::;: OFFICIAL-SENSITIVE

Horme Office

AUTHORITY: The Secretary of State for the Home Department

Schedule D - Part 1
Service Specification

D1: Management Services

Escorting Services




THE CONTRACT

OFFICIAL-SENSITIVE

Document Title
Main Terms Services Agreement
Schedules
A Insurances
B Mobilisation & Permit to Operate
Part 1 - Requirements
Part 2 - Response
Testing Procedures
D Service Requirements
Part 1 — Service Specification
D1 Management Services
D2 Core Services
D3 In-Country Escorting
D4 Overseas Escorting
D5 Holding Rooms
D6 Residential Short Term Holding Facilities
D7 Juxtaposed Controls
D8 Glossary
Part 2 — Service Response
E Guarantee
F Payment Mechanism
G Performance Evaluation and Service Unavailability
H Innovation and Partnership Agreement
I Commercially Sensitive Information
J Dispute Resolution Procedure
K Notified Key Sub-contractors
L Change Control Procedures
M Key Personnel
N Exit Management
Part 1 - Requirements
Part 2 - Response
Service Improvement
P Financial Distress




OFFICIAL-SENSITIVE

Document Title
Q Financial Reports and Audit Rights
R IT Systems Requirements
Part 1 — IT Systems Requirements
Part 2 — IT Systems Solution
S Governance
Part 1 - Requirements
Part 2 - Response
T Standards
U Security Management
\% Business Continuity and Disaster Recovery
W Payments on Termination
X Reports and Records Provisions
Y Third Party Contracts
z Staff Transfer
Appendix 1 Evaluators’ Clarification Questions
Appendix 2 Supplier’s Allowable Assumptions

Appendix 3

Supplier’'s Clarification Questions




OFFICIAL-SENSITIVE

CONTENTS

1. INTRODUGCTION ...uttttttuttuuuettnunnnnnnnnnsnsnsnesssnsssssesssssssessssssssssssssssssssssssssssssssssssssssssssmnnmnmnnn 5
O R 7Y o1 - | R 5
1.2 Clarification of CONtract ROIES.........ccoeiiiiiiiiii e 7
1.3 Clarification of Operational Service ROIES ..............cciiiiiiiiiiiiiic e, 7

2. PERFORMANCE MONITORING & ASSESSMENT .......cuuuuuuiiiiiiiiiiiiiiiiiiniiinnnnnnennnnnnnnenns 7
2.1 Performance Monitoring Against REQUINEMENTS ............uuuuerimriimmiiiiiiiiiiiiiiiiieeeinnnnens 7

3. MANAGEMENT SERVICES REQUIREMENTS......ccoi it 7
3.1 Aims and Objectives of Management SErviCES ........ccouvvvurriiiiiieeeeeeeiiiieee e eeeeeaaaens 7
3.2 Scope of ManagemENt SEIVICES ........uuuuuuummmuuuiiiiiiiiiiiniiineneennenennneseeeeenannnnsneeeennanene 8
3.3 General Management Services ReqUIrEMENTS...........uuuuuuuimmmmiimniiiiiiiiiiiiiiiiieiennineens 8
3.4 Service DEliVEIY PIANS .......coi i it e et e e e e aaaaae 8
3.5 Systems and ProCEAUIES .......ccoiiiiiiiiei et e e e e et s e e e e e e eaaeees 10
3.6 QUAIILY MANAGEMENT. ... .uuuuiiiiiiiiiiiiiiiie e 11
3.7 AUt AITANGEMENTS ...oiiiiiiei e e e e e et ee e e e e e e e e e e et e e s e eaeeesasataaeaeeeaeeennnes 12
3.8 SErVICE IMPIOVEMENT .. .uitiii e e e e e e e e e e e e s e e e e e e e asata e e e eeeeeeannnes 12
3.9  Performance MOMITOIING ... .. ..uuuuuuueiuuittuiiiiieiiibaeeeibbb bbb seeseeneebeeeeesnenennnes 13
3.10 PerformanCe REPOMING ........uuuuuuuuuuuuiiniiiiiiieiiiiiiieieebabbbbbbbbesbeebbabseenbneebnnneesnennennes 14
3.11 Service PerformanCe Data ...............uuuuuuuummmmmmiiiiiinniiiiiieninnenernnennnnnee.. 15
3.12 Authority Performance Monitoring AUGIES .............uuuuuummeimimiiiiiiiiiiiiiiiiiieiinnieneeiennns 15
3.13 Operational CONrOl CENMIE ........uuuuiiiiiiiiiiiiiiieeiieee bbb aeeeeeeeneennes 15
3.14 Communications and Management Information Reporting............ccccceeeeiieeenniinnn, 18
3.15 Customer SatiSfaction ProCEAUIES ...........uuuuuuuruiiiiiiiiiiiriiiiniiiieniennnnennnnnennnnn. 19
3.16 COMPIAINIS PrOCEAUIE. ... .uuuiiiiiiiiiiiiiiii b 19
3.17 Record and Data ManagemeENnt .........cceieeeiiiiiiiiiiiie e ee et e e e e e e e e e e e e eaanees 20
3.18 Health and Safety .........ouuiiiiiiie e e a e 20
3.19 Environmental MANAgEMIENT .........uuuuuuuuiiiiiiiiiiiiiiiiiiiiaieebiebb e beebeabeebeeeeeeaeenebeeneenne 21
3.20 CoNntiNGENCY PIANNING .....uuuiiiiiiiiiiiiiiiiii bbb eeeenee 21

1. ANNEX A — MANAGEMENT INFORMATION......uuuuuuuuuuuuuunnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnne 25
0 R 111 o T [T 1T IS 25
1.2 Management Information to be Recorded .............cccovviiiiiiiiiiiii 26
1.3 Management Information REPOMING ........ceeiiiiiiiiiiiiiiii e 29




1.

11
111

112

1.13

114

1.15

1.16

1.1.7

OFFICIAL-SENSITIVE

INTRODUCTION

GENERAL

This Part 1, Service Specification for Escorting Services of Schedule D sets
out specific Authority Requirements. Part 2, which is the Supplier’s
response to Part 1 of this Schedule D, contains the Supplier’'s response to
the requirements set out in Part 1. The Supplier shall provide the Services
in accordance with both Parts 1 and 2 and in any instances of ambiguity or
conflict this Part 1 shall take priority over Part 2.

This Schedule D shall be subject to the provisions of Part VIII and
Schedules 11, 12 and 13 of the IAA 1999, the NIAA 2002, the DC Rules,
the Detention Services Operating Standards and Section 55 of the Borders,
Citizenship and Immigration Act 2009 and any subsequent amendments or
revisions. Nothing within this Schedule D shall restrict the application of the
IAA 1999, the NIAA 2002, the DC Rules, Detention Services Operating
Standards and Section 55 of the Borders, Citizenship and Immigration Act
2009 to the operation of the Contract by the Supplier.

The Supplier shall fulfil the Escorting Services requirement and operate the
Services in accordance with the requirements set out in this Schedule D,
the Contract and as a minimum the following:

a) the lAA 1999;

b)  the NIAA 2002;

c) the DC Rules;

d) Detention Services Operating Standards for the Escorting Process;
e) Section 55 of the Borders, Citizenship and Immigration Act 2009;
f) Processes for the Accreditation of Detainee Custody Officers; and
g) Any other relevant standards and legislation.

Amplification of the DC Rules is provided in DSOs, the Detention Centre
Rules (statutory Instrument 2001 No.238) and the Designated Languages
as required in the DC Rules.

The Authority's detention services safeguarding children policy is set out in
the DSOs.

DSOs are issued periodically to suppliers and Authority staff which reflect
changes in policy and procedure.

The structure of this Part 1 Service Specification for Escorting Services of
Schedule D:

This Part 1 Service specification of Schedule D consists of 7 parts:

a) D1: Management Service;

b)  D2: Core Operations;

c) D3:In-Country Escorting;

d) D4: Overseas Escorting;

e) D5: Holding Rooms;

f) D6: Short Term Holding Facility (STHF);

g) D7:Juxtaposed Controls at Calais and Coquelles; and
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h)  D8: Glossary.

The management Service Specification details the Authority's general
requirements for the management of the Escorting Services, equally
applicable to all sections, parts and annexes of Schedule D.

Furthermore, the core Services requirements are applicable to all
operational Services, namely:

e D3: In-Country Escorting;
e D4: Overseas Escorting;
¢ D5: Holding Rooms;
e DG6: Short Term Holding Facility (STHF);
e D7: Juxtaposed Controls at Calais and Coquelles; and
o D8: Glossary.
Overriding obligation:

e The Supplier shall comply with all of the requirements of this
Schedule D.

Content:

a) The content of each part of this Schedule D Service specification sets
out the:

e scope, aims and objectives of the Service;
e the Service requirements; and
¢ performance standards to be monitored and assessed.

b)  The Service requirements described within this Schedule D outline the
Authority’s minimum specific requirements in relation to the Services.

c) For each Service, the associated Performance Standard table
summarises the Authority's Service requirements, with a reference to
the Schedule D paragraph against which the Supplier’s actual
performance is to be monitored and assessed.

Effect of Performance Standard tables:

a) The summaries provided in the Performance Standard tables under
the headings “Service Requirement” and “Performance Standard” are
provided for ease of reference only.

b)  The Performance Standard tables do not limit, derogate from or
otherwise affect the Supplier’s obligations to carry out the Services in
accordance with this Schedule D.

c) The actual requirements set out in this Schedule D (excluding the
Performance Standard tables) will take priority in interpretation over
the Performance Standard tables.

d)  Service requirements may be allotted a Schedule D reference number
which appears in square brackets. This number refers to a
corresponding entry in the relevant Performance Standard table.
Where a Schedule D reference humber in this Schedule D applies to
a number of Service requirements, the failure to achieve any one of
those Service requirements will be a Service Failure:
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¢ irrespective of whether or not all of those requirements specified in
the relevant Service Specification are summarised in the
corresponding Performance Standard table;

e even where more than one Service requirement or obligation is
described per Schedule D reference number in the Performance
Standard table; and

e whether or not the relevant matter is referred to in the “Performance
Standard” or “Service Requirement” section of the relevant part of
the Performance Standard table.

1.2 CLARIFICATION OF CONTRACT ROLES

1.2.1 For the avoidance of doubt, Schedule M (Key Personnel) sets out those
who are responsible with delegated power to act on behalf of the respective
organisations to implement and amend this Contract.

1.2.2 The Authority Monitor is an Authority member of staff responsible for day to
day operational monitoring of the Contract. The Authority Monitor does not
have responsibility for management of the contractual and financial
performance.

1.2.3 The Supplier shall provide the Authority Monitor and the Named Authority
Representatives with full co-operation and assistance as necessary. This
shall include providing unfettered access to all accommodation, vehicles,
meetings and records as necessary.

1.3 CLARIFICATION OF OPERATIONAL SERVICE ROLES

1.3.1 In the context of the certain operational Service roles, the Authority refers to
the individuals, or collective group of individuals named within Schedule M
(Key Personnel) who have specific operational responsibilities.

2. PERFORMANCE MONITORING & ASSESSMENT

2.1 PERFORMANCE MONITORING AGAINST REQUIREMENTS

211 The Supplier's performance in relation to the Services will be assessed on a
pass or fail basis, as against the Service requirements set out in this
Schedule D, and Schedule G (Performance Evaluation and Service
Availability).

21.2 The performance of the Services in accordance with these Schedule D
requirements shall be on a self-monitoring basis but the Authority has the
right to undertake additional assessment or Audit at any time.

3. MANAGEMENT SERVICES REQUIREMENTS

3.1 AIMS AND OBJECTIVES OF MANAGEMENT SERVICES

311 The aims and objectives of the management Services are the provision of a
system to manage, control, record and report on the delivery of the
Services.
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SCOPE OF MANAGEMENT SERVICES

The scope of the management Services shall include all systems and
processes to deliver the Escorting Services. It includes, but is not limited to:

a) General Management Service operational requirements;
b)  Service Delivery Plans;

c) Systems and Procedures;

d)  Quality Management;

e)  Audit Arrangements;

f) Service Improvement;

g) Performance Monitoring;

h)  Performance Reporting;

i) Service Performance Data;

) Authority Performance Monitoring Audits;

k)  Operational Control Centre;

)] Communications and Management Information Reporting;
m)  Customer Satisfaction Procedures;

n)  Complaints Procedure;

0) Record and Data Management;

p) Health and Safety;

g) Environmental Management;

r Contingency Planning; and

s)  Management Information Requirements.

GENERAL MANAGEMENT SERVICES REQUIREMENTS

The Supplier shall comply with all relevant legislation, good industry practice
and Authority Requirements with respect to all Services provided.

The Supplier is expected to take a proactive approach to understanding the
reasons for and resolving recurring Service Failures by preparing solutions
for discussion at monthly progress meetings.

SERVICE DELIVERY PLANS

The Authority recognises that the Supplier needs to be afforded the ability to
determine its own optimum proposals and methods by which to deliver the
Services in order to ensure that all the performance standards are met. In
so doing the Authority needs to be satisfied that the Supplier is in a position
to achieve this delivery. Furthermore, the Supplier needs to ensure that
such methods of working are integrated with the Authority and the delivery
complements existing operations.

The Supplier shall prepare one Service Delivery Plan covering all of the
Escorting Services, namely D1: Management Services and D2-D7
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operational Services. This Service Delivery Plan shall describe the
Supplier's management procedures and approach to meeting the
requirements of the Contract.

The Supplier shall ensure that the Authority is afforded the ability to
comment on the Service Delivery Plan proposals, the outcome of which
shall be accounted for by the Supplier. These comments shall not be
deemed in any way whatsoever as to diminish the Supplier’s responsibility
to meet the Contract.

The Service Delivery Plan shall be submitted for Authority approval prior to
the first Operational Service Commencement Date.

The Supplier may not change the Service Delivery Plan without the prior
written approval of the Authority, which shall not be unreasonably withheld,
and any such changes shall be made in accordance with Schedule L
(Change Control Procedures). The Authority has the right to object and
withhold approval to any proposals that impact upon its business
operations.

The Service Delivery Plan shall detail how the Supplier intends to meet
each of the Escorting Services requirements, namely D1: Management
Services and D2-D7 operational Services, detailed under the subsequent
Service headings in this Schedule D.

The Supplier shall review and update the Service Delivery Plan regularly, as
a minimum prior to each anniversary of the Commencement Date and as
may be needed by changing circumstances, subsequent to achieving
Authority approval throughout the operation of the Contract. The general
specification information that follows gives guidance on the application and
content of the Service Delivery Plan:

a) The Service Delivery Plan shall be written in such a way as to be
comprehensible to a non-technical reader.

b)  The Authority recognises that the Supplier needs to be afforded the
ability to modify the Service Delivery Plan over the Term to implement
new technologies and efficiencies so long as it is in line with this
Schedule D and relevant performance standards;

c) The Authority shall have the right to object and withhold approval to
any proposals, which interfere with the business operations of the
Authority;

d)  Similarly, the Supplier shall have the right to amend procedures in
order to incorporate any changes in the way which the Authority
operates;

e) The scope and range of Services required shall be detailed as
individual elements within a number of categories. However,
notwithstanding that the Supplier will be responsible for determining
the method of executing each Service to the required level and at the
correct times, this does not imply that it will not be possible to have a
single point of responsibility for a number of activities;

f) As a minimum, the Service Delivery Plan shall contain the elements
below; the details of which are set out in Schedule B (Mobilisation and
Permit to Operate):

e scope of the Services and Service objectives;
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management structure, detailing management roles, responsibilities
and reporting structures;

governance structures;

levels of decision making processes at Contract level,
where budget responsibilities lie;

organisation chart;

job descriptions;

numbers of staff, by job title, job description, grade and skill base
across the Contract to deliver Services;

staffing levels for each Holding Room;
contracted working hours and availability all staff by Service area;

management and supervision outside Authority operating hours (as
described in paragraph 3.13.8);

subcontracted Services;
insurance;
training programme for Authority Representatives;

systems and procedures for the management of the Services
(including accounting, prompt invoicing etc.);

procurement procedures;

guality management arrangements;
audit arrangements;

service improvement arrangements;

service performance monitoring and reporting arrangements
(including performance monitoring plan);

operational control centre procedures;

communications and management information arrangements;
customer satisfaction & complaints procedures;

record and data management arrangements;

health and safety systems and procedures;

environmental management system;

contingency planning arrangements; and

detailed service operating procedures for each Service.

SYSTEMS AND PROCEDURES

The Supplier shall implement systems and procedures to ensure efficient
management including, but not limited to, accounting and prompt invoicing.
The Supplier shall ensure that these systems are fully integrated with
Service Requests and have a full audit trail. Any proposed changes are to
be agreed in advance with the Authority.

10
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The Supplier shall implement and operate systems and procedures in
accordance with the approved Service Delivery Plan.

The Supplier shall implement and maintain an asset register which will
detail those assets used by the Supplier in delivering the Services. The
Supplier shall ensure that the asset register is kept up to date. Assets which
are on the asset register will, as a minimum, detail the following:

e ownership of the asset, i.e. Authority or Supplier;
e |ocation of asset;

e unique Identifier; and

e approximate value.

All Services shall be instructed through an operational control centre
request from the Authority, unless specifically agreed otherwise in writing
with the Authority. Failure by the Supplier to adhere to this process may
result in the Authority withholding payment for that particular Service. All
systems and procedures shall be agreed in advance with the Authority.

The Supplier shall adhere to procurement processes and procedures as
agreed with the Authority.

QUALITY MANAGEMENT

Work undertaken and Services provided by the Supplier shall be required to
conform to these quality standards:

a)  All work undertaken by the Supplier shall be in accordance with the
requirements of relevant legislation and good industry practice; be to
appropriate professional and technical standards and shall comply
with the requirements of the appropriate professional bodies or
institutions, including guidance notes and codes of practice where
applicable;

b)  The Supplier shall exercise all reasonable skill, care and diligence in
the discharge of the duties required by the Contract; and

c) The Supplier shall operate a quality assurance system covering the
delivery of all Services to the requirements of ISO 9001 and ISO
14001 or such similar standards as approved by the Authority.

The Supplier shall prepare and maintain a Quality Plan, including its quality
management system, and shall apply this to the Contract throughout its
duration, and shall ensure it is understood through quality awareness
training, implemented and maintained by all members of Supplier
Personnel.

Quality review

3.6.3

3.6.4

The Supplier shall undertake an annual review, prior to each anniversary of
the Commencement Date, of its quality system for its suitability and
effectiveness.

The Supplier’s senior management shall undertake an annual quality
management review, prior to each anniversary of the Commencement Date,
of quality policies, operating procedures, organisation and management
responsibilities for their suitability and effectiveness.

11
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The Supplier’s operational management and the Supplier Personnel shall
review the system at local level.

The Supplier shall react accordingly to the results and findings of these
reviews in order to maintain or improve their Service to the Authority.

Quality audits

3.6.7

3.6.8

3.7
3.7.1

3.7.2

3.7.3

3.7.4
3.75

3.7.6

3.7.7

3.7.8

3.8
3.8.1

3.8.2

The Supplier shall undertake an annual quality audit prior to each
anniversary of the Commencement Date, and any resulting non-conformity
shall be rectified in a timescale agreed with the Authority.

At the Authority’s discretion, the Authority reserves the right to implement an
independent audit, in accordance with the requirements for BS EN ISO
9001:2008, to monitor the Supplier’'s performance. The Supplier shall fully
cooperate with all requirements of the Audit.

AUDIT ARRANGEMENTS

The Supplier shall implement and operate all systems and procedures in an
open-book transparent manner, enabling the Authority to access and Audit
any part of the Supplier’s systems at any time. The Supplier shall provide
any necessary software and training to the Authority at the Supplier’s
expense to enable them to carry out their role.

The Supplier shall implement an internal audit programme to monitor
processes used in connection with the delivery of the Services.

The Supplier shall ensure that the Authority Monitor has unrestricted access
to the internal audit programme.

The Supplier shall implement a system to address non-compliance.

The Supplier shall facilitate visits by the Authority to carry out Audits and
comply with any requirements arising from the Authority’s audit reports.

The Supplier shall ensure that its asset register is kept up to date such that
the Authority can effectively Audit it.

The Supplier shall ensure that all records in relation to vehicles, security
and equipment that require active maintenance are kept and organised
such that the Authority can effectively Audit them.

The Supplier shall ensure that the Authority Monitor is provided with
information on a daily basis which relates to the provision of services and
significant performance failures over the previous 24 hours in a format
agreed with the Authority.

SERVICE IMPROVEMENT

Schedule H (Innovation and Partnership Agreement) sets out the process
by which the Authority wishes to engage with Removals-related Service
Suppliers, which shall include but not be limited to the TSP, with the aim of
working together to make Service improvements. The Supplier shall comply
with the requirements specified in Schedule H.

Schedule O (Service Improvement) sets out the process by which the
Authority wishes to engage with the Escorting Service Supplier, with the aim
of working together to make Service improvements on non-Removals

12
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activities. The Supplier shall comply with the requirements specified in
Schedule O.

The Supplier shall provide suitably experienced and empowered Supplier
Personnel to attend Service improvement meetings at both strategic and
operational levels. The Supplier shall make all reasonable endeavours to

ensure the selected individuals attend consistently throughout the Contract
Term to provide the necessary continuity to implement changes effectively.

The Supplier shall provide Service improvement information as requested
by the Authority within the agreed timescales and to the specified format
and quality.

In instances where the Authority has submitted a Service improvement
business case, the Supplier shall undertake a review of any such business
case to assess the feasibility and impact from the perspective of the
Services which they are responsible for delivering.

The Supplier shall execute all agreed actions arising out of the Service
improvement programme within the specified timescales.

PERFORMANCE MONITORING
Performance Monitoring Programme

a) The Supplier shall prepare and submit for endorsement, as part of th
Service Delivery Plan, a Performance Monitoring Programme
demonstrating all the performance monitoring activities that the
Supplier will undertake to monitor the quality of Services that the

e

Supplier is achieving (including the Supplier’s performance against its
continuous improvement objectives, to ensure the Services are being

carried out to the level and quality required by the Contract).
b)  The Supplier shall review, update and resubmit the Performance

Monitoring Programme as part of the Service Delivery Plan when that

plan is updated.

c) The Supplier shall monitor its own performance in accordance with
the Performance Monitoring Programme as endorsed.

d)  The Authority may monitor the delivery of the Services using any
method considered reasonable by the Authority including but not
limited to the following:

Monitoring Method
Reports made by the contract manager of the Authority and/or
the contract manager of the Supplier (reports made to the
operational control centre and operational control centre records).
Comparison with agreed policies, procedures, manuals and work
plans.
Comparison against agreed benchmark (applies to format of
reports etc.).
Supplier self monitoring (in accordance with the Performance
Monitoring Programme).
IAnalysis of information contained in Supplier and other
operational records.
Customer satisfaction surveys
Supplier audit (including analysis of complaints, random visits,
validation checks of Supplier data and deliberate testing).

13
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Contract manager audits
Authority Monitor audits

PERFORMANCE REPORTING

Monthly Performance Report

3.10.1

The Supplier shall prepare a Monthly Performance Report that meets the
requirements of paragraph 3.10.2 and that shall be delivered to the
Authority within 5 Business Days after the end of each Contract Month.

Monthly Performance Reporting Requirements

3.10.2

3.10.3

The Supplier shall provide all such information or Data as is required to
complete the Monthly Performance Report. For the avoidance of doubt all
reports shall clearly identify the Service in which each Service Failure has
occurred or Service Request has been made (i.e. D1: Management
Services, D2: Core Services, D3: In-Country Escorting etc.).

The Monthly Performance Report must provide sufficient information to
enable the Authority to calculate the Monthly Service Payment for each
Contract Month, including but not limited to the following information (or as
otherwise agreed with the Authority) during, for or in respect of, the relevant
Contract Month:

a) asummary of all of Service Failures and other Service Requests and
events reported to the operational control centre;

b) the number of Service Failures;
c) the number of Service Failures of each Priority Category;

d) complaints received by the operational control centre relating to any of
the Services;

e)  with respect to each Service Failure:

¢ the unique reference number for the Service Failure (see also
3.13.10);

e a short description of the Service Failure;
e the date and time of the Service Failure;

e Supplier's estimate of the deduction to be made from the monthly
Charges;

o the number of communications received by the operational control
centre, broken down into each Service or other agreed
categorisation;

f) and other information required to be provided in accordance with this
Contract (including the Authority’s specific requirements in Schedule
D).

14




OFFICIAL-SENSITIVE

Quarterly Performance Report

3.10.4 The Supplier must prepare and provide to the Authority a Quarterly

Performance Report in accordance with paragraph 3.10.5 within ten (10)
Business Days after the end of each Quarter during the Contract Term.

Quarterly Performance Reporting Requirements

3.10.5 The Quarterly Performance Report must summarise:

3.11
3.11.1

3.11.2

3.12

a) the information provided in the Monthly Performance Reports
submitted in respect of the months comprising that Quarter;

b)  the minutes of any meeting under 3.14.7 relating to performance
matters raised in the relevant Monthly Performance Reports; and

c) any other information required to be provided with or as part of the
Quarterly Performance Report under this Schedule D or the
remainder of this Contract.

SERVICE PERFORMANCE DATA

The Supplier shall ensure the availability and continuous integrity of all
performance data, and warrants that all performance Data are at the end of
each week accurate, complete and correct.

The Supplier shall ensure that the performance Data are not amended,
deleted or destroyed unless prior written authorisation is provided by the
Authority.

AUTHORITY PERFORMANCE MONITORING AUDITS

Monitoring and auditing

3121

The Authority and any person authorised by it may monitor and review,
upon giving 5 Business Days' notice to the Supplier (except in the case of
an emergency when no notice is required) at any time during the Contract
Term, or require an Audit of the Supplier's performance or its performance
monitoring system (including the Performance Monitoring Programme) any
time up to 6 months after the end of the Contract Term.

Supplier to assist

3.12.2

3.13
3.13.1

The Supplier shall give such assistance as is reasonably required by the
Authority in respect of any monitoring, review or Audit, including by
providing additional copies of documents used, prepared or produced in
connection with the Supplier's performance monitoring activities or the
provision of the Services and forwarding the same to the Authority or such
other place or person notified by the Authority.

OPERATIONAL CONTROL CENTRE

The Supplier shall provide an operational control centre Service to respond
to Service Requests as described within this Schedule D and to allow the
Authority to report Service Failures and unavailability notices via telephone,
email and other written forms of communication. The operational control
centre shall also provide advice on the Escorting Services to the Authority.

15
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Installation and Setting Up

3.13.2

3.13.3

The Supplier shall ensure that:

a) clear instructions on the agreed use of the operational control centre
are provided to the Authority in a form approved by the Authority
during the Mobilisation Period (where approval shall not be
unreasonably withheld) and updates shall be provided from time to
time, as necessary and in any case prior to changes being
implemented; and

b)  following the completion of the instructions, ensure that all Supplier
Personnel and Authority Representatives likely to use the operational
control centre are familiar with the operational control centre
instructions and are familiarised with the use of the operational control
centre as part of their induction training. The Supplier shall also
provide ad-hoc training as may be required to ensure users are aware
of procedural updates.

The Supplier shall train operational control centre staff to respond in an
informed manner to all enquiries. The operational control centre staff shall
comply with appropriate codes of conduct as specified in this Schedule D.

Initial Response Time

3.13.4

3.13.5

3.13.6

3.13.7

The operational control centre Service is to facilitate a response to queries,
Service Requests, Service Failures and Unavailability Notices within
specified timescales as required by this Contract. The Supplier shall
respond to the Service Requests within the specified timescales, and shall
respond with an adequate level of support to resolve issues in accordance
with the requirements of this Schedule D.

Calls to the operational control centre shall be answered within 30 seconds.
The Supplier shall undertake a monthly audit, randomly sampling a
minimum of five percent (5%) of calls received. A copy of the audit shall be
provided to the Authority within 5 Business Days of the review.

Emails or electronic written forms of communication to the operational
control centre shall be responded to within 5 minutes. The Supplier shall
undertake a monthly audit, randomly sampling a minimum of five percent
(5%) of communications received. A copy of the audit shall be provided to
the Authority within 5 Business Days of the review.

Other written forms of communication shall be responded to within 1
Business Day. The Supplier shall undertake a monthly audit, randomly
sampling a minimum of five percent (5%) of communications received. A
copy of the audit shall be provided to the Authority within 5 Business Days
of the review.

Availability and Staffing

3.13.8

The Supplier shall ensure that the operational control centre is available 24
hours per day / 365(6) days per year to respond to all queries, Service
Requests made, and Service Failures and Unavailability Notices reported.
However, the demand for Services is significantly affected by the operating
hours of the Authority and as such the majority of Service Requests are
made during Authority ‘core hours’ (07:00 to 20:00). Operational control
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centre shall be directly manned 24hrs a day, to enable the Authority to
contact the Supplier to discuss or arrange service requests. An on-call
arrangement to staff not based in the control centre shall not be sufficient to
meet this requirement.

Procedures

3.13.9

3.13.10

3.13.11

3.13.12

3.13.13

3.13.14

The Supplier shall make telephone access to the operational control centre

Service at local call rate charges.

The Supplier shall log all queries, Service Requests, Services Failures and

Unavailability Notices. The Supplier shall record all relevant details,
including the following information:

a) name and location of the person logging the query, Service Request,
Service Failure or Unavailability Notice;

b) date and time of the query or Service Request was made or Service
Failure/Unavailability Notice was reported,;

c) nature of the Service Request, Service Failure or Unavailability
Notice;

d) any systems affected by the Service Request, Service Failure or
Unavailability Notice;

e) categorisation (priority); and

f) allocate and record a unique reference number.

The Supplier shall inform the originator of the query, Service Request,

Service Failure or Unavailability Notice as to the proposed course of action
from any operational control centre query. The operational control centre
shall co-ordinate the appropriate response accordingly.

The Supplier shall ensure that a response and solution if necessary to the

query, Service Request, Service Failure or Unavailability Notice reported
occurs and shall inform the operational control centre of the achieved
response/rectification and the action undertaken. This information is to be
logged into the operational control centre system.

The Supplier shall inform the originator of the Service Request of any

subsequent change to the proposed course of action requested. This
information shall include, with reasons, but not limited to:

a) change of pick up time;
b)  change of delivery time (where delivery time dependant); and
c) change of overseas Supplier Personnel.

Once information has been logged with the operational control centre, the
Supplier shall ensure that entries cannot be amended unless there is a
system in place to record:

a) the exact nature and impact of the amendment;

b) the reason for the amendment;

c) the date and time that the amendment was made;

d) the name of the person who made the amendment; and

e) the name of the person who authorised the amendment.
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3.13.15 The Supplier shall ensure that the Authority Monitor is given full read and

print only access to request all operational control centre records at any
time in a format agreed with the Authority.

3.13.16 The Supplier shall ensure confidentiality is maintained in line with all

applicable Authority policies.

3.13.17 The Supplier shall ensure that an appropriate back-up system is in place to

3.14
3.14.1

3.14.2

3.14.3

3.14.4

3.14.5

3.14.6

3.14.7

3.14.8

ensure that operational control centre Data and records cannot be lost or
destroyed as a result of software or systems failure or any other
occurrence. The back-up system need not be maintained on a real time
basis but shall be backed-up daily. The Supplier shall ensure that
operational control centre Data and records are stored securely.

COMMUNICATIONS AND MANAGEMENT INFORMATION REPORTING

The Supplier shall take a proactive approach to communicating and liaising
with the Authority, which shall include the implementation of the following
management reports relating to data on the delivery of the Services, which
shall be made available to the Authority on request. The minimum content
of each type of report is included in Annex A to this Schedule D:

a) Daily Report;

b)  Daily Failure Log

C) Monthly Summary Report;

d)  Monthly Management Information Report; and
e)  Quarterly Benchmarking Report.

The Supplier shall agree with the Authority during the Mobilisation Period an
approved circulation list for each of the management information reports,
and update this circulation list as required by the Authority.

The Supplier shall provide the Daily Report to the applicable approved
circulation list prior to 12:00 (noon) local time of the next Business Day to
which the report refers.

The Supplier shall provide the Monthly Summary Report to the applicable
approved circulation list within 5 Business Days after the end of the month
to which it refers.

The Supplier shall provide the Monthly Management Information Report to
the applicable approved circulation list within 5 Business Days after the
completion of the month to which it refers.

The Supplier shall provide a Quarterly Benchmarking Report to the
applicable approved circulation list within 5 Business Days after the end of
the Quarter to which it refers.

The Supplier shall hold monthly meetings with the Authority to review
Service delivery. The Supplier shall provide an agenda to be approved by
the Authority 5 Business Days in advance of the meeting.

The Supplier shall provide when requested, within 10 Business Days or as
otherwise agreed with the Authority, statistical information to enable the
Authority to undertake its reporting requirements to central government,
reports and supporting records reasonably required for the Authority to
undertake its own audit requirements.
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The Supplier shall ensure that information on a Detainee is recorded, up to
date and securely available to the Authority upon request within 3 hours or
as otherwise agreed with the Authority, and shall, where requested, provide
the Authority with access to any IT systems holding information about a
Detainee.

The Supplier shall ensure that Detainee records are searchable at least by
Authority reference number and the full list of search fields shall be agreed
with the Authority prior to system implementation.

CUSTOMER SATISFACTION PROCEDURES

The Supplier shall implement systems and procedures to enable feedback
on the Services to be provided from the Authority and the TSP to the
Supplier and to demonstrate continuous improvement. The methodology
and report format shall be agreed with the Authority during the Mobilisation
Period.

The Supplier shall implement a system where a Detainee can provide
feedback on the provision of Services and shall take account of the issues
that emerge.

Upon review of the feedback with the Authority, the Supplier shall agree an
action plan to address issues raised and demonstrate that it has met the
action plan requirements at subsequent reviews.

COMPLAINTS PROCEDURE

The Supplier shall implement systems and procedures to allow the formal
raising of complaints by, but not limited to the Authority, the TSP and a
Detainee and their representatives. The complaints procedure shall be
agreed with the Authority during the Mobilisation Period.

The complaints procedure shall ensure all complaints are copied to the
Authority within 24 hours of receipt and shall provide for an initial response
within 2 Business Days from the raising of the complaint with the Supplier
by the Authority, and a detailed written response within 5 Business Days
from the raising of the complaint with the Supplier by the Authority.

The Supplier shall ensure that its complaints procedure allows Children or
Unaccompanied Minors to raise complaints in an age-appropriate manner.

The Supplier shall ensure that the procedures for investigation of complaints
made by a Detainee and other parties comply with the relevant DSOs.

The Supplier shall ensure that a Detainee in the Supplier’s custody is made
aware of the complaints procedure, that notices describing the complaints
procedure are on display to a Detainee in the Desighated Languages and
that complaint forms (currently DCF 9) are readily available to a Detainee in
the Designated Languages.

The Supplier shall ensure that all complaints of alleged racial discrimination
are brought to the attention of the Authority and the appropriate Supplier’s
manager.

Where the Authority advises the Supplier that the Authority will be assuming
the responsibility for the investigation of a complaint being investigated by
the Supplier, the Supplier shall provide the Authority with all necessary
assistance and co-operation as requested.
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RECORD AND DATA MANAGEMENT

The Supplier shall maintain all records relating to the delivery of Services in
accordance with the Contract and shall ensure all records are securely
stored.

The Supplier shall securely store Data and records in compliance with the
Data Protection Act 1998 and minimum storage period for financial records
of 6 years from the end of the Contract. The Supplier shall store personal
Data for no longer than necessary but the Supplier shall agree a minimum
period with the Authority during the Mobilisation Period. Any documentation
or computer records shall be made available for inspection by the Authority
as required. Such information shall be provided within timescales defined by
the Authority for each Service Request.

The Supplier shall sort the paperwork, known as DCRU Detention
Paperwork (1S91 Transfer Records), comprising primarily 1IS91s and 1S83s,
where the Detainee was removed directly from a United Kingdom Holding
Room. The paperwork relates to the detention of Detainees to enable the
Authority to recover detention costs from inbound carriers in accordance
with the IAA 1999 and NIAA 2002. The paperwork will be sorted and
classified and delivered to the Authority weekly. The exact details of the
arrangements shall be agreed with the Authority during the Mobilisation
Period, however the Supplier will be required to categorise the paperwork,
with supporting IS forms, by the following categories:

a) granted temporary admission and the IS106 form is available;
b)  removed directly from detention and the 1S83 form is available; and

c) incomplete records where either the IS83 or 1S91 forms are available.

HEALTH SAFETY AND WELFARE

The Supplier shall develop, implement and maintain health and safety
systems, policies, procedures and protocols which meet legal requirements
and best practice for all activities and locations where Services will be
provided. The policies shall be agreed with the Authority during the
Mobilisation Period.

The Supplier shall develop, implement and maintain accident reporting
procedures as agreed with the Authority.

The Supplier shall notify the Authority of any matters in relation to the
Services which the Supplier considers constitute a hazard or potential
hazard. The Supplier shall establish systems for the receipt from the
Authority, and dissemination to Supplier Personnel, of all warnings and
safety action bulletin notices published by the Authority. The Supplier shall
ensure appropriate action is taken and recorded centrally at the Supplier’s
expense, where this is under Supplier control. Where taking appropriate
action is not under Supplier control, the Supplier shall seek an agreed
course of action with the Authority.

The Supplier shall notify the Authority of any matter relating to the Services
which raises any issue in relation to the welfare of any Detainee, or his or
her care. The Parties shall hold a monthly Joint Welfare Board for which the
initial Terms of Reference are attached as Annex B to this Schedule D1.
These shall be reviewed and amended as appropriate in discussions with
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the Supplier which shall take place during the Mobilisation period.

The Supplier shall develop, implement and maintain welfare incident-related
reporting procedures for the Monthly Welfare Board. These shall be
developed and agreed by the Parties during the Mobilisation Period.

ENVIRONMENTAL MANAGEMENT

The Supplier shall develop, agree with the Authority, implement during the

Mobilisation Period and maintain an environmental management system in
accordance with the requirements of ISO 14001 (or similar) to demonstrate
innovation and continuous improvement with regard to sustainability and a

preference for low carbon solutions.

The Supplier shall during the Mobilisation Period provide the Authority with
its Environmental Sustainability Policy, complete the Authority’s corporate
social responsibility tool CAESER on-line and name an environmental
sustainability contact.

The Supplier shall ensure systems and procedures are in place, as agreed
with the Authority during the Mobilisation Period, to record and monitor the
carbon dioxide emissions related to vehicles purchased, using national
government reporting guidance (DEFRA).

The Supplier, in designing their Service delivery models shall demonstrate
an integrated approach to sustainable development with regard to the
Authority’s Sustainability Policy. This shall take into account, but not be
limited to, the following:

a) Conservation — energy, wood, paper, horticulture, water;

b) Pollution — climate change, Ozone depletion, vehicle emissions,
asbestos, hazardous substances, batteries, solvents and paints, bio-
degradables and litter;

c) Procurement;
d) Waste —recycling; and
e)  Monitoring and auditing.

CONTINGENCY PLANNING

The Supplier shall in cooperation with the Authority, develop, maintain and

update a set of Contingency Plans annually prior to each anniversary of the
Commencement Date, and as may be needed by changing circumstances.
By way of example, changing circumstances may include:

a) changes in Authority policies;
b)  new technology; and
c) changes in Legislation.

The Supplier shall update plans to ensure continued compliance with the
Service requirement, any Authority business continuity plans and DSOs on
incident reporting.

The Supplier shall obtain approval for the Contingency Plans from the
Authority. Any change to the Contingency Plans shall follow the change
control procedure described in the Contract.
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The Supplier shall ensure that the Contingency Plans address activity in

each Service area, relate to an analysis of local risks, ensure the effective
management and reporting of Detainee incidents and ensure that Service
continuity will be maintained under circumstances including but not limited
to the following:

Systems and Services

a)

b)
c)
d)

e)

system failure for IT, communications, recording and monitoring
systems;

electricity / telephone failures;
radio compromise;
catering failure;

loss or failure of Services, including non-delivery of a Detainee to an
establishment;

Access, Safety and Security

f)
9)
h)
i)
)

Carriers

Refusals

u)

inability to access buildings or vehicles, including barricade of access
doors and/or internal barricade;

key / lock compromise (building or vehicle);
tool loss;
full close-down search;

evacuation of building, including evacuation from one part of the
building to another and total evacuation to a temporary location;

incident notifications and control;

bomb threat / explosion;

firearm / ammunition / Cl spray (actual find/threat of presence);
fire;

natural disaster;

charter flights to hostile environments;
charter cancellations / disruptions;
scheduled flight cancellations / disruptions;

airline liquidation;

refusal of the commander of Craft to take the Detainee onto the Craft;

refusal by immigration officials at the overseas destination to admit a
Detainee;

Disruptive behaviour

v)

individual and concerted indiscipline (active or passive) by Detainees
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or Visitors to include but not be limited to fights, demonstrations,
violence and Dirty Protests;

food and/or fluid refusals by a Detainee;

escape and attempted escape from a Holding Room, STHF and/or an
Escort;

aiding and abetting of an escape by a third party;
hostage taking (static and on the move);
kidnap;

public demonstrations and direct action by protest groups;

medical emergency;

detention and movement of a Detainee in the event of a pandemic
and/or epidemic;

communicable diseases;
cleaning involving body spills;

injury or iliness of a Detainee in custody that requires medical
attention, including arrangements for taking a Detainee to hospital;

accidents, assaults or injuries to Detainee, Visitor, staff;
suicide and/or attempted suicide;
death of a Detainee in custody;

death of staff or any other person (on duty and in any of the facilities
and locations where Services shall be provided);

non-availability of staff (including due to sickness, industrial action);
need for additional security and/or back-up vehicles;

closure of a facility (to include details of how Detainees would be
moved);

vehicle breakdown;
vehicle unavailability;
road traffic accidents involving Escort vehicles; and

traffic congestion.

The Supplier shall ensure that Contingency Plans take account of relevant
stakeholders which shall include without limitation, Port Operator, courts,
HM Prison Service, building security, local Authority and/or Authority
engaged service providers where the Supplier will be working on their site
or alongside and/or with Supplier Personnel to ensure alignment with their
incident plans, protocols and Business Continuity Plans where there is a
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crossover. The Supplier shall ensure that the respective stakeholders are
provided with copies of all relevant, current Contingency Plans.

The Supplier shall provide paper and electronic copies of the Contingency
Plans to the Authority’s headquarters in Croydon, shall securely store the
originals in their care and copies at each relevant location and shall provide
the Authority Monitor with copies.

The Supplier shall include within the Contingency Plans, as necessary,
details of the arrangements to address and resolve any claim for the loss or
destruction of a Detainee’s property within one month of the incident.

The Supplier shall implement contingency Services within the timescales as
agreed in the Contingency Plans.

The Supplier shall test each element of the Contingency Plans at regular
intervals, ensuring Authority involvement in these tests, and take part in
Authority-led Contingency Plan testing.

The Supplier shall operate a structure for integrated command of serious
incidents that links with the Authority, emergency services and relevant Port
Operators and aligns with the relevant DSOs. Details of this structure shall
be provided to and approved by the Authority during mobilisation.

The Supplier shall notify the Authority Monitor in the event of an incident in
accordance with the DSOs and shall submit a detailed incident report to the
Authority within 24 hours of the incident.

The Supplier shall notify the Authority Monitor in advance of a planned
debrief, following any incident or emergency.

The Supplier shall ensure that in the event of any failure of its IT systems
used in the delivery of the Services, it is able to carry out the Services with
minimal disruption.
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ANNEX A — MANAGEMENT INFORMATION

INTRODUCTION

The purpose of this Annex A is to outline the Management Information that
the Supplier shall be expected to record, store and make available to the
Authority.

In accordance with the requirements in this Schedule D, the Supplier shall
provide the following Management Information reports to the Authority, the
contents of which are outlined in this Annex A and shall be agreed with the
Authority during the Mobilisation Period:

a) Daily Report;

b) Daily Failure Log;

¢) Monthly Summary Report;

d) Monthly Management Information Report; and
e) Quarterly Benchmarking Report.

f) Monthly Welfare Report.

In addition to regular reporting the Supplier shall also ensure that any
Management Information can be provided to the Authority upon request.

The Supplier shall ensure the information required below can be provided to
the Authority by:

a) case (including but not limited to Detainee case/Authority reference
numbers, name, age, gender, nationality, welfare/healthcare Data);

b) activity (including but not limited to detention location and time, Escort
time, location and journey, use of a vehicle, use of force, medical event,
incident, bed-guards); and

¢) resource (including but not limited to Supplier Personnel, medical staff,
staff name/number, staff role, location/time of staff member on a given
activity).

The Authority will require the information to be available with appropriate
links between the Data sets, which enable the information to be extracted
from a variety of angles using identifiers for Data that are consistent with
those used by the Authority.

The Authority will require information to be provided on costs associated
with any case, activity and resource in order to understand the real-life
costs involved in processing a Detainee through the Removal process. The
content and format of the information supplied by the Supplier shall be
subject to approval and comment by the Authority.
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1.2 MANAGEMENT INFORMATION TO BE RECORDED

1.2.1 The Supplier shall record and store the information below. The final list shall
be agreed with the Authority during the Mobilisation Period.

1.2.2 The Supplier shall provide the Authority with any of the information below
upon request.

1.2.3 The following abbreviations have been used to indicate the Service area to
which the information requirement applies:

Definition Abbreviation
In-Country Escorting IC
Overseas Escorting oS
Holding Rooms HR
Short Term Holding Facility STHF
Juxtaposed Controls JC
Information requirement IC |OS |HR | STHF |JC
Tasking Data
Record of all instructions received from the Authority.
11 Date and t!me recelve_d. . v v v v v
¢ Date and time of Detainee collection (planned and
actual).
e Date and time of Detainee delivery (planned and
actual).
Risk assessment Data
(recorded as responses to tasking)
2 | e Proposed numbers of DCOs and medical Supplier v
Personnel.
o Risk assessment behind proposal (and mitigations).
o Copies of risk assessments.
Overseas Escorting
3 v
Costs of overseas Escorts by destination and route.
Vehicle tracking
4 v | v v |V v

Live tracking of Escort vehicles.
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Information requirement

0S

HR

STHF

JC

STHF

Provision of items for Detainee welfare (clothing,
hygiene etc).

Cleaning activity.

Repairs, maintenance and equipment replacement.
Income and expenditure for retail facility (plus
monthly accounts).

Records of foreign currency exchange.

Catering Data (including meal times, meal options,
temperature checks, meals refused).

Travel warrants issued for travel upon release.
Record of each occasion any correspondence is
opened read or stopped, including the grounds for
taking such an action.

Internet usage — breaches security.

Welfare Data

Time, date and details of:

meals, refreshments;

comfort breaks whilst under Escort;

provision of facilities for Children; and

provision of items for Detainee welfare (clothing,
hygiene etc.).

First Aid

Date, time, details of First Aid events
(for JC this also refers to any occasion where the French
emergency service(s) are summoned).

Staff Data

Details of staff member per task (including staff
identification number, name, gender, nationality,
United Kingdom immigration status, role e.g. medical
Supplier Personnel, DCO).

Task location, time and date.

Duration of Supplier Personnel time (hours) spent
per task.
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Training records.

Information requirement IC |OS |HR | STHF |JC
Supplier Personnel Data
o Details of Supplier Personnel per shift (including staff
identification number, name, gender, nationality,
9 United Kingdom immigration status, role e.g. medical v 4 4
Supplier Personnel, DCO).
e Shift location, time and date.
e Duration of Supplier Personnel time (hours) spent
per shift.
Detainee property
e Searching records.
10 | ¢ Records of Detainee’s property and its consignment. | v | v | v |V v
e Items in custody of Supplier on behalf of a Detainee.
e Confiscated material or items (and associated
arrangements for disposal/storage).
Visits
(applicable to both Visitor(s) and Official Visitor(s))
e Visit details.
e Visitor detalils.
11 | ¢ Time of arrival and departure. VoY v
Plus for STHF only:
¢ the time taken between a Visitor registering their
arrival and the commencement of the visit, the
identification provided, Visitor home address.
Training
12 v |v v |v v
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1.3 MANAGEMENT INFORMATION REPORTING

Daily Report

1.3.1 The Supplier shall report the information below in the Daily Report to the
Authority. The final list shall be agreed with the Authority during the

Mobilisation Period.

1.3.2 The following abbreviations have been used to indicate the Service area to
which the information requirement applies:

Definition Abbreviation
In-Country Escorting IC
Overseas Escorting oS

Holding Rooms HR

Short Term Holding Facility STHF
Juxtaposed Controls JC

Information requirement IC |OS |HR | STHF | JC
STHFE
13 |° Bedcount Data (twice daily). v

24 hours (once dalily).

e Arrivals and departures for the previous 24 hours
and anticipated arrivals and departures for the next
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Daily Failure Log

1.3.3 The Supplier shall report the information below in the Daily Failure Log to
the Authority. The final list shall be agreed with the Authority during the
Mobilisation Period.

1.34 The following abbreviations have been used to indicate the Service area to
which the information requirement applies:

Definition Abbreviation

In-Country Escorting IC

Overseas Escorting (ON)

Holding Rooms HR

Short Term Holding Facility STHF

Juxtaposed Controls JC

Information requirement IC |OS |HR | STHF |JC
Daily Escorting failure log summary, including:
e Authority reference numbers;
o Detainee name;
¢ |ocation Detainee to be collected from and delivered
to;
14 | ¢ time of Detainee collection (planned and actual); VoY
e time of Detainee delivery (planned and actual)
e Key reasons for failed Escort;
o Details of Supplier Personnel members tasked for

Escort (including staff identification number, name,

role e.g. medical Supplier Personnel, DCO).

30




OFFICIAL-SENSITIVE

Monthly Summary Report

1.35 The Supplier shall report the information below in the Monthly Summary
Report to the Authority. The final list shall be agreed with the Authority
during the Mobilisation Period.

1.3.6 The following abbreviations have been used to indicate the Service area to
which the information requirement applies:

Definition Abbreviation
In-Country Escorting IC
Overseas Escorting (ON)
Holding Rooms HR
Short Term Holding Facility STHF
Juxtaposed Controls JC
Information requirement IC | OS |HR | STHF

Supplier Personnel summary, including:
o staff utilisation (staff engaged and staff available);
o staff engaged on Escort activity;
o staff engaged on Boarding activity;
e staff engaged on Holding Room activity (including
Reporting Centres);
staff engaged at STHF; v v v v
e total numbers of certificated staff employed on the
Contract;
e staff pending certification having completed initial
training (non-operational);
o staff awaiting CTC clearance;
number of staff left employment during the month;
o number of staff disciplinaries during the month;

15

Training summary (numbers of staff completing each v v v v

16 type of required training).

Vehicle summary, including:

o number of vehicles (by vehicle type);
¢ hours the vehicle is off the road (by vehicle type); v v
o vehicle mileages (by vehicle type); and

¢ vehicle production (by day / night).

17
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Information requirement IC |OS |HR | STHF |JC
Escorting summary, including the following Detainee
numbers:
e number of Escort tasks received;
e Authority cancelled moves not started;
18° Authority cancelled moves started,; v v
o failed Escorts with key reasons;
o number of Escorts carried out (breakdown by type of
Escort destination);
o total Detainees escorted; and
e 9% success rate of moves requested.
Summary of Escort collection locations, including:
e number of Detainees;
19 | ¢ number of occasions medical staff in attendance; v v
and
o number of comfort breaks provided.
Timeliness to Hearing Centres, including:
20 | ¢ number of Detainees delivered on time; and v
e number of Detainees delivered late.
Summary of additional work requested, declined,
21 completed and Detainee numbers, including: v
e special operations; and
e family standby collections.
Bed-guarding, including:
o0 | ® number of bed-guarding requests received; v
¢ number of bed-guarding requests completed; and
e hours spent on bed-guarding.
Summary of Reporting Centre workloads by location,
including:
e number of Detainees;
23| number of meals; v

e number of occasions medical staff in attendance;
and

e summary of length of stay (breakdown by time
category).
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Information requirement IC |OS |HR | STHF |JC
Summary of Holding Room workloads by location,
including:
e number of Detainees;
o4 | ¢ number of meals; v v
o number of occasions medical staff in attendance;
and
¢ summary of length of stay (breakdown by time
category).
Summary of STHF workloads, including:
o number of Detainees;
e number of meals;
25 | ¢« number of occasions medical staff in attendance; v
and
e summary of length of stay (breakdown by time
category).
Boarding activity by location, including:
26 | boardings requested,; v v v
e successful boardings; and
¢ failed boardings.
Detainees handed to PAF at JC, including:
e Coquelles tourist controls;
27 | o« Coquelles freight controls; v
e Calais tourist controls; and
e Calais freight controls.
Number of Detainee moves, by location, of:
e single males;
og | ® single females; v v v v v
e Unaccompanied Minors; and
e family units (breakdown into children, males,
females).
Summary of use of force by Service area, including:
e with restraints;
29 e without restraints; v v v v v
e passive;
e emergency control and restraint; and
o % of all Escorts, Removals, occupants.
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Information requirement IC |OS |HR | STHF |JC
Summary of incidents by Service area and incident type,
including:
30| self—h?rm |’n_C|d.ents; ' _ v v v v v
e other ‘Red’ incidents (as defined in the relevant
DSOs); and
e escapes.
Summary of complaints by Service area, including:
e complaints received;
e complaints cleared;
31 |° substantiated com_plalnts; _ v v v v v
e number of complaints outstanding;
¢ number of complaints taken over by the Authority;
and
e average time taken to deal with a complaint.
32 | Summary of work undertaken and not undertaken. v v v Y v
33 | Total spend by Service area. v v v Y v
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Monthly Management Information Report

1.3.7 The Supplier shall report the information below in the Monthly Management

Information Report to the Authority. The final list shall be agreed with the
Authority during the Mobilisation Period.

1.3.8 The following abbreviations have been used to indicate the Service area to

which the information requirement applies:

Definition Abbreviation
In-Country Escorting IC
Overseas Escorting (ON)
Holding Rooms HR
STHF STHF
Juxtaposed Controls JC
Information requirement IC |OS |HR | STHF | JC
Children and Unaccompanied Minors
v v v v
34 Number of Children and Unaccompanied Minors in
custody split into age ranges.
Detainee Data
¢ Nationality.
o Age.
35| ® S!ngle males. v v v v v
e Single females.
¢ Unaccompanied Minors.
e Family units (breakdown into children, males,
females).
e Authority reference numbers.
Escorting Data
Breakdown the following into job priority, single males,
single females, Unaccompanied Minors, family units
(breakdown family units into children, adult males, adult
females):
36 | ¢ volume of work undertaken; v v
o overall cost of work undertaken and costs of
components of work undertaken (e.g. vehicles,
Supplier Personnel, medical, welfare); and
e volume of work not undertaken (breakdown into
when cancelled, cancelled by whom, reason for
cancellation);
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Information requirement IC |OS |HR | STHF |JC
Volume Data (work undertaken)
Breakdown the following into job priority, single males,
single females, Unaccompanied Minors, family units
(breakdown family units into children, males, females):
e pick-up and destination location and time/date;
37 | fume/date and distance from pick-up to destination by v v v
journey;
e transportation type (including domestic flights) and
details of specific vehicles used per Escort;
e number of Escorts undertaken with medical staff;
o number and details of Supplier Personnel used on
each task; and
e cost of components of work undertaken.
Volume Data (Dedicated Vehicles and Escorting
Services —locally tasked)
e Number of moves.
¢ Number of Detainees (breakdown into age, gender,
a8 nationality). v
e Required pick-up and destination location and
time/date.
e Actual pick-up and destination time/date.
e Actual duration of move.
Number and date of occasions where van service is
unavailable for the required hours.
Detention Data
¢ Volumes of those being Detained in Holding Rooms,
STHF (breakdown into location, identify
accommodation type including family, male, female
facilities).
39| ® Duration of time Detainees are in location. v v v

e Admission and discharge times/dates and outcome
of discharge (indicative examples: granted leave to
enter/remain, granted temporary admission, granted
temporary release, removed, transferred to PAF,
transferred to Escort).

e Refused admissions and reasons (e.g.
overcapacity).
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Information requirement IC |OS |HR | STHF |JC
Ad-hoc Holding Room Service
a0 | ° Time of instruction from the Authority. v
e Details of person issuing instruction.
e Use of Service (including time, date and location).
Risk assessment Data
(recorded as responses to taskings)
o Proposed numbers of DCOs and medical Supplier
41 Personnel. v
¢ Risk assessment behind proposal (and mitigations).
e Scheduled Flights.
e Charter Flights.
o Copies of risk assessments.
Removals
Number of successful and failed Removals. Breakdown
into:
o failed before collection of Detainee.
42 | o failed after collection of Detainee. v oV
e reasons for failure (indicative examples: Authority
cancelled, legal challenge, late asylum application,
Supplier failure, Carrier refusal, Detainee behaviour);
and
¢ time and date of cancellation.
Removals
¢ Number of Removals to and from each location.
43 | ¢ Number of Removals by nationality (breakdown into v
number removed to country of nationality, number
removed to a third country).
Discrete Escorting
e Number of occasions where the Authority has
44 required the Supplier to provide discrete escorting v

presence for non-escorted Removals.
Flight destinations.

e Carriers.

o Number of DCOs used.
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Information requirement

0S

HR

STHF

JC

45

Charters

Charter operations Data per Charter Flight, including:
e number of Detainees;

number of Escorts;

number of medical staff;

medical assistance; and

summary of key issues by destination.

46

Medical

Medical equipment used on Escort.

a7

Vehicles

e Total actual fuel cost.
% of total cost of operational Service area accounted
for by fuel charges.

o Mileage (per vehicle).

¢ Number, type, age, ownership of vehicles.

e Servicing, maintenance and cleaning activity.

48

Age Dispute Cases

Occasions where Supplier challenged an Age Dispute
Case.

49

Healthcare — Short Term Holding Facility (STHF)

Data collection and provision shall be in accordance with

medical and ethical propriety.

o Number and dates of appointments with medical
professional at STHF.

e Time between arrival and healthcare screenings
(medical examinations) upon admission.
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Information requirement IC |OS |HR | STHF |JC
Healthcare activities
Data collection and provision shall be in accordance with
medical and ethical propriety.
¢ Number and date of occasions medical
assistance/advice is sought.
50 | ¢ Number and date of occasions a Detainee is sent to v v
hospital.
¢ Details of emergency appointments, hospital
appointments.
e Rule 35s submitted.
New reception general practitioner appointments.
e Calls to healthcare professionals.
Healthcare — Escorting
¢ Number and date of Escorts cancelled due to
51 healthcare, with reasons. v v
e Number and date an Escort is diverted to hospital.
¢ Number and date of medical assistance/advice being
sought.
e Total number of healthcare issues on Escort.
Medical Advice Service
52 v v v v v
Usage Data.
Translation Service
53 v v v |v v
Usage Data.
ACDT
54 v v |v v
Number of Detainees on open ACDT.
Self-harm
55 v | v | v |V v

Self-harm events requiring hospital treatment.
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Information requirement

0S

HR

STHF

JC

56

Boardings

Number of Boardings undertaken.

Number of failed Boardings with reasons for failure
(indicative examples: Authority cancelled, legal
challenge, late asylum application, Supplier failure,
Carrier refusal, Detainee behaviour).

Number of departures confirmed.

57

Use of Force

Number of events per Detainee (Detainee Data as
per information requirement 34 in this Annex plus
identification of pregnant females).

Geographical location of event.

Details of person authorising use of force on
pregnant females and Children or Unaccompanied
Minors.

58

Use of Handcuffs

Number of uses.

Passive use.

Emergency use.

Duration (hours and minutes).

59

Use of Leg Restraints or other authorised restraints

Type of restraint.

Number of uses.

Duration (hours and minutes).

Details of person authorising use on any Detainee.

60

Notifiable Incidents (ref: DSOs — incident reporting)

Number and details of Notifiable Incidents by category.

61

Incidents

Number and details of incidents where a Child or
Unaccompanied Minor is present (indicative examples:
use of force on family member, splitting of their family).
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Information requirement IC |OS |HR | STHF |JC
Complaints
¢ Date and details of complaints received (including
source of complaint, nature of complaint e.qg.
criminal, welfare).
62 | » Details of Supplier Personnel member(s) v |V v v v
investigating complaint.
o How a complaint has been dealt with.
o Details of complaints cleared / substantiated.
o Qutcome (if known).
e Conclusion date.
Bed-quarding Data
o Number of Bed-guards undertaken.
e Detainee name.
e Location Detainee is collected from and delivered to.
63 . : v
¢ Details of vehicles used.
e Arrival date and time.
e End date and time.
e Total duration (hours).
e Number of DCOs.
Documents
64 | Delivery and/or collection of documents, passports, and | v |V
luggage and personal belongings as part of journeys
already taking place as part of the Escorting Services.
Special Operations & Family Standby Collections
v
65 Data on Supplier involvement in special operations and
family standby collections.
Hotels
66 Details of hotel bookings made by Supplier in v

exceptional circumstances (including details of the hotel,
date, Supplier Personnel involved, circumstances
involved).
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Information requirement

0S

HR

STHF

JC

67

Operational Control Centre

e Supplier Personnel Data per task (including staff
identification number, name, role).

o Task type, time, date.
Duration of Supplier Personnel time spent per task
(minutes).

¢ Response and resolution times (queries, Service
Requests, Service Failures and Unavailability
Notices).

¢ Received queries, Service Requests, Services
Failures and Unavailability Notices, including:

o hame and location of the person logging the
Service Request, Service Failure or
Unavailability Notice;

o date and time of the query or Service
Request was made or Service
Failure/Unavailability Notice was reported,

o hature of the Service Request, Service
Failure or Unavailability Notice;

o

Service Failure or Unavailability Notice;

categorisation (priority);

unique reference number;

proposed course of action; and

o actual response and solution.

¢ Amendments made to records (if applicable)
including the exact nature and impact of the
amendment; the reason for the amendment; the
name of the person who made the amendment; and
the name of the person who authorised the
amendment.

O O O

any systems affected by the Service Request,

68

ACDT

Number of Detainees on open ACDT.
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Quarterly Benchmarking Report

1.3.9 The Supplier shall report the information below in the Quarterly
Benchmarking Report to the Authority. The final list shall be agreed with the
Authority during the Mobilisation Period.

1.3.10 The following abbreviations have been used to indicate the Service area to
which the information requirement applies:

Definition Abbreviation

In-Country Escorting IC

Overseas Escorting (ON)

Holding Rooms HR

Short Term Holding Facility STHF

Juxtaposed Controls JC

Information requirement IC |OS |HR | STHF |JC
Service improvement information
o Breakdown of Service improvement activities
currently being undertaken.
e Baseline performance prior to Service Improvement
activity.
v v v v v
0, Current performance.
e % change from Baseline.
e 9% progress towards agreed performance target.
e |ssues and future activities.
e Accumulated payments received and pending from
the Authority.
Health and safety
71 v v v v v
Health and safety records.
Environmental management
72 v | v v |V v

Environmental management information (including
carbon dioxide emissions).
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ANNEX B = INITIAL TERMS OF REFERENCE FOR THE
DETAINEE WELFARE BOARD

1.

11

1.2

1.3

14

2.

2.1

ROLE AND PURPOSE

The Detainee Welfare Board is the key meeting held to review the standards
of welfare being applied to Detainees in all Service Areas. As a minimum, this
includes all the applicable standards from Schedule D (D1 — D7). 1t is
expected that the meeting will be held on a monthly basis. The Authority
reserves the right, at its absolute discretion, to alter the frequency of
meetings during the Term.

The Detainee Welfare Board attendees will be agreed by the Parties during
the Mobilisation Period. As a minimum, attendees shall include the Authority
Representative and the Supplier Representative. Other representatives may
be invited to attend to discuss and represent individual Service Areas. It is
essential that attendees have the authority and seniority to provide thorough
responses on behalf of their respective Parties and develop robust,
deliverable solutions to issues.

While the primary role of the Detainee Welfare Board is to review consistent
welfare standards across the Services, the Detainee Welfare Board will also
be responsible for driving improvements and implementing innovation across
all issues relating to welfare. This Detainee Welfare Board will set the overall
direction for welfare compliance, assurance and improvement.

The key deliverables of the Detainee Welfare Board are to:

> assist in the delivery of the Authority’s strategic aims;

> ensure that the welfare standards across the Services provide a safe,
decent and humane environment in which Detainees are held and
escorted;

> champion and take responsibility for ensuring continuous improvement
in the welfare standards;

> identify, develop and approve any programme of improvements or
enhancements (including structural/fabric, staff training and general
well-being);

> consider and asses the findings of oversight bodies (including but not
limited to HMIP, IMB and ICl); and

> review progress against service improvement plans and agree the

strategy for managing critical recommendations.

AGENDA

The fixed Agenda for the Detainee Welfare Board meeting will be finalised
and agreed by the Authority during the Mobilisation Period. Agenda items
shall include:
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Topic Purpose Outcome
Oversight bodies’ Identify emerging high level A more effective and
recommendations themes and consider strategic response to

appropriate response

emerging issues —
considering national impact if
necessary.

Relevant Supplier/Authority
investigation report (welfare
concerns)

Review findings to consider
necessary action, learn
lessons and highlight best
practice

Provide an effective
response to issues raised
through investigations and
ensure learning is effectively
captured at a corporate level

Supplier / Authority audit
findings

Highlights repeating issues or
emerging trends

Ensure an effective, timely
response, avoids issues
reoccurring

Holding room volumes /
lengths of stay data

Provides opportunity to
consider trends across the
holding rooms estate and
review any welfare impact

Co-ordinate and agree any
necessary response to times.

Relevant detainee complaints
/ recommendations

Identify any relevant
concerns and review quality
of response

Consider necessary
improvements and agree
delivery.

Child care plan review

Conduct thorough review of
care plan (selected at
random prior to meeting)

Review findings and provide
feedback to staff member
and manager. Agree plan to
improve quality/share best
practice

Adult care plan /ACDT review

Conduct thorough review of
document (selected at
random prior to meeting)

Review findings and provide
feedback to staff member
and manager. Agree planto
improve quality/share best
practice

Review of complex case

Conduct review of complex
case (involving detainee with
medical needs/ family/
pregnant female etc)

Review findings and provide

feedback to staff member(s)

and manager(s). Agree plan
to improve quality/share best
practice

Review of Supplier welfare
based training

Review content, levels of
staff trained, staff
engagement

Identify areas for
improvement seeking
feedback from staff and
detainees.

3. MEETING LOGISTICS

3.1

The responsibility for chairing the Detainee Welfare Board shall be rotated

between the Parties. The chairing Party shall be responsible for capturing
minutes and actions arising and shall issue completed minutes no later than
5 Working Days after the relevant Detainee Welfare Board has sat.

3.2

For the avoidance of doubt, the meetings of the Welfare Board shall be in

addition to any specific performance related meetings which are otherwise
required under the terms of the Agreement.

4. DISPUTES OR FAILURE TO TAKE AGREED ACTION

4.1

It is essential that meeting attendees are committed to delivering the aims of
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the Detainee Welfare Board. All attendees shall be empowered and willing to
take action and make decisions. All new actions shall be agreed at the end
of each meeting and the relevant action owners shall be accountable for
delivery and any associated timescales for delivery. Where an action remains
uncompleted for more than three
(3) months beyond the originally agreed timescale, without good reason, then
the Authority shall be entitled to treat such failure as a failure to meet KPI
WF01, as set out in Schedule G (Performance Evaluation and Service
Unavailability) and the relevant Service Credit shall apply.

Further to this, the Supplier shall agree with the Authority during the
Mobilisation Period, an exceptions process for critical action that must be
completed by the agreed deadline date at the Detainee Welfare Board
meeting. An example of a request requiring critical action would be a
requirement that cannot wait until the three month period has elapsed and is
paramount to the Welfare of detainees.
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