565.689167		-7%		07:50		08:54		-12%				16 Sep-22 Sep		29956		27100		+11%		19946		25019		-20%		71.7%		94.1%		-22%		13957		18867		-26%		06:56		03:34		+94%		0%		0%				2803.824444		3326.924167		-16%		12:03		10:34		+14%

				9 Sep-15 Sep		845000		820000		+2%		680000		710000		-4%		88.0%		86.0%		-8%		480000		525000		-9%		04:35		04:25		+21%		15%		22%		+9%		81437.45111		82620.52583		-1%		10:15		09:25		+9%				9 Sep-15 Sep		214673		259208		-17%		163310		200666		-19%		77.0%		72.0%		-4%		107408		150921		-29%		06:00		05:30		+55%		25%		30%		+26%		19268.225		24414.81417		-21%		10:45		09:42		+11%				9 Sep-15 Sep		300000		315000		-4%		270000		272000		-0%		92.0%		90.0%		+4%		205000		210000		-3%		03:50		05:05		-22%		8%		23%		-11%		36141.63889		34707.09111		+4%		10:40		10:00		+7%				9 Sep-15 Sep		0		0				0		0				ERROR		ERROR		ERROR		0		0										ERROR		ERROR		ERROR		0		0												9 Sep-15 Sep		91613		73992		+24%		78451		78588		-0%		68.9%		86.7%		-18%		56502		59334		-5%		09:16		05:45		+61%		51%		17%		+34%		8037.191944		7150.716389		+12%		08:32		07:13		+18%				9 Sep-15 Sep		35306		24684		+43%		30333		21477		+41%		86.8%		85.5%		+1%		24531		16188		+52%		02:05		04:17		-51%		5%		13%		-8%		3963.371389		1998.383056		+98%		09:41		07:24		+31%				9 Sep-15 Sep		27602		16783		+64%		18578		14786		+26%		57.4%		82.0%		-25%		12294		10184		+21%		05:21		03:00		+78%		18%		7%		+11%		1639.3925		1528.872778		+7%		08:00		09:00		-11%				9 Sep-15 Sep		29535		29951		-1%		19886		25934		-23%		73.5%		90.6%		-17%		13856		18773		-26%		06:14		05:00		+25%		0%		0%				2812.011944		3449.429722		-18%		12:10		11:01		+10%

				2 Sep-8 Sep		1050000		1000000		+7%		800000		790000		+1%		85.0%		84.0%		-10%		640000		680000		-7%		04:00		03:55		+15%		25%		30%		+11%		90681.43861		87370.11944		+4%		10:13		09:14		+11%				2 Sep-8 Sep		358332		376418		-5%		215206		262310		-18%		70.0%		65.0%		-23%		119848		185879		-36%		04:30		07:00		+54%		30%		50%		+40%		21650.85444		29706.96917		-27%		10:50		09:35		+13%				2 Sep-8 Sep		350000		345000		+1%		290000		265000		+9%		90.0%		80.0%		+8%		220000		205000		+9%		02:00		05:10		-29%		2%		30%		-8%		39101.86583		33082.60917		+18%		10:50		10:00		+9%				2 Sep-8 Sep		0		0				0		0				ERROR		ERROR		ERROR		0		0										ERROR		ERROR		ERROR		0		0												2 Sep-8 Sep		118254		98656		+20%		104963		104947		+0%		68.3%		80.2%		-12%		76617		79289		-3%		06:55		04:18		+61%		53%		23%		+30%		10992.09667		9133.629444		+20%		08:36		06:54		+25%				2 Sep-8 Sep		43104		31171		+38%		38515		24530		+57%		89.4%		74.4%		+15%		29799		16979		+76%		01:38		03:45		-56%		6%		27%		-21%		5059.168611		2107.467778		+140%		10:11		07:26		+37%				2 Sep-8 Sep		29974		16661		+80%		20384		11246		+81%		55.0%		63.1%		-8%		12276		8448		+45%		04:52		03:57		+23%		26%		30%		-3%		1607.255556		1292.414167		+24%		07:51		09:10		-14%				2 Sep-8 Sep		31868		30050		+6%		21021		26195		-20%		70.2%		94.1%		-24%		13940		18766		-26%		05:54		04:57		+19%		0%		0%				2805.608889		3181.43		-12%		12:04		10:10		+19%



				Sun 06/10		0		0				0		0				0.0%		0.0%		+0%		0		0						00:00				0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0												Sun 06/10		0		0				0		0										0		0										0%		0%				0		0								

				Sat 05/10		23518		24710		-5%		20109		23244		-13%		84.1%		96.1%		-12%		14148		17081		-17%		05:22		01:08		+374%		20%		2%		+18%		2495.363611		2634.475556		-5%		10:34		09:15		+14%				Sat 05/10		3900		6262		-38%		3619		6166		-41%		85.8%		98.7%		+13%		2292		4259		-46%		05:05		00:41		+628%		14%		0%				423.2966667		640.2327778		-34%		11:04		09:01		+23%				Sat 05/10		12591		11914		+6%		10772		11201		-4%		89.8%		98.7%		+9%		8217		8703		-6%		05:28		00:28		+1049%		22%		0%				1528.055833		1410.203889		+8%		11:09		09:43		+15%				Sat 05/10		0		0				0		0										0		0										0%		0%				0		0												Sat 05/10		2040		2057		-1%		2009		1923		+4%		91.7%		85.3%		-8%		1466		1353		+8%		04:30		05:54		-24%		14%		26%		-46%		200.6066667		163.0033333		+23%		08:12		07:13		+14%				Sat 05/10		0		0				0		0										0		0										0%		0%				0		0												Sat 05/10		872		785		+11%		836		767		+9%		93.9%		96.7%		+3%		433		473		-8%		02:06		00:51		+148%		3%		0%		+1320%		51.59833333		71.41861111		-28%		07:08		09:03		-21%				Sat 05/10		452		398		+14%		371		361		+3%		92.0%		95.5%		+4%		265		297		-11%		01:29		01:10		+26%		0%		0%				39.65833333		38.54527778		+3%		08:58		07:47		+15%

				Fri 04/10		127795		127330		+0%		104788		111391		-6%		79.7%		87.1%		-7%		75516		80698		-6%		05:25		04:18		+26%		20%		14%		+7%		13666.09944		13036.17444		+5%		10:51		09:41		+12%				Fri 04/10		16742		27931		-40%		16469		25545		-36%		95.5%		91.4%		-4%		11055		17601		-37%		03:13		04:23		-27%		0%		17%		-100%		2154.326944		2738.338889		-21%		11:41		09:20		+25%				Fri 04/10		59178		57243		+3%		50293		48424		+4%		87.3%		86.7%		-1%		38440		36933		+4%		04:57		04:26		+11%		18%		13%		+5%		7270.89		6362.769167		+14%		11:20		10:20		+10%				Fri 04/10		0		0				0		0										0		0										0%		0%				0		0												Fri 04/10		10358		8613		+20%		8635		8462		+2%		75.3%		87.1%		+14%		6236		5885		+6%		08:20		05:23		+55%		39%		20%		+93%		920.0133333		748.3008333		+23%		08:51		07:37		+16%				Fri 04/10		7715		6118		+26%		6882		4914		+40%		86.0%		72.5%		-19%		5007		3128		+60%		04:40		08:32		-45%		22%		38%		-42%		844.5422222		392.4591667		+115%		10:07		07:31		+34%				Fri 04/10		3866		2772		+39%		3239		2624		+23%		73.4%		86.4%		+15%		2018		1658		+22%		02:27		03:45		-34%		6%		5%		+21%		261.4819444		257.3941667		+2%		07:46		09:18		-17%				Fri 04/10		5279		4232		+25%		3630		3939		-8%		77.0%		95.5%		+19%		2660		2955		-10%		04:46		02:16		+110%		0%		0%				507.1069444		504.6855556		+0%		11:26		10:14		+12%

				Thu 03/10		133816		135176		-1%		108585		116684		-7%		78.7%		85.8%		-7%		77972		84592		-8%		04:47		04:25		+8%		16%		17%		-1%		13879.34528		13581.46444		+2%		10:40		09:37		+11%				Thu 03/10		18812		30826		-39%		17903		28417		-37%		92.1%		92.3%		+0%		11817		19804		-40%		03:15		04:09		-21%		3%		16%		-83%		2318.323333		3116.601111		-26%		11:46		09:26		+25%				Thu 03/10		61330		61224		+0%		51324		49948		+3%		85.5%		83.1%		-3%		38714		37529		+3%		04:32		05:11		-13%		16%		21%		-5%		7076.0775		6452.0875		+10%		10:58		10:18		+6%				Thu 03/10		0		0				0		0										0		0										0%		0%				0		0												Thu 03/10		10922		9114		+20%		9748		9052		+8%		81.6%		88.3%		+8%		7147		6438		+11%		05:48		04:32		+28%		17%		17%		-2%		1031.203889		813.1741667		+27%		08:39		07:34		+14%				Thu 03/10		7437		5418		+37%		7067		4531		+56%		93.9%		78.1%		-20%		5380		3102		+73%		01:43		06:25		-73%		1%		24%		-96%		923.2619444		396.1047222		+133%		10:17		07:39		+34%				Thu 03/10		4111		3004		+37%		3001		2577		+16%		61.6%		77.7%		+21%		1998		1757		+14%		04:42		03:00		+57%		11%		6%		+70%		270.1702778		255.6497222		+6%		08:06		08:43		-7%				Thu 03/10		5810		4598		+26%		3783		4331		-13%		70.7%		94.5%		+25%		2729		3244		-16%		05:48		02:26		+138%		0%		0%				530.3522222		553.5113889		-4%		11:39		10:14		+14%

				Wed 02/10		138207		141745		-2%		112565		121634		-7%		79.2%		84.9%		-6%		81578		87758		-7%		04:52		04:30		+8%		16%		16%		-0%		14511.61278		14069.23583		+3%		10:40		09:37		+11%				Wed 02/10		20372		33285		-39%		19655		28725		-32%		95.7%		85.0%		-13%		13428		19479		-31%		03:01		04:23		-31%		1%		15%		-96%		2617.233889		3025.234167		-13%		11:41		09:19		+25%				Wed 02/10		63325		62302		+2%		52480		51826		+1%		84.0%		84.9%		+1%		39536		39135		+1%		04:55		04:50		+2%		18%		21%		-3%		7213.0875		6696.503611		+8%		10:56		10:16		+7%				Wed 02/10		0		0				0		0										0		0										0%		0%				0		0												Wed 02/10		11810		10150		+16%		10447		10391		+1%		80.2%		90.6%		+11%		7638		7436		+3%		07:28		04:32		+65%		28%		6%		+379%		1117.666111		916.0155556		+22%		08:46		07:23		+19%				Wed 02/10		7533		5724		+32%		7298		4317		+69%		96.4%		68.7%		-40%		5686		3090		+84%		00:54		08:53		-90%		0%		45%		-99%		972.5666667		410.0347222		+137%		10:15		07:57		+29%				Wed 02/10		4152		3343		+24%		2677		2979		-10%		56.5%		80.7%		+30%		2090		1953		+7%		03:36		04:11		-14%		8%		6%		+46%		270.11		314.5675		-14%		07:45		09:39		-20%				Wed 02/10		5774		4914		+18%		3905		4513		-13%		77.7%		94.3%		+18%		2883		3397		-15%		05:40		03:00		+89%		0%		0%				571.3188889		581.0758333		-2%		11:53		10:15		+16%

				Tue 01/10		151434		147501		+3%		123264		129536		-5%		79.8%		87.5%		-8%		87343		94057		-7%		06:04		04:33		+33%		26%		12%		+14%		15369.0725		14865.58972		+3%		10:33		09:28		+11%				Tue 01/10		25052		36224		-31%		21534		31303		-31%		87.0%		85.3%		-2%		14097		21531		-35%		07:39		04:28		+71%		46%		14%		+230%		2695.594167		3393.600278		-21%		11:28		09:27		+21%				Tue 01/10		65775		63505		+4%		55698		55206		+1%		87.4%		89.7%		+3%		41637		41941		-1%		05:40		04:52		+16%		20%		12%		+8%		7629.207222		7108.166111		+7%		10:59		10:10		+8%				Tue 01/10		0		0				0		0										0		0										0%		0%				0		0												Tue 01/10		14291		12128		+18%		12932		12530		+3%		82.9%		91.8%		+10%		9417		9266		+2%		06:01		04:42		+28%		30%		8%		+275%		1342.122778		1167.926944		+15%		08:33		07:33		+13%				Tue 01/10		8085		5680		+42%		7519		4290		+75%		92.1%		68.6%		-34%		5655		2980		+90%		03:00		08:43		-66%		1%		42%		-98%		980.3530556		380.9655556		+157%		10:24		07:40		+36%				Tue 01/10		4674		3188		+47%		3795		3088		+23%		68.1%		89.5%		+24%		2297		1927		+19%		05:03		03:36		+40%		14%		4%		+220%		305.6483333		284.35		+7%		07:59		08:51		-10%				Tue 01/10		6051		5197		+16%		3805		4862		-22%		66.2%		96.2%		+31%		2693		3553		-24%		07:58		02:28		+222%		0%		0%				543.5366667		619.8602778		-12%		12:06		10:28		+16%

				Mon 30/09		171740		178940		-4%		140937		151096		-7%		79.9%		83.1%		-3%		100867		108744		-7%		06:31		06:15		+4%		24%		21%		+3%		17970.81694		17682.73944		+2%		10:41		09:45		+10%				Mon 30/09		25616		46573		-45%		24161		38910		-38%		92.4%		81.3%		-14%		16125		26360		-39%		05:32		07:29		-26%		12%		34%		-64%		3082.941944		4233.182778		-27%		11:28		09:38		+19%				Mon 30/09		80242		76311		+5%		67807		63917		+6%		86.4%		85.0%		-2%		51123		48489		+5%		06:52		06:00		+14%		29%		15%		+13%		9611.221389		8422.661944		+14%		11:16		10:25		+8%				Mon 30/09		0		0				0		0										0		0										0%		0%				0		0												Mon 30/09		15651		14431		+8%		14233		13951		+2%		83.1%		86.2%		+4%		10435		10098		+3%		07:40		07:05		+8%		21%		24%		-14%		1510.793333		1293.522222		+17%		08:41		07:41		+13%				Mon 30/09		8186		5954		+37%		7853		4623		+70%		95.2%		72.8%		-31%		6015		3287		+83%		01:42		08:32		-80%		0%		38%		-99%		970.1536111		426.0936111		+128%		09:40		07:46		+24%				Mon 30/09		5518		3595		+53%		4105		3497		+17%		61.1%		90.3%		+32%		2737		2174		+26%		05:49		02:50		+106%		20%		2%		+763%		376.9247222		322.63		+17%		08:15		08:54		-7%				Mon 30/09		6223		5421		+15%		3591		4892		-27%		60.8%		92.6%		+34%		2376		3446		-31%		09:05		04:40		+94%		0%		0%				470.4886111		615.4705556		-24%		11:52		10:42		+11%

				Sun 29/09		0		0				0		0				0.0%		0.0%		+0%		0		0						00:00				0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0												Sun 29/09		0		0				0		0										0		0										0%		0%				0		0								

				Sat 28/09		31104		26801		+16%		19808		24341		-19%		55.2%		94.5%		-39%		12471		18710		-33%		09:48		02:55		+235%		48%		16%		+32%		2202.875		2946.603889		-25%		10:35		09:26		+12%				Sat 28/09		5245		6799		-23%		4243		6185		-31%		73.5%		98.3%		+25%		2583		4889		-47%		09:04		01:20		+572%		43%		0%				479.9794444		729.1008333		-34%		11:08		08:56		+25%				Sat 28/09		18053		13679		+32%		10066		12163		-17%		49.0%		92.6%		+47%		6617		9516		-30%		11:41		04:37		+153%		55%		29%		+26%		1268.216389		1616.999722		-22%		11:29		10:11		+13%				Sat 28/09		0		0				0		0										0		0										0%		0%				0		0												Sat 28/09		2134		1834		+16%		1931		1967		-2%		82.3%		99.0%		+17%		1385		1497		-7%		07:26		00:01		+27501%		46%		0%				178.8027778		170.2013889		+5%		07:44		06:49		+14%				Sat 28/09		0		0				0		0										0		0										0%		0%				0		0												Sat 28/09		1015		724		+40%		986		652		+51%		98.4%		87.5%		-12%		552		433		+27%		00:44		00:46		-3%		0%		2%		-90%		55.32194444		58.58694444		-6%		06:00		08:07		-26%				Sat 28/09		514		445		+16%		433		411		+5%		98.0%		98.2%		+0%		298		331		-10%		00:16		00:45		-63%		0%		0%				44.81444444		43.69388889		+3%		09:01		07:55		+14%

				Fri 27/09		150999		146246		+3%		110857		120454		-8%		68.5%		81.8%		-13%		76583		89563		-14%		08:35		06:14		+37%		48%		29%		+19%		13908.61056		14819.50694		-6%		10:53		09:55		+10%				Fri 27/09		20434		31650		-35%		18338		24594		-25%		86.8%		81.5%		-7%		11818		18291		-35%		08:07		08:25		-3%		41%		53%		-22%		2277.3575		2903.663611		-22%		11:33		09:31		+21%				Fri 27/09		77225		72280		+7%		56061		58552		-4%		69.6%		79.9%		+13%		39900		44769		-11%		09:18		06:23		+46%		58%		29%		+29%		7711.546944		7985.316111		-3%		11:35		10:42		+8%				Fri 27/09		0		0				0		0										0		0										0%		0%				0		0												Fri 27/09		10260		8569		+20%		9636		8524		+13%		85.1%		87.4%		+3%		6949		6257		+11%		07:44		05:42		+36%		35%		14%		+153%		994.6680556		799.3536111		+24%		08:35		07:39		+12%				Fri 27/09		7715		4413		+75%		5475		3938		+39%		67.5%		86.5%		+22%		4179		2977		+40%		07:03		05:11		+36%		38%		10%		+270%		709.5311111		393.8261111		+80%		10:11		07:56		+28%				Fri 27/09		4710		2711		+74%		2576		2655		-3%		45.0%		87.8%		+49%		1934		1709		+13%		09:26		03:12		+194%		53%		5%		+1029%		279.7638889		259.0827778		+8%		08:40		09:05		-5%				Fri 27/09		5680		4947		+15%		3528		4406		-20%		65.9%		91.9%		+28%		2326		3170		-27%		08:18		02:52		+190%		0%		0%				446.8505556		524.6833333		-15%		11:31		09:55		+16%

				Thu 26/09		152175		149145		+2%		114002		120691		-6%		70.3%		80.0%		-10%		79213		89685		-12%		07:05		06:07		+16%		31%		26%		+4%		13982.01361		14659.97		-5%		10:35		09:48		+8%				Thu 26/09		23292		32254		-28%		19973		25298		-21%		82.6%		82.2%		-1%		12878		18740		-31%		07:48		04:58		+57%		29%		21%		+34%		2392.749444		2910.301111		-18%		11:08		09:19		+20%				Thu 26/09		76059		72770		+5%		56155		57440		-2%		71.3%		77.9%		+8%		40763		43875		-7%		07:01		07:15		-3%		33%		33%		-0%		7574.968889		7753.993889		-2%		11:08		10:36		+5%				Thu 26/09		0		0				0		0										0		0										0%		0%				0		0												Thu 26/09		11446		9176		+25%		9648		9050		+7%		73.1%		85.4%		+14%		6772		6600		+3%		07:30		06:12		+21%		30%		23%		+33%		971.1555556		851.0777778		+14%		08:36		07:44		+11%				Thu 26/09		7403		4827		+53%		6106		3862		+58%		79.8%		74.9%		-7%		4819		2890		+67%		05:40		07:12		-21%		24%		34%		-29%		783.3675		373.7661111		+110%		09:45		07:45		+26%				Thu 26/09		4324		3030		+43%		3580		2761		+30%		69.9%		81.2%		+14%		2133		1913		+12%		04:48		02:39		+81%		17%		5%		+227%		281.2813889		268.2875		+5%		07:54		08:24		-6%				Thu 26/09		5867		5294		+11%		3754		4609		-19%		67.2%		91.4%		+27%		2589		3460		-25%		05:47		04:01		+44%		0%		0%				489.6147222		600.2169444		-18%		11:20		10:24		+9%

				Wed 25/09		165517		149797		+10%		120016		121479		-1%		67.5%		80.2%		-13%		82997		90691		-8%		07:03		05:51		+20%		31%		25%		+6%		13948.08778		14597.22028		-4%		10:04		09:39		+4%				Wed 25/09		28994		36506		-21%		22860		27828		-18%		74.1%		79.2%		+6%		14484		20956		-31%		06:57		06:22		+9%		24%		36%		-33%		2602.242222		3273.776944		-21%		10:46		09:22		+15%				Wed 25/09		77509		68539		+13%		56820		53920		+5%		70.4%		77.8%		+10%		40974		41364		-1%		06:59		06:47		+3%		32%		27%		+5%		7224.461389		7198.184722		+0%		10:34		10:26		+1%				Wed 25/09		0		0				0		0										0		0										0%		0%				0		0												Wed 25/09		13479		10260		+31%		10835		10459		+4%		69.4%		90.0%		+23%		7557		7875		-4%		09:40		04:05		+136%		54%		14%		+282%		1072.693889		1001.065833		+7%		08:31		07:37		+12%				Wed 25/09		8372		5050		+66%		6666		4335		+54%		76.9%		81.5%		+6%		4974		3231		+54%		05:57		05:57		-0%		32%		18%		+73%		724.9833333		423.2816667		+71%		08:44		07:51		+11%				Wed 25/09		4867		2959		+64%		2726		2830		-4%		48.2%		86.6%		+44%		2115		1843		+15%		05:40		03:03		+86%		21%		8%		+175%		273.5325		270.4947222		+1%		07:45		08:48		-12%				Wed 25/09		6325		5113		+24%		3790		4583		-17%		62.5%		91.0%		+31%		2588		3417		-24%		05:39		03:52		+46%		0%		0%				479.7619444		608.8675		-21%		11:07		10:41		+4%

				Tue 24/09		150870		149808		+1%		125103		128813		-3%		80.8%		86.8%		-6%		89461		97447		-8%		05:41		04:31		+26%		23%		15%		+7%		15397.15		15493.96722		-1%		10:19		09:32		+8%				Tue 24/09		23265		37376		-38%		21899		31552		-31%		95.7%		91.3%		-5%		14724		24483		-40%		03:15		03:21		-3%		0%		13%		-100%		2730.239167		3834.948611		-29%		11:07		09:23		+18%				Tue 24/09		70659		63733		+11%		57503		52654		+9%		82.5%		83.5%		+1%		43174		40664		+6%		06:16		05:46		+9%		31%		17%		+14%		7898.364722		6914.191667		+14%		10:58		10:12		+8%				Tue 24/09		0		0				0		0										0		0										0%		0%				0		0												Tue 24/09		15108		12918		+17%		14940		13305		+12%		89.4%		91.5%		+2%		11187		10003		+12%		06:13		05:00		+25%		12%		26%		-53%		1617.485278		1270.378056		+27%		08:40		07:37		+14%				Tue 24/09		7525		5433		+39%		7044		4139		+70%		91.1%		69.7%		-31%		4736		2939		+61%		02:40		08:32		-69%		15%		48%		-69%		608.0152778		386.8913889		+57%		07:42		07:53		-2%				Tue 24/09		4625		3205		+44%		3228		2975		+9%		58.0%		84.1%		+31%		2109		2016		+5%		06:20		02:58		+113%		23%		3%		+606%		295.2480556		296.8438889		-1%		08:23		08:50		-5%				Tue 24/09		5767		5246		+10%		3707		4969		-25%		66.7%		97.2%		+31%		2576		3756		-31%		06:08		01:44		+252%		0%		0%				490.2794444		653.3161111		-25%		11:25		10:26		+9%

				Mon 23/09		162654		167073		-3%		139752		143371		-3%		85.0%		86.5%		-1%		101570		108172		-6%		05:49		04:26		+31%		20%		15%		+5%		17620.96417		17388.12917		+1%		10:24		09:38		+8%				Mon 23/09		27898		42656		-35%		25802		34665		-26%		91.8%		86.4%		-6%		17387		26504		-34%		05:36		04:12		+33%		19%		12%		+67%		3192.535556		4189.458333		-24%		11:01		09:29		+16%				Mon 23/09		73804		69310		+6%		64203		59324		+8%		89.6%		88.1%		-2%		49402		46353		+7%		05:09		04:08		+24%		11%		11%		+0%		9095.802222		7927.888333		+15%		11:02		10:15		+8%				Mon 23/09		0		0				0		0										0		0										0%		0%				0		0												Mon 23/09		16680		15529		+7%		15543		15595		-0%		84.0%		88.1%		+5%		11459		11601		-1%		09:21		06:39		+41%		46%		39%		+19%		1623.738889		1521.77		+7%		08:30		07:52		+8%				Mon 23/09		7293		6128		+19%		6273		4840		+30%		90.1%		72.2%		-25%		4968		3443		+44%		02:11		08:29		-74%		1%		39%		-97%		743.9722222		440.5647222		+69%		08:59		07:40		+17%				Mon 23/09		4956		3530		+40%		4507		3379		+33%		81.9%		87.5%		+6%		2683		2221		+21%		02:46		02:47		-0%		2%		4%		-45%		348.4427778		331.925		+5%		07:47		08:58		-13%				Mon 23/09		5794		5099		+14%		4122		4812		-14%		78.0%		96.2%		+19%		2941		3657		-20%		06:32		02:17		+186%		0%		0%				561.4855556		628.5377778		-11%		11:27		10:18		+11%

				Sun 22/09		0		0				0		0				0.0%		0.0%		+0%		0		0						00:00				0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0												Sun 22/09		0		0				0		0										0		0										0%		0%				0		0								

				Sat 21/09		24981		27406		-9%		19680		23763		-17%		74.8%		89.0%		-14%		13396		17482		-23%		05:09		04:34		+13%		24%		21%		+3%		2390.393056		2850.739722		-16%		10:42		09:47		+9%				Sat 21/09		4633		7040		-34%		4412		6090		-28%		96.6%		95.2%		-1%		2958		4721		-37%		01:39		03:36		-54%		5%		10%		-52%		516.2066667		745.2775		-31%		10:28		09:28		+11%				Sat 21/09		13496		13753		-2%		9363		11568		-19%		66.7%		87.0%		+23%		6624		9049		-27%		07:40		06:10		+24%		40%		32%		+8%		1292.539167		1594.123333		-19%		11:42		10:34		+11%				Sat 21/09		0		0				0		0										0		0										0%		0%				0		0												Sat 21/09		2239		2085		+7%		2376		2304		+3%		94.1%		95.8%		+2%		1762		1107		+59%		02:46		00:51		+226%		5%		0%				255.1680556		72.15722222		+254%		08:41		03:54		+122%				Sat 21/09		-1		-1		-0%		0		0										0		0										0%		0%				0		0												Sat 21/09		824		671		+23%		803		640		+25%		98.1%		94.9%		-3%		420		391		+7%		00:34		01:31		-62%		0%		4%		-100%		47.9475		58.12694444		-18%		06:50		08:55		-23%				Sat 21/09		484		387		+25%		413		404		+2%		93.8%		99.4%		+6%		301		330		-9%		02:10		00:01		+12631%		0%		0%				51.53222222		43.85166667		+18%		10:16		07:58		+29%

				Fri 20/09		124286		136594		-9%		106076		119257		-11%		83.9%		88.6%		-5%		76364		90491		-16%		05:30		03:37		+52%		11%		9%		+2%		13338.97278		14475.15306		-8%		10:28		09:35		+9%				Fri 20/09		21081		32838		-36%		19692		28719		-31%		93.6%		96.5%		+3%		13184		22384		-41%		04:25		02:09		+105%		0%		1%		-100%		2388.330833		3512.758889		-32%		10:52		09:24		+15%				Fri 20/09		57679		61281		-6%		49615		51028		-3%		88.2%		83.7%		-5%		37754		39496		-4%		05:31		04:49		+14%		7%		11%		-4%		6995.450556		6748.1475		+4%		11:07		10:15		+8%				Fri 20/09		0		0				0		0										0		0										0%		0%				0		0												Fri 20/09		11495		10096		+14%		10461		9938		+5%		78.4%		84.2%		+7%		7555		7240		+4%		07:53		04:29		+75%		28%		22%		+23%		1085.330556		899.0830556		+21%		08:37		07:27		+16%				Fri 20/09		5470		4501		+22%		4817		4038		+19%		88.4%		86.8%		-2%		3935		3106		+27%		02:07		04:56		-57%		9%		20%		-56%		568.7619444		370.6697222		+53%		08:40		07:09		+21%				Fri 20/09		3688		2894		+27%		3445		2770		+24%		84.3%		92.6%		+9%		1819		1751		+4%		04:01		01:54		+111%		6%		2%		+163%		246.0188889		243.4605556		+1%		08:06		08:20		-3%				Fri 20/09		5157		4526		+14%		3667		4345		-16%		77.4%		97.4%		+21%		2590		3302		-22%		06:19		01:34		+303%		0%		0%				500.0027778		557.6338889		-10%		11:34		10:07		+14%

				Thu 19/09		138583		141651		-2%		112060		119288		-6%		78.2%		84.8%		-7%		79243		90020		-12%		06:48		04:39		+46%		31%		17%		+13%		13567.57		14316.66972		-5%		10:16		09:32		+8%				Thu 19/09		25604		35925		-29%		21950		29480		-26%		84.5%		88.5%		+4%		14030		22693		-38%		07:45		03:18		+135%		36%		10%		+250%		2514.241111		3522.040278		-29%		10:45		09:18		+15%				Thu 19/09		62454		60354		+3%		50641		48887		+4%		81.2%		81.4%		+0%		37648		37797		-0%		06:32		06:16		+4%		28%		27%		+1%		6833.2475		6441.316944		+6%		10:53		10:13		+7%				Thu 19/09		0		0				0		0										0		0										0%		0%				0		0												Thu 19/09		12238		10355		+18%		10858		10832		+0%		75.8%		91.2%		+17%		7871		8121		-3%		09:06		02:39		+242%		46%		9%		+403%		1118.967222		1014.939722		+10%		08:31		07:29		+14%				Thu 19/09		6233		4641		+34%		5358		4026		+33%		86.7%		84.7%		-2%		4324		3024		+43%		02:11		04:19		-49%		6%		9%		-34%		666.0675		381.5413889		+75%		09:14		07:34		+22%				Thu 19/09		4363		3077		+42%		3374		2929		+15%		66.0%		91.5%		+28%		2069		1849		+12%		05:23		03:06		+74%		12%		5%		+127%		268.1627778		274.0072222		-2%		07:46		08:53		-13%				Thu 19/09		5952		5361		+11%		3935		4930		-20%		72.1%		94.4%		+24%		2763		3708		-25%		06:04		04:10		+45%		0%		0%				538.8361111		641.5855556		-16%		11:42		10:22		+13%

				Wed 18/09		143886		151649		-5%		115215		119620		-4%		77.4%		77.4%		-0%		82378		87417		-6%		06:44		06:00		+12%		31%		25%		+6%		14099.64722		13946.53667		+1%		10:16		09:34		+7%				Wed 18/09		27199		41660		-35%		23643		29151		-19%		86.1%		70.8%		-22%		15421		20717		-26%		07:33		08:57		-16%		28%		44%		-36%		2791.668333		3309.140278		-16%		10:51		09:35		+13%				Wed 18/09		61934		61574		+1%		50606		48011		+5%		83.0%		77.5%		-7%		37974		36285		+5%		05:57		05:01		+18%		27%		22%		+5%		6819.695		6128.233611		+11%		10:46		10:08		+6%				Wed 18/09		0		0				0		0										0		0										0%		0%				0		0												Wed 18/09		14184		11637		+22%		11704		11498		+2%		67.5%		83.5%		+19%		8300		8476		-2%		10:21		06:48		+52%		63%		24%		+161%		1180.544444		1081.349444		+9%		08:32		07:39		+11%				Wed 18/09		6641		4635		+43%		5708		4053		+41%		87.1%		84.1%		-4%		4606		3053		+51%		02:49		04:26		-36%		5%		9%		-47%		717.6647222		381.5788889		+88%		09:20		07:29		+25%				Wed 18/09		4336		3410		+27%		2548		2951		-14%		52.0%		79.9%		+35%		1992		2003		-1%		06:18		02:44		+131%		25%		4%		+497%		262.8313889		283.2983333		-7%		07:54		08:29		-7%				Wed 18/09		6272		5374		+17%		3986		4753		-16%		68.0%		89.9%		+24%		2780		3561		-22%		08:36		05:00		+72%		0%		0%				577.8141667		623.0580556		-7%		12:28		10:29		+19%

				Tue 17/09		146029		156758		-7%		119505		130625		-9%		79.4%		82.9%		-4%		85506		96893		-12%		05:14		05:33		-6%		20%		24%		-5%		14367.98389		15333.20639		-6%		10:04		09:29		+6%				Tue 17/09		26792		40977		-35%		23966		33399		-28%		91.1%		84.8%		-7%		16052		24325		-34%		04:47		07:32		-37%		24%		38%		-38%		2836.675		3843.643333		-26%		10:36		09:28		+12%				Tue 17/09		58808		62211		-5%		49417		50850		-3%		86.4%		83.2%		-4%		37185		39444		-6%		03:52		04:48		-19%		7%		21%		-14%		6528.642222		6609.202778		-1%		10:32		10:03		+5%				Tue 17/09		0		0				0		0										0		0										0%		0%				0		0												Tue 17/09		17768		14495		+23%		15076		14303		+5%		70.3%		85.1%		+17%		10825		10508		+3%		09:04		06:21		+43%		43%		27%		+61%		1535.872778		1337.256389		+15%		08:30		07:38		+11%				Tue 17/09		6833		5083		+34%		5306		3954		+34%		76.8%		73.0%		-5%		4195		2819		+49%		04:28		07:19		-39%		17%		30%		-42%		683.6161111		365.2561111		+87%		09:46		07:46		+26%				Tue 17/09		4482		4217		+6%		3209		3180		+1%		60.2%		66.7%		+10%		2056		2210		-7%		06:13		06:10		+1%		29%		26%		+12%		273.9822222		339.7022222		-19%		07:59		09:13		-13%				Tue 17/09		6347		5719		+11%		3867		5324		-27%		61.9%		96.4%		+36%		2663		3992		-33%		07:11		02:15		+219%		0%		0%				542.16		725.2627778		-25%		12:12		10:54		+12%

				Mon 16/09		170714		177749		-4%		143164		152333		-6%		82.4%		86.4%		-4%		104133		114509		-9%		05:26		04:52		+12%		16%		19%		-3%		17827.29361		18146.70639		-2%		10:16		09:30		+8%				Mon 16/09		34819		53196		-35%		30991		42175		-27%		92.1%		82.5%		-12%		21282		31162		-32%		05:18		07:51		-32%		20%		37%		-45%		3816.8425		5034.951111		-24%		10:45		09:41		+11%				Mon 16/09		68775		67363		+2%		59065		57738		+2%		88.9%		88.3%		-1%		44712		45641		-2%		04:43		03:08		+51%		10%		11%		-0%		8176.869722		7681.885278		+6%		10:58		10:05		+9%				Mon 16/09		0		0				0		0										0		0										0%		0%				0		0												Mon 16/09		18735		16534		+13%		17963		16799		+7%		81.6%		87.5%		+7%		13477		12595		+7%		06:57		05:27		+27%		11%		25%		-56%		1911.393056		1545.897222		+24%		08:30		07:21		+16%				Mon 16/09		7360		5175		+42%		6215		4532		+37%		85.3%		86.0%		+1%		4984		3382		+47%		03:53		05:04		-23%		12%		13%		-14%		800.1216667		423.4777778		+89%		09:37		07:30		+28%				Mon 16/09		6052		3745		+62%		3900		3475		+12%		55.3%		88.0%		+37%		2779		2332		+19%		03:39		02:25		+51%		3%		4%		-13%		357.2288889		367.0938889		-3%		07:42		09:26		-18%				Mon 16/09		5744		5733		+0%		4078		5263		-23%		76.6%		92.1%		+17%		2860		3974		-28%		06:55		04:59		+39%		0%		0%				593.4791667		735.5322222		-19%		12:27		11:06		+12%

				Sun 15/09		0		0				0		0				0.0%		0.0%		+0%		0		0						00:00				0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0												Sun 15/09		0		0				0		0										0		0										0%		0%				0		0								

				Sat 14/09		33686		26962		+25%		24792		24890		-0%		79.2%		96.6%		-17%		15972		19331		-17%		04:41		01:23		+238%		23%		3%		+20%		2675.905556		3048.276944		-12%		10:03		09:27		+6%				Sat 14/09		14115		8373		+69%		9257		7460		+24%		90.4%		96.9%		+7%		5205		5816		-11%		03:56		02:00		+96%		28%		6%		+365%		766.0327778		910.1980556		-16%		08:49		09:23		-6%				Sat 14/09		11032		12279		-10%		9668		11364		-15%		92.0%		97.9%		+6%		7234		9192		-21%		03:50		00:54		+327%		12%		0%				1329.751389		1530.620278		-13%		11:01		09:59		+10%				Sat 14/09		0		0				0		0										0		0										0%		0%				0		0												Sat 14/09		2793		2065		+35%		1823		2343		-22%		44.6%		96.6%		+54%		1125		1812		-38%		11:46		01:51		+535%		65%		8%		+709%		170.5247222		216.7272222		-21%		09:05		07:10		+27%				Sat 14/09		0		-3		-100%		0		0										0		0										0%		0%				0		0												Sat 14/09		1000		685		+46%		978		628		+56%		96.8%		93.9%		-3%		512		416		+23%		00:57		01:23		-31%		1%		0%				56.38333333		64.76722222		-13%		06:36		09:20		-29%				Sat 14/09		369		414		-11%		325		387		-16%		90.0%		96.4%		+7%		225		291		-23%		01:07		01:32		-27%		0%		0%				38.56055556		44.32472222		-13%		10:16		09:08		+13%

				Fri 13/09		138929		140318		-1%		112391		122619		-8%		78.1%		88.8%		-11%		80542		93856		-14%		05:41		04:29		+27%		23%		15%		+9%		13984.76472		15006.65528		-7%		10:25		09:35		+9%				Fri 13/09		29598		41059		-28%		25693		33435		-23%		87.6%		86.7%		-1%		17267		25538		-32%		07:19		05:49		+26%		37%		26%		+43%		3144.399167		4112.76		-24%		10:55		09:39		+13%				Fri 13/09		52974		57009		-7%		47209		50023		-6%		92.1%		90.2%		-2%		35737		39801		-10%		03:40		04:02		-9%		5%		11%		-6%		6519.196944		6711.7975		-3%		10:56		10:07		+8%				Fri 13/09		0		0				0		0										0		0										0%		0%				0		0												Fri 13/09		12364		10409		+19%		10995		11199		-2%		73.0%		89.4%		+18%		7922		8431		-6%		09:28		04:53		+93%		63%		8%		+719%		1156.643056		1070.768056		+8%		08:45		07:37		+15%				Fri 13/09		6184		4155		+49%		5422		3988		+36%		89.3%		95.2%		+6%		4438		3074		+44%		01:13		01:18		-8%		2%		1%		+146%		689.335		379.7986111		+82%		09:19		07:24		+26%				Fri 13/09		4843		2782		+74%		3068		2608		+18%		54.1%		88.4%		+39%		2185		1764		+24%		04:25		02:24		+84%		15%		6%		+148%		284.1647222		258.8441667		+10%		07:48		08:48		-11%				Fri 13/09		5422		5525		-2%		3480		4744		-27%		67.6%		90.1%		+25%		2390		3454		-31%		06:18		05:35		+13%		0%		0%				480.3283333		635.2180556		-24%		12:03		11:02		+9%

				Thu 12/09		152945		149955		+2%		117475		127603		-8%		73.0%		85.6%		-13%		83059		96700		-14%		07:02		04:41		+50%		36%		17%		+19%		14380.0875		15390.44806		-7%		10:23		09:32		+9%				Thu 12/09		34510		47467		-27%		28304		37697		-25%		83.9%		84.9%		+1%		19025		28725		-34%		08:22		04:42		+78%		38%		12%		+210%		3510.811944		4626.795278		-24%		11:04		09:39		+15%				Thu 12/09		55513		57434		-3%		46288		48672		-5%		84.6%		86.1%		+2%		34519		38051		-9%		05:54		04:52		+21%		34%		21%		+12%		6209.898056		6453.140278		-4%		10:47		10:10		+6%				Thu 12/09		0		0				0		0										0		0										0%		0%				0		0												Thu 12/09		14592		11305		+29%		12877		12313		+5%		70.1%		86.5%		+19%		9198		9343		-2%		08:08		05:29		+48%		46%		23%		+103%		1292.938611		1138.615556		+14%		08:26		07:18		+15%				Thu 12/09		6945		4564		+52%		5838		4028		+45%		84.7%		87.8%		+4%		4691		3114		+51%		04:06		02:58		+38%		12%		5%		+141%		799.0266667		383.4555556		+108%		10:13		07:23		+38%				Thu 12/09		5059		3063		+65%		2977		2794		+7%		50.5%		84.8%		+40%		2230		1915		+16%		05:22		03:08		+71%		15%		8%		+98%		296.8319444		284.9336111		+4%		07:59		08:55		-11%				Thu 12/09		5614		6107		-8%		3846		5152		-25%		74.2%		88.3%		+16%		2761		3726		-26%		06:21		05:45		+11%		0%		0%				557.3944444		698.825		-20%		12:06		11:15		+8%

				Wed 11/09		154518		164263		-6%		123553		128016		-3%		77.2%		76.4%		+1%		87805		93801		-6%		06:47		07:49		-13%		33%		43%		-10%		15045.56444		14941.87028		+1%		10:16		09:33		+8%				Wed 11/09		39376		53834		-27%		30794		37247		-17%		78.8%		70.3%		-12%		20421		26779		-24%		09:38		10:39		-9%		52%		71%		-27%		3713.040278		4424.609722		-16%		10:54		09:54		+10%				Wed 11/09		55536		60792		-9%		47991		47704		+1%		88.9%		78.1%		-14%		36374		36124		+1%		04:38		07:39		-39%		17%		39%		-22%		6457.3125		6089.953056		+6%		10:39		10:06		+5%				Wed 11/09		0		0				0		0										0		0										0%		0%				0		0												Wed 11/09		17309		13484		+28%		13741		14038		-2%		61.1%		83.7%		+27%		9552		10451		-9%		10:39		06:37		+61%		64%		31%		+108%		1362.877778		1296.75		+5%		08:33		07:26		+15%				Wed 11/09		6970		5310		+31%		5905		4035		+46%		85.2%		69.8%		-22%		4767		2853		+67%		02:39		08:24		-68%		6%		45%		-87%		798.9830556		370.0083333		+116%		10:03		07:46		+29%				Wed 11/09		5187		3611		+44%		3705		2668		+39%		57.0%		66.7%		+14%		2090		2003		+4%		08:33		04:10		+105%		43%		12%		+260%		302.8513889		292.1125		+4%		08:41		08:45		-1%				Wed 11/09		5605		6001		-7%		4000		5160		-22%		79.9%		90.8%		+12%		2867		3799		-25%		05:49		04:51		+20%		0%		0%				591.7269444		707.7202778		-16%		12:23		11:10		+11%

				Tue 10/09		162266		161372		+1%		133156		135395		-2%		80.3%		83.9%		-4%		96965		100523		-4%		06:23		06:10		+3%		26%		29%		-3%		16308.67167		15584.31889		+5%		10:05		09:18		+8%				Tue 10/09		40803		48200		-15%		32262		37165		-13%		81.6%		81.9%		+0%		22024		27696		-20%		10:43		06:56		+55%		53%		37%		+43%		3942.854167		4437.219722		-11%		10:44		09:36		+12%				Tue 10/09		56823		60395		-6%		50906		49964		+2%		93.1%		84.1%		-11%		39149		38161		+3%		03:26		06:57		-50%		5%		38%		-33%		6904.837778		6382.737778		+8%		10:34		10:02		+5%				Tue 10/09		0		0				0		0										0		0										0%		0%				0		0												Tue 10/09		21174		17362		+22%		18363		18120		+1%		70.5%		86.8%		+19%		13479		13590		-1%		08:33		05:43		+49%		45%		17%		+167%		1901.389722		1558.629167		+22%		08:27		06:52		+23%				Tue 10/09		7100		5123		+39%		5898		4334		+36%		83.1%		81.9%		-1%		4716		3228		+46%		02:17		05:10		-56%		3%		15%		-78%		749.8105556		394.3819444		+90%		09:32		07:19		+30%				Tue 10/09		5333		3126		+71%		3507		2739		+28%		55.8%		79.3%		+30%		2413		1906		+27%		04:34		03:09		+45%		12%		10%		+18%		313.9563889		291.2627778		+8%		07:48		09:10		-15%				Tue 10/09		6378		6147		+4%		4094		5357		-24%		72.2%		91.2%		+21%		2822		3887		-27%		07:02		05:00		+41%		0%		0%				585.1577778		720.5777778		-19%		12:26		11:07		+12%

				Mon 09/09		200495		183514		+9%		157220		159648		-2%		75.6%		87.8%		-12%		111950		120332		-7%		07:00		04:46		+47%		34%		12%		+22%		19042.45722		18648.95639		+2%		10:12		09:17		+10%				Mon 09/09		56271		60275		-7%		37000		47662		-22%		62.4%		85.6%		+27%		23466		36367		-35%		13:35		04:51		+179%		93%		10%		+860%		4191.086667		5903.231389		-29%		10:42		09:44		+10%				Mon 09/09		71014		66381		+7%		63146		58395		+8%		92.6%		90.5%		-2%		48119		45420		+6%		03:45		04:41		-20%		6%		15%		-9%		8720.642222		7538.842222		+16%		10:52		09:57		+9%				Mon 09/09		0		0				0		0										0		0										0%		0%				0		0												Mon 09/09		23381		19367		+21%		20652		20575		+0%		71.2%		86.0%		+17%		15226		15707		-3%		09:21		06:16		+49%		44%		11%		+315%		2152.818056		1869.226389		+15%		08:29		07:08		+19%				Mon 09/09		8107		5535		+46%		7270		5092		+43%		91.1%		90.4%		-1%		5919		3919		+51%		00:29		03:38		-87%		1%		3%		-55%		926.2161111		470.7386111		+97%		09:23		07:12		+30%				Mon 09/09		6180		3516		+76%		4343		3349		+30%		59.7%		88.5%		+32%		2864		2180		+31%		04:53		02:37		+86%		13%		3%		+293%		385.2047222		336.9525		+14%		08:04		09:16		-13%				Mon 09/09		6147		5757		+7%		4141		5134		-19%		71.5%		92.0%		+22%		2791		3616		-23%		06:07		04:08		+48%		0%		0%				558.8438889		642.7638889		-13%		12:00		10:39		+13%

				Sun 08/09		0		0				0		0				0.0%		0.0%		+0%		0		0						00:00				0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0												Sun 08/09		0		0				0		0										0		0										0%		0%				0		0								

				Sat 07/09		31995		31185		+3%		25378		26486		-4%		75.0%		86.3%		-11%		17375		20055		-13%		06:10		05:00		+23%		27%		21%		+6%		2978.49		3102.761389		-4%		10:17		09:16		+11%				Sat 07/09		10056		11825		-15%		8950		9581		-7%		93.9%		87.7%		-7%		6112		7272		-16%		03:46		05:15		-28%		14%		20%		-29%		1041.972778		1148.128889		-9%		10:13		09:28		+8%				Sat 07/09		12646		12957		-2%		10535		10779		-2%		85.7%		85.5%		-0%		7805		8391		-7%		06:44		05:09		+31%		29%		24%		+5%		1391.721111		1357.543333		+3%		10:41		09:42		+10%				Sat 07/09		0		0				0		0										0		0										0%		0%				0		0												Sat 07/09		3945		2479		+59%		2118		2821		-25%		31.6%		86.1%		+63%		1196		2143		-44%		15:14		06:33		+132%		82%		29%		+187%		168.9886111		270.4761111		-38%		08:28		07:34		+12%				Sat 07/09		0		0				0		0										0		0										0%		0%				0		0												Sat 07/09		1146		675		+70%		780		595		+31%		58.4%		83.0%		+30%		492		366		+34%		05:22		01:58		+173%		24%		4%		+587%		60.23805556		51.73833333		+16%		07:20		08:28		-13%				Sat 07/09		522		448		+17%		401		402		-0%		80.9%		99.0%		+18%		266		300		-11%		04:10		01:01		+307%		0%		0%				38.99055556		41.98888889		-7%		08:47		08:23		+5%

				Fri 06/09		180498		167678		+8%		132817		141061		-6%		67.9%		84.0%		-16%		90931		105454		-14%		07:34		04:49		+57%		34%		17%		+18%		15695.8		16608.47889		-5%		10:21		09:26		+10%				Fri 06/09		60039		57257		+5%		33818		46085		-27%		46.7%		88.5%		+47%		19049		34697		-45%		15:00		04:16		+251%		96%		19%		+393%		3504.931944		5615.3425		-38%		11:02		09:42		+14%				Fri 06/09		60454		63873		-5%		51280		52076		-2%		86.0%		81.6%		-5%		38846		40082		-3%		04:44		05:30		-14%		14%		18%		-4%		7073.011111		6793.053333		+4%		10:55		10:10		+7%				Fri 06/09		0		0				0		0										0		0										0%		0%				0		0												Fri 06/09		15802		13593		+16%		15650		14925		+5%		74.7%		80.2%		+7%		11821		11325		+4%		05:40		04:56		+15%		15%		12%		+25%		1651.381944		1331.202222		+24%		08:22		07:03		+19%				Fri 06/09		9574		6916		+38%		8352		5604		+49%		88.1%		75.7%		-16%		6343		3603		+76%		03:49		07:26		-49%		7%		24%		-72%		1078.916389		436.3266667		+147%		10:12		07:15		+40%				Fri 06/09		5244		3041		+72%		3872		2801		+38%		58.6%		85.7%		+32%		2085		1773		+18%		06:18		02:53		+118%		26%		4%		+603%		269.1483333		252.8394444		+6%		07:44		08:33		-9%				Fri 06/09		5966		5734		+4%		4211		5002		-16%		75.8%		93.1%		+19%		2892		3558		-19%		06:49		03:29		+95%		0%		0%				567.3808333		625.7230556		-9%		11:46		10:33		+12%

				Thu 05/09		191982		178305		+8%		142077		146160		-3%		68.4%		81.6%		-13%		97036		109250		-11%		08:06		05:48		+40%		43%		18%		+25%		16579.5325		17148.32861		-3%		10:15		09:25		+9%				Thu 05/09		66457		62099		+7%		39874		48146		-17%		51.7%		85.5%		+40%		23062		36106		-36%		14:12		06:00		+137%		95%		12%		+713%		4075.460833		5806.607778		-30%		10:36		09:38		+10%				Thu 05/09		63166		67403		-6%		51992		51888		+0%		83.0%		76.0%		-9%		38925		39478		-1%		05:50		06:45		-14%		25%		29%		-4%		6982.898611		6677.710278		+5%		10:45		10:08		+6%				Thu 05/09		0		0				0		0										0		0										0%		0%				0		0												Thu 05/09		17388		14633		+19%		17545		16952		+3%		76.0%		84.9%		+11%		13244		13068		+1%		05:56		04:36		+29%		25%		17%		+52%		1890.295556		1521.315		+24%		08:33		06:59		+23%				Thu 05/09		8177		6089		+34%		7531		5314		+42%		92.3%		84.2%		-10%		5850		3743		+56%		02:27		06:15		-61%		4%		13%		-67%		982.5594444		471.7091667		+108%		10:04		07:33		+33%				Thu 05/09		5726		3185		+80%		3947		2586		+53%		55.1%		71.4%		+23%		2292		1699		+35%		07:44		05:25		+43%		30%		24%		+27%		321.4536111		252.3805556		+27%		08:24		08:54		-6%				Thu 05/09		7091		6600		+7%		4451		5666		-21%		61.8%		92.2%		+33%		2768		4056		-32%		07:51		04:00		+97%		0%		0%				573.8305556		722.1427778		-21%		12:26		10:40		+16%

				Wed 04/09		207446		196387		+6%		150635		151036		-0%		66.7%		75.3%		-9%		102274		110779		-8%		08:55		07:37		+17%		47%		33%		+13%		17570.19639		17192.32333		+2%		10:18		09:18		+11%				Wed 04/09		71947		77689		-7%		43568		54927		-21%		52.1%		75.9%		+31%		24739		39579		-37%		14:38		09:31		+54%		96%		42%		+128%		4431.932778		6316.2425		-30%		10:44		09:34		+12%				Wed 04/09		68293		65964		+4%		53458		47683		+12%		78.1%		69.6%		-12%		39490		35177		+12%		06:59		08:31		-18%		36%		45%		-9%		7118.724167		5956.564167		+20%		10:48		10:09		+6%				Wed 04/09		0		0				0		0										0		0										0%		0%				0		0												Wed 04/09		20392		17410		+17%		20786		20311		+2%		77.3%		85.6%		+10%		15815		15770		+0%		07:04		04:28		+58%		16%		10%		+60%		2321.644722		1742.324722		+33%		08:48		06:37		+33%				Wed 04/09		8224		6182		+33%		7332		4741		+55%		89.5%		71.1%		-26%		5704		3330		+71%		03:21		07:20		-54%		4%		28%		-85%		979.3752778		421.7641667		+132%		10:18		07:35		+36%				Wed 04/09		5885		3266		+80%		3517		1899		+85%		47.9%		52.3%		+8%		2266		1598		+42%		08:08		08:12		-1%		44%		41%		+6%		308.6175		261.6227778		+18%		08:10		09:49		-17%				Wed 04/09		6707		5734		+17%		4029		5080		-21%		60.4%		95.1%		+36%		2564		3732		-31%		07:57		02:17		+247%		0%		0%				535.9219444		658.4675		-19%		12:32		10:35		+18%

				Tue 03/09		212491		213727		-1%		157860		141583		+11%		68.6%		61.9%		+7%		106313		98021		+8%		09:27		10:27		-10%		57%		60%		-4%		18273.99917		14010.90333		+30%		10:18		08:34		+20%				Tue 03/09		66844		84001		-20%		43847		46849		-6%		59.2%		51.8%		-14%		24484		30197		-19%		13:11		14:27		-9%		84%		94%		-11%		4409.0875		4492.9625		-2%		10:48		08:55		+21%				Tue 03/09		67822		66269		+2%		55521		43933		+26%		83.0%		65.4%		-27%		41504		31601		+31%		07:20		09:47		-25%		40%		61%		-21%		7584.0575		4901.984167		+55%		10:57		09:18		+18%				Tue 03/09		0		0				0		0										0		0										0%		0%				0		0												Tue 03/09		30478		26984		+13%		24555		24601		-0%		61.2%		69.4%		+12%		17451		17850		-2%		12:34		09:50		+28%		93%		44%		+111%		2533.686389		2022.855833		+25%		08:42		06:47		+28%				Tue 03/09		8440		6039		+40%		7379		4185		+76%		86.1%		64.4%		-34%		5634		2929		+92%		04:24		08:00		-45%		13%		37%		-66%		978.9655556		350.1061111		+180%		10:25		07:10		+45%				Tue 03/09		5805		3266		+78%		3968		1549		+156%		54.8%		44.8%		-22%		2377		1387		+71%		05:40		10:55		-48%		21%		60%		-65%		296.1988889		216.9352778		+37%		07:28		09:23		-20%				Tue 03/09		5832		6057		-4%		4035		5190		-22%		75.6%		95.2%		+21%		2786		3706		-25%		06:04		02:18		+162%		0%		0%				562.965		574.8825		-2%		12:07		09:18		+30%

				Mon 02/09		241891		213161		+13%		171789		169742		+1%		64.4%		78.7%		-14%		114056		123240		-7%		09:23		07:56		+18%		47%		45%		+1%		19583.42056		19307.32389		+1%		10:18		09:23		+10%				Mon 02/09		82989		83547		-1%		45149		56722		-20%		42.4%		71.4%		+41%		22402		38028		-41%		17:17		12:37		+37%		95%		90%		+6%		4187.468611		6327.685		-34%		11:12		09:59		+12%				Mon 02/09		75083		68119		+10%		65169		56999		+14%		89.5%		84.3%		-6%		49435		43938		+13%		05:51		06:22		-8%		21%		30%		-9%		8951.453333		7395.753889		+21%		10:51		10:05		+8%				Mon 02/09		0		0				0		0										0		0										0%		0%				0		0												Mon 02/09		30249		23557		+28%		24309		25337		-4%		59.3%		82.1%		+28%		17090		19133		-11%		13:38		05:39		+141%		93%		26%		+262%		2426.099444		2245.455556		+8%		08:31		07:02		+21%				Mon 02/09		8689		5945		+46%		7921		4686		+69%		90.7%		74.2%		-22%		6268		3374		+86%		02:01		08:17		-76%		1%		35%		-97%		1039.351944		427.5616667		+143%		09:56		07:36		+31%				Mon 02/09		6168		3228		+91%		4300		1816		+137%		57.7%		51.7%		-12%		2764		1625		+70%		05:25		06:54		-21%		14%		32%		-55%		351.5991667		256.8977778		+37%		07:37		09:29		-20%				Mon 02/09		5750		5477		+5%		3894		4855		-20%		75.8%		94.4%		+20%		2664		3414		-22%		06:07		02:58		+106%		0%		0%				526.52		558.2252778		-6%		11:51		09:48		+21%

				Sun 01/09		0		0				0		0				0.0%		0.0%		+0%		0		0						00:00				0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0												Sun 01/09		0		0				0		0										0		0										0%		0%				0		0								

				Sat 31/08		38832		32297		+20%		24439		29390		-17%		53.3%		95.2%		-42%		15208		22267		-32%		10:55		01:52		+481%		58%		5%		+52%		2584.389167		3334.012222		-22%		10:11		08:59		+13%				Sat 31/08		12963		13835		-6%		7034		11611		-39%		47.4%		98.5%		+52%		4018		8631		-53%		16:13		00:56		+1620%		85%		0%				661.1494444		1298.501944		-49%		09:52		09:01		+9%				Sat 31/08		15064		11934		+26%		11185		10851		+3%		72.5%		93.4%		+22%		7982		8457		-6%		07:55		03:07		+154%		46%		12%		+34%		1447.193056		1349.989722		+7%		10:52		09:34		+14%				Sat 31/08		0		0				0		0										0		0										0%		0%				0		0												Sat 31/08		4579		2604		+76%		2235		3528		-37%		24.4%		95.7%		+75%		1168		2785		-58%		19:02		01:27		+1211%		92%		4%		+2222%		175.8019444		323.7880556		-46%		09:01		06:58		+29%				Sat 31/08		0		0				0		0										0		0										0%		0%				0		0												Sat 31/08		1208		715		+69%		1156		573		+102%		93.2%		74.5%		-25%		578		388		+49%		01:24		02:59		-53%		1%		11%		-95%		64.19166667		59.99361111		+7%		06:39		09:16		-28%				Sat 31/08		528		476		+11%		412		437		-6%		83.1%		97.3%		+15%		271		328		-17%		04:46		00:42		+573%		0%		0%				39.21666667		43.60166667		-10%		08:40		07:58		+9%

				Fri 30/08		166500		163760		+2%		123284		134884		-9%		69.4%		81.4%		-12%		85815		99192		-13%		09:25		05:39		+66%		52%		20%		+32%		15190.42028		15946.77056		-5%		10:37		09:38		+10%				Fri 30/08		38042		52367		-27%		27033		40116		-33%		69.2%		82.8%		+16%		17164		29037		-41%		11:28		06:28		+77%		68%		27%		+149%		3118.240833		4838.455278		-36%		10:54		09:59		+9%				Fri 30/08		71576		65712		+9%		53371		51805		+3%		72.2%		76.9%		+6%		38706		39287		-1%		09:46		06:15		+56%		57%		22%		+35%		7313.950278		6730.164167		+9%		11:20		10:16		+10%				Fri 30/08		0		0				0		0										0		0										0%		0%				0		0												Fri 30/08		15439		12728		+21%		13866		14736		-6%		68.9%		89.2%		+23%		9701		11023		-12%		09:35		04:28		+114%		49%		11%		+332%		1414.3475		1346.377222		+5%		08:44		07:19		+19%				Fri 30/08		7083		4954		+43%		6177		4068		+52%		87.2%		78.7%		-11%		5000		3016		+66%		05:02		07:03		-29%		17%		17%		-0%		888.2744444		391.1447222		+127%		10:39		07:46		+37%				Fri 30/08		5380		2756		+95%		2704		2645		+2%		43.2%		87.4%		+51%		2163		1671		+29%		08:56		03:51		+131%		48%		10%		+385%		280.7308333		263.7341667		+6%		07:47		09:28		-18%				Fri 30/08		5493		4936		+11%		3900		4484		-13%		82.0%		97.1%		+16%		2757		3261		-15%		04:47		00:53		+440%		0%		0%				510.6091667		528.3766667		-3%		11:06		09:43		+14%

























Call_Time



														Call Time Headline Report - Monday 30 September 2019 to Sunday 06 October 2019																								Alternative Headline Measures



												31 December 1899		% Calls Queued Answered		-959684%		959784%		0%		ERROR		ERROR		ERROR		ERROR		170036%		ERROR		ERROR				31 December 1899		% Calls Queued Answered		-959684%		959784%		0%		ERROR		ERROR		ERROR		ERROR		170036%		ERROR		ERROR

																HMRC				959784%		Tax Credits Helpline				ERROR		PAYE				Self Assessment HL		HMRC								HMRC				959784%		Tax Credits Helpline				ERROR		PAYE				Self Assessment HL		HMRC

																Call Handling Measures																										Call Handling Measures



												Total Call Hours				87,484				Total Wait For Call						6,711				Total Phone Hours				94,194



																Number of Incoming Calls Answered		Speed Dial Calls				Avg Handle Time mm:ss		Avg Speed Dial Handle Time mm:ss		Avg Resource per Incoming Call mm:ss		Additional Resource for Speed Dials		Total Incoming Call Hours		Total Incoming Speed Dial Hours		Total Call Hours				%Adviser Attempts Handled		CAH Difference		Avg Q of Answer Calls mm:ss		% Answer in 2 Min Queue		% Answer in 2-3 Min Queue		% Answer in 3-5 Min Queue		% Answer in 5-10 Min Queue		% Answer in 10-20 Min Queue		% Answer over 20 Min Queue				% Answer within 3 Min Queue		% Answer within 5 Min Queue		% Answer within 10 Min Queue		% Answer within 20 Min Queue

				Group		Group2		Group3		Heading1		Line of Business						Number		% Answered



		Tax Credits Helpline0		Benefits & Credits		All Tax Credits		Tax Credits Helpline		24		Tax Credits Helpline		0		68,814		10,833		15.7%		11:35		11:12		13:20		15%		13,285		2,023		15,308				92.1%		-1.4%		04:42		32.2%		7.7%		19.0%		27.8%		13.1%		0.2%				39.9%		58.9%		86.7%		99.8%

		TC Payment Helpline0		Benefits & Credits		All Tax Credits		TC Payment Helpline		26		TC Payment Helpline		0		11,325		2,836		25.0%		14:43		12:51		17:56		22%		2,778		608		3,386				59.1%		-4.2%		11:34		7.9%		2.7%		10.0%		25.5%		40.3%		13.6%				10.6%		20.6%		46.1%		86.4%

		All Tax Credits0		Benefits & Credits		All Tax Credits		Total		99,999		All Tax Credits		0		80,139		13,669		17.1%		12:02		11:33		14:00		16%		16,072		2,631		18,704				85.3%		-3.1%		05:41		28.8%		7.0%		17.8%		27.5%		17.0%		2.1%				35.7%		53.5%		81.0%		97.9%

		Child Benefit0		Benefits & Credits		Child Benefit		Child Benefit		16		Child Benefit		0		42,339		2,836		6.7%		08:41		08:38		09:15		7%		6,127		408		6,536				81.0%		-7.9%		06:57		17.9%		4.7%		13.2%		38.2%		24.9%		1.1%				22.6%		35.8%		74.0%		98.9%

		Help To Save0		Benefits & Credits		Help To Save		0		18		Help To Save		0		80		1		1.3%		06:44		01:38		06:45		0%		9		0		9				98.8%		+61.9%		01:19		83.8%		0.0%		3.8%		6.3%		6.3%		0.0%				83.8%		87.5%		93.8%		100.0%

		Benefits & Credits0		Benefits & Credits		Total		Total		999,999		Benefits & Credits		0		122,558		16,506		13.5%		10:52		11:02		12:21		14%		22,197		3,040		25,236				83.8%		-4.7%		06:07		25.1%		6.2%		16.2%		31.2%		19.7%		1.7%				31.2%		47.4%		78.6%		98.3%

		Corporation Tax0		Bus. Tax & Customs		Business Tax		0		5		Corporation Tax		0		5,195		1,340		25.8%		11:21		09:37		13:50		22%		983		215		1,198				19.2%		-11.9%		17:34		3.4%		0.2%		0.1%		2.5%		63.9%		29.8%				3.6%		3.7%		6.2%		70.2%

		Stamps0		Bus. Tax & Customs		Business Tax		Stamps		88		Stamps		0		1,719		148		8.6%		08:50		08:46		09:35		9%		253		22		275				18.2%		-7.1%		15:17		3.4%		0.5%		1.0%		10.2%		67.7%		17.3%				3.8%		4.9%		15.1%		82.7%

		Bus. Tax & Customs0		Bus. Tax & Customs		Total		Total		999,999		Bus. Tax & Customs		0		34,657		6,372		18.4%		10:16		09:27		12:00		17%		5,930		1,004		6,935				52.1%		-7.1%		05:16		50.5%		8.2%		8.4%		10.9%		16.5%		5.4%				58.8%		67.2%		78.1%		94.6%

		C&E HelplineDuplicate Return		Bus. Tax & Customs		VAT, Customs & Excise		C&E Helpline		9		C&E Helpline		Duplicate Return		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%

		C&E HelplineExcise & Int Trade		Bus. Tax & Customs		VAT, Customs & Excise		C&E Helpline		14		C&E Helpline		Excise & Int Trade		2,884		1,060		36.8%		08:51		09:44		12:25		40%		425		172		597				80.0%		+80.0%		02:01		73.5%		4.8%		6.2%		9.9%		4.6%		0.9%				78.4%		84.6%		94.5%		99.1%

		C&E HelplineVAT Helpline		Bus. Tax & Customs		VAT, Customs & Excise		C&E Helpline		90		C&E Helpline		VAT Helpline		18,780		3,710		19.8%		09:52		09:21		11:42		19%		3,088		578		3,667				94.2%		+23.2%		02:28		59.6%		11.3%		11.1%		13.5%		4.6%		0.0%				70.8%		81.9%		95.4%		100.0%

		C&E HelplineVAT Online		Bus. Tax & Customs		VAT, Customs & Excise		C&E Helpline		92		C&E Helpline		VAT Online		6,079		114		1.9%		11:36		09:11		11:46		1%		1,175		17		1,193				94.8%		+94.8%		02:07		65.3%		9.4%		10.3%		10.9%		4.1%		0.0%				74.7%		85.1%		95.9%		100.0%

		C&E HelplineTotal		Bus. Tax & Customs		VAT, Customs & Excise		C&E Helpline		999		C&E Helpline		Total		27,743		4,884		17.6%		10:09		09:25		11:48		16%		4,693		768		5,461				92.6%		-1.3%		02:21		62.3%		10.2%		10.4%		12.5%		4.5%		0.1%				72.5%		82.9%		95.4%		99.9%

		VAT, Customs & Excise0		Bus. Tax & Customs		VAT, Customs & Excise		Total		99,999		VAT, Customs & Excise		0		27,743		4,884		17.6%		10:09		09:25		11:48		16%		4,693		768		5,461				92.6%		-1.3%		02:21		62.3%		10.2%		10.4%		12.5%		4.5%		0.1%				72.5%		82.9%		95.4%		99.9%

		Construct Helpline0		Personal Tax		Construction		0		8		Construct Helpline		0		6,198		609		9.8%		06:46		07:26		07:29		11%		699		76		774				83.6%		-1.4%		03:35		54.9%		5.6%		8.5%		19.2%		11.6%		0.3%				60.4%		68.9%		88.1%		99.7%

		Online Payment0		Personal Tax		Debt Mgment		0		32		Online Payment		0		38		0		0.0%		05:50		00:00		05:50		0%		4		0		4				100.0%		+49.7%		00:18		100.0%		0.0%		0.0%		0.0%		0.0%		0.0%				100.0%		100.0%		100.0%		100.0%

		National Insurance0		Personal Tax		National Insurance		0		24		National Insurance		0		27,210		5,423		19.9%		08:52		09:54		10:50		22%		4,021		895		4,916				77.7%		-4.9%		05:14		46.7%		2.5%		5.5%		21.2%		23.2%		1.0%				49.2%		54.7%		75.8%		99.0%

		Online Service0		Personal Tax		Online Service		Online Service		33		Online Service		0		11,573		24		0.2%		07:58		20:42		08:00		1%		1,537		8		1,545				64.0%		-11.9%		04:21		40.1%		7.1%		11.9%		28.8%		12.0%		0.1%				47.2%		59.0%		87.8%		99.9%

		Orderline / Debit Card HLDebit Card		Personal Tax		Orderline / Debit Card HL		0		11		Orderline / Debit Card HL		Debit Card		1,674		205		12.2%		06:02		04:11		06:32		9%		168		14		183				90.8%		-9.2%		01:12		77.9%		6.7%		8.7%		5.6%		1.1%		0.1%				84.6%		93.2%		98.9%		99.9%

		Orderline / Debit Card HLOrderline		Personal Tax		Orderline / Debit Card HL		0		34		Orderline / Debit Card HL		Orderline		319		8		2.5%		04:04		16:12		04:28		10%		22		2		24				63.0%		-29.2%		01:07		84.6%		3.1%		4.4%		4.7%		3.1%		0.0%				87.8%		92.2%		96.9%		100.0%

		Orderline / Debit Card HLTotal		Personal Tax		Orderline / Debit Card HL		0		999		Orderline / Debit Card HL		Total		1,993		213		10.7%		05:43		04:38		06:12		9%		190		16		206				84.8%		-15.2%		01:11		79.0%		6.1%		8.0%		5.5%		1.4%		0.1%				85.1%		93.1%		98.5%		99.9%

		Payment Enq LinePayment Enquiry Line		Personal Tax		Taxes (personal)		Payment Enq Line		45		Payment Enq Line		Payment Enquiry Line		1,924		84		4.4%		10:01		15:44		10:42		7%		321		22		343				71.0%		-4.8%		07:33		29.7%		5.0%		8.8%		20.7%		31.3%		4.5%				34.7%		43.5%		64.2%		95.5%

		EmployersEmployers Helpline		Personal Tax		Taxes (personal)		Taxes Helplines		16		Employers		Employers Helpline		13,544		2,579		19.0%		11:46		10:37		13:47		17%		2,656		457		3,113				70.2%		+2.5%		06:32		22.6%		6.0%		10.8%		37.1%		22.9%		0.6%				28.6%		39.3%		76.4%		99.4%

		EmployersEmployers Orderline		Personal Tax		Taxes (personal)		Taxes Helplines		17		Employers		Employers Orderline		62		0		0.0%		05:05		00:00		05:05		0%		5		0		5				100.0%		+87.5%		00:25		93.5%		0.0%		1.6%		4.8%		0.0%		0.0%				93.5%		95.2%		100.0%		100.0%

		EmployersTotal		Personal Tax		Taxes (personal)		Taxes Helplines		999		Employers		Total		13,606		2,579		19.0%		11:44		10:37		13:44		17%		2,661		457		3,118				70.3%		+5.9%		06:30		22.9%		6.0%		10.7%		36.9%		22.8%		0.6%				28.9%		39.6%		76.5%		99.4%

		PAYE & SA HelplinesAgent Dedicated Line		Personal Tax		Taxes (personal)		Taxes Helplines		2		PAYE & SA Helplines		Agent Dedicated Line		23,941		0		0.0%		08:57		00:00		08:57		0%		3,571		0		3,571				99.6%		+0.1%		00:06		100.0%		0.0%		0.0%		0.0%		0.0%		0.0%				100.0%		100.0%		100.0%		100.0%

		PAYE & SA HelplinesBlind Person HL		Personal Tax		Taxes (personal)		Taxes Helplines		4		PAYE & SA Helplines		Blind Person HL		132		0		0.0%		09:45		00:00		09:45		0%		21		0		21				98.5%		+0.6%		00:01		100.0%		0.0%		0.0%		0.0%		0.0%		0.0%				100.0%		100.0%		100.0%		100.0%

		PAYE & SA HelplinesCharities Ass Reg		Personal Tax		Taxes (personal)		Taxes Helplines		6		PAYE & SA Helplines		Charities Ass Reg		30		0		0.0%		10:12		00:00		10:12		0%		5		0		5				61.2%		+10.0%		06:55		16.7%		0.0%		13.3%		46.7%		23.3%		0.0%				16.7%		30.0%		76.7%		100.0%

		PAYE & SA HelplinesPAYE		Personal Tax		Taxes (personal)		Taxes Helplines		43		PAYE & SA Helplines		PAYE		143,064		8,531		6.0%		11:30		11:57		12:12		6%		27,421		1,700		29,121				86.4%		+3.0%		05:59		28.2%		3.9%		12.1%		33.9%		21.8%		0.3%				32.0%		44.1%		78.0%		99.7%

		PAYE & SA HelplinesRetirement Annuity Contract		Personal Tax		Taxes (personal)		Taxes Helplines		49		PAYE & SA Helplines		Retirement Annuity Contract		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%

		PAYE & SA HelplinesSelf Assessment HL		Personal Tax		Taxes (personal)		Taxes Helplines		51		PAYE & SA Helplines		Self Assessment HL		50,500		12,361		24.5%		11:03		11:32		13:52		26%		9,300		2,379		11,679				80.4%		-0.7%		06:38		27.4%		4.0%		10.1%		32.1%		24.9%		1.6%				31.4%		41.5%		73.6%		98.4%

		PAYE & SA HelplinesTotal		Personal Tax		Taxes (personal)		Taxes Helplines		999		PAYE & SA Helplines		Total		217,667		20,892		9.6%		11:07		11:42		12:14		10%		40,329		4,079		44,408				86.2%		+2.0%		05:29		35.9%		3.5%		10.3%		29.7%		20.1%		0.5%				39.4%		49.7%		79.4%		99.5%

		Taxes Helplines0		Personal Tax		Taxes (personal)		Taxes Helplines		9,999		Taxes Helplines		0		231,273		23,471		10.1%		11:09		11:35		12:19		11%		42,978		4,536		47,514				85.0%		+2.4%		05:33		35.1%		3.6%		10.3%		30.1%		20.2%		0.5%				38.8%		49.1%		79.2%		99.5%

		Taxes (personal)0		Personal Tax		Taxes (personal)		Total		99,999		Taxes (personal)		0		233,197		23,555		10.1%		11:09		11:36		12:19		11%		43,336		4,558		47,894				84.9%		+2.4%		05:34		35.1%		3.6%		10.3%		30.1%		20.3%		0.6%				38.7%		49.0%		79.1%		99.4%

		Personal Tax0		Personal Tax		Total		Total		999,999		Personal Tax		0		280,209		29,824		10.6%		10:39		11:10		11:50		11%		49,737		5,554		55,291				83.0%		+0.2%		05:24		37.2%		3.7%		9.9%		28.7%		19.9%		0.6%				40.9%		50.8%		79.5%		99.4%

		HMRC0		Total		Total		Total		9,999,999		HMRC		0		437,424		52,702		12.0%		10:41		10:55		11:59		12%		77,886		9,598		87,484				79.5%		-2.1%		05:35		34.8%		4.8%		11.5%		28.0%		19.6%		1.3%				39.6%		51.1%		79.1%		98.7%

		00		0		0		0		0		0		0		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%

		00		0		0		0		0		0		0		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%

		00		0		0		0		0		0		0		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%

		00		0		0		0		0		0		0		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%

		00		0		0		0		0		0		0		0		0		0.0%		0		00:00		00:00		0%		0		0		0				0.0%		+0.0%		0		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%				0.0%		0.0%		0.0%		0.0%





















LOBs

		 Overall						ADL

		Child Benefit						CBH

		Construct Helpline						CIS

		Corporation Tax						CTH

		Employers Helpline						DBC

		Excise & Int Trade						DMT

		National Insurance						EHL

		Online Service						EXC

		PAYE						NIN

		Orderline / Debit Card HL						ORD

		Self Assessment HL						OSH

		Stamps						PEL

		Tax Credits Helpline						PYE

		Taxes (inc Helplines)						SAH

		TC Payment Helpline						STP

		VAT Helpline						TCH

								VAT

								VOL
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