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Call-Off Schedule 20 – Call-Off Specification
[bookmark: bmCompoundReference]This Schedule sets out the characteristics of the Deliverables that the Supplier will
be required to make to the Buyer under this Call-Off Contract


NATIONAL PAYMENT LINE with IN-COURT TELEPHONE FACILITY SPECIFICATION

1. Purpose of Document
[bookmark: _Hlk35605811]1.1 	This document describes a requirement for the provision of an automated telephone payment system including interactive voice response (IVR) and call centre support to the Ministry of Justice (Authority) in order to facilitate the efficient collection of criminal and civil financial orders; fees; maintenance payments; fixed penalty notices and legal aid payments. The service provided to be on a 24/7, 365 basis. The Provider either solely or in partnership with another Provider will provide expertise and support around the provision of such services and work with the Authority’s appointed Merchant Acquirer in the acceptance of such payments via credit and debit cards displaying but not limited to VISA, MasterCard, Maestro, Electron and Solo logos. The Provider(s) will work with the Authority’s appointed Merchant Acquirer in the acceptance of expedited branded checkout payment methods such as but not limited to ApplePay G Pay Masterpass, Visa Checkout, Samsung Pay, Amazon Pay.

2. Background
The provision of an automated telephone payment system including interactive voice response (IVR) and call centre support contract facilitates payments to the Authority via a credit/debit card from any phone line or by using a dedicated restricted phone line at any open magistrates’ court. 
The current Agencies of the Authority are: HMCTS for payment of court orders; the LAA for collection to legal aid debt and Police Forces for fixed penalty tickets. During the lifetime of this contract other Authority Agencies or Authority’s may be included in this contract.
2.1 Her Majesty’s Courts and Tribunals Service
HM Courts & Tribunals Service (HMCTS) was created in 2011 as an executive agency of the Authority. The Agency operates as a partnership between the Lord Chancellor, the Lord Chief Justice and the Senior President of Tribunals as set out in our Legal Framework Document.
	The Authority is one of the largest government Authority’s bringing together areas responsible for the administration of the courts, tribunals, legal aid, sentencing policy, prisons, the management of offenders and matters concerning laws and rights.
	HM Courts & Tribunals Service is responsible for the administration of criminal, civil and family courts and tribunals in England, Wales and non-devolved tribunals in Scotland and Northern Ireland.
	We support a fair, efficient and effective justice system delivered by an independent judiciary.
	A full list of courts and tribunals is available at:
	[REDACTED]

2.2 Police Force
Police Forces can issue fixed penalty notices for certain offences. If unpaid, these tickets are enforced by the Police that will either result in a case being listed before the Magistrates Court or a Fine Registration depending on the notice type. In June 2013 the Police and HMCTS released a new fixed penalty management and accounting system – PenTip.
2.3 Legal Aid Agency
[bookmark: _Hlk35424317]The Legal Aid Agency is an executive agency of the Ministry of Justice, established in 2013. The Agency was set up in order to support the strategic aims of Ministers and the Department. Its main aim is to commission and administer legal aid services in England and Wales. The LAA are responsible for making sure legal aid services from solicitors, barristers and the not-for-profit sector are available to the general public. The LAA are also responsible for funding the Civil Legal Advice (CLA) service, which provides members of the public with free and confidential advice as part of legal aid if you are affected by certain circumstances. 

3 Overview of Service – Automated telephone payment system

3.1 The Provider(s) will provide the Authority with a national automated telephony payment system including interactive voice response (IVR) and call centre support for the processing of credit / debit card transactions. 
 
3.2 The Provider(s) will provide such a service which is accessible 24 hours a day, 7 days a week, 365 days a year.

3.3 The Provider(s) will assign to the Authority for the purpose of inbound service set up, telephone number(s) for both Welsh and English language, with the 0300 prefix. The service will recognise which number has been called and will vary its prompting accordingly. 

3.3.1 These numbers will be configured to take payments using the various Authority Agencies’ accounting systems, which may be numeric or alpha numeric and in various character/digit lengths. 

The Provider(s) will provide a facility to upload daily, valid reference numbers from the various Authority Agencies using this contract and which the IVR will validate against during the payment call. See s6.2 for more details. Pentip requirements are detailed in Annex B. 

3.3.2 Any ‘fall out’ calls will be routed to the Provider(s)’s Call Centre Agent Service. 
 
3.3.3 There must be a facility during the IVR for the caller to press the * or # button and be put through to a Call Centre Agent to continue their call. 

3.4 The Provider(s) will work with the Authority’s appointed Merchant Acquirer to ensure that a joined-up service is provided.
 
3.5 The Provider(s) will work with the Authority to develop the necessary interfaces and to agree the various telephony operating scripts. Each Agency, including each jurisdiction for HMCTS, will require bespoke scripts as detailed in Annex A. The Provider(s) will arrange, at no additional cost, a verbatim translation into Welsh of these operating scripts to be used on the Welsh language line(s). 

3.5.1 The Welsh language line must be conducted solely in Welsh, that is, including all numbers, letters and place names where there is an equivalent, must be in Welsh.

3.6 The automated telephone payment system must have no queuing or engaged tones when callers access it to make a payment. 
 
3.7 The automated telephone payment system must be able to deal with the Authority’s separate accounting divisions and systems for each HMCTS area.

3.8 The Provider(s) will work with the Authority to provide a payment query function within the automated telephone payment system, to enable staff from each Agency to determine if a payment has been made by a specific payer. This ideally will be via a website portal.

3.8.1 As a minimum the information contained on the portal/report must show:
· Record of daily payments itemised
· Start and end number of payment card
· Court identification number
· Payment reference number
· Authorisation code
· Transaction number
· Phone number used to make payment 

3.8.2 Any Portal to the Provider(s)’s systems must be accessible only by nominated users by way of a user ID and password both of which must conform to the latest National Cyber Security Centre Password Guidance [REDACTED]

3.9 The automated telephone payment system must be simple to use and either touch-tone and/or voice activated, as agreed between the parties.
 
3.10 The automated telephone payment system must inform the caller of problems arising during the payment process and where appropriate and defined by the Authority, will direct the call to the Provider(s)’s call agent

3.11 The automated telephone payment system must provide the caller with confirmation that the payment has been accepted and authorised whilst the caller is on the call. The caller must be provided with the authorisation code provided by the Merchant Acquirer for the specific transaction.
 
3.11.1 If a successful payment is made using a mobile phone, the authorisation code should also be texted to that phone.  

3.12 The requirements for Police Forces Pentip dedicated line are set out in Annex B

3.13 Transaction Processing

3.13.1 The Provider(s) will provide transaction information no later than the working day after the transaction is made, for example, a transaction made on Monday, payment information must be supplied to the Authority’s Agency/Authority by 6am on Tuesday. 

3.13.2 The data needs to be made available for secure download to the relevant IT Provider(s).

4 Call Centre Agent Service

4.1 For any callers who cannot complete their transaction fully on the IVR system, they will automatically be transferred to the Provider(s)’s Call Centre Agents (hereafter referred to as Agents). These Agents will complete the payment process following the same script to obtain the required information as requested by the IVR for that Agency. 
 
4.2 Hunt group/s will be created by the Provider(s) solely for callers pertaining to this Authority contract. The number of the hunt group/s to be agreed between the Provider(s) and Authority at onset of contract and may be subject to change during the life of this contract subject to agreement of both parties.

4.3 Callers will be prioritised in order of when their call transferred out of the IVR system. Whilst callers are queuing they will hear on-hold music and messages informing them that they are in a queue, their call is important and that their call will be answered as soon as possible. 

4.4 Only Agents who have been trained on how to answer and respond to Authority callers will access these hunt group/s. Access will be via a log-in facility to ensure only trained staff will be handling these calls. 

4.4.1 The Authority will work with the Provider(s) to establish call handling and routing protocols in order to define the correct route for callers’ queries and issue resolutions. 

4.4.2 The Agent will resolve any issues that involve the payment (credit/debit card issues)

4.4.3 The Agent will advise callers having problems locating the correct reference numbers as per the various ‘mock-up’ notices/orders that they will have in their training material for each of the Authority’s Agencies. 

4.5 Agents will have a custom-built agent tool that when the call is transferred, any information already entered by the caller via the IVR system can be uploaded on to their screen, this will avoid the caller having to repeat any valid information already entered. The agent’s tool will have the facility to input the remainder of the caller’s details to process the payment.

4.6 The minimum time the Call Centre will be available is between 0800hours and 2230hours 7 days a week. 

4.7 Agents will not be expected to deal with:

· Calls in Welsh
· Any query relating to an Authority Agency’s process
· Case specific queries

4.8 Agents will be able to assist the caller with contact details of the court or office the payment is for.

5 Overview of Service – In-Court Telephone Facility 

5.1 A securely mounted telephone to be located in all operational magistrates’ court buildings with the facility of making both outgoing calls and the receiving of incoming calls disabled.
 
5.2 The telephone will have the facility for the caller to press the relevant button which will connect them to either:

5.2.1 The National Payment line – English speaking
5.2.2 The National Payment line – Welsh speaking nb this is for court houses located in Wales. Access to the English-speaking line must still also be available.
5.2.3 The local compliance and enforcement team
5.2.4 The Maintenance Enforcement Business Centre assign to that location
 
5.3 Equipment maintenance: the maintenance of the physical telephone will be undertaken by the Provider(s). Court staff will report to the Provider(s) any faulty telephone of which the resolution by the Provider(s) will be within 2 working days of reporting fault.  The Authority will not be tied into any minimum contracts for equipment.  If any courts are to close the existing equipment will need to be re-located to be used elsewhere within the contract. 
 

6 Interfaces and Data Exchanges with the Authority’s Suppliers 
 
6.1 The Provider(s) must be able to provide compatible data file exchanges to accommodate all of the Authority Agencies various IT systems in current including SFTP transfer parameters.   
 
6.2 At contract commencement the automated telephone payment system must be able to interface with the Police Forces Pentip system. Under continuous Improvement there is a potential requirement for the payment line to interface with other Authority Agencies IT systems. 

6.3 The Provider(s) will provide payment information at an individual transaction level in an acceptable file format (APACS 29 Standard or other format to be agreed) for each accounting division and include the payer’s reference number. 

6.4 On a daily basis, each of the Authority’s Agencies will have the option of sending csv file/s by secure FTP containing a list of reference numbers to be used to validate against the reference number input by the caller. 

6.4.1 The Provider(s) will import the files daily onto a database and for business continuity will store retain each file for a period of 72 hours. This will ensure that there is a file available if for whatever reason the import process of any file fails. The database will be used only to store files sent to the Provider(s) under this Authority contract. 

The Provider(s) will ensure that all payments are authorised by the Authority’s Appointed Merchant Acquirer providing payers with a response indicating the status of each transaction submitted, including, all details of the decline codes used by issuers as allowed under card scheme rules, including, but not necessarily limited to;
· Approve, 
· Decline, refer (for issuer contract during transaction, 
· Decline and pick up card, 
· Other.

Fraud 

The Provider(s) shall provide the Authority with detailed information and standards on how fraud, risk assessment and management is and shall be managed by the Provider(s) for Customers. The Provider’s shall state what fraud management tools are able to the Authority and the contract.

6.5 On a daily basis the Provider(s) will produce a csv export file containing successful transactions made on the automated telephone payment system and payments taken by their Agents. These are to appear on the Provider(s)’s FTP server to be retrieved by the appropriate IT Provider(s) for each of the Authority’s Agencies. 
 
6.5.1 The export files will be available every morning on the Provider(s)’s FTP server by 06:00 containing successful transactions made the previous day. 
 
6.6 Data files sent by the Provider(s) must include the customer reference detail in the required format pertaining to each Authority Agency’s requirement and the payment reference number. 
 
6.6.1 Customer references can be in the following formats 
· Crime – alpha-numeric (12345678A) or numeric 12345678910
· Civil – court code is alpha numeric and consists of four characters i.e. Y448, the warrant reference number is also alpha numeric, consisting of two characters and then six digits i.e. 0C123456
· [bookmark: _GoBack]Fixed penalty notifications – 0018031234561218

6.6.2 The Authority’s various IT Providers will work with the Provider(s) to ensure transactional data is provided in the defined format (6.4.1) to enable uploading into the Authority Agencies’ accounting systems. 
 
6.7 The Provider(s) will work with the Authority and the appointed Merchant Acquirer for the Agencies of this contract, to enable the integration of the  Automated telephone payment system into the Merchant Acquirer’s payment system. 
 
6.7.1 The Authority’s appointed Merchant Acquirer will remit funds to the Authority’s Agencies in a timeframe no longer than transaction day plus three UK banking day basis.
 
6.7.2 The Provider(s), in conjunction with the Authority’s Agencies, develop the automated telephony payment system to accommodate the granularity between the appointed Merchant Acquirer and the various Agencies’ accounting systems. 
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7 Security 
7.1 The Provider(s) shall comply with the Authority’s reasonable security requirements in establishing and managing data exchanges and interfaces with the Authority Agencies IT systems. 

7.2 	The Provider(s) will provide a Disaster Recovery process which is acceptable to the Authority to include details of the process it will follow to restore the Service in the event of failure.  

8.	Implementation 

8.1 	Standards, Policy and Compliance 
8.1.1 	The Provider(s) will comply with all existing and future requirements under the Data Protection legislation in force during this contract; will be registered as a data processor and provide detailed security plans for the protection of client data. 
8.1.2 	The Provider(s) will be compliant with payment card industry (PCI) and data security standards (DSS) and will comply with the IS027001 process for IT security following accreditation no later than 28 February 2020. 
8.1.3 	The Provider(s) will provide a copy of their business continuity and disaster recovery plans and any future updates thereto. The Provider(s) will comply with the terms of these plans at all times. 
8.1.4 	The Provider(s) will adopt best practice arrangements with regard to Diversity and Equalities, including:
· Race Relations (Amendment) Act 2000 
· Disability Discrimination Act 2005 
· The Sex Discrimination Act 1975 as amended by The Equality Act 2010 
8.1.5 	Freedom of Information Act 2000 gives the public statutory rights to information held by public authorities. The Provider(s) will comply with Freedom of Information requests from The Authority. The Authority acknowledges that the detailed pricing information within the contract is Exempt Information for the purposes of this Act, and will not release this information in any circumstances. 
8.2 Testing and Acceptance 
8.2.1	The Provider(s) will make resources available to the Authority to conduct end to-end testing and ensure that the service is fit for purpose.
8.2.2	The Authority will develop a testing strategy and plan for acceptance testing that defines the objectives of all test stages and the testing and assurance to be performed, including non-functional testing. This will identify, where applicable: 
• 	Objectives and criteria; 
· The items to be tested; 
· The testing to be performed; 
· Test schedules; 
· Resource and facility requirements; 
· Reporting requirements; 
· Evaluation criteria; 
· Risks requiring contingency measures. 

8.2.3 	The Provider(s), in conjunction with the Authority, will develop and agree a project plan for implementing the new automated telephone payment system.  



8.3	Maintenance

8.3.1	The Provider(s) is required to provide a minimum of 7 working days’ notice in advance of any planned or scheduled maintenance activity. When doing so it must clearly state. 
· Start date and time
· End date and time
· Service Impact
· Any activity that the Authority may need to undertake.


9 Managing Automated Telephony Payment Services
 
9.1 	Contract Management

9.1.1	The Provider(s) will provide a Customer Account Team (operational during no less than 9.00am to 5.30pm on recognised business days) as a single point of contact for the transition period and for the entirety of the agreement to support the Authority in dealing with issues and concerns. The Provider(s) will appoint an Account Manager and specialists in other key business areas as required by the Authority (e.g. IT Operations, Implementation, Technical Design etc.).

9.1.2 	The Account Manager will participate in strategic level meetings held four times a year with the Authority to review commercial and service performance. The Account Manager will hold operational level meetings with Key Stakeholder national representatives on a monthly basis to review operational services. 
9.1.3 	The Provider(s) will notify the Authority as soon as practicable of any changes to the Customer Account Team or Account Manager named as Key Personnel.
9.1.4 	During the twelve (12) months prior to expiry or from the date at which notice of termination has been received by the Provider(s), the Provider(s) shall not change the staff it uses to perform the Contract, nor alter their terms and conditions of employment (including rates of pay) unless the Provider(s) has the Authority’s express prior written agreement. This shall not include promotion of individuals and the resultant appointment of another competent and qualified post holder nor increases in pay as per the Company's pay structure. This clause is only applicable to specific TUPE identified staff. 
9.2 	Service Levels 
9.2.1 	The service levels and key performance indicators and service credits that will apply to this contract are detailed in Annex C. 
9.2.2 	The Provider(s) will, monthly or at the request of the Authority provide data, in an agreed electronic format to the Authority Contract Manager, showing actual performance against the target service levels in Annex C. 
9.2.3 	The Provider(s) will, where required or as identified, work with the Authority to rectify any deficiencies in service performance and provide details of the actions taken to rectify. 


9.3 	Support Services 
9.3.1	The Provider(s) shall provide a Helpdesk facility to the Authority; its Agencies and Merchant Acquirer for queries of both a technical and transactional nature, answering and providing a resolution to meet the target performance and response levels set out in Annex C. 
	9.3.1.1  All calls to the help desk to be logged. 

9.3.2 	A dedicated e-mail address will be set up to which all payment queries and errors to be resolved will be sent by the Authority. The SLA performance targets will only be applied in respect of queries and errors reported through this address except where the mailbox itself becomes unavailable, in the event of which, the Provider(s) and the Authority will agree an alternative arrangement. 
9.3.3 	The Provider(s)'s Customer Account Team shall be available to provide Contract Management, Operations and Support services. 

9.4	Business Continuity & Disaster Recovery Plan (BCDR)

9.4.1	A BCDR plan which is acceptable and signed off by the Authority is required prior to contract commencement. It should ensure:
9.4.1.1	A Recovery Point Objective of less than 1 hour, measured from the point at which failure occurred

9.4.1.2	A Recovery Time Objective of less than 2 hours, measured from the point the incident is reported or detected. 

9.4.2	The Automated telephone payment system ideally to be self-monitoring, thus in an event of unplanned downtime, email notification is automatically sent to a list of nominated Authority and its Agencies staff within 15 minutes.

9.5 	Management Information 

 	The Provider(s) will supply management information in the format and at the frequency levels detailed in Annex D.  At no additional cost, the Authority and its Agencies will be able to request ad-hoc reports to facilitate the response to requests it may receive or to assist with the identification of efficiency savings.
9.6 	Efficiency Savings 
 	The Provider(s) will identify potential efficiency savings / continuous improvements during the lifecycle of the contract. Improvements identified will be implemented through the Relationship/Contract Manager and implementation team to agreed timescales, for example and not limited to, facilitate an increased number of successful payments made through this service thus reducing the number of dropouts.
9.7 	Governance 
9.6.1 	The Authority shall nominate a Contract Manager to oversee the provision of the Provider(s) services. Unless otherwise agreed, the Contract Manager will be the primary contact point for incident and regular reporting. 
9.6.2 	The Contract manager will be the initial point of contact for problem escalation. 
9.6.3 	Incident and Problem escalation procedures shall be agreed by the parties within three months of the commencement of the services 
9.6.4 	The Authority shall nominate project staff as required for specific actions including: 
· Implementation (transition and testing) 
· Interface and data exchange development 

9.6.5 	The Contract Manager shall hold an annual review of the Services with the Provider(s) on the anniversary of the Contract Commencement. 
10. 	CHARGES FOR CARD SERVICES 

10.1 	Transaction Charges 
10.1.1 	The Provider(s) will hold all charges detailed for the period of the initial contract duration. 
10.1.2 	At the commencement of each year from the anniversary of the Contract the Authority will agree a provisional rate with the Provider(s) based upon the anticipated volume. 

10.1.3 	At the end of each year, the actual volume of transactions will be advised by the Provider(s). When this is outside the range associated with provisional rate, an adjustment will be made to all transactions, based upon the application of the rate associated with the volume band that covers the actual volume of transactions. 

10.2 	Other Charges 

10.2.1 	No charges in addition to those advised will be accepted by the Authority in respect of the provision of the services as defined within this agreement. 

10.2.2	The Provider(s) will fix the Charges detailed for the initial contract term.

10.2.3	If there is a delay owing to the Authority delaying implementation then such costs, charges and losses will be confirmed to the Authority in writing. 

10.3 	Invoicing 

10.3.1 	The Provider(s) shall invoice the Authority monthly, no later than two working days following the month end and at least 2 weeks before payment is due.  

10.3.2	The invoice shall be net of any deductions for Service Credits or other deductions for which the Provider(s) may be liable. 

10.3.3	The invoice shall be accompanied by a schedule providing the following detail by scheme code: 

10.3.3.1	Volume of payment transactions through each network 

10.3.3.2 	Volume of IVR minutes through each network

10.3.3.3 	Volume of Agent minutes through each network 

10.3.3.4 	Charge for In-Court telephone facility 

10.3.4	The Authority will review the invoice and advise the Provider(s) of errors requiring re-issue.    

10.3.5	Where invoices require re-issue, this will be completed no later than nine working days following the month end. 

10.3.6 	Invoices (corrected where required under clauses 6.4.4 and 6.4.5) will be paid to the Provider(s) by variable Direct Debit, payable (following receipt by the Client of each invoice) on or about the fourteenth (14th) of each month by the Authority. 

11.2	TUPE 

	It is the Authority’s view, at this moment in time that TUPE does not apply. 




ANNEX A – IVR SCRIPTS

Welsh_welcome	(Welsh Service)
Rydych wedi dod drwodd i Wasanaeth Llysoedd Ei Mawrhydi . 
You're through to Her Majesty's Court Service

welcome	(English Service)
You're through to Her Majesty's Court Service


Language			(Welsh Service)
Os ydych am ddefnyddio'r gwasanaeth yn Gymraeg gwasgwch 1, ar gyfer ei gael yn Saesneg gwasgwch 2. If you'd like to use the service in welsh press 1, for English press 2

Language			(English Service)
If you'd like to use the service in Welsh press 1, for English press 2

Use_english
We’ll continue in English. 

No_response (needed in Welsh)
Sorry I didn’t get a valid response there


ENTER DIVISION NUMBER

Enter_division
Please enter the 3-digit Division number, followed by the hash key. 

Inv_division
Sorry that wasn’t a valid division number. 

Enter_division_1
Please enter the 3 digit number again, followed by the hash key 

Inv_division_out
sorry but I need a valid division number before I can continue

You_ent_div
You entered

Thats
that’s

No_response
Sorry I didn’t get a valid response there

Right_court
If that’s right press 1, if not press 2 or if you’d like me to repeat that press 3

Thanks
thanks






ENTER FINE NUMBER


Enter_case
Please enter the case number, followed by the hash key

Enter_case_again
Please enter the number again, followed by the hash key

Enter_account
Please enter all the digits of the account number located in the top right hand corner of your fine notice., followed by the hash key

Enter_ac_again
Please enter all the digits again ignoring any letters, followed by the hash key

Invalid_case
Sorry I didn’t get a valid case number there. 

Invalid_ac_no
Sorry I didn’t get a valid account number there. 

Invalid_case_out
I’m sorry but I’m not getting a valid case number and I need the case number before you can pay your fine

Invalid_account_out
I’m sorry but I’m not getting a valid account number and I need the account number before you can pay your fine

Invalid_case_div_match_2
Sorry those details still don’t match. I need to take the division number again

Invalid_case_div_match_3
Sorry those details still don’t match. 

Invalid_case_div_match_1
Sorry your case number is not valid for the three digit division number you have supplied  




CONFIRM FINE NUMBER

Account_is
your account number is

case_is
your case number is

Equis_a
Followed by the letter a for alpha

Equis_b
Followed by the letter b for bravo

Alpha
Bravo
Charlie
Delta
Echo
Foxtrot
Golf
Hotel
India
Juliet
Kilo
Lima
Mike
November
Oscar
Papa
Quebec
Romeo
Sierra
Tango
Uniform
Victor
Whiskey
X-Ray
Yankee
Zulu   	….up to

Equis_z
Followed by the letter z for zulu

Equis_0
Followed by the number zero

1,2,3,4,5,6,7,8,

Equis_9
Followed by the number nine

[bookmark: OLE_LINK12][bookmark: OLE_LINK13]
Right_number
If that was the correct number press 1, if not press 2 

NR_INV
sorry I didn’t get a valid response 

Invalid_number_out
I’m sorry but I’m unable to confirm your number and I need this before you can pay your fine

Try_again
ok ,I’ll need to take  your details again starting with the division number

ok
ok 

HOUSE NUMBER

House_no_int
For security reasons we need to know  the house or flat number of the address that the credit or debit card you are going to use is registered


House_no
Please enter your house or flat number on your keypad or if you don’t have one press the star key




House_no_1
Please just enter the house or flat number that your credit or debit card is registered at. Eg if you live at number 17 enter 1,7. If you live at flat 1b enter 1. If you don’t have a house of flat number press the star key

House_no_2
Please just enter your house or flat number or if you don’t have one press the star key

House_no_error_1
Sorry I didn’t get a valid answer there

House_no_error_2
I’m still not getting a valid answer

House_no_error_3
Sorry, I’m not getting the information I need to carry on with the call

Thanks
Thanks

POSTCODE

Postcode_int
Now please enter the numbers only from your postcode eg if your postcode is N8 8QT you would enter 8, 8

Postcode
Enter the numbers only from your postcode now

postcode_1
Please just enter the numbers only from your postcode for me

Postcode_2
Please just enter the numbers only from your postcode now

postcode_error_1
Sorry I didn’t get a valid entry there

postcode_error_2
I’m still not getting a valid answer. For security reasons I really need the numbers from the postcode your card is registered to 


postcode_error_3
Sorry, I’m not getting a valid answer here


CONFIRM ADDRESS DETAILS

Confirm_House_no
Can you just confirm that your house or flat number is

Confirm_no_House_no
Can you just confirm that you do not have a house or flat number

Confirm_postcode_digits
And the numbers you entered from your postcode are

Confirm_correct
If that’s right press 1, if not press 2

Confirm_take_details_again
Ok we’ll take your details again

Confirm_correct_error_1
Sorry I didn’t get a valid choice there

Confirm_correct_error_2
Sorry I still didn’t get a valid choice

Confirm_correct_error_3
Ok we’ll take your details again just to be sure

Confirm_correct_error_out
I’m sorry I need you to confirm I have the correct details before I can continue

Confirm_details_out
I’m sorry I need you to confirm I have the correct details before I can continue






ENTER TELEPHONE NUMBER


Ent_tel
Please enter your telephone number including the full dialing code now.

Invalid_tel
Sorry I didn’t get a valid telephone number there. 

Ent_tel_1
Please enter your full telephone number again


Carry_on
Ok we’ll continue without your telephone number

Thank_you
Thank you


AMOUNT

Amount
Now I need you to enter the amount you’d like to pay in pounds and pence followed by the hash key. 

Amount_1
For example if you wanted to pay £25 you would enter 2,5,0,0 hash. If you wanted to pay £125 you’d enter 1,2,5,0,0 then hash,if you wanted to pay £30.50 you’d enter 3,0,5,0 then hash and so on.

Enter_amount
Enter the amount you’d like to pay now followed by the hash key.

Invalid_amount
Sorry that was an invalid amount. Remember you need to enter the amount in pounds and pence.

Amount_again
Enter the amount again now

Invalid_amount_out
I’m sorry but I’m not getting a valid amount and I need to know how much you’d like to pay before I can continue 

Right_amount
If that’s the correct amount press 1, if not press 2 or to hear the amount again press 3 

Max
Sorry you’ve entered too much. The max you can pay is...

Min
Sorry you haven’t entered enough. The min you can pay is..

Pay
you’d like to pay


No_response
Sorry I didn’t get a valid response there

Pounds
Pounds

Pound
Pound

And
And

Pence
Pence


Letters
A-Z

Card_ready
Please have your credit or debit card details ready


(ECKOH PAYMOD SCRIPT)

CARD FAIL


Pay_fine
Please ensure you pay your fine.  The ways you can make a payment are outlined in  the How to pay your financial penalty leaflet.  Leaflets are available at www. <web address> or any magistrates court

Again_dtmf
Sorry I missed that

REFERENCE NUMBER

Refis
Your authorisation number is...

Thats
That’s

Listen_again
If you’d like me to repeat that number press 1, otherwise please hang up now


CALL CENTRE ROUTINE

Cc_open
Please hold and I’ll connect you to an agent who can assist you further

Cc_closed
Unfortunately our call centre is closed at the moment. Please call back during normal operating hours. Thank you for calling Her Majesty’s Court Service. 

Goodbye
Goodbye and thanks for calling


TECHNICAL ERROR MESSAGES

Tech_error
Sorry we’re experiencing technical problems at the moment – please call back later

Transfer_failed
I’m sorry all our lines are busy right now. Please call……..

Transfer_failed_no
I’m sorry all our lines are busy right now. Please call……..

Transfer_failed_no_transfer
I’m sorry all our lines are busy at the moment and I can’t transfer your call. Please call again later. Goodbye.



maintenance
I’m sorry, but owing to essential maintenance work this service is currently unavailable. Please try again later.

HMCS Transaction
We need to obtain certain information from the customer to make a payment:
· Division number – A 3 digit number that determines which court the payment is going to. We cannot take the name of the court from the customer, only the number. This can be found in the top right corner of the fine/letter from the court.
· Account/case number –Unique to each fine. Relates to the fine they’re paying. We can have either the Account or Case number. The Account number is 8 digits with a letter at the end. The Case number is 10/12 digits. The first 2 numbers will automatically be entered for you. Again, this should be on the fine/letter from the court.
· Amount to pay – The customer should know this information and will also be on the letter from the courts. If they’re unsure we cannot find this information for them. If they wish to set up a ‘payment plan’ or direct debit, this must be arranged with the court. We do not have any authority over the fine.






ANNEX B – PENTIP AUTOMATED TELEPHONE PAYMENT SYSTEM REQUIREMENTS

1. The customer will be requested to provide the offence code and offence date to support validation of the payment. 
1.  Where a customer is paying a notice that is subject to a Course offer they will be asked to confirm that they are intending to pay the fixed penalty and not the course offer and that they accept the course will be withdrawn. 
1. Where the customer is paying an endorseable notice they will be told to surrender their licence to the Fixed Penalty Office. 


ANNEX C - Service Level Agreement I Performance
	Service Description
	Performance Indicator

	Provision of transactional payment data
	100% - day of transaction

	Payment transaction data queries – missing transactional data but receipt for payment made

	50% of queries resolved within 2 hours of notification
80% of queries resolved within 4 hours of notification
90% of queries resolved within 8 hours of notification
100% of queries resolved within 24 hours of notification

	Error resolution – unplanned system downtime
	50% of issues resolved within 2 hours of notification
80% of issues resolved within 4 hours of notification
90% of issues resolved within 8 hours of notification
100% of issues resolved within 24 hours of notification

	Network / system availability – payment line and reporting tools and systems. To be reported on, but not included in the performance target is where one of the Authority’s Agencies has requested a period of downtime.
	99.95%

	Provision of Helpdesk Support to the Authority; its Agencies’ staff and callers
Monday - Friday 
09:00 – 22:00 excluding bank holidays
	95% of queries resolved within 24 hours
100% of queries resolved within 48 hours

	Faulty Handset (In-Court Phone Service)
	100% resolution within 2 court working days



Liquidated damages apply as detailed at the end of this annex.
	Service Description 
	
Performance Target (reviewed monthly) 


	
Provision of transactional payment data 
	100% - day of transaction

	
Payment transaction data queries – missing transactional data but receipt for payment made 
	50% of queries resolved within 2 hours of notification
80% of queries resolved within 4 hours of notification
90% of queries resolved within 8 hours of notification
100% of queries resolved within 24 hours of notification


	
Network / system availability – payment line and reporting tools and systems. To be reported on, but not included in the performance target is where one of the Authority’s Agencies has requested a period of downtime.
	
99.95%

	
Provision of Helpdesk Support to the Authority; its Agencies’ staff and callers
Monday - Friday 
09:00 – 22:00 excluding bank holidays
	95% of queries resolved within 24 hours
100% of queries resolved within 48 hours



Where, after the Commencement Date, the Provider(s) has not achieved a required Performance Standard (for which liquidated damages apply) as set out above, the Provider(s) shall pay to the Authority liquidated damages calculated by reference to the following table;
	
Shortfall below Performance Standard 

	
For shortfalls that result from a failure of a Network/Provider(s) Amount 

	
For shortfalls that result from a failure of Provider(s) Amount 

	1%
	£10.00
	£100.00

	2%
	£20.00
	£200.00

	3%
	£30.00
	£300.00

	4%
	£40.00
	£400.00

	5%
	£50.00
	£500.00





Example of Management Information format for reporting SLAs.
	Year: 2020
	SLA Description
	Target
	Target
	Jan
	Feb
	Mar
	Apr
	May

	SLA1
	Provision of transactional payment data
	Same working day
	100%
	100%
	97%
	100%
	100%
	100%

	
	Payment transaction data queries – missing transactional data but receipt for payment made
	Resolved within 2 hours of notification
	50%
	45%
	55%
	60%
	50%.
	75%

	SLA2
	
	Resolved within 4 hours of notification
	80%
	96%
	75%
	100%
	100%
	100%

	
	
	Resolved within 8 hours of notification
	90%
	100%
	100%
	n/a
	n/a
	n/a

	
	
	Resolved within 24 hours of notification
	100%
	n/a
	n/a
	n/a
	n/a
	n/a

	
	Error resolution – unplanned system downtime
	Resolved within 2 hours of notification
	50%
	100%
	60%
	
	45%
	51%

	SLA3
	
	Resolved within 4 hours of notification
	80%
	 
	100%
	100%
	
	94%

	
	
	Resolved within 8 hours of notification
	90%
	
	
	
	94%
	

	
	
	Resolved within 24 hours of notification
	100%
	n/a
	n/a
	n/a
	100%
	100%

	SLA4
	Network / system availability – payment line and reporting tools and systems. To be reported on, but not included in the performance target is where one of the Authority’s Agencies has requested a period of downtime.
	System available
	95%
	100%
	100%
	100%
	100%
	100%

	SLA5
	Provision of Helpdesk Support to the Authority; its Agencies’ staff and callers
Monday – Friday: 
09:00 – 22:00 excluding bank holidays
	Queries resolved within 24 hours
	95%
	95%
	95%
	95%
	95%
	95%

	
	
	Queries resolved within 48 hours
	100%
	100%
	100%
	100%
	100%
	100%



ANNEX D - Management Information Reports 
The following information will be required by accounting division, area, region and nationally for each Agency and Police Force, with the HMCTS split into Civil and National Compliance and Enforcement Service (NCES) for each of the payment lines. 
This information will be supplied centrally in an agreed electronic format. This arrangement maybe altered during the course of the contract with data supplied to Regional Operational representatives (who will be identified to the Provider(s) by the Authority Agencies).
	Management Information 
	Frequency 

	Total Calls
	Monthly 

	Total IVR minutes
	Monthly 

	Total Agent Minutes
	Monthly 

	Total Payments – Value
	Monthly 

	Total IVR Payments – Value
	Monthly 

	Total Agent Payments – Value
	Monthly 

	Total Fall Out calls per location in the IVR script shown as a number and as a % of all calls
	Monthly 

	Total number transferred to Agent shown as a number and as a % of total Agent calls
	Monthly 

	IVR downtime – planned with details of requestor; date and time
	Monthly 

	IVR downtime – unplanned details of date and time along with reason
	Monthly

	
	Monthly

	
	Monthly




Reports
	The Provider(s) will provide the following reports:
· Monthly - Payments Summary Report - showing for each transaction:
· Name of the Payer (if known)
· Payment Reference
· Value of the Payment
· Payment method (ie. credit card or debit card)
· Cost of the transaction (total)
· Breakdown of the cost showing its constituents (eg. Agent costs, telephony costs, etc)
· Duration of the transaction
· (If the transaction failed) Point in process at which failure occurred
· Monthly – Service Delivery Report - showing:
· Number of Helpdesk contacts by channel (eg. email, phone)
· Number of Incidents raised by the Helpdesk (ie. faults or failures reported)
· Total number of new Incidents raised in the period
· Total number of Incidents closed in the period
· Total number of Incidents remaining open in the period
· Service availability in the period (ie. the total uptime as a %)
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