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CALL-OFF FORM

CALL-OFF FORM TO ENTER INTO A CALL-OFF CONTRACT UNDER THE PSN
SERVICES FRAMEWORK AGREEMENT reference RM1498

Dated|

)

(2)

], Reference number CQC ICTC 023b

Care Quality Commission whose principal place of business is at Citygale,
Gallowgate, Newcastle Upon Tyne NE1 4PA (the “Customer Authority”), and

Vodafone Limited Company Number: 01471587 whose registered address is at
Vodafone HQ, The Connection, Newbury, Berkshire, RG14 2FN (the “Contractor”).

The Customer Authority re-opened competilion under the Framework Agreement on 13 April

2015 and selected the Contractor to provide the Services on 25 June 2015

1

1.1

1.2

1.3

2.1

DEFINITIONS AND INTERPRETATION

Unless olherwise stated, defined lerms used in this Call-Off Form have the meanings
given in Schedule 1 (Definitions) of the Call-Off Terms incorporated through
Paragraph 2.1 below.

The Initial Term shall be two years and the Commencement Date shall be 1 October
2015. The Customer Authority shall have the option to extend the Initial Term by up
to two (2) additional one (1) year periods by serving notice to the Contractor no less
than three (3) months prior to the expiry of the Initial Term {or extension thereof).

The Framework Authority wishes to avoid the situation where through completion of
this Call-Off Form by the Customer Authority and the Conltractor, a Call-Off Contract
creales a conflict with the Framework Agreement. Therefore, if there is a conflict
between a Call-Off Contract and the Framework Agreement, the Framework
Agreement shall prevail to the extent of such conflict and the Customer Authority and
the Contractor shall comply with the instructions of the Framework Authority (acting
reasonably and in consultation with the Customer Authority and the Contractor) on
how such conflict shall be resolved.

TERMS OF CONTRACT

This Call-Off Form and its appendices, together with the Call-Off Terms (including the
Schedules to the Call-Off Terms) shall constitute a Call-Off Contract.
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2.2

2.3

3.1

4.1

5.1

6.1

18331166 v3

The Call-Off Terms are enhanced by and subject to the contents of this Call-Off Form
and any of its appendices.

The Services are to be provided for the benefit of;
2.3.1 the Customer Authority; and
2.3.2 the Indirect Customers set out in Appendix 1 to this Call-Off Form.

CALL-OFF COOPERATION AGREEMENT

In accordance with Clause 7.4.2.2 of the Framework Agreement, the Customer
Authority does not require the Contractor to enter into a Call-Off Cooperation
Agreement

CODE OF CONNECTION AND PSN COMPLIANCE CERTIFICATE (APPLICABLE
TO ANY PSN SERVICES)

Not applicable as the Customer Authority does not require PSN Compliant Services.
GUARANTEE

In accordance with Clause 50 of the Call-Off Terms, the Customer Authority does not
require the Contractor to enter into a Guarantee.

GOVERNING LAW AND JURISDICTION

The Parties agree that this Call-Off Contract shall be governed by and construed in
accordance with English law. Accordingly, where appropriate references in this
Agreement to any laws shall be interpreted to mean the corresponding law (if any) in
England and without prejudice to the Dispute Resolution Procedure each Party
agrees to submit to the exclusive jurisdiction of the courts of England.

LB



APPENDIX 1

INDIRECT CUSTOMERS

N/A
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£
APPENDIX 2
¥
INFORMATION REQUIRED FOR CALL-OFF TERMS

1 REPRESENTATIVES AND KEY PERSONNEL

oy
1.1 For the purposes of Clause 20.1 of the Call-Off Terms, the Customer “Authority
Representative shall be: v Y
& ;
Name Responsibilities/Authorities

e As set out in Clauses 7.3 and 32.2.12 of the
Call-Off Terms;

» As sel out in Schedules 2.1 (Service Levels,
Related Remedies and Performance

Monitoring), 2.2 (Secwrity Requirements and
Plan), 4.2 (Testing Procedures) and Schedule

6.5 (Business Continuity and Disaster Recovery
-

Prowsi%ns) of the Call-Off;erg\g";

= As set out in Schedule 6"(Sland§Pds) of the

Framework Agreement; »

e [other]

1.2  For the purposes of Clause 20.1 of the Call-Off Terms, the Contractor Representative
shall be: [Contractor to complete for Customer Authority approval]

Name Responsibilities/Authorities | Key Role
Minimum Period

ﬁ » Assetoutin Schb&ule 21| T

liEpiEERehiiasms  (Service Levels Related |

Remedies w3 Wﬁﬁ@?’
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Performance Monitoring)
of the Call-Off Terms;

[other]

1.3 In accordance with Clause 26.5 of the Call-Off Terms, the ‘Parties have agreed the

appointment of the following Key Personnel:

2 e
Name Role Responsibilities/Authorities [ Key * Role
Minimum
Period
|
[ EliE Hol e Level 1 escalation in

relation to Disputes (see
Schedule 6.3 (Dispule
Resolution Procedure) of
the Call-Off Terms)

[other]

2 OTHER CUSTOMER AUTHORITY PERSONNEL

Role

Responsibilities/Authorities

Level 1 escalation in relation to Disputes
(see Schedule 6.3 (Dispute Resolution

18331166 v3
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Services

Procedure) of the Call-Off Terms)

= e Ty e
[other] ,, ._.J‘.,

in relation to Services procured under Lots 6
and 7 of the PSN Services OJEU only -
Approval of changes to the Contractor's Call
Off Service Catalogue in accordance with
Clause 24.2 of the Cail-Off Terms

(other]

Approval of Operational Changes and
receipt of Change Communications in
accordance with Schedule 6.2 (Change
Control Procedure)

[other]

3 APPROVED SUB-CONTRACTORS

3.1 In accordance with Clause 22.2 of the Call-Off Terms, if the Customer Authority or
the Contractor wish to remove any of the sub-contractors set out in Schedule 8 (Key
Personnel and Approved Malerial Sub-contractors) of the Framework Agreement
and/or add any more Malerial Sub-contractors in relation to this Call-Off Contract,

they must obtain the prior written approval of the Framework Authority. In accordance
with Clause 22.6 of the Call-Off Terms and subject to Clause 22.2 of the Call-Off
Terms, the Contractor may sub-contract its obligations to the following Sub-

contractors:
Sub-contractor Name, Related Role in delivery of the
Address (including Product/Service Services
registered office) and Description

Reagistered Number

18331166 v
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4 COMMERCIALLY SENSITIVE INFORMATION ;

4.1

42

iy

"

Without prejudice to the Customer Authority’s general obligation of confidentiality, the

parties acknowledge that the Customer Authority may have to disclose Information in

or relating to this Call-Off Contract following a Request for Information.

L]

Without prejudice to the Customer Authority’s obligation (unless it is a private
authority) to disclose Information in accordance with FOIA, the Customer Authority

will consider in good faith whether it is appropriate to apply the commercial interests

exemption set out in 5.43 of FOIA to the following Information:

items

Duration of
Confidentiality

Breakdown of pricing information to give input costs,
capital and operating costs, overheads,
revenue, margins and profils.

Term plus 6 years

How any payments due to the Contractor on the
termination of the whole or any part of the Call-Off
Contract have been or will be calculated but
excluding the actual amounts of such payments.

Term plus 6 years

Any financial data relating to the Contractor's
business as a whole including the financial standing
of the Conltractor provided in connection with this
Call-Off Contracl, including but not limited to any
information relating to financial distress reporting.

Term plus 6 years

The cover and amounts of the Contractors
insurances.

Term plus 6 years

How any service credits are financially calculaled
under the Call-Off Contract, but excluding any details
regarding the applicable service thresholds, or any
performance related information or requirements, or

Term plus 6 years
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Items Duration of
Confidentiality

information relating to the actual amounts of any
service credits paid or credited to the Customer
Authority.

Technical details of the Contractor's network, | Term plus 6 years
(including topology, network diagrams, detailed
network coverage, roule maps, the Coniractor's
Points of Presence and/or street furniture/chambers
etc.).

Design documents relating to the Services and any | Term plus 6 years
notes or minutes of technical design meetings held
in relation to the aforementioned but excluding any
documents explicitly set out in the Call-Off Contract
as being deliverables to the Customer Authority.

The Contraclor's own Business Continuity Plan, | Term plus 6 years
Business Incident Plans, and Disaster Recovery
Manuals and Procedures, Security Plan and related
Business Security Processes but exciuding any
Customer Authority-specific plans or procedures to
be provided by the Contractor under the Call-Off
Contract.

§ LIMITATIONS ON LIABILITY

5.1

52

53

5.4

The amount referred to in Clause 42.2.2 of the Call-Off Terms for loss of or damage
to the Custemer Authority Premises, property or assels shall apply to this contract.

The percentage referred to in Clause 42.2.3 of the Call-Off Terms for loss,
destruction, corruption, degradation, inaccuracy or damage to the Customer Authority
Data or any copy of such Customer Authority Data shall apply to this contract.

In respect of Delay Payments and Service Credits the percentage shall be limited in
each Contract Year to ten percent (10%) of the aggregate annual Charges payable to
the Contractor under this Call-Off Contract.

The amount referred to in Clause 42.2.5 of the Call-Off Terms for all other claims,
losses or damages shall apply to this contract.
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5.5

5.6

5.7

58

The amount referred to in Clause 42.3.1 of the Call-Off Terms for ail Defaults by the
Customer Authority resulting in loss of or damage to the property or assets of the
Contractor shall apply to this contract.

The percentage referred to in Clause 42.3.2 of the Cail-Off Terms for compensation
payments due in respect of Customer Authority Cause shall apply to this contract.

The percentage referred to in Clause 42.3.3 of the Call-Off Terms for the Termination
Payment for the Services shall apply to this contract.

The percentage referred to in Clause 42.3.4 of the Call-Off Terms for all olher
Defaults (taken together) by the Customer Authority shall apply to this contract.

STEP-IN
N/A

INDIRECT CUSTOMERS

N/A

CUSTOMER AUTHORITY AGENT(S)
N/A

NOTICES

In accordance with Clause 59.4 of the Call-Off Terms, the following addresses and
other details for service of notices shall apply:

Customer Authority: Care Quality Comsnission

Citygate

Gallowgate

Newcastle upon Tyne

NE1 4PA

Contractor:
Vodafone Limited

18331166 v3 b
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Vodafone House,
The Connection,
Newbury,
Berkshire

RG14 2FN

10 PROTECTION OF PERSONAL DATA

In accordance with Clause 32.2.14 of the Call-Off Terms, the Coniractor will not
Process Customer Authority Personal Data in the following territories:

N/A

18331166 v3 {1]



APPENDIX 3
SERVICE REQUIREMENTS AND CONTRACTOR SERVICE DESCRIPTIONS

The Requirement

The CQC require 2 multichannel customer services solulion with integrated front office and
back office workforce optimisation for ils National Customer Services Centre.

The solution needs to support flexible deployment of multi-skilled agents across front and
back office areas, allowing 110 concurrent front office agents and back office agents
scalable up to 300, lotailing of 410.

The system will allow managers to access reports, dashboards and real-time data and allow
a defined population of system administrator's access to conduct changes to both front and
back office workflows or agent details.

110 agents to have multichannel access to support a current working profile of:
67 concurrent single channel agents (45 calls, 15 emails, 7 social media)
43 concurrent dual channel agents (40 call and email, 3 email and social media)

It will be necessary to add/subtract agent licences as per capacity demand on a monlhly
review basis.

Business Requirements

High level Business Requirements

Description

Requirement
No.

The solution will provide a single user interface for agents to handle
HO1 cuslomer contacts via call, email and social media based on their skill,
task prioritisation and queue volumes.

The solution will provide searchable recording of calls handled by the

02
. contact centre.

The solution will provision for contact centre monitoring, allowing for the
HO3 understanding of productivity to support accurate resource forecasting in
the front environment.

18331166 v3 "
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HO04

The solution will have a provision for flexible demand forecasting over all
front and back office operations, this will include modelling to understand
the impact of potential change.

HO5

The solution will enable CQC to offer self-service functionality for staff
and will monitor adherence to all defined, agreed and approved plans.

HO6

The solution will pravide for the generation of detailed management
information which can be used for performance management, workload
monitoring, and future resource planning and financial evaluation of
individual activity components, supportive of budget development.

HO7

The solution will interface with other CQC systems, including SQL based
information systems and databases, to support single data entry.

HO8

Relevant training and project management support for implementation
period will be provided for appropriate CQC staff.

Functional Business Requirements

Customer Service

Requirement
no.

Description

CSo01

Call Distribution - The system will have the ability to provide a multi-
level editable IVR and queue management system, allowing skills based
routing of inbound calls. Inbound number recognition is required to
enable personalised routing of calls to specific agents / groups of agents.
The system will allow agents to consult with internal / external colleagues
during the call, transfer calls to numbers external to CQC, to groups of
agents with differing skill sets and re-enter calls into IVR gueues.

CS01

Call back management — The system will provide customers an option
1o request a call back should there be no agents available. The system
will be able to detect the caller's number, if not withheld, plus allow
customers to input an allernative number through the keypad. The
system should allocate call back tasks to agents when available. Ability
to select a preferred time frame for call back based on forecast, capture
enquiry topic through option selection or voicemail, plus ability to extend
call back functionality outside of normal apening hours is required.

CS03

Call recording — The system will record all inbound, outbound and
transferred calls handled by agents. Recorded calls need to be held for
a minimum of 6 months, downloadable in a variety of file formats and be
searchable by time, date; phone number, agent name and CRM
generated enquiry number where possible. Calls should be auto-deleted
after retention period with exemptions defined by business rules (e.g.
Calls transferred to Samaritans). The system will be able to archive call
recordings to a secure location on CQC central drives. Access to call
recordings must be variable dependent on role, allowing agents to
access their own calls where appropriate

18331166 v3




cS04

Email distribution: The system will be able to provide automated
distribution of emails from more than one CQC mailbox. The systemn will
apply phrase / keyword and attachment recognition to inbound emails to
allow prioritisation, categorisation and routing based on editable CQC
business rules. Recognition of customer email accounts and appropriate
skills based routing should be possible. The system should also be able
to provide customers with an automatic response containing the CRM
generated enquiry number as a reference for the customer, both during
and outside of working hours. The system will support the effective
management of ‘pending’ emails within service levels, alerting agents
and managers to messages sitting outside of service expectations.

CS05

Social media: The system will provide a work flow system for assigning
incoming queries to agents or teams that keeps the integrity of threaded
messages, prevents agent collision, supports public/private interactions
and allows easy access to original post and share with others outside of
the dashboard functionality. A prioritisation system for incoming
messages (flag VIP messages), a tagging system and ability to mark
sentiment is also required. The system will have an approval system
that allows approval sampling and should access the Twitter firehose
and Facebook equivalent/be an approved partner. It should also
integrate with CRM.

CS06

Web Chat: The system should have the capacity for CQC to introduce
web chat functionality in future to allow for customer services expansion
and improvement. Any web chat functions should mirror others within
the system with regards to allocation of tasks and provision of
management information.

CcsS07

Information provision to Agents
| The system shall allow editable messaging though the agent desktop, to
inform of scheduled and live activity, service levels, own performance
» and urgent operational messages. Display of operational messages on
| front office wall boards. The system should have capacity to support
consistent customer responses, including templates / scripting for calls
and emails and ability to add links to key policy documents. Provision of
a quick dial list for agents, which can be centrally managed by systems
administrators.

csos

Navigation and Basic Views for End users - The system shall be user
friendly and have a high standard of usability e.g. offers access relaled
to roles, variable screen and function tailored to roleftasks, simple help
options, minimum clicks to get to key in information. The system should
support flexible agent utilisation across multiple customer service
channels within the same user interface / desktop.

CS09

Systems Integration: System must be able to connect to CQC's Oracle
Siebel CRM system (either via a dedicated connector or through Siebel's
Out of the Box CTI connectors). It should also be future proof by
integrating any other platform via native connection and/or our ESB
solution (Mulesoft). The solution is also required to be compatible with
the Siebel Open Ul framework (1P2013 and 1P2014). The integration with
CRM should include all the required data for provision of customer
recognition, display of past and pending customer interactions, and auto
population of CRM enquiries (Service Requests) with relevant contact
information and auditable records of actions taken by agents.

The solution will also be required to integrate with CQC's Data

18331166 v3
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purposes, Examples of the data currently used include: IVR option
selected, caller wait time, caller talk time this is not an exhaustive list

CS10

Quality & Satisfaction monitoring: The system will allow for varied
customer feedback capture across all contact methods with associated
reporting capacity by individual / team, query type and contact method.
The system should alert managers to customer requests for call back /
additional contact, allowing for complaint resolution.

The system must allow remote monitoring of live calls from any location,
in addition to the evaluation of call recordings against quality criteria.
Individual results should be accessible to agents and reporting available
for managers by individual, team, query type and contact method to
allow for internal development and improvement of customer experience.

Functional Business Requirements

Workforce Optimisation

Requirament
no.

Description

WF01

Resource Planning - The system suggests the ‘best fit' for resource
planning based on using a variety of CQC criteria e.g. availability,
demand activity profiles, key skills and CQC business rules and other
related HR data. This will need to be able to consider inputs for all front
and back office staff resources.

WF02

Desktop Process Monitoring/process analytics — functionality should
be available to support future development of back office resource
planning against delivery expectations, considerate of actual productivity
achievements to aid accurate forecasting model production. This should
include repealed intervention flagging to help drive continuous
improvement focus.

WF03

Scheduling Management - The system will be capable of creating,
amending, planning, modelling and optimising 'real time' or short term
scheduling activities, work load farecasting to identify resource shortfalls,
optimise scheduling activities and manage live schedule adherence.
Resultant individual schedules should be displayed within agent desktop
and provide activity reminders or alerts for agents. An equivalent back
office desktop must be available for those staff not linked directly to front
line services.

WF04

Demand Profile and Forecasting- The system will have the capability
to model or forecast and optimise scenarios over the short and long term
(based on current workforce, what if or predicted workforce) scenarios to
identify real or potential resource shortfalls. Providing CQC with the
functionality to create optimal baseline workforce teams by staff type,
skill mix, availability, staffing levels and working patterns to understand
and assess resource or staff demand; to support optimal scheduling
activities, planning and recruitment strategies.

WF05

Configuration Business Rules - The system will support the creation,
reconfiguration by CQC staff and the application of business rules
(based on CQC central policies and local practice). it shall be flexible to
allow the structured updating of aclivity coding, business rules and
policies with a facility to allow a control manual override, where
appropriate.
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Self Service - The system will support multiple access routes via CQC
systems, intemet, intranet, personal and mobile devices to designated
system resources to provide two way flows of information enabling
WF06 interaction and communications for NCSC staffing to support planning
and scheduling. The system will allow for automated annual leave
requests, flexible working requests, shift swap and manual adjustments
based on business rules across front and back office teams.

Management Information, Dashboard and Reporting - The system
will have a wide range of standard reports and dashboards, that can be
tailored and re-configured easily to fit CQC requirements for previous,
current and modelled activities. This must include; individual and team
performance data for front and back office; schedule adherence;
attendance data; customer experience metlrics such as response times,
transfer volumes and first point resolution rates. Access to data should
WF07 be restricted by role and the syslem capable of auto delivery of
| configurable role-based performance scorecards. Real time views of
activity across all front office work sireams are required to allow intraday
management of performance and service levels. Editable data sets to
be displayed on wall boards and screens. The system must be able to
receive, analyse and integrale with data sels praduced by existing CQC
| reporting repositories (ie OBIEE data warehouse) to allow for any
comparative analysis requirements.

Commercial Information - The system will be capable of producing cost
WFo8 per transaction detail at functions, department and interaction levels.

' Outputs will be supportive of budget development and commercial
forecast monitoring.

Non Functional Requirements

Availability requirements & support

System Access — System will be able to be accessed from mulliple locations to support
business continuity and developing initiatives such as home-working, expanding
business delivery.

System availability — Any system is required to meet service availability levels of 98%,
Monday to Friday 5 days a week with the exception of bank holidays (to support current
working hours of 8.30 until 5.30), with CQC/supplier system maintenance or capacity to
expand outside these working hours on demand.

Required server environments — The following server environments are required Live,
Test, Forecasting and Training.

Integration with current and future CQC operating systems - standard browsers and
mobile technologies, Microsoft GUI standards must be applied. CQC standard build has
available -

IE 10, Firefox and Google Chrome, Office 2010, Java V1.6.0_22, Active X V7/8/10 and
11.
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Technical Support - To include technical design documents for each component of
service. Access to technical support services to be available 5 days a week, with
capacity to expand outside these working days on demand.

Service levels to meet the below requirements as closely as possible:

Level 1 incidents (full system outage): Respond and fix within 4 hours

Level 2 incidents (partial system outage) Respond and fix within 8 hours

Level 3 requests (changes, addition/deletion requests) actioned within 72 operational
service hours

Training Support — Will underpin the solution delivered to CQC and be tailored for all
levels of interaction and roles

Disaster recovery - System will be supported in the event of a disaster and any
recovery plans will be tailored to CQC needs and be compliant with business continuity
standards.

Recovery time & point objective — Minimal recovery time with optimal recovery points.

Backup schedules - Back-ups are to be camied out completely according to the
documented data back-up requirements. Appropriate personnel are to verify the usability
of backed-up data and retain verificalion evidence.

Storage - System will handle increase in call recording, database and report server
slorages without major system changes or data migration activities. Audit trail
functionality should be in-built.

System scalability - System shall be scalable both in terms of users and storage, with
easy to change both in terms of cast and minimal disruption.

Capacity - the call distribution system must be able to provide for a minimum of 200
concurrent calls (with agents and in queues) with no service disruption

The email routing system must have capacity to receive and distribute a minimum of
950MB daily inbound email traffic per mailbox.

Security - All circuits carry information evaluated as OFFICIAL

Assistive Technology - Solution must be accessible via existing assistive technology
solutions’

% oy e B AT
The successful supplier must have a:-

L LA Ui LK R TR

Dergonstrable expenence of creating & multlchannel co cenlre and workforce
optimisation systems and assm end lo end proceiﬁaﬁavﬁderpmned
the deployment of these. Please provide details of previous contact centre and
scheduling system & workforce planning/optimisation services work you have
being involved with. & W A R VB

» Demonsirable experience of project management and implementing a system and
service commensurate with CQC requirements (this must include a description of
how you will project manage the delivery of the system & service together with the
resources that will be deployed).

* Description of proposed methodology for skills and knowledge transfer.
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PART B: CONTRACTOR SERVICE DESCRIPTIONS

The proposal set out below is subject to change and all changes will be carried out in
accordance with Schedule 6.2 (Change Control Procedure).

The Parties shall work together to agree a high-level design and project plan within 30
Working Days from the Effective Date.

Leadership

Provide details of the qualifications and experience of the individual whose responsibility will be lo
ensure thal the requirement is delivered.

Response:

With over 100,000 contact centre cloud users and 15% market share in the UK Vodafone
contact centres handle over a 1 billion calls per annum. We are very proud of our customer
feedback and are happy to set up a meeting with any of our customers. We have provided
contact centre services to the Public Sector and NHS organisations such as NHSBT, South
Central Ambulance (SCAS) and NS & | for many years. Please see Appendix B - Case
Studies for more information.

Key to the success of the CQC's solution delivery and the outcomes expected will be
effective contract management, programme management, service management and
governance,

For the purpose of Clause 20.1 of the PSN Framework Schedule 14 Call Off Terms —
Appendix 2 Representatives and Key Personnel as set oul in schedule 2.1 service levels,
related remedies and performance monitoring of the Call Off Terms Vodafone nominated
Contractor Representatives are:

et Olinn = Clenr vansgesr

Bevetopment MammEr AT
In accordance with clause 26.5 of the PSN Framework Schedule 14 Call Off Terms —
Appendix 2 Representatives and Key Personnel level 1 escalation in relation to dispute

The Vodalone implementation team will be led by a Programme Manager who will work with
the CQC Project Board to provide:

- Continuous alignment of the project with strategic business and organizational
objectives.

- Ensure that each project work siream is delivered on time, within budget, to the
appropriate quality and agreed standards to ensure that CQC realise its projected
business outcomes.

- Proactive engagement and strong focus on CQC stakeholders in regard to the
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project’s progress.

The Vodafone Programme Manager will be the single point of contact and take ownership for
the delivery of the proposed solution. The Programme Manager will report into the Project
Board which would be made up of sponsors from Vodafone and CQC.

In accordance with Paragraph 3.1 of Schedule 6.1 Governance of the Call-Off Terms
Vodafone would propose the foltowing board structures and representations:

Care Quality Commission Organisation Structure

I Customer Project Boerd I
11
g - amme Greclor ¢ -
Account Manager aeen 2ad TakeOn) Servize Manager Fu..ar-:r‘:_f.ianagtr
| Programre hiaragenen: Out Golng Service Proviser
Mersgenent Representolive
| |
Out Gaoing Sarvice Provider

_ Profile

- APMP

Flgure 1: Your Account Management team will cover you from every aspect

Below are some example CVs of Vodafone programme and project managers:

Programme Manager CV

APMP and PRINCE 2 qualified with 10 years' experience across blue chip organisations with
a successful track record of delivering IT infrastruclure and business change projects and
programmes to defined time, cost and quality criteria. Experienced in managing complex
customer / supplier relationships, with excellent leadership and organisational skills
supported by strong stakeholder management / team building aptitudes.

Strengths include planning, prioritising and decision making supporied by a pragmatic
approach and first class communication skills, Adept at engaging all levels of seniority with a
strong understanding of project and programme governance, quality control and change
management disciplines.

Qualifications

- Prince 2
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— Siemens certified project manager

— Familiar with different methodologies eg: Agile

Career history

Xxxx Itd
Programme manager for Network Optimisation Programme

Programme Manager

— Transform the DISC network and telephony estate and deliver cost savings - including
WAN upgrade; L:AN refresh; Depldyme#it8f IPT services.across the transformed
network; PSN compliance and security accreditation to restricted IL3; transform video
end points in scope

— Regular atiendance at the programme board

- Managing a team of 2 senior Project Managers and 11 project managers across the
supply chain

- Overseeing delivery of all activities across the programme
— Responsible for Senior stakeholder management
— Defining and delivering programme closedown activities to a successful outcome

— Responsible for a combined budget of 11M with responsibility of P&L management
including incremental programme opportunities

Senior Project Manager

IP Telephony solution across the Ministry Of Justice (MoJ) estate

— Transform the MoJ HMCTS legacy telephony service to an Internet Protocol
Telephony (IPT), Pan Government Accredited (PGA), Public Services Network (PSN)
hosted solution across ~36000 users and ~460 sites

— Responsible for a budget of 4M with responsibility of P&L management including
incremental project opportunity

— Leading a team of 9 PM's and with a wider team of ~ 110 SME's made up from
resources across 4 organisations (Atos, BT, Siemens and the MoJ)

— Development and implementation of communications and stakeholder management
strategy including government departments and the Judiciary

— Muitiple supplier management ensuring delivery to contracled quality and time criteria

— Delivery of Service Management {ITIL) processes ensuring successful operational
acceptance

Line management of 1 senior project manager and 2 project managers

—__Responsible for appraisals, objective setting, personal issues, development plans,
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ahsence management

Programme Lead delivering North West Europe {NWE) cluster element of Siemens Glob;
services transf:rmation

— Delivery of End User Computing transformation (CQC, Active Directory, Email,
Account Group and Share Management) to all Siemens users across Sweden,
Denmark and Finland

~ Leadership of in-country / remote project teams (3 lead PMs, 4 workstream PMs and
up to 14 SMEs)

— Service Desk and Operational Framework transformations across the three countries.

— Stakeholder management through timely and targeted communication, meetings,
workshops and presentations to a broad range of stakeholders, including CQC, NWE
Operations Managemenl, local operations management, Account Managdment and
Project Board up to Executive Management Team

- Responsible for a transformation budget of 3.4M Euros across all countries in Scope™

— Proactively managed risk through regular workshops and reviews both inlernally and‘.
jointly with the CQC

Project Manager CV B

Profile

An experienced projects & programmes professional with proven Telecom & IT
Programme/Project Management skills developed over the past 25 years .Worked in both the
Public and Private sector as both a customer and a supplier

Qualifications
— Prince 2
- Familiar with different methodologies eg: Agile

— Security Status SC cleared

Skills

Proven Telecom & IT Programme/Project Management skills developed over the past 25
years in the Telecom/IT industries.

Proven Customer Service Management skills gained in an outsourced contract environment
including TUPE transfer.

Detailed knowledge of process and procedure development within “service provider”
organisations

Proven bid management / tender response experience both in the Public and Private Sector.

A broad technical knowledge and understanding of the following technologies IP, VOIP,
Wireless (Point to Point & Point to Multi Point), LAN & WAN technologies / architeclures,
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VPN's, voice networking, Broadband solutions, Contact / Call Cenlres, PC's, Wintel Servers
and storage area networks

Recent projects
Jan 14 — Today - GCF to PSN Transition

Leading the Vodafone Transition team migrating the existing QMBRUSIR to PSN at IL2,
| IL3 and I1L4. (588 Public Sector Customers).

Nov 12 - Dec 13 — Public Sector Pre Sales

Supporting the Public Sector Account teams by providing advice on Transition methodology
and Project Management approach for large programmes. Manage a leam of Pre-Sales
Project Management consultants.

2011 - 2012 — Various public Sector Programmes

SR Replacement of the Call Centre infrastructure and migration of their truncated
0845 46 47 from BT to Cable & Wireless

WWRER- Back Office expansion — consisting of the upgrade of network capacity into all of
@IIEBPCall Centre sites without interruption to existing services.

2007 — 2011 — Network Transformation Programme Lead

Working for SlllRke Project team including 3 Project Managers, Solution designer and
Administrators replacing the WAN (EFM & BGADSL), LAN, WLAN & Voice infrastructure in
2500+ stores throughout the UK & Republic of Ireland.

2003 - 2007 - Programme Director — Lincolnshire County Council

Managed a £15m Broadband & ICT Support Project incorporating the deployment of a
county wide, 38 site, wireless network and support to over 1000 Private seclor companies in
Lincoinshire

Project Management Overview

Vodafone Programme & Project Management Framework known as One Way of Delivery
(OWOD) has been developed from MSP & PRINCEZ2 with positive feedback from our CQCs.
It provides an outline approach, tailored by the Programme or Project Manager lo meet the
needs of CQC and the objectives of every programme or project. We only use the process
and tools which are directly applicable and required for the requirement at hand, saving time
and ensuring we are on target with your objectives.

' Itis framework which:
|
- Allows all sizes and types of Programmes and Projects to be delivered using a consistent

sel of processes and templates.
| - Provides Governance appropriate to the size and complexity of the Programme / Project.

- Allows local variations to operate by the use of overiays relevant to the Business Unit or
Delivery Unit.
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The framework will provide improvements in simplicity, clarity, consistency and coherence byE

Above all, this will help us achieve mare successful and controlled delivery to CQC.
The key elements of our Project Management Framework include:

Using a single approach for all types of Programmes and Projects.
Providing a clear differentiation between Programmes and Projecls.
Providing clear guidance on the definition of delivery type and associated Governance.

Using a common language (based on the OGC suite — Managing Successful Programmes
- MSP, PRINCE2 and P30.)

Removal of multiple methods and framewarks. i

Having the abiiity to produce far more meaningful Management Information and trend |
analyses to support decision making in delivery.

Risk Assessment - ldentifying the key benefits of the project to CQC;
assessing the level of risk and developing risk mitigation strategies.

Right Resources - Creating a project-specific organisation, showing the
structure of the project; the people involved; their role in the project team;
what they will be doing; and most importantly, their outcomes which they
will achieve.

Detailed Planning - We will have a joint Project Definition Workshop
(PDW) to define / review and agree on the project approach and scope with
your team.

Management Overview - Including management and team reviews, ,
reports on project status and progress, documentation of project initiation |
and closure - tracking, monitoring and ensuring everything is done
properly.

Quality Assurance - Making sure we deliver our promises made to you
and your business requirements.

Communication - Keeping you informed, making sure we keep all key
stakeholders informed, from both organisations, with the information they
need about the project, when they need it.
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Figure 2: Easy, understandable and fully controlled lifecycle

The Vodafone Project Life Cycle described in the diagram above and in the following
paragraphs provides a general overall summary of the key components of the project
approach with their corresponding standard documentation set.

Vodafone Project Managers are required to work together with CQCs to customise and agree
the documentation that fits the CQC's company policy and business requirement while
maintaining our professional project management methodology.

Vodafone project life cycle - project initiation

The first key step in the iniliation phase of the Project is to define and agree the project scope
with CQC. The project scope defines the limits of the project - what the project includes, as
well as what is specifically excluded from the project.

On approval and sign-off of the Scope, as part of the Project Initiation Document (PID), the
Project Manager assumes responsibility for developing the delailed project ptan and for
executing the project in accordance with the PID.

The Project Definition Workshop is chaired by a VVodafone Project Manager with CQC's help
to ensure that the project is comprehensively scoped and planned with the right
stakeholder(s) identified.

Vodafone project life cycle - execution

With the sign-off of the Project Initiation Document, the Project Manager is able to work
according to a baseline and execute individual planned activities in full swing with their
downstream suppliers, vendors and internal provisioning functions,

Regular meetings are conducted with CQC, stakeholders and project board/sponsor to report
the Project status together with the actions, changes, issues, risks, assumptions and
dependencies.
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The géreed Project Change Management Process will allow the Project Manager to centrally |
qualify and keep track of all project change requests.

For each successful CQC site migration, our Project Manager will consolidate the service
inventory and reference number and handover to CQC for acceptance.

Vodafone project life cycle - transition and closure

The Project Manager is responsible for the network build, commissioning and customer
migration according to the agreed migration approach and acceptance criteria developed with
CQC during project initiation.

The service inventory are handed-over to CQC and the 24x7 Operations Support function
with the objective lo be able to identify the individual components that make up the services
and transition from project to operations support stage.

The Project Manager will work in parallel with Operations Support function for an agreed
"service acceptance period” to ensure seamless transition and this process will be
documenled using an Acceptance Info Live Service document (AILS).

Upon the last deliverable of the project, the Project Manager will chair the Project Closure
Meeting with CQC and Operations Support function to identify, follow up any oulstanding
actions with clear owners and timeline lo complete. Lessons learnt are also shared

' throughout the duration and at the end of Project.

Project Deliverables

As with any project methodology, the Framework is completely flexible and can be adapted to
meet any specific requirements of the Customer. The following is a list of the key
deliverables that comprise the project management elements as opposed to the

solution. Standards for these are included with the Framework but each can be amended to
suit the requirements of the project. Depending on the size, complexity and risk of the project
some of the deliverables may be combined or omitted.

- Standard Management Deliverable Descriptions:

i - Project Mandale

- Project Brief

- Project Initiation Document

- Project File

- Project Stage Plan

- Project Implementation Plan

- Financial Approach

- Benefits Approach

- Health, Safety and Environmental Approach
- Security Approach

- Project Authorily Records
- Handover Certificate
- Work Package
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~ Standard Communication & Reporting Deliverable Descriptions:
- Communication and Reporting Approach
- Project Meetings

- Checkpoint Report

- Highlight Report

- Exception Report

- End Stage Report

- Lessons Learned Report

- End Project Report

- Standard Quality Deliverable Descriptions:
- Deliverable Quality Review

- CQluality Approach

— Risk / Issue / Change Control

Method Statement

Describe (with specific reference to the elements of the requirements and the outcomes expecied)
how it is intended to deliver the requirements of the specification.

Method Response:

Having provided communication services to the Care Qualily Commission for over 7 years,
Vodafone understands the absolutely critical role that Contact Centre plays in the Care
Quality Commissions ability to deliver its health and sccial care regulatory responsibilities
and to improve the quality of care provided to the public whether by the NHS, local
authorilies, private companies or voluntary organisations across England.

Vodafone understands that much of CQC's regulatory activity falls within the scope of
registration. To do this effectively CQC is undergoing major transformation across its people,
property and processes to support its new strategic priorities:

-~ Ensuring care is centred on people’s needs

- Championing joined-up care

- Acting swiftly to help eliminate poor quality care
- [Ensuring and promoting high quality care

— Regulating effectively in partnership

Vodafone understands that The Care Quality Commission's National customer services
centre (NCSC) located in Newcastle upon Tyne encompasses both front office customer
services functions (contact teams for general and high risk inbound traffic via telephone /
email) and back office teams who handle inbound and outbound post, process applications
and regulatory information, in addition to conducting many other data input and support
functions for the organisation.

The contact centre workforce of 444 people dealt with over a million transactions in 2013/14.
The cenlre’s primary aim is the positive experience of our customers and it is therefore
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imperative that every interaction is connected.

We also understand your Commercial Strategy and the priority to save 30% from operaticnal
budgels through such initiatives as rationalising the accommodation estate and using fully
flexible office space. This initiative requires a contact centre and workforce planning service
that provides flexibility and simplicity to enable new organisational structures in the future.

Many organisations face the same challenges as CQC do today:

— Ageing complex and increasingly expensive Telecommunications and Contact Centre
Systems

-~ Delivery of an effective Business Continuity and Disaster Recovery solution

-~ Lack of flexibility to support a changing organisation
-~ Capabllity to support an increasingly mobile workforce

-~ Inability to support multi-channel interactions

— Inability to provide additional contact centre system capacity on demand

— Lack of Integration between front and back office systems

- Ineffective Workforce Planning

— Limited Business Analytics capability to support service review and improvements.

Following our visit lo your Newcastle Office, Vodafone understands the importance to you of
ensuring that CQC are served by a more modern, integrated Contact Centre Software and
Warkforce Planning system. This system must interact simply with your Fixed and Mobile
Telephony and Video systems driving efficiency and providing the foundation that provides
your business with the flexibility and confidence to enable your users to work from any
location using any device and remain contactable.

CQC's vision for it's Contact Centre is:

- To deliver a fully integrated telephony, contact centre and workforce optimisation
solution.

— To provide skills based call and social network routing capabilities to the contact
centre.

- To Integrate the Contact Centre with CQC systems including:
o CRM
o OBIEE
To provide enhanced workforce planning and attendance management facilities.

To support this vision Vodafone is offering CQC a contact centre software and workforce
planning system based upon our storm contact centre service. The services are compliant
with CQC's contact centre and workforce planning functional and non-functional
requirements.

Expected Outcomes, Better Ways of Working and Benefits Realisation

I

By tendering for a new Fixed and Mobile Telephony and Video Service CQC seek to deliver
a fuily integrated telephony, contact centre and workforce optimisation solution capable of
providing:

— Inbound customer contact

o Automated call distribution to include IVR, queue management and call-back
options
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Skills based routing for calls and emails
Customer recognition and personalised routing
Text analytics to supporl email triage

0 0o o O

Multi-channe! agent desktop ~ integraling social media tasks, emails and calls
o CRM and systems integration
— Management information
o A reporiing suite to allow historic and live data reporting across all channels
o Provide automated and editable scorecards for agents and managers
o Support live visibility of shift adherence
o Provide forecasting for all channels
~ Customer Service measurement
o Provide customer feedback surveys
o Provide quality monitoring
o Provide Call recording
— Future proofing the Service
o Be accessible from any CQC office workstation
o Provide Web chat options
o Provide Speech analytics options
o Capable of expansion across back office tasks

— Waorkforce Planning and Optimisation. Following the various discussions we had
during our tour of your contacl centre, some of the key challenges your user groups
had were specifically around the complex and time consuming nature in developing
reports and planning future campaigns. Our proposed solution will meet those
challenges by delivering;

o Supported, scalable and reportable workforce optimisation toolset

o Toimplement flexible forecasting

o To implement workforce modelling to understand the impact of change
o Toimplement self-service portal for staff

o To manage staff availability and attendance to system generated work
schedules based on seli-service input, forecasts and skilisels

o To support annual budget development

o To measure productivity - Task delivery time -> Dala input capture (real-time
input recording)

o Full Ml suite to support all system interventions, hierarchal access levels
o Cost per transaction functionality — delivering VFM

o To mitigate risk of heavy reliance on Excel spreadsheets and specialist
technical skills to maintain current processes.

The storm contact services proposed for CQC are underpinned by Better Ways of Working
(BWOW) consulting services and our own contact centre experiences. An important part of
Vodafone's contact centre positioning is that we practise what we preach. We have
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considerable expertise in our own contact centres, and the lessons we learn there are used
to colour the advice we give through our BWOW and consuitancy activities. We are happy to
arrange a visit to our contact centres for CQC to see how a multi-media contact centre works
in practise.

Our own contact centre and customer services organisations were facing numerous
challenges:

— Missed NPS targets, Missed Opex target
e Technology Issues
s Fractured estate
— Limited call routing capability
— Limited self-serve capability
- Management Issues
- No end to end view of custorner journeys
- Business Plan based on beliefs — not good Ml from the systems
«~ No self-improvement loop
How did we fix it?

— Through Better Ways of Working — analyse how we

work with callers WE PRACTICE WHAT
WE PREACH!

— Introduction of IVR Self Service

e Registration-less tops ups, Billing & Balance
information, 3x3 principle

Use of eCare

« Email, Web chat, eForums, Social Media,

YouTube
— Identify bad callers: 1.5% of base make 20% calls * 26 million phone calls per
(one caller made 2874 calls to CC, cost us £6,400!) month

~ 3000 concurrent FTE
+ 4500 concurrent calls
We achieved: + 5000 FTE

+ Route them to a specialist team

o 31% Reduction in opex over three years
s Consumer Touchpoint NPS went from 7.0 to 19.8

Better Ways of Working Summary

Traditionally the workplace is built around the way people are managed rather than the way
people work. Business is becoming much more complex, hierarchies are giving way to
human networks lo solve difficult problems. In addition, space is becoming expensive, many
workers jobs are becoming “un-tethered” from the office and technology is enabling the
“mobilisation” of social networks, for example we can work at home, share or hot desk or be
fully mobile.

The change from traditional office-based working to Better Ways of Working (BWoW)
necessitates a change in behaviour in workers and the way in which they work, this change
is the key to performance gains; a workplace which supports this behavioural change in
terms of Space, Technology, People and Processes will be more efficient, successful and
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profitable than one which does not.

Vodafone's BWoW methodology is a unique programme of workplace transformation
delivered through an integrated solution across People, Space, Process and Technology. It is
based upon helping CQCs transform the way that they work using Vodafone's own
transformation program and dedicated team of experts.

Figure 1 below shows how all aspects of Better Ways of Working act together to provide total
workforce and workplace transformation.

Better Connected : Better Customer
Employee ﬁ Engagement

Figure 3: the triangle of success behind the Betier Ways of Working

People - Through the user profiling of people we can see not only what technology tools they
need to be successful and productive but also possible barriers to success and how they can
be overcome

Space - By understanding the workplace we can advise on the right physical office layout is
required to augment the environment and support any required behavioural changes
Process - Concenlrating on the policies, processes and tacit behaviours within the work
place that enable and/or inhibit a different way of working, we can advise on what has to
change in order to ensure that both staff and the company are getting the best out of the
changes across the other dimensions

Technology - Buildings and people form the fabric of any organisation and are the most
expensive assets. Connectivily is the technology that binds them together so Vodafone have
a range of solutions to enable organisations to stay connected whether it is fixed solutions
such as SIP Trunks or Wide Area Netwaorks or Mobility through Wi-Fi and 4G. Once we have
profiled the workforce, users usually fall into three categories: Fixed, Flex and Field. These
profiles determine the required technology to enable them to perform their job function most
effectively

BWoW - Advisory Professional Services

Vodafone have built a Workplace Transformation practice to help our CQCs achieve benefits
aligned with their business priorities. Vodafone's Professional Services methodology for
Better ways of Working is comprised of various engagement studies, shown in Figure 2
below.
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Figure 4: With the better ways of working you will get a professlonal service throughout your whole
experience

BWoW - Contact Centre Advisory Services

The Contact Centre study has been designed to explore the nature of a customer’s contact
activities together with the needs of the organisation that exists to service them and
recommend improvements lo their way of working. This service can be provided to CQC at
an optional cost.

Purpose

The module focuses on current activities and practices, their alignment with the customer's
contact priorities and objeclives and assesses how the current environment and capabilities
relate to model industry practices.

Study Structure
Executive Interviews (45-60 minutes)

Face to face or telephone interviews with the senior leader responsible for the contact centre
to build an understanding of existing practices, change programmes and challenges.

Contact Centre functional heads Interviews (30-45 minutes)

Interview max 4 functional heads at the contact centre to build a more granular
understanding of existing arrangements.

Interviews with key staff concerned with MI reporting, Data & IT, Finance (30-45
minutes)

Interviews with max 3 key staff.

Contact Centre Team Level Activities {max 6 teams)

Interview Team Leaders and interviews/service observations of agents.

Mystery Shopping (by agreement)

Contact Centre Output

Executive Summary

High level predicted benefits, purpose of the study and headline summary of findings.
Scope and Approach Taken
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| Area of the business in scope, No. of people who have been interviewed and/or shadowed.
Key Findings
What works, what doesn't work, what can be improved.

Better service roadmap incorporating high level technical and operational
recommendations

Wirite-up of existing processes and better service roadmap with high level recommendations.

BWoW - Benefits Realisation

Purpose

The purpose of the study is lo develop a joint understanding of the business and financial
criteria against which the Contact Centre and Workforce Planning service pilol can be
measured and to then run the evaluation of a piiot based upon these criteria.

Study Structure:

Pre Pilot

Preparation& Kick Off

Make arrangements for Kick Off, Business Overview Meeting and DILOs with CQC.
DILO with field workers & office based staff

Two days on site with a mixture of field and offices based staff focusing on their end to end
activities in order to understand existing processes / pain points / inefficiencies.

Write-up & create recommend evaluation criteria and schedule

Write-up DILO output and prepares evaluation criteria, schedule pilot with CQC and distribute
to pilot participants.

Pilot Execution
Data gathering {(weekly)

Ensure pilot participants fill in the evaluation sheets and return them to the agreed collection
point.

Clinics (weekly)
Provide weekly drop in clinics for pilot participants to discuss any issues/feedback they have.
Data Collation & Summation

Carry out analysis of incoming data to spot trends and highfight any areas which may have
been missed and adjust selection criteria if required.

Benefits Realisation Output
Executive Summary & Company Background

High level predicted benefits, summary of findings, company strategy, history, senior
stakeholders.

Purpose and Scope of Study

Key drivers, tactical focus, strategic focus, pain points, known/unknown — issues. Scope of
study, number of interviews, DILOs.

Current Ways of Working

As-is process, customer interaction/touch-paints, tools/systems. Level of mobility, email,
managed services.
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Business Analysis
What works, what doesn'l work, whal can be improved?
Evaluation Results & Cost Savings

Feedback against crileria, savings where possible, device/application recommendations,
success criteria).

Further Recommendations
Quick wins, medium to long term phasing, solutions road map, key milestones.

CQC Contact Centre and Workforce Planning Solution Overview

Vodafone is pleased lo propose its storm piatform to meet the Authority's requirements for a
cloud-based contact centre solution based in the United Kingdom.

The storm service is not delivered over the PSN network and the service instance is
dedicated to the Authority. Therefore the Contractor shall deliver against the Authorities
requirements and provide all appropriate information to ensure the Contractor's service
supports the Authority in achieving PSN Compliance as a Customer of PSN via their Code of
Connection.

The platform was launched nine years ago in partnership with Content Guru. Today, storm is
one of the largest platforms of its kind in the world with over 50,000 active users in the UK.
Through storm’s extensive toolkit of communication applications, we provide services for
mission critical applications for our end-user organisations. As a result of the cloud model,
the entire storm portfolio of products can be made immediately available to any customers
once they have a partition on the platform.

The Authority's Contact Centre business requirements are detailed in the table below:

Serial Requirement

The solution will provide a single user interface for agenls to handle
H01 customer contacts via call, email and soctal media basad on their skill, task Compliant
prioritisation and queue volumas,

The solution will provide searchable recording of calls handled by the conlact

centre. Compfiant

Hoz
The solution will provision for contact centre monitoring, allowing for the

HQO3 understanding of productivity lo support accurale resource forecasting inthe  Cempliant
front environment.

The solution will have a provision for flexible demand forecasting over all
HO4 Iront and back office oparations, this will include modelling to understand the  Compliant
impact of potenlial change.

The solution will enable CQC lo offer self-service functionality for staff and

s will monitor adherence to all defined, agreed and approved plans Sl
The sclution will provide for the generation of delailed management
information which can be used for performance management, workload .
HG6 o . Compliant
monitoring, and fulure resource planning and financial evalualion of
individual activity components, supportive of budget development
HO7 The solution will interface with other CQC syslems, including SQL based Compliant
information systems and databases, fo support single data entry. R
HO8 Relevant lraining and project management suppont for implementation period Compliant

will be provided for appropriate CQC stalf.
Table 1: Contact Centre - Business Requirements
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The Authority's Contact Centre functional requirements are detailed in the table below:

Serial | Requirement

Call Distribution — The system will have the ability to provide a
muiti-level editable IVR and queue management syslem,
allowing skills based routing of inbound calls. Inbound number
recagnition is required to enable personalised routing of calls
Cs01 to specific agents / groups of agents. The system will aliow Compliant
agents to consult with internal / external colleagues during the
call, Iransfer calls to numbers external to CQC, lo groups of
agents with differing skili sets and re-enter calls into IVR
queues.

Call back managemenl — The system will provide customers
an option to request a call back should there be no agenis
available. The system will be able to delect the caller's
number, if not withheld, plus allow cuslomers to input an
alternative number through the keypad. The system should
allocate call back tasks to agents when available. Ability to
select a preferred time frame for call back based on forecast,
capture enquiry topic through option selection or voicemail,
plus ability to extend call back functionality outside of normai
opening hours is required.

Cs02 Compliant

Call recording — The system will record all inbound, outbound
and transferred calls handled by agents. Recorded calls need
to be held for a minimum of 6 months, downloadable in a
variety of file formals and be searchabie by time, date; phone
number, agent name and CRM generated enquiry number
Cs03 where possible. Calls should be auto-deleted after retention Compliant
period with exemptions defined by business rules (e.g. Calls
transferred lo Samaritans). The syslem will be able to archive
call recordings to a secure location on CQC central drives.
Access to call recordings must be variable dependent on role,
allowing agents to access their own calls where appropriate

Email distribution: The system wili be able to provide
automated distribution of emails from more than one CQC
mailbox. The system will apply phrase / keyword and
attachment recognition to inbound emails to allow prioritisation,
categorisation and routing based on editable CQC business
rules. Recognition of customer email accounts and
appropriate skills based rouling should be possible. The
system should also be able to provide customers with an
automatic response containing the CRM generated enquiry
number as a reference for the customer, both during and
outside of working hours. The system will support the effective
management of ‘pending’ emails within service levels, alerting
agents and managers to messages sitting outside of service
expeclations.

CS04 Compliant
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€S05

Cs06

CSo07

CS08

CS09

C810

Social media: The system will provide a work flow system for
assigning incoming queries to agents or teams that keeps the
integrity of threaded messages, prevents agent collision,
supports public/private interactions and allows easy access to
original post and share with others outside of the dashboard
functionality. A prioritisation system for incoming messages
(flag VIP messages), a tagging system and abilily to mark
sentiment is also required. The system will have an appraval
system that allows approval sampling and should access the
Twitter firehose and Facebook equivalent/be an approved
partner. It should also inlegrate with CRM.

Web Chat: The system should have the capacity for CQC to
introduce web chat functionality in fulure to allow for customer
services expansion and improvement. Any web chal functions
should mirror others within the system with regards to
allocation of tasks and provision of management information.

Information provision to Agents

The system shall allow editable messaging though the agent
desktop, to inform of scheduled and live activity, service levels,
own performance and urgent operational messages. Display
of operational messages on front office wall boards. The
system should have capacily 1o support consistent customer
responses, including templates / scripting for calls and emails
and ability to add links lo key policy documents. Provision of a
quick dial list for agents, which can be centrally managed by
systems administrators.

Navigation and Basic Views for End users - The system shall
be user friendly and have a high standard of usability e.g.
offers access related to roles, variable screen and function
tailored to role/tasks, simple help oplions, minimum clicks to
get to key in information. The system should support flexible
agent utilisation across multiple customer service channels
within the same user interface / desktop.

"Systems Integration: System must be able to connect to
CQC's Oracle Siebel CRM system (either via a dedicaled
connector or through Siebel's Out of the Box CT! connectors).
It should also be future proof by Integrating any other platform
via native connection and/or our ESB solution (Mulesoit). The
solution is also required to be compatible with the Siebel Open
Ul framework {I1P2013 and IP2014). The integration with CRM
should include all the required data for provision of customer
recognition, display of past and pending customer interactions,
and auto population of CRM enquiries (Service Requests) with
relevant contact information and auditable records of actions
taken by agents.

Quality & Satisfaction monitoring: The system will allow for
varied customer feedback capture across all contact methods

Compliant

Compliant

Compliant

Compliant

Compliant

Compliant
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with associaled reporting capacity by individual / team, query
type and conlact method. The system should alert managers
to customer requests for call back / addilional contact, allowing
for complaint resofution.

The system must allow remote monitoring of live calls from any
location, in addition to the evaluation of call recordings against
quality crileria. Individual resulls should be accessible to
agents and reporting available for managers by individual,
team, query type and contacl method to allow for internat
development and improvement of customer experience.

Table 2: Contact Centre — Functional Requirements

The Authority's Workforce Optimisation functional requirements are detailed in the table

below:

Serial | Reguirement

Resource Planning - The syslem suggests the ‘best fit’ for
resource planning based on using a variety of CQC criteria e.qg.
availability, demand activity profiles, key skills and CQC
business rules and other related HR data. This will need to be
able to consider inputs for all front and back ofifice staff
resources,

WFO1

Desklop Process Monitoring/process analytics — functionality
should be available to suppori future development of back
office resource planning against delivery expeclations,

WF02  considerate of aclual productivity achievements (o aid accurate
forecasting model produclion. This should include repeated
intervention flagging ta help drive continuous improvement
focus.

Scheduling Management - The system will be capable of
creating, amending, planning, modelling and optimising ‘real
lime' or short term scheduling activities, work load forecasting
1o identlify resource shortfalls, optimise scheduling activities

WF03  and manage live schedule adherence. Resultant individual
schedules should be displayed within agent desktop and
provide aclivity reminders or alerts for agenis. An equivalent
back office desktop must be available for those slaff not linked
directly to front line services.

Demand Profile and Forecasting- The system will have the
capability to model or forecast and optimise scenarios over the
short and long term {based on current workforce, what if or
predicted workforce) scenarios to identify real or potential
WF04  resource shortfalls. Providing CQC with the functionality to
create optimal baseline workforce teams by staff type, skill mix,
availability, staffing levels and working pattems to understand
and assess resource or staff demand; to support optimal
scheduling aclivities, planning and recruitment stralegies.

| Compliance

Compliant

Complaint

Compliant

Compliant
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Configuration Business Rules - The syslem will support the
creation, reconfiguration by CQC staff and the application of
business rules (based on CQC central policies and local
practice). it shall be flexible to allow the structured updating of
activity coding, business rules and policies with a facility lo
allow a control manual override, where appropriate.

WFO05 Compliant

Self Service - The syslem wilt support multiple access routes
via CQC systems, inlernet, intranet, personal and mobile
devices to designaled system resources to provide two way
flows of information enabling interaction and communications
for NCSC stafiing to support planning and scheduling. The
system will allow for automated annual leave requests, flexible
working requests, shift swap and manual adjustments based
on business rules across front and back office teams.

WF06 Compliant

Management information, Dashboard and Reporting - The

system will have a wide range of standard reports and

dashboards, that can be lailored and re-configured easily o fit

CQC requirements for previous, current and modelled

activities. This must include; individual and team performance

data for front and back office; schedule adherence; atlendance

dala; customer experience metrics such as response times,

transfer volumes and first point resolution rates. Access to

data should be resiricted by role and the system capable of Partially
auto delivery of configurable role-based performance Compliant
scorecards. Real lime views of activity across all front office

work streams are required 1o allow intraday managernent of

performance and service levels. Editable data sels to be

displayed on wall boards and screens. The system must be

able to receive, analyse and inlegrate with data sets produced

by existing GQC reporting repositories (ie OBIEE data

warehouse) to allow for any comparative analysis

requirements.

WFO07

Commercial Information - The system will be capable of

producing cost per transaction detail at funclions, department  Partially
and interaction levels. Quiputs will be supportive of budget Compliant
development and commercial forecast monitoring.

Table 3: Contact Centre — Workforce Optimisation Functional Requirements

WF08

The Authority's Contact Centre Non-functional requirements are detailed in the table below:

m Requirement Compliance

System Access — System will be able to be accessed from
mulliple locations to support business continuity and
developing initiatives such as home-working, expanding
business delivery.

NO1 Compliant

Systemn availability — Any system is required to meet service

Compliant
availability levels of 99%, Monday to Friday 5 days a week with R

NO2
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NO3

NO4

NO5

NO6

NO7

NO8

NO9

N10

N11

N12

N13

N14

the exception of bank holidays (to support current working
hours of 8.30 until 5.30), with CQC/supplier system
maintenance or capacity lo expand outside these working
hours on demand.

Required server environments — The foliowing server
environments are required Live, Test, Forecasting and
Training.

Integration with current and future CQC operating systems -
standard browsers and mobile technologies, Microsoft GUI
standards must be applied. CQC standard build has available
- [E 10, Firefox and Googie Chrome, Office 2010, Java
V1.6.0_22, Active X V7/8/10 and 11.

Technical Support - To include technical design documents for
each component of service. Access to technical support
services to be available 5 days a week, with capacily to
expand outside these working days on demand.

Service levels to meet the below requirements as closely as
possible:

Level 1 incidents (full system outage): Respond and fix within 4
hours

Level 2 incidents (partial system oulage) Respond and fix
within 8 hours

Level 3 requesis (changes, addition/deletion requests)
actioned within 72 operational service hours

Training Support — Will underpin the solution delivered to CQC
and be lailored for all levels of interaction and roles

Disaster recovery — System will be supported in the event of a
disasler and any recovery plans will be tailored to CQC needs
and be compliant with business conltinuily standards.

Recovery lime & point objective — Minimal recovery time with
optimal recovery points.

Storage - System will handle increase in call recording,
database and report server storages without major system
changes or data migration activities. Audit trail functionality
should be in-built.

System scalability - System shall be scalable both in terms of
users and storage, with easy to change both in terms of cost
and minimal disruption.

Table 4: Contact Centre - Non Functional Requirements

Compliant

Compliant

Compliant

Compliant

Partially
Compliant

Partially
Compliant

Partially
Compliant
Compliant

Compliant

Compliant

Compliant

Compliant

Eor more information please refer to Appendix 3 - Annex 1 - CQC Lot 2 Method
statement.

18331166 v3
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Resource plan

Provide a complete resource plan for the delivery of the Specification including details of the team
involved what these individuals will be doing and why these individuals are suitable for this
requirement.

Response:

Key to the success of CQC'’s solution delivery and the outcomes expected will be effective
contract management, programme managemenl, service management and governance.

| For the purpose of Clause 20.1 of the PSN Framework Schedule 14 Call Off Terms —
! Appendix 2 Representatives and Key Personnel as set out in schedule 2.1 service levels,
related remedies and performance monitoring of the Call Off Terms Vodafone nominated

Contractor. Representatives are:

- Helen Freeslone — Head of Regional Sales Public Sector

- Neal Quinn — Client Manager

- David Porter — Unified Communications & Customer Interaction Business
Development Manager

In accordance with clause 26.5 of the PSN Framework Schedule 14 Call Off Terms -
Appendix 2 Representatives and Key Personnel level 1 escalation in relation to dispute
Vodafone nominated Contractor Representatives are:

- | Colin Holt ~ Service Manager |

The Vodafone implementation team will be led by a Programme Manager who will work with
the CQC Project Board to provide:

- Continuous alignment of the project with strategic business and organizational
objectives.

- Ensure that each project work stream is delivered on time, within budget, to the
appropriate quality and agreed standards to ensure that CQC realise its projected
business outcomes.

- Proactive engagement and strong focus on CQC stakeholders in regard to the
project's progress.

The Vodafone Programme Manager will be the single point of contact and take awnership for |
the delivery of the proposed solution. The Programme Manager will report into the Project
Board which would be made up of sponsors from Vodafone and CQC.

In accordance with Paragraph 3.1 of Schedule 6.1 Governance of the Call-Off Terms
Vodaione would propose the following board structures and representations:
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Figure 5: your project management team is tallored to cover all your needs

Below are some example CVs of Vodafone programme and project managers:

Programme Manager CV

Profile

APMP and PRINCE 2 qualified with 10 years’ experience across blue chip organisations with
a successful track record of delivering IT infrastructure and business change projecis and
programmes to defined (ime, cost and qualily criteria. Experienced in managing complex
customer / supplier relationships, with excellent leadership and organisational skills
supported by strong stakeholder management / team building aptitudes.

Strengths include planning, prioritising and decision making supported by a pragmalic
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approach and first class communication skills. Adept at engaging all levels of seniority with a
strong understanding of project and programme governance, quality control and change
management disciplines.

Qualifications

APMP

Prince 2

Siemens certified project manager

Familiar with different methodologies eg: Agile

Career history
200 Itd

Programme manager for Network Optimisation Programme
Programme Manager

Transform the DISC nelwork and telephony estate and deliver cost savings -
including WAN upgrade; LAN refresh; Deployment of IPT services across the
transformed network; PSN compliance and security accreditation to restricted IL3;
transform video end points in scope

Regular attendance at the programme board

Managing a team of 2 senior Project Managers and 11 project managers across the
supply chain

Overseeing delivery of all aclivities across the programme
Responsible for Senior stakeholder management
Defining and delivering programme closedown activities to a successful outcome

Responsible for a combined budget of 11M with responsibility of P&L management
including incremental programme opportunilies

Senior Project Manager

IP Telephony solution across the Ministry Of Justice (MoJ) estate

Transform the MoJ HMCTS legacy telephony service to an Internet Protocol
Telephony (IPT), Pan Government Accredited (PGA), Public Services Network (PSN)
hosted solution across ~36000 users and ~460 sites

Responsible for a budget of 4M with responsibility of P&L management including
incremental project opportunity

Leading a team of 9 PM's and with a wider team of ~ 110 SME's made up from
resources across 4 organisations (Atos, BT, Siemens and the MoJ)

Development and implementation of communications and stakeholder management
strategy including government departments and the Judiciary

Multipte supplier management ensuring delivery to contracted quality and time criteria

Delivery of Service Management (ITIL) processes ensuring successful operational

18331166 v 0




acceplance

Line management of 1 senior project manager and 2 project managers

— Responsible for appraisals, objective setting, personal issues, development plans,
absence management

Programme Lead delivering North West Europe (NWE) cluster element of Siemens Glob
services transformation

— Delivery of End User Computing transformation (CQC, Active Directory, Email,
Account Group and Share Management) to all Siemens users across Sweden,
Denmark and Finland

— Leadership of in-country / remote project leams (3 lead PMs, 4 workstream PMs and
up to 14 SMEs)

-~ Service Desk and Operational Framework transformalions across the three countries.

- Stakeholder management through timely and targeted communicalion, meetings,
workshops and presentations to a broad range of stakeholders, including CQC, NWE
Operations Management, local operations management, Account Management and
Project Board up to Executive Management Team

~ Responsible for a transformation budget of 3.4M Euros across all countries in scope

- Proactively managed risk through regular workshops and reviews both internally and
jointly with the CQC

Project Manager CV

Profile

An experienced projects & programmes professional with proven Telecom & IT
Programme/Project Management skills developed over the past 25 years .Worked in both the
Public and Private sector as both a customer and a supplier

Qualifications

— Prince 2
— Familiar with different methodologies eg: Agile
— Security Status SC cleared

Skills

Proven Telecom & {T Programme/Project Management skills developed over the past 25
years in the Telecom/IT induslries.

Proven Customer Service Management skills gained in an outsourced contract environment
including TUPE transfer.

Detailed knowledge of process and procedure development within “service provider”
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organisations
Proven bid management / tender response experience both in the Public and Privale Sector.

A broad technical knowledge and understanding of the following technologies P, VOIP,
Wireless (Point to Point & Point to Multi Point), LAN & WAN technologies / architectures,
VPN's, voice networking, Broadband solutions, Contact / Call Centres, PC's, Wintel Servers
and storage area networks

Recent projects
Jan 14 — Today - GCF to PSN Transition

Leading the Vodafone Transition team migrating the existing ¢S to PSN at IL2,
1.3 and IiL4. (588 Public Sector Customers).

Nov 12 — Dec 13 — Public Sector Pre Sales

Supporting the Public Sector Account teams by providing advice on Transition methodology
and Project Management approach for large programmes. Manage a team of Pre-Sales
Project Management consultants.

2011 -~ 2012 ~ Various public Seclor Programmes

B— Replacement of the Call Centre infrastructure and migration of their truncated
0845 46 47 from BT to Cable & Wireless

= Back Office expansion — consisting of the upgrade of network capacity into all of
all Centre sites without interruption to existing services.

2007 - 2011 - Network Transformation Programme Lead

Working forsimmili a Project team including 3 Project Managers, Solution designer and
Administrators replacing the WAN (EFM & BGADSL), LAN, WLAN & Voice infrastructure in
2500+ stores throughout the UK & Republic of Ireland.

2003 — 2007 - Programme Director — Lincolnshire County Council

Managed a £15m Broadband & ICT Support Project incorporaling the deployment of a
county wide, 38 site, wireless network and support to over 1000 Private sector companies in
Lincoinshire.

Project Management Overview

Vodafone Programme & Project Management Framework known as One Way of Delivery
(OWQOD) has been developed from MSP & PRINCEZ with positive feedback from our CQCs.
It provides an outline approach, tailored by the Programme or Project Manager to meet the
needs of CQC and the objectives of every programme or project. We only use the process
and fools which are direclly applicable and required for the requirement at hand, saving time
and ensuring we are on target with your objectives.

It is framewark which:
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Above all, this will help us achieve more successful and controlled delivery to CQC.
The key elements of our Project Management Framework include:

The framework will provide improvements in simplicity, clarity, consistency and coherence

Allows all sizes and types of Programmes and Projects to be delivered using a
consistent set of processes and templates.

Provides Governance appropriate to the size and complexity of the Programme /
Project.

Aliows local variations to operate by the use of overlays relevant to the Business
Unit or Delivery Unit.

Using a single approach for all types of Programmes and Projects.
Providing a clear differentiation between Programmes and Projects.

Proviging clea[_gygance on the definition of delivery type and associated
Governdnce. 4

Using a common language (based on the OGC suite — Managing Successful
Programmes - MSP, PRINCE2 and P30.)

Removal of multiple methods and frameworks.

Having the ability to produce far more meaningful Management Information and
trend analyses to support decision making in delivery.

Risk Assessment - |dentifying the key benefits of the project to CQC; gssessing %
the level of risk and developing risk mitigation strategies.

Right Resources - Crealing a project-specific organisation, showing the structure
of the project; the people involved; their role in the project team; what they will be
doing; and most importantly, their outcomes which they will achieve.

¥ o

Detailed Planning - We will have a joint Project Definition Workshop (PDW) to
define / review and agree on the project approach and scope with your team.

. o o
Management Overview - Including management and team reviews, reporis on
project status and progress, documentation of project initiation and closure -
tracking, monitoring and ensuring everything is done properly.

Quality Assurance - Making sure we deliver our promises made to you and your
business requirements.

Communication - Keeping you informed, making sure we keep all key
stakeholders informed, from both organisations, with the information they need
about the project, when they need it.

18331166 v3
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The Vodafone Project Life Cycle described in the diagram above and in the following
paragraphs provides a general overall summary of the key components of the project
approach with their corresponding standard documentalion set.

Vadafone Project Managers are required to work together with CQCs to customise and agree
the documentalion that fits the CQC's company policy and business requirement while
maintaining our professional project management methodology.

Vodafone project life cycle - project initiation
The first key step in the initiation phase of the Project is to define and agree the project scope

with CQC. The project scope defines the limits of the project - what the project includes, as
well as what is specifically excluded from the project.

On approval and sign-off of the Scope, as part of the Project Initiation Document (PID), the
Project Manager assumes responsibility for developing the detailed project plan and for
executing the project in accordance with the PID.

The Project Definition Workshop is chaired by a Vodafone Project Manager with the CQC's
help to ensure that the project is comprehensively scoped and planned with the right
stakeholder(s) identified.

Vodafone project life cycle - execution

With the sign-off of the Project Initiation Document, the Project Manager is able to work
according to a baseline and execulte individual planned activities in full swing with their
downsiream suppliers, vendors and internal provisioning functions.

Regular meetings are conducted with the CQC, stakeholders and project board/sponsor to
report the Project status together with the actions, changes, issues, risks, assumptions and
dependencies.
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The agreed Project C_hange Management Process will allow the Pn;jléct Manager to centrally
qualify and keep track of all project change requests.

For each successful CQC site migration, our Project Manager will consolidate the service
inventory and reference number and handover to CQC for acceptance.

Vodafone project life cycle - transition and closure

The Project Manager is responsible for the network build, commissioning and customer
migration according to the agreed migration approach and acceptance criteria developed
with CQC during projecl initiation.

The service inventory are handed-over to CQC and the 24x7 Operations Support function
with the objective to be able o identify the individual components that make up the services
and transition from project to operations support stage.

The Project Manager will work in parallel with Operations Support funclion for an agreed
“service acceptance period" to ensure seamless transition and this process will be
documented using an Acceptance Into Live Service document (AILS).

Upon the last deliverable of the project, the Project Manager will chair the Project Closure
Meeting with CQC and Operations Support function to identify, follow up any outstanding
actions with clear owners and timeline to complete. Lessons learnt are also shared
throughout the duration and at the end of Project.

Project Deliverables

As with any project methodology, the Framewaork is completely flexible and can be adapted
to meel any specific requirements of the Customer. The following is a list of the key
deliverables that comprise the project management elements as opposed to the

solution. Standards for these are included with the Framework but each can be amended to
suit the requirements of the project. Depending on the size, complexity and risk of the
project some of the deliverables may be combined or omitted.

Standard Management Deliverable Descriptions:
- Project Mandate
- Project Brief
- Project initiation Document
- Project File
- Project Stage Plan
- Project implementation Plan
- Financial Approach
- Benefils Approach
- Health, Safety and Environmental Approach
- Security Approach
- Project Authority Records
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- Handover Certificate

- Work Package

- Standard Communication & Reporting Deliverable Descriptions:
- Communication and Reporting Approach
- Project Meetings

- Checkpoint Report

- Highlight Report

- Exception Report

- End Stage Report

- Lessons Leamed Report

- End Project Report

- Standard Quality Deliverable Descriptions:
- Deliverable Quality Review

- Quality Approach

- Risk / Issue / Change Control

Outline Implementation Plan

In accordance with Paragraph 2 of Schedule 4.1 (Implementation Plan) of the Call-Off Terms,
the Outline Implementation plan is proposed by Vodafone as attached at Appendix 3 - Annex
2 — QOutline Implementation Plan.

We have also provided a detailed implementation plan that includes a full breakdown of the
aclivities to be carried out together with Key Milestones, The plans are provided in Microsoft
Project and PDF Formats:

0 =

2015-05-12 CQC Lot 2015-05-19 CQC Lot
2 - Contact Centre P12 - Contact Centre PL
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Exit strategy & skills transfer

Describe the processes and deliverables of the exit phase of the service and how skills will be
retained within the Authority,

Response:

As part of the Vodafone Transition methodology and within 3 months (or such other period
as is specified in the Implementation Plan or otherwise agreed by the Parties in writing) of
the conltract effective date, we will deliver an Exit Plan to the Authority.

A series of meetings with relevant Authority stakeholders will be arranged to agree the
content of the Exit Plan. The Exit plan will be implemented in accordance with the Exit
Management strategy as defined in PSN call off Schedule 6.4. The Exit Plan will be
reviewed and maintained during the lifecycle of the contract io reflect any changes to the
services provided by Vodafone.

Vodafone acknowledges that Notice of Termination can be served for a variety of reasons
and will reflect the different options for both Ordinary and Emergency Exit within the Exit
Plan,

We will appoint a Project Manager on receipt of Notice of Termination to establish
governance, attend meetings and complete all activities required for a seamless transition of
services from Vodafone to the Authority and/or their new supplier.

The scope of the Exit Plan is summarised as:

— to confirm all appropriate third parly and our contracts terminate or novate, as
appropriate, to Customer and/or their third party supplier in line with the Service
being transferred;

— to agree assets lo be transferred to Customer and/or their third party supplier, agree
process by which the transfer will take place and facilitate a smooth transfer;

— to agree the data and the format of the dala to be transferred to Customer and/or
their third party supplier;

~ to confimm the Services and transfer them to either Customer and/or its third party
supplier according to a schedule to be agreed by us and Customer;

— to confirm and to transfer those individuals determined to be ‘in-scope personnel’ in
accordance with the then current Transfer of Undertakings (Protection of
Employment) Regulations;

— always subject to confidentiality requirements and, where permissible, always
considering our proprietary information / data, execute the transfer of applicable
knowledge for the Services to enable Customer and/or their third party supplier to
run the services;

— o agree and pay all outstanding payments due between the parties.

A range of professional service resource would be required lo ensure successful completion
of a decommissioning process. These might include:

— Program Manager

~ Project Manager

— Hosling Solulion Manager
— Solutions Consultant

— Hosling Design Specialist
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— Technical Design Specialist

— Hosting Engineering resource (Security, Desktop, Application etc.)
We will work in collaboration with the Authority to produce a detailed project plan with the
nominated service provider and will include a specific detail of transfer of equipment. E.g.
secure courier to transfer equipment or secure IT Specialist.

Any equipment that needs to be disposed of will follow our secure decommission process.

Our approach to project compliance consists of several steps, all of which are designed to
ensure that the project outputs are completed with the specification, proposal and plan
agreed with the Authority.

We regard demonstration of compliance as starling with the project, not just an activity
lagged onto the end of the implementation. The steps are therefore designed {o ensure the
plan and the activities to deliver it are completed with clarity, traceability and accuracy.

The compliance steps are:

— Ensure an exit plan design and schedule is agreed.
An agreed starting position, sefting scope, expectation and responsibilities can be reported
and tested against. Demonstrating and confirming compliance against a moveable and fluid
base is impossible.

Ensure acceptance criteria are agreed

Complementing the exit plan design and schedule, the acceptance criteria to confirm
compliance should be realistic and agreed.

For example acceplance criteria can be successful completion of specific tasks or
agreement on a final version of specific deliverables.

Plan compliance tasks

Compliance tasks need to be managed and therefore it must be included in the project
schedule and in the project quality and acceptance approach. This way project
implementation will support management towards compliance.

Checkpoints

Amongst the planned compliance tasks will be checkpoints where actual status of the exit
plan is reviewed against agreed baseline and acceptance criteria. The review will allow
opporiunities to discuss progress, issues and changes within the context of impact on the
overall exit plan.

Reporting

Project delivery status reports will be produced each week. The reports will capture
progress to date against milestones, deliverable status and highlight issues/risks assacialed
with delivering the exit plan. The reports ensure regular visibllity and communication of
progress against the Exit Plan demonstrating compliance and ensuring deviation is only
agreed via managed processes. These reports will provide input to the checkpoints.

At the conclusion of our activities, an Exit Plan completion report will be produced
summarising the actions and outputs completed and providing a high-levei audit trail and
confirmation for the Authority.
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Exceptions will be managed via change management

During design, planning and implementation of the Exit Plan, especially with potentially input
from several parties, it is inevitable additional items or allernatives to agreed ones will arise.

These will be managed via an agreed Change Management process that will ensure _
changes to the Exit Plan are only made after impact analysis; solution definition and |
estimation are completed and agreed.

Deliverables

We expect the following Exit Plan deliverables will be required. The deliverables have been
categorised as (hree types:

— Commercial: deliverable that defines the commercial coverage required for our exit
plan activities
~ Planning and Design: deliverables that detail the activities, approach, solution and
timeframes for the exit plan
~ Implementation: deliverables produced through execution of the exit plan.
This list of deliverables is based on current knowledge of what may be appropriate. It will
change and can only be confirmed once requirements for the Customer replacement
service provider are agreed.

Commercial

Commercial proposal based on confirmed exit requirements for planning, designing and
implementing the Authority exit plan.

This will need to be produced and agreed prior to exit plan design, planning and
implementation. There will be an associaled cost to this work.

The Exit Plan Proposal deliverable will include a high-level project schedule; approach and |
resource plan to meet the confirmed the Authority Exit Plan requirements.

Planning and Design

— Project schedule; a detailed project schedule for our activities (e.g. MS Project plan)
that integrates with the Authority and replacement contractor schedules.

- Project Initiation Document (PID); Project Management asset delailing the project
delivery approach, communication plans, quality approach, reporting and
governance we will use to define and execute the exit plan.

— Exit Plan Design; a specification and detailed design of the aclivities in response to
requirements. This will include definition of security, technical, operational and
knowledge activities related to the exit.

— Exit Plan; a specification for the test and verification approach and methods that will
be applied to ensure oulputs are of required quality and integrity.

Implementation

~ Customer Operations Guide; a document describing the tasks, activities and
dependencies that delivery of the Managed Service requires, supporting knowledge i
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transfer and service transition. This will essentially be a collection of all relevant
Local Work Instructions (LWI).
— Solution Design Document (SDD); the SDD which will include details of:
The versions of all the software components used to deliver the latest version of the
Customer production environment.

Note that this may not be required if 2 Customer is to be delivered by different software.

- Open service desk tickels; a documented record of the open service desk tickets at
time of transfer

-~ Exit Report(s), a documented report that confirms the output, identifying any issues
and confirming successes.

— Exit Plan Completion Report; design and execution of application transfer, including
data and knowledge transfer.

Knowledge Transfer

Both the Authority and the new service provider will require training in the continued
provision of service and this will be supported by Vodafone.

This will involve:

~ Assessing the training requirement with the Authority and new provider;
— Creation of training material
— Delivery of training.

We suggest that the knowledge transfer tasks will be delivered through a set of warkshop
activities and subsequenlly support wilt be made available for clarification and confirmation
of points not covered in the initial knowledge transfer.

The workshops will be conducted as briefing sessions and meetings, with decumentation
and the Authority's system available as reference materials.

it will be necessary to provide training for key members of the Replacement Contractor’s
personnel in connection with the continuation of the provision of the Managed Service. Key
roles are identified as follows for attendance at a series of training workshops.

—~ Sales and support technical staff
— Support desk staff

— Commercial and Billing staff
Closure

In summary, we will appoint the appropriate resource lo support the transition using our
robust methodology and governance processes lo provide the Authority with a seamless
transfer to their new service provider. We will be available for an agreed period to answer
any questions until such time as joint agreement is reached between both parties that all
activities have been completed and we can confirm project closure.
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1. Introduction

Vodafone is pleased to propose its storm platform to meet the Authority's requirements for a cloud-based
contact centre solution based in the United Kingdom,

The storm service is not delivered over the PSN network and the sewvice Instance is dedicated to the Authority.
Therefore the Contractor shall deliver against the Authorities requirements and provide all appropriate
information to ensure the Contractor's service supports the Authority In achieving PSN Compliance as a
Customer of PSN via their Code of Connection.

The platform was launched nine years ago in partnership with Content Guru. Today, stormis ane of the largest
platforms of its kind in the world with over 50,000 active users in the UK. Through storm’s extensive toolkit of
communication applications, we provide sewvices for mission critical applications for our end-user organisations.
As a result of the cloud model, the entire starm portfolio of products can be made immediately avallable to any
customers once they have a partition on the platform.

The Authority’s Contact Centre business requirements are detailed in the table betow:

m Requirement i Compliance

The solution wilt provide a single user interface for agents to handle customer cantacts via

LD coll, email and socia) media based on their skill, task priodtisation and queue volumes L
HO2 The solution will provide searchable recording of ¢alls handied by the contact cente. Compliant
Ho3 The solution will provisfon for contact centre menitoting, allowing los the understanding of Compliant
productivity to suppont accurate resource farecasting in the front envitonment. ’
HO4 The solution will have a provistan for flexible demand forecasting over all front and back office Comatiant
aperations, this will include modelling o understand the impact af potantial change 4
The solution will enable CQC to offes self service functionality for staff and will monitar "
HO5 Compliant

adherence to all defined, agreed and approved plans.

The solution will provide for the generation of detailed management information which canbe
HO6 used for performance management, workload monitoring, and fulure resource planping and Compliant
financial evaluation of individual activity campenents, supportive of budget development.

The solution will Interface with other CQC systems, including SQL based information systems

Ha7 and databases, 1o support single data entry. ol
Relevant iraining and project management support for implementation period will be

HO8 provided for apprapriate CQC staff. L L

Table 1: Contact Centra - Business Requirements
The Authority's Contact Centre functional requirements are detailed in the table below:

Serial l Requirement | Compliance
Call Distribution - The system will have the ability to provide a multl-level editable VR and
queue management system, allowing skills based routing of Inbound calls Inbound number

CS01 recognilion is required to enable personatised routing of calls to specific agents / groups of Compliant
agents. The system will allow agents to consult with intemal / external colleagues during the P
call, iransler calls to numbess extema? to CQC, to groups of agents with differing skill sets and
re-enter calls into IVR queues
Call back management - The system will provide customers an option to request a call back

cs02 should there be no agents avaliable. The system will be able lo detect the caller’s number, if Compliant

nat withheld, plus allow custormers te input an alternative number through the keypad. The
sysiem should allocate call back tasks to agents when available. Abllity lo select a prefened
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time frame for catl back based on farecast, capture enquiry toplc threugh option selection or
vaicemall, plus abllity to extend call back functlonality cutside of normal opening hours Is
required.

Call recording - The system will record all inbound, eutbound and transferred calls handled by
agents. Recoided calls need ta be held for a minimum of 6 months, downloadable in avariety
of file formats and be searchable by time, date; phone number, agent name and CRM
generated enquiry number where possible. Calls should be auto-deleted afier retention period
with axamptions defined by business rules {e.g. Caills transferred to Samatritans). The system
will be able to archive call recordings to a secure ipcation on CQC central drives. Accessta
call recardings must be vadable dependent on role, alfowing agents to access thelr own calls
where appropriate

Emall distribution: The system wili be able to provide automated distribution of emaits from
more than one CQC mailbox. The system will apply phrase / keyword and attachment
recognitlon to inbound amails to allow priasitisation, categorisation and routing based on
editable CQC business mles. Recognitlon of custamer emait accounts and appropriate skills
based routing should be possible. The system should also be able to provide customers with
an automatic response containing the CRM generated enguisy aumber as a reference for the
custamer, both during and outside of working hours, The system will support the effective
management of ‘pending’ emails within service levels, aletting agents and managers to
messages sitting outside of sepvice expectatians,

Social media: The system will pravide a work flow system for asslgaing incoming querles to
agents or teams that keaps the integrity of threaded messages, prevents agent callislion,
supports public/private interactions and allows easy access to original pest and share with
athers outside of the dashboard functionality. A prodtisation systemt for Incoming messages
(Nag VIP messages), a tagging system and abllity to maik sentiment is also required. The
system will have an approval system that allows approval sampling and should access the
Twitter firehose and Facebook equivalent/be an approved partner. it should also integrate
with CRM.

Web Chat: The system should have the capaclty for CQC to Introduce web chat functionallty in
future to allow for customer sevices expansion andimpravement. Anyweb chat functlons
should mirror others within the system with regards to allocation of tasks and provislon of
management information.

Information provision to Agents

The system shall allow editable messaging though the agent desktop, to inform of scheduled
and live activity, service levels, own peformance and urgent operational messages. Display
of operationa! messages on front office wall boards. The system should have capacity to
support consistent customer responses, including lemplates / scripting for calls and emalls
and ability to add links to key policy documents. Provislon of a quick dial list for agents, which
can be centrally managed by systems administrators.

Navlgation and Baslc Views for End users - The system shall be user friendly and have a high
standard of usability e, g, offers access refated to roles, variable screen and function tailored
to role/tasks, simple help options, minimum clicks to gel to key in Information, Tha system
should suppont flexible agent utllisation acioss multiple customer service channeals within the
same userinterface / desktop.

" Systems Integration: System must be able to conaect to CQC's Oracle Slehet CRM system
(either via a dedicated connector or through Siebel’s Qut of the Box CTl connectors). It should
also be future proof by inlegrating any other platiorm via native connection and/or our ES8
sotutlon (Mulesoft). The solution s also required to be compatible with the Slebel Gpen Ul
framewark {IP2013 and IP2014). The Integration with CRM should include alt the required
data for provision of customer recognitlon, display of past and pending customer inleractions,
and auto papulation of CRM enquiries {Service Requests) with relevant contact information
and auditable records of actions taken by agents,

Quality & Satisfaction monltoring: The system will alfow for varied customer feedback capture
across all contact methods with associated reporting capacity by individual / team, query
type and contact method. The system should alert managers to customer requests for call
back / additlonal contact, allowing for complaint resolution,

Compliant

Campliant

Compliant

Compliant

Compliant

Compliant

Compliant

Compliant
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The system must allow remote monltosing of live calls from any localion, in addition to the
evaluation of call recordings against quallty criteria. Individual results should he accessible
to agents and seporing available for managers by individual, team, query type and contact
method Lo allow for internal development and impravement of customer experience.

Table 2: Contact Centre - Functlonal Reguhements

The Authority's Workforce Optimisation functional requirements are detailed in the table below:

Serlal | Requlrernent

Resource Planning - The system suggesis the 'best fil' for resource planning based on using a
variety of CQC criteda e.g, avallability, demand activity profiles, key skills and CQC business
nsles and other related HR data. This will need to he able to consider inputs for all froal and
back office staif resources.

WF01 Compliant

Desktop Pracess Monitoring/ process analytics - functionality should be available to suppont
future development of back office tescurce planning against delivery expectations,
WF02 considerate of actual productivity achievements te aid accurate forecasting modet Complaint
production. This should include repeated intervention flagging to help drive continvous
improvement focus,

Scheduling Management - The system will be capable of creating, amending, planning,
modelling and optimising ‘real time’ or short term scheduling activitles, work load ferecasting
1o identify resource shortfalls, eptimise scheduling activities and manage live schedule
adherence. Resultant individual schedules shoutd be displayed within agent desktop and
provide activity reminders or alerts for agents. An equivalent back office desktop must be
avallable for those staff not linked directly to front line services.

WFD3 Compliant

Demand Praofile and Forecasting: The system will have the capability to model or forecast and
optimise scenarias aver the short and long term (based on cunrent worklorce, what if or
predicied workforce) scenarios Lo identify real or potential resource shortfalls. Providing CQC
with the functionality to create optimal baseline workforce teams by staff type, skill mix,
availability, staffing levels and wosking patterns to understand and assess resource of staff
demand; Lo support optimal scheduling activities, planning and recrultment strategies

WF04 Compliant

Canfiguration Business Rules - The system will support the creation, reconfiguration by CQC
staff and the application of business rules {based on CGC central policies and local practice).
It shall be flexible to allow the structured updating of activity ceding, business sules and
policies with a facility to allow a contral manual gverride, where appropriale.

WF05 CompHaat

Self Service - The system will support multiple access routes via CQC systems, intemet,
Intranel, personal and moblle devices to deslgnated system resouces to povide two way
flows of information enabling interaction and communications for NCSC staffing to support
planning and scheduling. The system will allow for automated annual leave requests, flexible
working requests, shift swap and manual adjustments based on business rules across front
and back office teams.

WF06 Compliant

Management Information, Dashboard and Reporting - The system will have a wide range of
standard repants and dashboards, that can be tallored and re-configured eastly to fit CQC
tequivements for previous, current and modelled activities. This must include; Individual and
team perfarmance data for front and back office; schedule adherence; attendance data;
customer experlence metrics such as response times, transfecvolumes and first polat
resolution rales. Access to data should be sestricted by role and the system capabie of auto
delivery of configurabie role-based perfformance scorecards, Real time views of activity across
ail front office work streams ase sequired to allow intraday management of performance and
service levels. Editable data sels to be displayed on wall boards and screens, The system
must be able to receive, analyse and Integrate with data sets produced by existing CQC
repodding repositories (i.e. 0BIEE data warehouse) to allow for any comparative analysls
requiiements.

WFDT Partially Compliamt

Commercial informatlon - The system will be capable of praduting cost per transaction detail
WF08 at functions, department and inleraction levels. Outputs will be suppartive of budget Partially Compliant
development and commercial farecast monitorng.

Tabie 3: Cantact Cantre - Worldorca Optimisation Functional Requimments
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The Authority’s Contact Ceatre Non-functicnal requirements are detailed in the table below:

m Requfrement Compliance

System Access -~ System will be able to be accessed from multipie locations to support
NO1 business continuity and developing initiatives such as home-working, expanding business Compllant
delivery.

System availability - Any system |s required to meet service availability levels of 99%, Monday
to Friday 5 days a week with the exception of bank holtdays (to support cumrent working hours
of 8,30 until 5.30), with CQC/supplier system mainienance or capachty to expand outside
these working hours on demand.

no2 Compliam

Required server environments - The follawing server enviranments ase required Live, Test,

Forecasting and Tralning. UL

ND3
Integration with cument and future CQC operating systems - standard browsers and mobile

ND4 technologies, Microsoft GUI standards must be applied. CQC standard build has available - Compliant
IE 10, Firefox and Google Chrome, Office 2010, Java V1.6.0_22, Active XV7/8/10 and 11.

Technical Support - Jo include technical design documents for each component of service.
ND5 Access to techrical suppont services to be available 5 days a week, with capacity to expand Compliant
autside these working days on demand.

NO6 Servica levels Lo meel the below requirements as closely as possible: Partially Compiiant
RO7 Level 1 incidents (full system outage): Respond and fix within 4 haurs Pactially Compliant
nas Level 2 incidents {partial system outage) Respond and fix within 8 hours Partlally Compliant
NO9 Level 3 requests (changes, addition/deletion requests) actioned within 72 operational sewice Compliant
hours
N10 Tralnlng' Support - Wil underpin the solution delivered 1o CQC and be tallored for alt tevels of Compliant
Ineraction and roles
N1t Disaster recovery - System will be supported In the event of a disaster and any recavery plans Compliant
will be tailored to CQC needs and be compliant with business continuity standards, .
N12 Recovery time & point objective - Minimal recovery time with optimal recovery points. Compliant
Slorage - Syslem will handle inciease in calf secarding, database and report server storages
N13 without major system changes or data migration activities. Audit trail functlionality should be Campliant
In-buitt.
N14 System scalabifity - Systeni shall be scalable both in terms of users and storage, with easy to Compliant

change boih in terms of cast and minimal dissuption.
Tahla 4: Contact Cantre - Non Functlonal Requiremants
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2. Overview of Vodafone storm

stom s the world's largest communicatlons integration platform, able to offer the Authority 99.999% availability
and 1S027001-accredited security across all of its contact centre operations. The platform is shared by
thousands of end-user organisations, but every single organisation is provided with its own unique, secure
partition. This will give the Authority access to the leading functionality available in the market today, and the
Authority's partition will be tailored to its precise requirements, providing exactly the functionality and scale it
needs at any given point in time. This will liberate the Autharity from the capital expense and ongoing complexity
of rolling out, supporting and maintaining most of the on premise hardware that would normally be associated
with a project such as this. As the Authority’s needs evolve over time, additional storm functionality can be
boited on to satisfy them, providing exactly the required functionality and scale for the Authority at any single
point In time.

stormis an end to end modular platform, This means that we can either provide a complete telephony estate for
the Authority, or the Authority can choose to adopt individual modules and migrate to the cloud in a phased
approach, Over 95% of all storm customers (including large organisations such as UKPN, The Disclosure and
Barring Service, The UK Home Office and others. All modules which are avallable on the storm platform are built
in house (along with the underlying hardware) - there are no third party applications or hardware clusters (i.e.
Cisco, Avaya) deployed in the storm environment. storm has a strategic relationship with Teleopti, a world ieader
in Work Force Management solutions, and we have built a real time, low [evel integration between both systems
which allows us to combine the power of two best-of-breed platforms.

2.1 Architecture Overview

stormis a cloud based muiti-channel IP Contact Centre solution that overlays Vodafone's One Net Enterprise
Unified Communications platform to provide Contact Centre capability to Unified Client users, The platform Is
hosted in the Vodafone Watford and Park Royal, London data centres, and the Network Operation Control
centres (NOCs) are also located within the United Kingdom.

Itis designed so that incoming calls to the Contact Centre are routed through the DTMF/Speech enabled IVR to
the call routing platform. Tive storm application makes a decision on which Agent has the appropriate skills to
handle the call and the call is routed to that Agent on the Vodafone One Net platform for delivery to the Agent,
regardless of their physical location. The Agent uses a web browser based application to manage the call,

A general platform architecture averview is shown in the diagram below:
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Figure 1: storm'’s high avallability resifient Architacture

2.2 High Level Solution

The Initial requirement for voice, emall and social media call queuing, routing, recording, Work Force
Optimisation (WFO) and reporting is all achievable out of the box through the storm modules.

Every module is individually licensed on an operational expenditure (OPEX) basis, paid per concurrent Agent, to
give the Authority as much flexibility as possible in how their services are configured, meaning that they can have
rapid access to the best functionality avallable in the market, whilst only paying for what they use. Furthermore,
upgrades and maintenance are all included within Vodafone's managed sewvice. storm Is constantly being
improved to ensure it remains at the forefront of enterprise communications technology. This means that the
Authority will be buying into an “evergreen” platform, which can address its Immediate requirements and provide
a strategic roadmap for innovation long into the future.

The storm infrastructure is based on a true shared services model, with the full capacity of the platform avallable
to end users without the associated cost of burst capacity management. storm's application layer comprises
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over 30 individual modules and once the Authority’s base service is configured Vodafane can activate any of
these modules on demand,

storm is [ntegrated directly into Vodafone's fixed and mabile netwarks, utilising next-generation SIP and also
traditional $S7, GSM and other mobile protocols. storm Is designed so that there are no single points of failure
across multiple geographically diverse locations. Standard platform availability is 99.999%.

The service will initially be configured to support the Authority stated number of concumrent agents, as shown in
the table below, However the service can be expanded as and when required to meet the Authority's maximum
potential agent concurrency of 410.

-

Voice Only

Single  Emall L -
Soclal Media o
Voice & Email o

Pual a»

Emall & Soclal Media @
Tota g

Table 5: Concurrent Agent Volumes

We have included a list of the top 20 modules available on the storm platform below, and have highlighted the
modules we have proposed to the Autharity in purple.

— Automated reminders for ime-critical processes

ACT™ ~ Integration with CRM systems and databases allows automatic

Appointment retrieval of critical dala (e.g. appolntment times etc.)

Confimation & — Multichannel channel capabllities across web, voice, SMS and

Reminders emall enable the reminder to be delivered in the customer's
preferred medium

— Instant multi-channel surveying options for automated voice
call, SM5, email or online

ASK™ — Real-time reporting fnterface enabtes users to see survey
:“395"“'; results as they come in and separate them by channel
urveyin
— CRM integration allows collected data to be automaticaily fed
into CRM systems

Qutbound dialler campalign creation
— Predictive dialling, preview dialling and power dialling

DIAL™
Outbound Diatler capabliities
System = Automatic performance tracking and intelligent call pacing

- Fully Ofcom compliant
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— Complete hosted disaster recovery and service continuity

solution
DROP™
Hostad Disaster - Complex disaster recovery rules can be preconfigured simply
Recovery — Preconfigured disaster recovery rules can be activated at the

click of a button via web portal

Inbound and outbound billing across calls, recordings, emails,
SMS, valce resources, IVR and other usages

instant Billing
— Allbilling processes can be instantly managed from a single
Application
— Optional daily or monthly feed of Charge Records through FTP
or SFTP

IHFECHATE

Automated or agent-assisted PCI-compliant payments

LOCK
~ Customer can make secure payments without ever handing
Secure & thelr card detalls over to another human being
Compliant
Payments - Tone masking allows agent to stay on the line to offer

assistance without breaching PCI regulations
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PBX

PBX Replacement

inthe Cloud

RESPONSE™

Multimedia
Service Creation

SHIELD™

Burst
Management

SHOUT™
Mass Alerting

STEER™

Automaled
Speech
Recognition

SURE™

Automated
{dentification &
Verification

Unified communicatlons and comporate telephony in the cloud
Login from any location via web-portal

Sophisticated disaster recovery routing that can be activated
instantly

Intelligent call ferwarding and IVR

Multi-channel, multimedia sewice creation

Remote creation of services for multiple channels using web-
based portal

Real time adaptation and modification of services

Protecting the contact centre from peaks in demand
IVR offers customers self-service in the cloud

Customers who cannot resolve enquiry via IVR are distributed
to a free agent across multiple sites

Maximises customer satisfaction without averburdening
contact centre infrastructure

Mass alerts and notifications

Messages can be provisloned rapidly through an easy to use
portal

Integration with back-end systems allows automation of the
notification process

Notification recipients can be pre-configured or created on the
spot

Automated switchboard using speech recognition

VR menus, routing rules and voice prompts can be updated
quickly via easy-to-use interfaces

Callers route to pre-recorded information or live agent
Callers may request to speak to live agent
Secure identification and verification

Automatic determination of landline caller location; mabile
device location pinpointed using post code input vla speech
recognition

CTl integration displays relevant customer information an
screen automatically

Information from CRM systems is used to help route the caller
to the correct department guickly
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— Call-back request via web, SMS, or IVR
— Contacts can be prioritised by channel or subject matter

TACTIC™
Intelligent — Advanced IVR give customers the option of leaving cantact
Callback and Web details for call-back by an available agent at the earllest
Chat opportunity
— Able to handle inbound and outbound voice, SMS and web
communications

Tabla 6: storm modules

Platform administration is camied out through the Intuitive web based interfaces (most of which are drag and
drop). Call recordings and reports can be accessed through almost any browser, and can be scheduled for
automatic distribution

storm has been built from the graund up to support complete, user centralised self-service. As a result, the
Authoritles administrators and authorised users can adjust and manipulate any part of the storm service (i.e.
complex multi-channel {VR and service flows, user accounts and adjustments, call outing and disaster recovery,
automation etc.}. Services are first provisioned and configured by the storm Project Management team, and once
numbers are ported to the platform the services are made live instantly.

Inbound voice calls are delivered to the storm platform over the PSTN network. As storm Is a multi-channel
platform, any SMS, Emails, Web Chat Requests, Social Media Transmissions etc. can also be delivered to the
platform and distributed to agents.

Call loglc Is applied In the cloud based either on dynamic or predefined logic. Calls are pushed across the
Vodafone TDM Voice Network. to a predefined DDI or range of DDI's on the Vodafone One Net Enterprise - Cloud
(VONE-C) platform.

The call is delivered to the VONE-C endpoint, with all routing logic having been applied at the storm level.

(&= oa=mto 250 )
Y
Figure 2: Contact Centre high level solution

There are three core elements required In order for the service to operate:
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1. Data connectivity for the agents to access the starm service for their agent deskiop application.
The Vodafone network will be utilised to detiver the storm data to the agent desktop application.
Access options include the Authority's WAN service or the Intemet.

2. Voice connectivity to deliver the calls ta the agent’s soft client or IP handset.

Itis assumed that the Authority will port all contact centre Inbound numbers to Vodafone. Once this has taken
place, all inbound calls will cannect to stonm before the VONE-C platform. Calls will be routed vla the Vodafone
Network to storm, the call will be treated through the stonm IVR and the routing engine will determine the most
suitable agent for the call to be delivered to. Once the selected the call will be routed by the PSTN network to a
DD (or hunt group) for the agent end point on the Vodafone One Net Enterprise Cloud platform.

Ali call charges have been included in the monthly agent fee.
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Figure 3: storm Call Flow
3. Core platform

The solution provides flexible demand farecasting over all front and back office aperations in conjunction with
the storm WFM: Teleopti™ application.

This Is achieved through both the starm WFM: Teleopti™ application and the data praduced by the storm VIEW
reporting application. storm is capable of monitoring all inbound calls and assaciated agent status to-the-
second. Using this data, accurate forecasting reports can be produced based on potential demand change.

Self Service and monitoring adherence for the Authority is via the following web based portals:

— Deskiop Task Assistant

—  MyTime for Workdorce Optimisation

— Similarly detailed management information is provided via the following web based portals (described
later in method statement):

— VIEW Dashboard

— WM Dashboard

2.3 Desktop Task Asslstant (DTA)

The agent interface for all storm services is provided by the Desklop Task Assistant (DTA). The DTA is a fully multi-
channel interface, providing a holistic view of inbound and outbound communications across all channels.
Through the DTA, agents are provided with tools to receive, manage and respond to text-based contacts such as
SMS, email, IM and social media.

Performance-related agent statistics can be relayed to agents via the DTA in emall format using the storm
platform’s VIEW reporting interface. From within VIEW, administrators are able to generate fully customizable
reports based on a wide range of metrics, including statistics such as calls answered or average call duration by
agent. These reports can be scheduled to be automatically generated at regular intervals or a specific time and
distributed to specific individuals.
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Ali agents, regardless of their location, are listed in the admin portal and appear as if belonging to a single
contact centre organisation. From here, administrators are able to make any configuration changes or
alterations to skills settings as necessary and roll them oot instantly, imespective of where the agent is based.

As part of the agent creation process, administrators are prompted to provide skill levels for each individual. Skill
levels can be applied to agents across a wide range of eriteria, from linguistic ability, to experience.

These skill levels are leveraged to drive the intelligent Automated Contact Distribution (IACD) driven call flow
which undemins services. All agents on the system are assigned to agent groups, which in tum are assigned to
queues. In the settings for queues on the storm platform, administrators are able te configure matching rules
which determine how each contact received in a queue is allocated to available agents.

For example, in the case of queues which captured contacts originating in France, administrators will wish o
prioritise agents with high French speaking skills to field calls first, followed by any other relevant experience.
Altematively, for a complaints line, administrators may wish to prefer agents who have the most experience
above all other criteria, as these individuals are likely to be the most adept at handling unhappy callers.

IHE - T

Multichannel
Warkflow
w i m m
‘ .-(Walung Criteria
(oamemmm) |
‘Typei ALD Quewn | i Agent Groups =
T ..
Matching a.ules'-—.:'- AT | L ]
| et || skilts Requined =
N S—_—— o
giits] e 0

Next suitable

- — available
f Qn-llnup agent
Priarity between | Queue A
Queue Groups within Group
N i = — T g

Figure 4: Contact Centre Automated Contact Distribution

Through establishing these criteria, storm administrators are able to dictate how call flow is directed through the
system. Based an administrator cholces, the storm system will automatically connect a callerto the best
available agent who most appropriately fulfils all the criteria defined by the administrator.

2.4 Call Distribution

storm uses a multi-tenancy model that pools its computer resources in order to serve multiple customers, with
different physical and virtual resovrces dynamically assigned and reassigned according to consumer demand.
Working alongside this, storm's systems work off the DNX-100 technology which underiles the platform, whose
enormous capacity means that the platform Is capable of handling over 30,000 simultaneous interactions.

The Authority can take advantage of this huge capacity to configure as many agents as required, The fiexibility
which this system affords the Authority the agility to rapldly access the capacity needed to configure more agents
at a moment's notice, via the Authority administrators.

Agent groups
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storm's effectively unlimited capacity enables the Authority to create as many Agent Groups as they require. The
platform employs a secure muiti-tenanted architecture, meaning that all users leverage the same infrastructure,
and all virtual resources are pooled. Continuous platform updates and improvements ensure that capacity is
never reached, enabling users to continuously create new agent groups, as and when required, at a moment's
notice.

Total number of skills supported by the system

storm contact centre systems will enable the Authority to configure an unlimited number of fully customizable
skills against each agent on the system. There Is no limit on the number of skills that can be supported by the
system. Based on assigned skills criteria, the platform’s intelligent Automated Contact Distribution functionality
can make informed decisions on the best agent to pass Individual interactions onto, helping to truly optimize
allecation of contact centre resource,

Number of skills that can be assigned to an agent

storm contact centre systems will enable you to configure an unfimited number of fully customizable skills
agalnst each agent on the system. There is no limit on the number of skills that can be supperted by the system,
Based on assigned skills criteria, the platform's intelligent Automated Contact Distribution functionality can
make informed decisions on the best agent to pass individual interactions onto, helping to truly optimize
allacation of contact centre resource.,

Quettes

There Is no limit to the number of queues which can be configured on storm, and the platform offers effectively
unlimited capacity for the number of queues.

The storm platform boasts an effectively unlimited capacity, employing a secure multi-tananted architecture in
which all virtual resources are pooled and shared by all users. This mass-scale infrastructure is capable of
supporting up over 30,000 simultaneous interactions, helping ta ensure that the Autherity is able to connect and
queue their callers, even during peak periods.

An unlimited number of queues can be created and configured on the system and assigned to agents ata
moment's notice, via the platform’s administrator interface.

How many routing variables can be used, and can they ba used in different time intervals?

An ualimited number of routing schemes, ‘call treatments’, can be applied to contact centre services via the
storm administrator interface. Simple call treatments can be applied from within the CONTACT administrator
interface. All call treatments can be adapted easily based on a2 comprehensive range of time-of-day, and holiday-
based routing options.

Available call treatments Include:

— Hunt Group

— Switchboard

— Supewised Group
— ACD Queue

—  Plckup Group

- MR

— Paging Group
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-~ Call-back Queue
For more sophisticated requirements, you can configure as many fully customised routing variables as they
please using the storm FLOW service management application. FLOW enables you to access a variety of
advanced options, such as the ability to use different routing variables depending on IVR selections, the number
of interactions the contact has already had with the organization, and many more,

The flexibllity of storm's cloud-based model atlows you to rapidiy adjust your routing variables, and put them into
action in real time. In addition, the FLOW service alfows you to rapidly revert to alder configurations of thelr
routing variables, enabling them to swiftly restore previous settings should a fault develop with a new call
treatment.

Multi-level, multi-channel editable IVR is configured through storm FLOW storm FLOW is a workflow management
tool that is used to design and bulld powerful, complex muitimedia services for mobile and fixed networks.

Using its secure and Intvitive drag-and-drop web interface, the FLOW workdlow management tool can be used to:

— Design, test and impiement customised, integrated communications solutions that link up your
business
—~ Add intelligence to your automated systems
— Integrate your services with third-party networks and databases that have been cestified as compatible
with starm services
= Provide device-to-device messaging
- Create Inbound and outbound campaigns using multi-channel, multi- media technologles in innovative
ways.
FLOW forms part of storm's communlcations integration architecture, comprising INTEGRATE for customised third-party
database and systems integration, and VIEW for real-time and historical management infermation and service monitoring.

FLOW functions in combination with these modules, allowing you to create full-featured multi-channel services
that respond automatically to triggers and alerts Issued from any service or source of data.

FLOW System Architecture

Running In the cloud, FLOW hamnesses the Integrated communications  architecture of storm, Europe's
largest mass interactive multi-channel, multimedia platform. storm supports over 100 digital and analogue
communications protocols, allowing you to manage your workflow dynamically acrass any channel.

Services bullt using FLOW allow a rich array of multimedia sources to be supported and their use tracked in real
time. These Include:

— Instant messaging (IM)

— Short messaging service (SMS)

— Multimedia messaging service (MMS)
— Emall

—  Dynamic web services

—  Screen recording

— Video semwices (including HD video) using H.263 and H.264
— Video to mobiie

— Voice over IP (VoIP)

— Time division multiplexing (TDM)

— \Vaice conferencing
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-~ Automated voice processing semvices Including text-to-speech and automatic speech recognition.
~ Support for muitimedia formats Is continually being extended and refined.

Integration with storm

- FLOW integrates with a range of storm products, including:
¢ RESPONSE and Service Portal™ for senvice creation, media management and service

‘provisioning’

e PBXand CONTACT for cloud-based IP voice services and automatic call distribution (ACD)
contact centre management

e LOCK and PADLOCK to allow secure automated payment systems to be linked to yaur
interactive workflow

OUTBOUND to create and run mass outbound campaigns using power dialling
RECORDER whase voice and screen recording capabllities mean that staff performance can be
monitered and reviewed, and help ensure that your company meets all Payment Card Industry
(PC1) and Financial Conduct Authority (FCA), regulatory requirements

e VIEW to allow you to monitor all statistics related to your FLOW sevices, Issue alerts and
generate customised reports that can be viewed using the VIEW Dashboard, or distributed
automatically via email or FTP

« LOSS to support alerts and intelligent workflow management.

Building a FLOW Service

FLOW s accessed through a web browser, allowing you to log in to work on your seivices from any location with
an intermet connection. FLOW launches in an Intuitive Flash-based GUI that aliows you to build up a sewvice
workflow, using ‘action cells’ o represent the actions the service will perform when run, and finks between
actions cells to Indicate the work flow.

Action cells and links are amanged using drag- and-drop technology into easy-to-understand visual
representations of the service you are building.

As you build your service, the workflow is represented on screen In the form of a flowchart running fram left to
right, allowing you ta trace your sewvice logic visually and intuitively and make changes as required. The
workspace can be zoomed and panned using a mouse or with graphical slider bars, allowing you to view your
service in fine detail or to zoom out for an overview.
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Figure 5: The FLOW Workispace
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When building a service using FLOW, you work in an environment that censists of a workspace in the centre of the
screen, with cantrol buttons along the top and 'palettes’ of action cells and variables at the left.

The FLOW workspace is the canvas used to create your sewvices, Sewvices are bullt step by step, by dragging and
dropping elements such as action cells and variables, Action cells are placed onto your workspace and
connected together by links In order to create a sequence of actions that execute one afterthe other.

Some action cells can be linked to more than ane follaw-on action cell, letting you build a workflow that takes
different routes, according to user actions or situations the service encounters whenit Is run.

So, for example, you can have an action cell telling the system how to handle a call that Is linked to twa different
action cells - one routing the system to an agent, the other routing the call to an out-of-hours message,
depending on the time of day.

Variables are defined and dragged into action cells as you use the FLOW workspace to define your service. These
are used when the service is run to stare, process, and transmit data between storm semvices or between storm
and external systems

iPath® and DTA®

FLOW can be integrated directly with an agent's desktop using the iPath Desktop Transformation Assistant (DTA),
software modules that provide connectivity to a variety of communications channels and CRM databases.

Communications from any end-user device can be presented to your workforce through a unified interface,
allowing agents to respond to volce, IM, emall or SMS messages via a single screen. Data gathered from
customers or retrieved from remote databases can appear directly on an agent's display as a screen.

Used in combination with FLOW's web services and INTEGRATE capabilities, the iPath and DTA can display
information retrieved from a third- party CRM system, or data passed to or from an automated payment system
such as LOCK, alongside session data

As soon as a data stream hits the IPath, the DTA module paps up to display relevant data.

storm can also combine interal intelligence (granular tracking of dialled numbers, for example), with complex
integration between storm services and third-party databases / Customer Relationship Management {CRM)
systems to suppart completely customizable caller routing,

This means that a storm service can be configured that performs an ANI lookup when a caller dials in. Through
integration, storm services match the caller’s number to records in a CRM database, and then feeds information
such as caller name or interaction history back through into the service. Based on this information, the caller can
then be routed on to a relevant agent or service; if the ealler is identified as a priority customer, he or she can be
automatically routed to an executive line, and the agent tasked with handling the call can be automatically
supplied with all relevant data, Including name, for a more personaiized experience.

If a customer dials a particular number, such as a geographic rather than a nan-geographic number, this can
also be taken into account by storm, either by matching the caller to an agent with local expertise in the region of
the geographic number dialled, by routing the caller on to an IVR menu with relevant local options, or by feeding
the call Into another service (such as an automated donation line that targets a local charity and cuts out the
requirement for the caller to manually identify which charity he or she would like to donate to, increasing
efficiency).
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Any storm serwvice is capable of taking into account multiple factors, with intelligent algorithms able to determine
optimal routing from multiple factors {for example, calculating priority based on a combination of IVR choices,
number dialled, and recent interaction history). All intelligence is completely configurable through storm'’s
advanced multi-channel Service Creation Environment (SCE), FLOW, and alsa through its cloud contact centre
administration portal.

2.5 Call back Management

storm provides intelligent call back solutions through its TACTIC proposition, With TACTIC, clients are able to
provide queued callers with the ability to hang up the phone and receive a call back at a time of their
convenience.

Initially, administrators configure priosity levels for various caller categories and allocate different routing rules
for customers based on the subject matter of their enguiry. During busy periods, when callers are placed in a
queue they are provided with the option to request a call back, Callers may even book and specify a time for the
call back via VR, thereby ensuring an agent is kept available for the customer’s call. Reminders are then
distributed via SMS and provide the customer with the option to text back when free to receive a call.

In addition to being able to book a call back from a queue, customers can also be enabled to book call back from
the web or WAP-enabled devices,

Regardless of how the customer books the call back, TACTIC provides the responding agent with relevant
persanal information and interaction history via whisper prompt, enabling them to effectively handle the
customer enquiry. If required, TACTIC can also be integrated with CRM systems and databases, enabling the
system to retrieve additional relevant information which can be relayed to the agent undertaking the call back,

2.6 Call Recording

storm RECORDER is a flexible, cloud-based voice recording package delivering always-on or on-demand call
recording with integrated call archiving and assessment capabilities. Recordings are stored on resilient, parallel
sesvers in multiple, physically separate and secure locations and can be archived for as long as required.

These dedicated servers offer massive eloud-based storage capacity, removing the need for investment in on-site
call recording facllities. storm offers a mass capacity, network strength, resilient recording and archiving
infrastructure with unparsalleled availability and data security.

Backed by accredited 1S027001 information security and 1S09001 quality management systems, storm
RECORDER, when used in conjunction with LOCK, meets all industry regulatory requirements including those of
the Financial Conduct Authority (FCA), Payment Card Industry Data Security Standard (PCI-DSS), and OFCOM.
storm's secure, web-based platform offers instant call retrieval through an intuitive polnt and ciick interface.

Recordings are stored on storm's servers for as long as you require, and you can search and retrieve them as
necessary. They can be streamed, downleaded or exported by email or file transfer protocol (FTP). Export plans
can be created to copy recordings to your own servers automatically; and recordings can be purged on a regular
basls according to their age.

For industres where call recording is a requirement, recordings are stored as uncompressed puise code
modulation (PCM) WAV fermat in accordance with regulations.

RECORDER also features integrated number management services allowing you to route your geographic or non-
geographic access numbers through storm's highly resilient, mass capacity voice aver IP {VoIP) platform.
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RECORDER can be used as a stand-alone record!ng solution for circuit-switched, packet-switched or wireless
network calls, or can be fully integrated with your existing IP telephony infrastructure,
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Figure 6: Call recording higtr level solution

As all calis traverse the storm platform, al! calls are recorded at point of initiation. This applies automatically for
inbound calls, and outbound calls. As described eartier, Outbound calls are where the storm platform onwards
routes the calier to an agent via PSTN to the Vodafone One Net Enterprise Cloud IPT telephony platform.

Cusiomosi

CONTACT Agent

RECORCER Adrmenistsgior

Figure 7: Call recording of all calls

in addition to meeting regulatory requirements, call recording makes business sense. Making the right
impression can mean the difference between acquiring a customer for life and losing a vital business
apportunity. Regularly reviewing recorded calls can give you a better understanding of how your froat-line staff is
perfarming, and how your company comes across to customers. You can camy out this review process yourself; or
you can engage the services of specialist service providers who employ industry experts to camy out call
critiquing, thus saving you management time,

Call recording also helps to ensure that your staff, your customers and your business are always protected in

case of dispute. RECORDER features integrated tools for reviewing and analysing call recardings, alfowing you
to:
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— Rate calls through the web interface
— Share example recordings acrass your business for training or review purposes
~ Store notes and comments against individual calls.

Exemplary or poor performance can be flagged up, allowing your managers to have full vislbility of the sewvice
your company Is providing.

Multichannel Queulng

RECORDER (working in conjunction with PBX and CONTACT) stores a history of emall, web chat and SMS
conversations as well as voice calis, which agents can access using the PBX Personal Portal interface.
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Figure B: Call Recording Multichannel Queuing

Setting up Call Recording

RECORDER is accessed via a secure and intuitive point-and-click web GUL. This Interface Is simple to use, and Is
organised into four sections:

— Recordings: used to manage, review, search and export your call recordings

— Settings: used to change administrative options for the system

~  Organisation: used to configure organisation-wide settings such as data exports and to manage sub-
organisations and departments

— Reports: used to access the audit log and operatar report.

The GUI allows recordings to be archived, organised, searched or exported, and the system can be accessed from
any computer with a networl connection.

Using FLOW, you can configure your services so that a prompt is played to inform contacts calling or being called
that the conversation Is being recorded.

At Run-time

As calls occur an entry for the call recording is made in the inbox of the organisation that owns that number,
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RECORDER stores a .WAV recording of the call, and creates a related database entry that holds the following
information:

The name of the related .WAY file

The organisation and department

The start and end times and date of the call

The ‘from’ number, the access number and the number dialled

The duration of the recording

The media source

The overall rating assigned to the call

Any notes entered agalnst the call

Each of the scoring questions set up for the organisation or department, together with the score and any
comments entered against each.

The RECORDER interface allows you to list recordings in your organisation's inbox.

Today

figure 9: Call Recording Database

You can list:

Recordings made today

Recordings made yesterday

All recordings in the inbox (in other words, recordings that have not yet been deleted or maved to an
archive foldes)

All recordings in your organisation’s folder system

Recordings that meet search criteria.

If you want to listen to a recording, you can select it and then stream it via Windows Media Player (or a similar
software tool) or download it as a WAV file.

When necessary, an operator can switch call recording an and off, as required.

IF your system uses iPath softphones, 2 REC button on the desktop interface allows call recording to be
started and stopped

If your system uses hardware phones, on-demand call recording can be started and stopped from any
by using a DTMF key sequence such as ‘*30".

Once you have listened to a call recording, the RECORDER interface allows you to:

Edit the call recording details, if necessary providing a meaningful subject title for the recording to
replace the one generated by the system

Add notes against the recording

Enter an cverall effort rating
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— Enter rates and comments against each of the scoring questions set up for your arganisation to use in
rating its operators’ performance.
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Figure 10: Call Reconding Editing Entrles

This window allows you to generate and print a printer-friendly version of the call detalls.

When you review a recording, you can rate each aspect of the call, setting a score and making notes against each
scoring question.
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Flgura 11: Call Recording Scaring

You can also give the call an overall rating and make detailed notes. These detalils are stored against the call
recording and can be reviewed by bringing up the call details screen. You can search calls using these scoring
criteria as your filter, Exported or downloaded call recording ZIP files will contain a spreadsheet or CSV file listing
(among other information about the call) the detailed scoring profile for each exported or downloaded call.

Managing Call Recordings

As call recordings are made they are placed in your organisation’s inbox, within seconds of the call ending. Each
recording is assigned to a specific organisation and, if relevant, department. This allows you to categorise all
recordings across the business according to the branch or department making or receiving the recorded cali,
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Recordings distributed via emall or FTP can be compressed into ZIP file archives. Each distributed ZIP file can
contain an Excel spreadsheet or CSV file contalning full details for each recording transfemred as part of the
export. A maximum size can be set for files sent as emal) attachments.

RECORDER allows you to set up any number of folders to archive your records, and provides facilities to atlow you
to move them from the inbox into the appropriate folder

Manage
Folders

cprvrerep

Figure 12: Call Aecording Folders

Call recordings can be deleted manually, and RECORDER can be configured so that your call recordings foran
organisation {or department within it) are purged automatically after a pre-defined number of days. There are no
fimits to the amount of call recordings which can be stored. However the cost to the Authority will increase, as
storage capacity increases.

Global folders can be created that allow you to share call recordings with other users, A ‘Trash’ folder ensures
that any deleted recordings will remain on the system for a configurable period of time and can be restored If
required.

Recordings can be downloaded to your local system or exported to an FTP server or email distributian list directly
from your inbox or folders. This can be done manually, for any many or as few recordings as required.

Automated export plans can be configured to ship recordings to your secure FTP server on a regular basis,

Recordings are exported in a compressed ZIP file, along with an Excel spreadsheet or CSV file containing full
details for each call.

* New Czport Jebd

Figure 13: Call Recording Export

Advanced search aptions mean that you can quickly locate any recordings held on the system. Searches can be
performed based on any of the information held against the cail record, including;

— The originating, destination and access numbers involved
— The date and time of the recording
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— The organisation or department to which the recording belongs
—  The score profile or overall rating assigned to the recording

— The type of call ('dial through' or ‘fixed routing’)

— The content of the notes field.

Multiple filters can be added to your searches, and displayed recordings can be narrowed by date and time,
ensuring you can always find the recording you need within seconds.

Enhanced RECORDER Features
In addition to the basic functionality our RECORDER solution also offers the following enhanced features:

— The ability to control call recording at number level

— The ability to configure RECORDER settings for each organisation and sub-organisation

— The ability to generate email and SMS notifications for missed calls and for mass distribution
— Campalgn performance analysls features.

Using RECORDER's enhanced functionality, call recording can be controlled by options configured at ‘access
number level.

Access numbers are the numbers used by your organisation for incoming and outbound campaign calls.

All of your organisation’s access numbers can be routed through RECORDER, enabling its voice recording
functions, integrated media campaign reporting, contact list management and SMS broadcast functions. These
value-added features can be deployed without making changes to your existing infrastructure.

RECORDER allows you to configure your geographic and non-geographic numbers to be either:

— Dial through, or
—  Fixed routing.

A dial-through service allows you to use the system as an outbound call routing platform, ideal for distributed or
home workers or for when call recording is required on occasion, Your agents dial in to the RECORDER system
and are prompted to enter the outbound destination number they wish to dlal.

You can select a calling line identity (CLI) number to present far outbound calls from your organisation, allowing
a distributed workforce to appear as if they are located in your main office. When the call s complete, agents can
press a digit to initiate a further call without disconnecting from the platform.

A fixed routing sewvice can be used to route your company's business numbers to any onward destination through
storm. Your existing numbers can even be ported to storm so that you don't have to change your business phone
numbers. The system can be used to change the routing configuration for your numbers with a few mouse clicks.

As each access number is defined in RECORDER you can specify whether:

— Calls (inbound and outbound) are always to be recorded far that number
= Calls for that number are to be recorded only when the operator feels they need to be. You can specify
the dual tone multi-frequency (DTMF) key sequences to be used to start and stop recording.
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Figure 14: Call Recording by Access Number

When setting up access numbers you can also define, among other things:

— Whether an email or SMS message (or both) are to be generated following a missed call involving the
nember

— Whether an email or SMS message {or both) are to be generated if a call involving the number results In
an appointment

~ Whether recordings of calls involving this number can be forwarded using email or FTP (or both).

Using RECORDER's enhanced functionality, call recording can bre controlled by options configured at
organisation level.

RECORDER allows you to manage multiple organisations and sub-organisations in order to provide call recording
services to multiple sites. For example, if your business has multiple franchises, each branch can be configured
as its own sub-organisation. A top-level administrator can provide services to each sub-organisation, and decide
which features are avalilable to users lower down the hlerarchy. Each function of RECORDER Is controlled by user
rights, allowing system administrators to control which users can access which parts of the interface. Scoring
questions, for instance, can be set by the top-level administrator for the entire organisation, or you can give each
sub-organisation the ability to edit and create its own scoring profiles.

Organisations can be further divided into departments, allowing you to group call recordings according to the
department handling the call. When reviewed, recordings can be assigned to the relevant department so that a
search can retum a list of recordings specific to a department within an organisation. Each department can have
its own set of scoring criteria in order to rate the performance of agents in line with criteria specific to each
section of the business.

The Audit Log and Operator Report pages present logs detailing every login and action performed on the system,
giving administrators the ability to trace all changes made by your users.

At organisational level you can define how the recordings made for calls are to be handled.
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Figura 15: Call Recording Handling setup

You can define options for:

— Streaming recordings
— Downloading recordings
— Purging recordings.

Scoring questions are also defined at organisational level,
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Figure 16: Call Recording Scorng Questions

Scoring questions aliow you to analyse and monitor the performance of your staff by scoring each recording
against a set of pre-defined questions. This feature is particularly useful when assessing the performance of
sales team agents. A full set, unlimited in number, of detailed scoring questions can be created for your
organisation (or for each department within it).

For monitoring purposes, supervisors are provided with additional tools via the VIEW reporting application. From
this interface, supervisors may moniter individual agent interactions for quality controt or training purposes via
Listen-In features. If intervention Is required, the system allows superisors to offer live advice and support to
agents via whisper prompt. When using this feature, supervisors are able to speak to the agent whilst they are
live on the call, without the caller being aware. For situations requiring immediate intervention, Barge-in features
enable supervisors to take control of a call and speak to the customer directly.
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Additional road mapped features for the storm platform will introduce screen recording capabilities, enabling
supervisors to monitor all desktop based agent activity, in addition to providing greater visibility over text-based
contacts,

As all calls are passed through the storm platform (as inbound numbers will be ported to the sesvice) we can
ensure that all calls passed to third party equipment (i.e. VONE-C) are recorded.

2.7 Email Distribution

The storm platform enables fully blended queving of inbound and outbound contacts acrass all channels,
including voice, emall, web chat and SMS. All interactions, text-based or otherwise, are managed via the storm
Desktop Task Assistant (DTA). Email Is routed on the system using the same logic as voice and other channels.
Administrator users develop skills criteria and apply different scores to Individual agents according to their
ability and experience across different areas,

Based on these skills-based criteria, users may then assign matching rules which prioritise particular skills or
experience levels according to the requirements of the service. These rules are then interpreted by the platform's
intelligent Automated Contact Distribution (IACD) features to route the contact to the most sultable available
agent. All contacts are routed to, and managed within, the DTA user interface, enabling blended management of
all channels using a single environment.

Message priority rules are set by supervisors, who can choose to assign message priority on the basis of any
property of the email. Mast users, for example, choose to asslgn message priority on the basis of wait time,
customervalue, or the subject of the email, but there is no practical limit on the rules which define message
prority. Once in the queue, the priority of an email can only be changed automatically, meaning that supervisors
need to set rules that escalate the priority of an emai! in order to raise their priority

All traffic passing through the platform, regardiess of the channel on which it was received, can be reported on
using storm’s real-time and historical reporting dashbeard, VIEW. From VIEW, administrators are able to create
fully customized reports, drawing from an expansive list of system metrics and display options.

Emall integration is achieved through IMAP dips. As part of the project management phase, the Authority will be
expected to provide Vodafone with an exchange {or other email system} open IMAP box {along with firewall
clearance), storm Intelligently monitors this box for any incoming mail, and transfers mail through a secure
connection to the FLOW tool for discrimination.

The storm platform Is capable of keeping all interactions held through storm archived, and of integrating with
third party databases and systems that enable them to provide data on extemal communications. As a result,
emails can be archived and searched on the basis of any feature within them, as well as marked up to be
followed up.

In order to preserve the privacy of those involved in the responses, moreover, supewvisors are able to define user
rights in order ta rule that, for example, agents can only interact with their own messages, while supervisors can
only interact with the messages of those they are directly in charge of.

The ability to append emails to customer records within CRM systems Is not provided as a standard feature. In
instances where this feature is a key customer requirement however, this functionality can be provided on
application.

All emails pracessed on the storm platform are handled according to the highest standards of security.
Infrastructure used for handling emall is hosted In Telco Grade secure data centres, and administered by an ISO
27001 accredited organisation.
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Access to emails through storm is restricted to the agent Desktop Task Assistant (DTA) interface. Access to the
DTA interface can only be achieved via dual authenticated login using a personal 4-digit PIN and an RSA keyfob,
helping to protect sensitive emails against unauthorized access.

2.8 Social Media

Soclal media s subject to the same routing logic as all other text-based channels on the starm platform, and is

distributed in a mixed fashion in blended queues alongside SMS and emall contacts, Direct messages received
on soclal media channels, such as Facebook or Twitter, are routed to agents and handled via the platform's DTA
interface. Agents are then able to respond to these messages from within the DTA Intesface.

Routing of social media messages, like SMS and email, is powered by the storm platform's IACD functionality.
System administrators assign skills ratings to each individual agent across a range of fully customizable criteria,
such as agent experience and [anguage abllity. Administrators then also define matching rules on a queue by
queue basis, which prioritises different skills criterla in order to define which agents are best qualified to handle
each different type of contact.

Based on these user Inputs, specified via the CONTACT administrator interface, the storm platform’s iACD
features distribute social media contacts to the most appropriately skilled available agent based on the
matching rules for the queue in gquestion.

Reporiing on social media traffic is possible using the reporting features of the storm VIEW application. VIEW
provides licensed users with access to a fully customizable reporting interface, from which administrators are
able to create real-time and historical dashboards on a wide range of system metrics. Statistics which can be
interrogated in order to generate reports include total contacts received and total response rates. Statistics can
be displayed in a wide variety of formats, including ple charts, bar charts and gauges. Upcoming platform
developments will also provide users with the option to generate reports in ‘word cleud’ format, enabling
improved reporting on keyword usage.

2.9 Web Chat

Web chat Is routed on the system using the same logic as voice and other channels. Administrator users develop
skills criteria and apply different scores to individual agents according to their ability and experience across
different areas.

Based on these skills-based criteria, users may then assign matching rules which prioritise particular skills or
experience levels according to the requirements of the service, These rules are then interpreted by the platform’s
intelligent Automated Contact Distribution (JACD) features to route the contact to the most sultable available
agent. All contacts are routed to, and managed within, the DTA user interface, enabling blended management of
al) channels using a single envionment.

Web chats are elther initiated by agents, or by customers. In either case, storm is able to intelligently process
Information about the pages which the customer has recently been browsing in order to give agents an idea of
what the dominant themes of the Interaction are likely to be. storm is able to use this information in order to
assign chats to agents or queues. So, for example, if a customer has recently been searching the website for
products, they can elther receive a pop-up chat from a sales consultant or be passed through to one if they
initiate a conversation. If the customer has been searching for user guides, meanwhile, they can be passed
through to more technical staff,

The platform can also offer more direct ways of discovering the needs of the customer in order to direct them
towards the most appropriate agent. storm can automatically send a pop-up chat asking what the customer
wishes to speak about to customers wha have either Initiated an interaction with the organization, or spenta
length of time on the website as defined by supervisors. Using keyword recognition, storm can then Intelligently
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direct the enquiry to an appropriately skilled agent, saving time from being wasted directing interactions to
relevant agents. This can either be presented as an auto-populated message which appears to be from an agent,
or as a brief form, depending on the needs of the storm user.

storm can also help organisations that wish their clients to build up relationships with specific agents. storm can
ensure this by recognizing the customer through unique reference codes, user names, or even IP addresses, and
directing them to agents they have bonded with in the past.

All traffic passing through the platform, regardless of the channel on which it was received, can be reported on
using storm's real-time and histosical reporting dashboard, VIEW. From VIEW, administrators are able to create
fully customized reports, drawing from an expansive list of system metrics and display options.

2.10 Quality & Satisfaction monitoring

Quality & Satisfaction monitoring is supported through the storm ASK module. The ASK module hasn’t been
included In our solution; however the Authority can choose to add it at any time, at any additlonal cost.

storm ASK lets you receive, monitor and analyse input from your customers in real-time. This means you can use
stoarm for all your surveying reguirements,

storm requests, collates and interprets sets of the data for you. This reduces the cost of gathering regular
customer feedback and enables you to ask people for thelr views more often, and in more detail. This helps you
to adapt to the market to stay ahead of the curve rather than chasing the latest trend. ASK allows you to bulld
lasting relationships with your customers, improving your service and saving you money simultaneously.

The Customer calls the Authority contact centre, The Customer Is then asked whether they wish to participate in a
survey after speaking with an agent. The Authority will have access to manage the storm FLOW sewvice builder to
configure the SMS and voice service flows and the storm VIEW porial for real-time and histarical analysis.
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Flgure 17: FLOW Senvice Builder

Due to the nature of the storm cloud environment, we can achieve three modes of supervisor listening, ‘Whisper’,
‘Barge’ and ‘Stealth’. Whisper allows the supervisor to talk to the agent without the customer hearing, Barge
allows the supervisor to barge into the call and stealth allows the supervisor to listen to the call without anyone

knowlng.
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Ptease also refer to the Call Recording section 2.6 for details on how call recordings can be monitored and
scored for training and development purposes.

2.11 Work Force Optimisation

StormWFM: Teleopti consists of a base product and optional, add-on modules/packages that are easily
adaptable and expandable.
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Figura 18: storm WFM; Teleopt! WFM Solution

The table below shows the Modules included within our solution.

D

CTl Conneclors

Multichannel Forecasts

Multiskill Scheduling
People

Intraday Management

Standard Reports
Budgeling

MyTime - for Agents

Software Development Kit (SDK)

Vacation Planner

Shitt Trader

Provides officlally cetified connectors to all major CTi providers for automated transfer of
contact data.

Multi-skill, multichannel forecasting for both short- and long-term planning, as well as for
trends and seasonality analyses.

Powerful, multi skill, scheduling-optimization englne for effective agent planning, taking
into account work-haur 1egistation, demand, employea requests - and more.

Agent administration, including work-hous contracts and shill assignments.

For up-to-date reposting, as well as schedule editing with drag-and-drop ease - in real
time.

The reporting package, made up of 26 standard reports, covers forecasting, scheduling
accuracy and agenl performance.

Forlong-term planning of staff requirements.

The web-based agent portal psovides agents not only access to their schedules but atso
Industry-teading empowerment lools for work hour preferences and self-assessment.

Designed with openness In mind, the powerful SDK platform for customised development
and integeation is based on industry-standard web services.

Agents book holidays autonomously via the agent poral and receive manual or astomated
approvals, based on pre-defined business rules

Agents can trade shifts - with or without team leader/ administrator intervention - while
malntaining staffing-level requirements.
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Overtime Availabllity

Real-Time Adherence (RTA}

Scheduling Management

Agents simply enter thelr overtime availability on their MyTime agent portal, which creates
a supplementary resaurce pool that's ready lor automated scheduling when needed.

Real-Tirme Adherance monitors agent status, giving overviews - in real time. The
infarmation, visibie In the inlraday module alongside schedules and incoming demand
data, makes tracking agent -adherence and adjusting schedules effordless, with drag-and-
drop ease maintaining sewvice-level targets throughout the day.

Table 7: storm WFM. Teleoptl Modules

stormWFM: Teleopti allows users very easily to amend schedules for any durations, including editing shifts in
real time, reforecasting and then re-optimizing in the middle of the day, and manage live agent adherence
through the RTA toal that compares actual activities scheduled with the actual states the agents are working on.
Once any updates are made they are automatically visible to the users,
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Demand Profile and Forecasting

Flgura 19; WFD - Schedullng Managament

storm WFM: Teleapti allows users to work with an endless number of scenarios as needed. -Those scenarios can
be used as a part of the system that allows user to experiment with different possibllities and predict different
outcomes for staffing depending parameters being experimented with like volumes or staffing. The most sultable

one will be selected for scheduling
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Figure 20: WFO ~ Damand Forecasting
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Itis very easy in storm WFM.: Teleopti to configure any number of business rules, with extreme, and then create
schedules using those rule. Itis equally easy to also reconfigure those rules, and also override those rules when
needed.

Self Service

storm WFM: Teleopti self-sewvice and notification packages allow for agent to be able to access their schedule
through the “Mytime” interface which is web-based either though intranet, intemet, mobile smart phones or
tables. Agents are able to also communicate through requests in this interface, or the more advances feature of
agent scheduling messenger. They can also apply for leaves and for swaps through this interface or through thelr
mobile devices quite easlly. Manual adjustment to the schedules though mobile devices and real time
management through mobile devices is also available through the “MyTeam” interface as well.

Figure 21: WFO - Selt Sarvice Intarface

My Team offers the user a top down view of whether agents are adhering to schedules. The user has the ability to
drill into groups / teams / individual agents to identify agents that are not adhering. There Is also the ability to
directly message agents as a group. storm WFM: Teleopti My-Team Interface allows for supervisors and
managers to check agent adherence fram any locatlon, and as this is integrated directly into the storm platform
the Authority will enjoy end to end real time accurate views of their contact centre estate,

2.12 Management Information

storm VIEW is a powerful management information reporting package that provides access to a range of
sophisticated statistical analysis toals. The VIEW Dashboard Is a flexible and fully customisable real-time
reporting interface that can be integrated with any source of service data. VIEW can be used to display
management information from muitiple seivices side by side on a single screen, and can be adapted to meet the
needs of any service,
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Figure 22: Comprehensive Management modules

The histarical VIEW Report Bullder interface allows users to create a set of customised data analysis reports that
track service performance over time, while Dashboard's real time statistics are updated to the second, enabling
users to monitor and respond to events as they happen. Reports can be saved and distributed automatically.
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Figum 23: Managemant dashboard

Key Features

Intuitive, secure, drag-and-drop interface: flexible, fully customisable reports can be tailored to the
user's needs and accessed from any location
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- Real-time and historical reporting capability: switch between a live view and histosical report screen
with a click

- Real-time reports are accurate to the second; historical reports can be generated instantly for any time
period

~  Share reports across an organisation or with specific users; lock reporting tabs or provide users with
editable templates

- [Export data or graphical displays for reports and presentations

-~ Automatically distribute reports by emall or SFTP (Secure File Transfer Protocol}

— Multi-channel integration; trigger wamings and notification alerts via SMS, MMS, automated voice
services and email

Communications Integration

VIEW Js integrated by default with all storm services such as RESPONSE and FLOW for Intultive interactive sevice
creation, PBX and CONTVACT for intelligent cali distribution and contact centre management, and DIAL for
outbound multi-channel services, allowing users to view real-time and historical data for any service. Its
communications integration and real-time feedback capabilities enable users to gather all available customer
and agent information, frem skill levels and preferences to personality traits, facilitating the delivery of Mediated
Interaction Matching (MiM}, which transforms the quality of customer-agent communications,

VIEW can be integrated with any existing network infrastructure, database or CRM system, performing custom
look-ups on the data network. Using an INTEGRATE AP] (Application Programming Interface), the system can
work within the existing networlk infrastructure, allowing users to pull In data from any source and push alerts via
any channel to keep their front line managers in the know via SMS, voice, email and the web.

storm permits users to define trigger conditions against live events, and the action to be taken when a trigger
condition is met. Actions can include, forexample:

— Switching to a different call routing plan

— Sending out alerts ar wamings via SMS or emall, as appropriate

— Displaying a waming message in any Dashboard reporting screens that are monitoring the live event on

which the trigger condition Is set

—  Executing a pre-defined FLOW script.
For example, if the number of available hospital beds reaches a minimum (as defined using a trigger condition)
the storm service can be configured to send an SMS alert automatically to front-line managers, If a contact
centre s experiencing an unexpectedly high volume of calls (as measured against a trigger condition setup on a
call count metric) and callers to the helpline are likely to face a long wait before speaking to an agent, the call
routing plan can be adapted to take account of the situation. In such a situation, a waming message can be
displayed on the Dashboard real-time reporting screens to ensure that the problem becomes instantly visible
and is dealt with as soon as possible,

There are 26 standards reports in storm WFM: Teleopti that cover everything from Forecast and schedule
analysis, schedule adherence, attendance. All those reports are regulated by permissions as to who can see
which repornis.

storm WFM: Teleopti also has the optional perfarmance manager module which allows for customization of
different data coming from the storm WFM: Teleopti database and creating analysis for this data, and the ability
to drill down in this data, and dice and slice in It. Also there are 6 extra fiefds that storm WFM: Teleopti is able to
integrate with other sources, such as first point resolution. Due to the close integration with the storm platform,
storm WFM: Teleopti recelved information in real time which allows up to date and accurate workforce tracking
and stats.
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storm WFM: Teleopti is able to pravide all the information necessary for a customer to create all the financlal
calculations needed.

2.13 Service Integration

We can confirm that the storm platform can integrate with third party systems and databases through the storm
INTER GEATE portfolio of APis.

storm INTEGRATE provides a famlly of tools that leverage SOA (Sesvice-Oriented Architecture) principles to allow
the storm platform to link ta any third-party system, database or remote store of information.

Using our custom INTEGRATE AP(s (Application Programming Interfaces), claud-based storm services can be
Integrated with existing data Infrastructure, allowing informatlon to flow between the storm platform and your
systems, using a variety of channels.

INTEGRATE can obtain data from remote systems and combine this with FLOW and VIEW senices to provide
powerful value-added display, service monitoring, contrel and reporting capabilities.

INTEGRATE allows you to control and persanalise storm services, enabling them to enjoy new benefits from your
current data infrastructure,
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3. Migration Strategy

— As an existing services provider to the Authority, Vodafone will mitigate the risk of transition by
continuing the current contracts during the transition until the new sewvice becomes operational. This
will mean that the Authority will have one Organisation responsible for the transition of the service to the
new platform.

— The new solution will be built in paraliel to the existing ptatform and tested to ensure that the service Is
offering the required functionality. The storm contact centre service will then be overlaid onto the new
Vodafone One Net Enterprise Cloud platform. There is a dependency on this approach based on the roll
out of the UC program

1, Administration and provisioning takes place through the starm semvice portal, a completely browser based
administration system. Administrators can canfigure all moves, adds and changes through the portal as well as
number management, IVR changes and disaster recovery.

2. Numbers which belong to the Authority are ported to Vodafone IN network (if required). Any calls into the
Authority are then routed to the storm platform, and intelligence is applied depending on the predefined logic.

3. Calls are passed from the storm platform to the Authority across the Vodafone TDM Volice Network. storm
holds the DDI numbers for assigned Agents, and so can |dentify where to place the call without an IP connection.
Calls are queued In the cloud until there is a free Agent or line,

4, Calls are delivered to the Vodafone One Net Enterprise cloud infrastructure from the Vedafone TDM Voice
Network. Calls are routed through this service to the Agent.

5. Caller information is passed to the Agents using the storm DTA brawser interface, and the call is connected to
the Agent using existing infrastnucture. As the call is technically routing through the storm platform, full
management Information (such as cail duration, call recordings etc.) are heild by the platform.

6. Callers can PSTN pair from any location, and as such can work from home if required to do so. storm can be
configured to pass calls to an overflow environment (i.e. overflow contact centre). As all calls are handled by the
platform, calls can still be recorded and management information provided.,

7. All analytics and reporting are avallable through the storm web interfaces. Managers and administrators can
access these statistics from any browser enabled PC {this can also be restricted depending on security
requirements).
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4. Support & Service Management

4.1 Service Desk

— The Contact Centre offering is a helpdesk to helpdesk Engagement model. Yodafone's Sewvice Desk is
the single point of contact for the Customer Sevice Desk to communicate service-related Issues or
requests. Faults can be reported 24 X7 and we will pravide the requested support Monday to Friday
(except Public Holidays) 08:30 to 17:30 and telephone calls will rormally be answered within 20
seconds for 90% of calls. The Vodafone Service Desk provides:

o Single interface end to end view of service

=  Manage Incidents from Inception te closure

= Proactive and reactive management across the service

o Escalation point across the service

+» Remedy based Service Management system

e  Online Customer Portal for raising and viewing faults only
¢ Defined response/restoration time across the Service

s 2nd/ 3rd/ 4th Line highly skilled teams

Methods of contact for the Vodafane Service Desk are:

~ Telephone
= Email (Only for follow up communication - Faults cannot be logged via mail)
= OnePortal to log and view faults anly

The Sewvice Desk Is available for the following purposes:

— Incident / Fault Reporting - ralsing, tracking, updating and management of incidents

— Event Management supparted by proactive netwark management platform teams

— Escalations - rising concems of progress against Incidents and/or SFRs

— Enquiries & Information - seeking advice and assistance to any questions or Issues regarding the
Contact Centre services

— Billing Enquires

Incident Management

The standard offering for Incident Management includes;

— lncldents Logged via tefephone or portal
-~ ML BEST Practice based Incident Management Process including:
» Escalation Management Process
e Major Incident Management Process
e Standard Response and Resolution Targets
e Standard Manthly Incident Reporting

Logging an incldent with Vodafone (ncident tickets raised by the Authority)
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In the event that the Authority experiences a fault with the Contact Centre semvice, their service desk should
report it to Vadafone by phoning the sewvice desk, support as requested is available Monday te Friday 08:30 to
17:30,

The Authority's service desk will be responsible for carnying out first line diagnoslis and triage of an Incident.

The Authority’s Service Desk will be prompted to explain the problem or fault in full through a series of questions
in order to expedite Initial diagnosis / triaging and to ensure only Incidents are passed to the Vodafone Sewvice
Desk that are the responsibility of Vodafone In the provision of the Semvices.

Once the report has been recorded on the Vodafone Incident Management system the SLA measurement process
will start and a Remedy unique incident ticket number will be generated for the puspose of tracking the incident.

Incidents will be triaged to allocate a Priority level fram 1 to 4 which will then determine the times for both
responding and fixing the fault. Prority levels and SLAs are detalled in Section 4.2 Sewvice Levels.

Updating Incldent records
Vodafone shall keep the Authority informed of the progress of their reported incident. The standard updates per
severily are as per the table in Section 4.2 Service Levels.

Incident Resolution

The Vodafone Service Desk will retain ownership of all Incidents, on behalf of the customer when passed to
Vodafone until the incident has been cleared. the Authority's resumes ownership when the incident is passed
from the Vodafone Service Desk to the Authority service desk.

Major Incident Management

A Major Incident {(MI} is an event that has significantly impacted, or has the potential to impact, multiple
customers either directly or Indirectly. Less frequently and on a case by case basls Vodafone can call an Ml for
an individual custemer, if this is agreed as the right thing to do by the Major Incident Manager and the Sewice
Incident Manager, and is usually the result of a core network fallure.

Vodafone has established a separate Major Incident Team as part of this process to ensure that activities are co-
ordinated, se that the incident can be resolved promptly. It also ensures that the Incident impact and the
progress towards resolution are communicated to our customers, as well as relevant intemal teams.

After the Incident has been resolved a post-Incident review and report ensures that Vodafone identifies the
underlying cause and future mitigation and can share this with our customers.

Escalation Management

Vodafone recognises that it may be necessary to invoke escalation procedures at pre-defined times during the life
of an Incident. Vodafone perceive the purpose of the escalation procedures to be two-fold:

1. Toensure that the appropriate level of resource is available to achieve a resolution to a sewvice Incident within
committed Service Levels by involving progressively more senior Vodafone managers in the resolution process

2. Taensure that any on-going business impact on the Authority resulting from a service Incident is both
understood and effectively managed.

The escalation process will commence when Incidents occur, and service is not, oris unlikely to be, restored within

the Service Level resolution time scales or when a service Outage is particulary sensitive, and it is mutually agreed
that a higher level of escalation may effect a quicker resolution, immediate escalation may take place.
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Escalations can be Invoked by the Authority or Vedafane. All escalations by the customer must be made via the
Vodafone Service Desk In the first Instance.

If the Autharity requests an escalation, the Vodafone Service Desk will confirm that the escalation has been
accepted. The Vodafone Service Desk will arange the next escalation call with the Authority within 30 minutes to
acknowledge the escalation and agree next steps & the communication plan.

» Customar Service Diractor )
LevolS ® Supports Escalations levels and assist with peerto peer
engagement
» Communicates update if reguired y
® Hgad of Customear Service Desk )

s Supports Escalation levelswith Peerto PeerEngagement

® Engages and supports level 5

® Comnmunicate updates i required

® Sarvice Desk Uparations Managar

® Drives to resolution with Peerto Peer Engagement

* Fngages further Senkor Management

* Communicates Updates

® Sarvice Desk Team Manager

» Drives to resolution with Peer to Peer Engagement

* Engages Level3

s Communicates Updates

l_-EEEEIEnW—
* Drives to Resolution with Peerto Peerengagement

bl ® Engages level 2

® Communicates Update

® Service Desk
® Owns the End to End Incident Management Process

* Engages Level 1
* Communicates Updates J

taovel4

Level3

tevel2

J\

J\

Seorvice Dosk

|_

Flgure 24; Escalation Matrix
Change Management/QOutages
Vodafone Change Management owns the end to end Change Management process for the Authority.
Outages to Contact Centre Services may be necessary from time to time. Vodafone will:

— Use reasanable endeavours to give the Authority as much notice as reasonably possible and, in any
event, not less than five Working Days’ netice of any Outage, which will affect the availability of the
storm IP Contact Centre Services;

~ Use reasonable endeavours to minimise the number of Outages and any subsequent disruption to the

Authority
Service Management Proposition

The current proposal for the Authority uses the Service Management Enhanced proposition from Vodafone, The
Enhanced Service Management proposition offers the following:

— Afield based team with increased levels of senior contact,
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— Detailed business eperating manual

= Service reporting with more In-depth management information and analysis

— Monthly Service Review, in person
— Escalation Management

— Senvice Improvement Plan

— Self Service Portal (OnePartal)

Please see table below which details all the Vedafone Service Managemeant Propositions:

Service Management Propositions

e —
—-— -
Sendes nzrovemant v
Plan
Cuttomer Faadback v -
Eraladon v
Uanagement
Sarvics Raperting Ousrtarly

Lite
Setvice Reviw Qusrardy
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= -
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i —
whm ]
Bstanced Scorecard -

Figura 25: Service Management Propositions

4.2 SeniceLevels

The objective of Service Level Management is to drive service quality improvements by monitoring and reporting

upon the service performance, achievements and raising actions onto agreed seyvice improvement plans.

Monthly Service Reports Provide

—~ Confidence that the Customers’ organisation can operate rellably
= Performance reporting across incident, availability, order and billing management
—~ Recommendations for service enhancements to improve your business performance

All metrics will be based upon information from the Vodafone Service Desk systems and detailed within the
monthly report. Incident ticket reference and detall will be available within this report.

The Service Report will be created and made available to the Authority in the agreed time period, typicaliy the

first 10 working days of the month.
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The Vodafone Service Manager will ensure that the reparts are produced, and are discussed at the approprate
Govemance forums. The Service Manager will use these reports to ensure that Vodafone remains compiiant to
the Authority's contractual requirements.

Service Level Tangets (Avallability)

The target for the availability of the Platform In each Monthly Measurement Period is 99.99%.

Incident Resolution Service Level Targelts

Fix 5 Hours

Total loss of [P
Voice Semvice.
This means a
total sarvice
malfunction
affecting the
core Vodalone
network as any
elements of the
Platform that
ame used by you
and which
Impact a
majority or all of
our customers
for the Senvice.
This excludes
taults gutside of
our aetwork and
the Platform,

Definition

P3
f

90% withia 10

1 Working Day Working days

Pattial loss of the IP

Vaice Service. This Degradatian of IP

Voice Sewice
means a severe erformance. This
degradation of senvice )

means a mipor
that has a significant

degeadation of the
detrimentat effect on

service fromthe
tha ability of the

Platform which has an
Platform to perform

adverse effect on your
normal

operation of the
communlcations for

Servlce and which
all of our customers

affects a small
for the Service. This

number of our
LB customers for the
outside of aur netwark Service
and the Platform.

Tabla 8: Incident Resofution Sarvice Lavel Targets

One Portal Administration

i P4

Reasonable
Endeavours

All non service
affecting Fautts. This
means a Fault that is
not service affecting,
but requires some
comective action. This
also includes
Infarmation requests

The Authority will be given access to a Vodafone secure unified portal, known as the OnePortal. The Vodafone
OnePortal gives customers a self-service dashboard for accessing services, tracking progress and
communicating with Yodafone business.

— Ralse and view Incidents

— Contact your service and account teams

—  View, filter and download incident data

= Easy print, update and close ticket options

— Cyitical ticket info grouped together for easy reference

4.3 Performance Monitoring & Reporting

Vodafone have proactive monitoring of the IP Voice Service for a range of alamms which indicate to us if there are

any issues impacting your service.
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4.4 Continual Service Improvement (CSl)

Vodafone are committed to the process of continuous improvement and improved efficiency of the Services.
Vodafone will take the initiative in the identification and evaluation of new business processes, technology and
improvements far application to the Services and respond to any the Authosity requests for information in respect
of potential impravements to the Services.

CS! Initiation

The following will form the subject of CSI performance reviews:

— Customer Satisfaction Survey

— Sewmvice Level Agreement and/or Sewvice Level Target Fallures
— Customer notification

— Contact Centre Service Management notification

— Complaints Process

Identification of any of the following emergent issues may trigger a requirement for continuaus improvement:

— New and evolving relevant technologies which could improve the Services and technological advances
potentially avallable which the Autharity may wish to adopt

— Potential iInprovements to the Services inciuding the quality, respansiveness, procedures,
benchmarking methods and likely performance mechanisms

— Potential improvements to the interfaces or integration of the Services with other services provided by
3rd Parties or the Autharity which might result In efficiency or productivity gains or in reduction of
operational risk

— Changes in business processes and ways of working that would enable the Services to be delivered at
lower costs and/or at greater benefits

Continual Service Improvement Methodology
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Review Plan
* Weehiy senior governance forum ¢ Service action management

* Contractual SLA performance * Clear problem statements

* Service improvement plan (SIP} * Mutually agreed success criteria

* Regular service reviews * Improvement actions, due dales

* Market trends and insight * Operational Ownership

Our People

s Service improvement ptan (SiP)

Six Sigma principles ensure a
consistent and prafessional

approach to continual service
improvement.

Measure Implement
* Regutar service performance reports * S|P status updates
* Customer feedback programme * Internal progress reviews
* Success criteria evidence provided ® Invoke escalation where required
* Weekly senior governance farum
Fgure 26: Continual Service Improvement Methodology
Sepvice Improvement Plan

Continual Service Improvement Plans (CSIPs) will be tracked and managed via the Service Action Management
(SAM) tool.

CSIPs that require a significant change that will affect the Authority will be defivered via the agreed Change
Management process and where appropiate be delivered as a Project.

Vodafone will work collaboratively with the Authority to ensure the above Service activities are aligned within the
appropriate PSNS Call-Off Form and Schedules. During Transition we will work with the Autharity to agree and
document the required Operational activities and processes in the Call-Off Operating Manual (COOM)

4.5 Storm Service Portal

storm Service Portal is a powerful, flexible multi-channel communications management system that allows you
to configure how inbound communications will be handled,

Itincludes functionality for:

— Routing incoming communications to destinations and services based on (for example) the number
calted, the target email address, the time of day, or the sender’s identity or geographical location.
Facebook, Twitter, SMS, IM, text, email and voice messages are all supporied

~ Canfigure autbound campalgns to cantact pre-selected customers using email, text and SMS
messaging ar live volce, as appropriate for the campaign.

The storm Service Portal lets you manage all your undertying telecommunication services quickly and effectively
via one simple, intuitive GUI. Services and routing plans for incoming communications can be set up and
implemented quickly, with subsequent amendments taking effect immediately.

Each contact number, address or account that your company publishes is termed an access point.
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The Sewvice Portal GUI allows you to:

Configure the access points your organisation uses, grouping them by department or (for voice calls and SMS
and email messages) by Incoming calling line identity (CLY) or emall address. This facllitates intelligent call
routing and allows you to make changes affecting more than one access point in Just one place

— Set up routing Instructions - for normal business operatlons, but also for disaster recovery (DR)
situations to ensure business continuity in emergency situation, so that no incoming communications
are lost due to, for example, a power outage

—  Set up routing Instructions based on the time of day/day of week or on holiday calendars, to ensure that
incoming communications are handled adequately outside of business hours or during holiday periods

— Create and Implement interactive voice response (IVR) services, using your own voice messages, hold
music and whisper prompts

— Configure at individual access number leve! whether such features as call recording, volcemail and
whisper prompts are to be enabled

~ Implement voicemail strategically, for example to capture voice calls received out-of-hours or calls that
are not answered within a predefined length of time

— Set up, monitor and manage OUTBOUND campaigns.

The route plans used to define how Incoming communications should be handled can be configured at individual
access point level, or they can be shared by more than one access point and by access point groups.

storm allows you to recerd calls, for monitoring and training purposes or to meet regulatory requivements. its call
recording facilities are flexible - the Sewvice Portal allows you to set call recording on at access number lavel,
and to stop and start call recording on an ad hoc basis.

A full in-the-cloud voicemail sesvice is provided, and you can use the Sewvice Portal to set the messages and
personal greetings to be used when calls are routed to voicemail, as well as to manage the content of voicemail
boxes.

The facilities offered by the Service Portal are enhanced when run with other storm products, including:

—  FLOW™ for custom IVR creation

— CONTACT™, for contact centre functionality, including agent management and Intelligent automated
call distribution (JACD®)

— PBX, for cloud-hosted IP voice services

— SIP™, for SIP trunks capable of routing inbound calls from any network as business-grade Volce over IP
{ValP) over an 1P network.

We have included screenshots of the system interface below:
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4.6 Customer Training
Training Is an essential part of any storm deployment, and is provided for Administrators, Supervisars, Agents

and Users.

Training modules reflect the modular nature of our product. These modules are combined together to reflect
customer’s actual deployment and, where bespoke FLOW scripts are used, training modules specific to those
scripts are created.
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All training Is presented by our in-house trainers and can be delivered in a number of ways:

— Onssite at the customer’s location (we simply require a suitable meeting room, large screen or projector,
and an Internet connection)

— AtContent Guru's dedicated facilities in Bracknell, Berkshire (we provide a buffet lunch and can arrange
local accommodatlon i required)

- WebEx video conferencing (typlcally for two-hour durations, ideal for introductory sessions, demos and
refresher training).

Training Is delivered as part of the Project Plan which is managed by our Preject Manager. Prior to the course, the
Project Manager will liaise with the customer and the training department to prepare an outline schedule
detailing the sytlabus to be covered and durations required for each element of tralning. Trainers will send pre-
training questionnaire forms to allow attendees to make us aware of any specific local requirements and to
provide an outline of their relevant experience, These detalls are used to ensure the training course fits the
customer's requirements and is suitable for the needs of all attendees.

Tralning modules consist of a combination of theoretical sesslons and practical tasks, with a focus on practical
experience and configuration where possible.

System Administrators and Supervisors are trained in all aspects of the system and its configuration. Upon
successful course completion, Administrator and Supervisors are formally certified by Content Guru, and wilt be
invited to attend refresher training after a period of 12 months, to ensure that they keep abreast of the latest
features,

Attendees are given reference copies of any presentations used, and all training is designed ta altow trained
employees to pass on the skills they have leamed,
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9. Security

Vodafone are committed to providing world-ciass security. We deliver some of the most secure
telecommunications services In the werld and have a proven record for delivering trusted mission-critical
services to a wide range of customers, including govemment, utility, finance, and retail sectors.

We have attached a core security statement below,

gn

i

Vodafone Core
Securky Statement

Vodafone deliver storm In partnesship with Content Guru, Content Guru and the storm platform have the
following accreditations and awards for security and quality management:

— 15027001 - LRQA data security standard

— 1S09001 - LRQA quality management standard

— TicklT+ - software development standard

= PCI-DSS & PA-DSS Level 1 - payment ¢ard industry and payment application data security standards
~ IL3 accredited data centres

— All staff are BPSS (Baseline Personnel Security Standard) screened.

— Certain staff cany SC (Security Check) level security clearance,

Firewalls and Session Border Contrallers

Firewalls exist at the significant barders within the network; both within the platfarm and from deskiop
infrastructure. The Firewalls are always active and cannot be deactivated by the user.

The storm platform uses Cisco ASA Firewalls as standard. The ASA Firewall Is a market leading, robust system
conforming to industry standards. To ensure resillence to spoofing attacks the ASA Firewzll uses a stateful
operating protocal. Intrusion detection is incorporated into the ASA system.

ACME Packet 4500 Session Border Controls (SBC's) are also used. These are managed by the Yodafone storm
Network management Centre (NMC).

IDS, Anti-Virus, Device Management and Patch Management

IPS/IDS, Anti-Virus, and Vulnerabllity management are in place to mitigate risk of attacks and pro-active
notifications of potential attacks. The Vodafone storm Network Management Centre, (NMC), manages these
services and the Network.

The storm platform utilises a Qualysguard security application to regularly monitor and report on our systems.
Where vulnerabilities and new patches are identified, these items are actioned immediately by our security
management team.

During the build, development and testing stages a Centre for Internet Security (C1S) Security Benchmark tool is
used to check systems for vuinerabilities prior to Implementation and/or shipment.

Page 51 0f 62



Symantec anti-virus is deployed across all platforms and performs regular scans, the anti-virus definitions are
kept up-to-date and rolled out frequently. These measures ensure that any compromise of the system will be
detected intemally.

To reduce opportunities for the system to be compromised, all unnecessary elements are deactivated, this
includes;

— Unnecessary semvices

- Unnecessary hardware interfaces

— Pre-setservice accounts and passwords
System security upgrades and patch updates carled out on the storm platform are camied out such that there is
no disruption to any live sevices. Where such updates require system or software restarts the process Is camied
out in stages sa that there is no semvice disruption.

Patches are tested prior to their deployment and are generally deployed each quarter unless the patch has to be
deployed urgently. {typically within days/weeks of the vulnerability being detected)

Vuinerabilities are scanned quarterly (Qualys and WSUS} and patches applied accordingly. Qualys emalls the
NMC with weekly notifications or the latest vulnerabilities along with their severity rating, so ad-hoc patches can
te applied if deemed necessary. Symantec Anti-virus Is also installed on all systems and weekly scans
performed.

The storm platform uses Cisco ASA Firewalls as standard. The ASA Firewall is a market leading, robust system
conforming to industry standards. To ensure resilience to spoofing attacks the ASA Firewall uses a stateful
operating protocol, Intrusion detecticn is incorporated into the ASA system.. IDS/IPS Is also configured on the
firewall. The configuration is tested on a quartetly basis.

Access to the storm platform

We have Included a diagram, the figure below, which details the physical and digital access users and engineers
have to the platform.
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— Access to voice recordings

Access to voice recordings through the storm RECORDER interface Is password protected using RSA
SecurtD tokens for the login.
storm administration and management portal access (technical averview)

s  Useraccesses the portal through the hitps web address. Logon credentials entered and RSA
SecurlD token used to authenticate use,

¢  Web sewers hold data to authenticate user and allow login on successful validation.

» Any provisioning data {(e.g. call scripts, routing rules, volce prompts etc.) propagated to the
INX cluster at each site.

» All requests are communicated across the internal storm data network (intra-site and inter-
site).

— slorm reporting portal access

» Useraccesses the portal through the hitps web address. Logon credentials entered and RSA
SecurlD token used to authenticate use.
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= Web semvers hold data to authenticate user and atlow login on successful validation.

= Data for reporting accessed by Web Semver from the Stats and Reporting Servers.

e Mechanism for reporting data to reach Stats and Reporting Servers

s All data Is transmitted across the intemal storm data netwark (intra-site and inter-site),

s storm call recordings storage

e  (alls are handled by the nodes in the INX cluster and any recordings made locally an them

e storm call recordings access

e Useraccesses starm RECORDER portal through hitps web address. Logon credentials entered and
RSA SecuriD token used to authenticate use.

e  Web seivers hald data to authenticate user and allow login on successful validation.

e Recordings accessed by Web Server from the Recordings Storage Servers.

e Network Management Centre (NMC) and Remote Access

The storm Platform and its Management LAN are managed and monitored by the dedicated storm Operations
desk in the NMC. This is monitored 24 x 7. Real-time alams are configured to alert the operations team of any
serious errors. Manual reviews of Jog files from all systems are undertaken throughout the day to identify any
further technical Issues or potential security breaches,

Only employees who are responsible for supporting the platform have the respective access rights. Access is two
stage process involving logging on via VPN, then through remote access management software

The NMC Is located In Bracknell. Altemative access is provided via remote access.

All Staff who require access to the NMC remotely are required to use specific company equipment. Access
Involves accessing the NMC via an P Sec VPN tunnel. Users then need to use RSA Secure 1D Token to login.
User's then remotely access through to storm IP Sec VPN tunnel authenticated via Role Based Access Control
(RBAC).

All storm NMC staff are SC cleared. The SC check is managed by the Vodafane Vetting team who manage all
vetting requirements for Vodafone.

storm Data Centre Locations

The storm Service is {ocated at two Vodafone Secure Data Centres at Watford and Park Royal. These Data
Centres are part of the UK Govemment Critical National Infrastructure. The addresses of both data centres are
helow.

Vodafone Watford Data Centre
Units S&86, Imperial Way

Watford

WD24 4pp

Vodafone Park Royal Data Centre
Units 5 - 9, Matrix Ind. Park

900 Coronation Road

London

NW10 7PQ
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Both Vodafone data centres have the following credentials:

— 1S0/IEC 27001:2005 Compliance
— 180 14001:2004 Accreditation

— 150 22301:2012 Accreditation

~  PCI-DSS Compliance
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6. Sustainability

In accordance with schedule 2.3 (Sustainability Requirements and Plan) of the Call off Tenms we shall prepare
and deliver a fully compieted and up to date Sustainability Plan within 20 days after Effective Date or such other
period as agreed between the Parties.

We will bulld a sustainable future by delivering products and services that enable positive economic, social and
environmental outcomes for the Customer Authority.

We are committed to providing a level of sustainability which is in accordance with Good Industry Practice, the
Law, the Standards and this Agreement including the Service Requirements,

We are committed to environmental sustainability and has IS0 14001 certification for our Environmental
Management Systems, covering all of our UK operations. This commits us te full compliance with legislation and
other relevant requirements. Furthermore, we will act to ensure full compilance by the Customer Authority to
relevant environmental legislation and commitments, such as the Environmental Informaticn Regulations.

Our UK Environment Pallcy sets out our commitments to envimnmental sustainability and is endorsed by our
Chief Executive Officer.

Our 2013/ 14 Sustainability Repoit can be found at:
hitp:/ /www vodafone.com/content/ sustainabilityreport,/2014 /index.html

Greening Government ICT

We will ensure that the design of the Services maximises the contribution to the Greening Govemment ICT
Initiative whilst minimising envimmnmental impact.

Sustainability Targets

We are committed to reducing the impact of our operations on the envionment through reducing waste, bringing
down water usage and making procurement mere sustainable. We are committed to setting improvement
targets, measuring progress against these, putting programmes In place and assessing performance.

We will submit details of relevant sustainability targets to the Customer Authority upan request.
Carbon Reduction and Carbon Neutrality

We are committed to reducing the carbon emission resulting from the telecommunications network. We seek to
reduce carbon and other greenhouse gas emissions by:

— ensuring technology, applications, system, data and service architectures and designs minimise
the use of equipment and the power required to operate it

— reducing power demands by reducing duplication of ICT equipment through consolidating and
rationalising ICT infrastragture wheraver possible

— aspiring to the EU Code of Conduct on Data Centres’ Energy Efficiency version 2.0 (or later) and the
assoclated Best Practices

— ensuring that any server and communications rooms that are our responsibility are managed to
minimise the environmental Impact

— ensuring that use of any Customer Authority server and communications room, that is not our
responsibility, is approached in such a way as to minimise the enviranmental impact

Page 56 of 62



M earige s e aem e dem s we 1r meWe T A TWE T w W Wt W twmwar P b

— reporting to the Customer Authority the measured power usage effectiveness (PUE) for each Data
Centre used in providing the Service upon request. This shall be calculated and reported in
accordance with the cument 'Usage and Public Reporting Guidelines for The Green Grid's
Infrastructure Metrics PUE/DCIE' avatlable at www.thegreengrid.org

— seeking to maximise the useful life of any ICT equipment procured for use in providing the services

— applying energy-saving settings to equipment Including use of automated energy-saving tools

— purchasing our electricity from 100% renewable sources. Evidence that the electricity purchased to
power our network is from renewable sources will be made avallable to the Customer Authority
upon request.

Data Centre Efficiency

Our Data Centres progressively work toward green solutions during each phased bulld programme.
Enhancements made include:

— CAC 'Cold Aisle Contalnment’ - currently in use in 7 of the 10 hosting raoms at cur Swindon Internet
Solutions Centre, with the final 3 on plan for 2014/15.

— Blanking panels used in cabinets to remove air bypass of devices and reduce alr wastage.

-~ Underfloor airflow management programs to effectively use the air generated in the best way

— Variable speed fans In all air handler units to reduce the electrical consumption of these devices.

— Free/Fresh air cooling. We deploy free alr cooling for approx. 80% of the year either in total orin part to
our hosting rooms at Swindan.

= PIR and timed lighting

= All new build uses industry leading UPS systems, generators and plant to ensure we take advantage of

technology advances, e.g. Trinergy UPS providing up to 99% energy efficlency.
Resource Efficlency and Waste Management
We will comply with all relevant waste legisiation and will seek to minimise waste production by applying the

following principles:

Wherever possible, ICT equipment will be allocated for re-use within the sewvices, avoiding procurement of new
equipment

Provide reporting to the Customer Authority on destinations (reuse, donation, recycling, and disposal) of
redundant ICT equipment, including weight of disposed equipment, upon request

Ensure packaging Is minimised, and that it is reusable or consists of recycled and recyclable materials that are
recycled after use,
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7. BCDR

In accordance with schedule 6.5 (BCDR Provisions) of the Call Off Terms we shall develop BCDR Plan within 3
maonths of Effective Date or such other period as set out in the Implementation Plan or as otheswise agreed in
writing by the Parties and submit the plan to the Customer Authority for approval.
et |
A
BCM Wﬁﬁ-paper
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8. Exit Strategy

As part of the Vadafone Transition methodology and within 3 months (or such other period as Is specified In the
Implementation Plan or otheiwise agreed by the Parties in writing) of the contract effective date, we will deliver
an Exit Plan to the Authority.

A series of meetings with relevant Authority stakeholders will be aranged to agree the content of the Exit Plan.
The Exit plan will be implemented in accordance with the Exit Management strategy as defined in PSN call off
Schedule &.4. The Exit Plan will be reviewed and maintained during the lifecycle of the contract to reflect any
changes ta the services provided by Vodafone.

Vodafone acknowledges that Notice of Termination can be served for a variety of reasons and will refiect the
different options for both Ordinary and Emergency Exit within the Exit Plan.

We will appoint a Project Manager on receipt of Notice of Temination to establish governance, attend meetings
and complete all activities required for a seamless transition of services from Vodafone to the Authority and/or

their new supplier.
The scope of the Exit Plan Is summarised as:

— to confirm all appropeiate third party and our contracts terminate or novate, as appropriate, to
Customer and/or their third party supplier in line with the Service being transferred;

— toagree assets to be transferred to Customer and/or their third party supplier, agree process by which
the transfer will take place and facilitate a smooth transfer;

— 1o agree the data and the format of the data to be transferred to Customer and/or their third party
supplier;

— to confirm the Services and transfer them to either Customer and/or its third party supplier according to
a schedule to be agreed by us and Customer;

— to confirm and to transfer those individuals determined to be ‘in-scope personnel’ in accordance with
the then current Transfer of Undertakings (Protection of Employment) Regulations;

— always subject to confidentiality requirements and, where pennissible, aiways considering our
proprietary information / data, execute the transfer of applicable knowledge for the Services to enable
Customer and/or their third party suppller to run the services;

—~ to agree and pay all outstanding payments due between the parties,

A range of professional service resource would be required to ensure successful completion of a
decommissioning process. These might include:

— Program Manager

— Project Manager

— Hosting Solution Manager

— Solutions Consultant

-~ Hosting Design Specialist

— Technical Design Specialist

— Hosting Engineering resource (Security, Desktop, Application etc.)
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We will work In collaboration with the Authority to produce a detailed project plan with the nominated service
provider and will include a specific detail of transfer of equipment. E.g. secure courier to transfer equipment or
secure IT Specialist,

Any equipment that needs to be dispesed of will follow our secure decommission process.

Our approach to project compliance consists of several steps, all of which are designed to ensure that the project
outputs are completed with the specification, proposal and plan agreed with the Authority.

We regard demonstration of compliance as starting with the project, not just an activity tagged onto the end of
the implementation. The steps are therefore designed to ensure the plan and the activities to deliver it are
completed with clarity, traceabllity and accuracy.

The compliance steps are:

Step E Description

An agreed starting position, setting scope, expectation and responsibilitles can be
reporied and tested against. Demonstrating and confirming compllance against a
maoveable and Auld base Is impassible.

Ensuie an exit plan design and
schedule Is agreed

Complementing the exit plan design and schedule, the acceptance criteristo
Ensure acceptance criteria are  confirm compliance should be realistic and agreed.

agreed For example acceplance criterla can be successful completion of speclfic tasks or
agreement on a final version of specific deliverables.

Compliance tashs need to be managed and therefore it must be included In the
Plan compllance tasks project schedule and in the project guality and acceptance approach. This way
project Implemantation will support management towards compllance.

Amaongst the ptannad compliance tasks will be chechpoints where actual status of
the exit pfan is reviewed agalnst agreed baseline and acceptance criteria. The
review will allow opportunities to discuss progress, Issues and changes within the
context of impact on ihe overall exit plan.

Chechpoints

Project delivery status reports will be praduced each week. The ceports will capture
progress lo date against milestones, deliverable status and highlight issues/risks
associated with defiverdng the exit plan, The reports ensure regutar vistbility and
cammunication of progress against the Exit Plan demonstrating compliance and

Reporting ensuring deviation Is only agreed via managed piocesses. These repards will
provide input to the checkpoints,

At the conclusian of our activitles, an Exit Plan completion repost will be produced
summansing the acticns and outputs completed and providing a high-level audit
trall and confirmation for the Authority.

Dusing design, planning and implementation of the Exit Plan, especiatly with
potentially input from several parties, it Is inevitable additlonal items or
altesnatives to agreed ones will arise. These will be managed via an agreed Change
Management process that will ensure changes to the Exit Plan are only made after
impact analysis, solution definition and estimatlon are completed and agreed.

Exceptions will be managed
via change management

Table 9; Compliance Staps

Deliverables
We expect the following Exit Plan deliverables will be required. The deliverables have been categorised as three
types:

— Commercial: deliverable that defines the commercial coverage required for our exit plan activities

— Planning and Design: deliverables that detail the activities, approach, solution and timeframes for the
exit plan
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— Implementation; deliverables produced through execution of the exit plan.

This list of deliverables is based on current knowledge of what may be appropsiate. It will change and can only be
confimed once requirements for the Asthority replacement service provider are agreed.

Commercial

Commercial propoasal based an confirmed exit requirements far
planning, designing and implementing the Authenty exit plan.

This will need to be praduced and agreed prior to exit plan design,
planning and imptementation. There will be an associated cost ta this
work,

The Exit Plan Proposal deliverable will include a high-level project
schedule; approach and resource ptan to meet the confirmed the
Autharity Exit Plan requlrements.

Tabla 10: Exit Stratagy - Commercial

t  Exit Plan Proposal

Planning and Deslgn

ENEIT R

A detailed project schedule for our activities (e g. MS Project plan)
1 Project schedule that integrates with Lhe Authority and replacement contractor
schedutes.

Psoject Management asset detaiting the project delivery approach,
2 Pmject Initiation Document (PID)  communication pians, quatity approach, reporting and governance we
will use to define and execute the exit plan

A specification and delailed design of the activities in response to
3 ExiPlan Design requitements. This will include definition of security, technlcal,
opetational and knowledge activities related to the axit.

A specification for the test and verificatlon approach and methods

4  ExitPlan that will be applled 1o ensura outputs are of required quality and
integrty
Tabla 11: Exit Strategy - Planning and Design
Implementation
# | Deliveratle | Description

A document describing the tasks, activities and dependencies that
delivery of the Managed Service requires, supporting knowledge
transfer and sewvice teansition, This will essentially be a collection of
all relevant Local Work Instructions (L),

1 Customer Operations Gulide

The SBD which will include details of:

. The verstons of all the software components used lo deliver

the latest versian of the Customer production environment.

3 el S T 5 Details of all hardware.

(SbD)
. Equipment ownership
Note that this may not be required if a Customer is to be delivered by

different software.

A documented record of the open service desk tickets at time of

3 Openservice desk lickets
transfer

A documented report that confirms the output, identifying any issues

4 ExitReport(s) and confirming successes,
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Design and execution of application transfer, including data and
knowledge transfer.

Tabie 12: Exit Stratagy - Impiementation

5  Exit Plan Completion Report

Knowledge Transfer

Both the Authority and the new sewvice provider will require training in the continued provision of service and this
will be supported by Vodafone.

This will involve:

— Assessing the training requirement with the Autharity and new provider;
- Creation of training material
— Delivery of trainlng.

We suggest that the knowledge transfer tasks will be delivered through a set of workshop activities and
subsequently support will be made available for clarification and confirmation of points not cavered In the initial
knowledge transfer.

The workshops will be conducted as briefing sessions and meetings, with documentation and the Authority's
system available as reference materials.

It will be necessary to provide tralning for key members of the Replacement Contractor's personnel in connection
with the continuation of the provision of the Managed Service. Key roles are identified as follows for attendance
at a series of tralning workshops.

- Sales and support technical staff
— Support desk staff
— Commercial and Billing staff

Closure

In summary, we will appoint the appropriate resource to support the transition using our robust methodology and
govemance processes to provide the Authority with a seamless transfer to their new service provider, We will be
available for an agreed period to answer any questions untll such time as joint agreement is reached between
both parties that all activities have been completed and we ¢an confirm project closure,
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1.1

1.2

1.3

2.1

APPENDIX 4
SERVICE LEVELS AND RELATED REMEDIES
GENERAL

For the purposes of Clause 10.5.1 of the Call-Off Terms, the aggregate number of
Service Failures (whether lhe Service Failure relates to the same or to different parts
of the Services) exceeds four in any one measurement period.

For the purposes of Clause 10.8.3 of the Call-Off Terms, the aggregate number of
Service Failures shall be four in any one measurement period, which would trigger
Warning Nolices/increased monitoring.

For the purposes of Clause 10.8.4 of the Call-Off Terms, the aggregate number of
events giving rise to Service Credits and/or Delay Payments shall be five in any one
measurement period, which would trigger Warning Notices/increased monitoring

SERVICE LEVELS

In accordance with Paragraph 2.1 of Part A of Schedule 2.1 (Service Levels, Related
Remedies and Performance Monitoring) of the Call-Off Terms, the Service Level
Targets, Service Criteria (including the Service Measures), Service Failure
Thresholds, Service Credits and Repeat Failures shall be as set out below:

The Service Level target for the availability of the STORM Platform in each Monthly
Measurement Period is 99.999%.

2.1.1 Availability Service Credits

If the availability of the STORM Platform in the relevant Monthly Measurement Period falls
below the Service Level target set out in the Appendix 3, Annex 1 — CQC Lot 2 CC Method
Statement then the Customer Authority will be entitled to claim the following Service Credits
al the end of each Monthly Measurement Period depending on the length of time the
STORM Platform is Unavailable

Availability Service Credit

(i.e. P as calculated above) {% of monthly Service Charge)

99.5% — 99.998% 2.5%
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99.0% — 99.499% aan

less than 99.0% -

For the avoidance of doubt, the Customer Authority shall only be entitled to receive a
Service Credit set out in the corresponding row of the table above for the level of
availability that has been measured in the relevant Monthly Measurement Period. The
Service Credit payable to the Customer Authority is not calculated on a cumulative
basis. For example, if the availability of the STORM Platform in a Monthly Measurement
Period is less than 99.0% then the Service Credit payable will be 10% of the monthly
Service Charges for the relevant month, it will not be 17.5% of those charges.

2.1.2 Fix Time Service Credits

If the Contractor fails to resolve a Severity Level 1 or 2 Fault within the relevant target Fault
fix timescales sel out in the attached STORM IP Contact Centre Service Schedule in the
relevant Monthly Measurement Period, the Customer Authority will be entitled to claim the
following Service Credits depending on the length of time beyond the target Fault fix time
that the Severity L.evel 1 or 2 Fauit remains unresclved:

Number of hours beyond
the relevant target

timescale that the Severity Service Credit

Level 1 or 2 Fault remains

unresoived

Between 1 and 15 hours Wof the monthly
inclusive rounded up to the | Service Charges
nearest hour

More than 15 hours f the monthly
Service Charges

For the avoidance of doubt, where the number of hours beyond the relevant Service Level
target that the Fault remains unresolved exceeds 15, the Customer Authority is only entitted
to claim the Service Credits set out in the table above for "More than 15 hours™; it is not
entitled to claim Service Credits for the pericd between 1 and 15 hours.

18331166 v2 5



APPENDIX 5
ADDITIONAL STANDARDS

R
In addition to the Standards set out in Schedule 6 (Standards) of the Framework Agreement,
the Contraclor shall also comply with the following further Standards:

N/A
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APPENDIX 6
SECURITY PLAN

If required, the Contractor shall complete a Security Plan within 30 working days from the
Effective Date.
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APPENDIX 7
CUSTOMER AUTHORITY EQUIPMENT AND EXCLUSIVE EQUIPMENT
1 CUSTOMER AUTHORITY EQUIPMENT

In accordance wilh Clause 14.4 of the Call-Off Terms, the Conitractor shall take
ownership of the following Customer Authority Equipment:

Customer Authority Equipment Ownership to Price (£)
transfer to
Contractor (Yes/No)
N/A

2 EXCLUSIVE EQUIPMENT

The following Equipment shall be Exclusive Equipment for the purposes of this Call-
Off Contract:

Customer Authority Equipment Contractor Equipment

N/A

3 ENCUMBRANCES

31 In accordance with Clause 14.8 of the Call-Off Terms and subject to Paragraph 3.2
below, the following Equipment is subject to encumbrances (such encumbrances
being discharged upon payment by the Customer Authority of the amounts set out in
beiow). [Parties to complete]

Equipment (excluding Encumbrance/Encumbrancer | Discharge

Customer Authority prices (£) and

Equipment) applicable
time periods
(as per
paragraphs
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9.3 and 9.4 of
Schedule 6.4
(Exit
Management)
of the Call-Off
Terms)

N/A

3.2  There shall be no encumbrances of Exclusive Assets except where agreed by the

Parties and set out in the table in Paragraph 3.1 above.
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APPENDIX 8

OUTLINE IMPLEMENTATION PLAN

Further to the Outline Implementation Plan set out at Appendix 3, Annex 2, the Parties shall

work together to agree an updated Outline implementation Plan in the form set out below,

within 30 Working Days from the Effeclive Date.

In accordance with Paragraph 2 of Schedule 4.1 (Implementation Plan) of the Call-Off

Terms, the following Outline Implementation Plan is agreed by the Parties and should

include the following (to the extent such are required by the Customer Authority):

Milestone Deliverables Duration | Milestone Dependencies | Customer Link to
(indicate if | (bulleted list | (Working | Date Authority ATP/
;Key showing all | Days/ Responsibilities cpp
' Milestone/rel | Deliverables (if applicable)
evant to a|(and LBL L
Gateway associated
| review) tasks) required
for . each
Milestone)
Effective Date -
[ Draft proforma | Ten (10)
invoice Working
(Schedule 5.1 | Days
(Invoicing})) after the
Effective
Date
i Security Plan to | Fifteen
| be  developed | (15)
| (Schedule 2.2 | Working
I (Security Days
IRequirements after the
Effective
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and Plan)) Date
Sustainability Twenty
Plan to be | (20)
developed Working
(Schedule 2.3 | Days
(Sustainability after the
Requirements Effective
and Pfan)) Dale
Test  Strategy | Twenty
developed (20)
(Paragraph 4.1 | Working
of Schedule 4.2 | Days
{Testling after the
Pracedures)) Effective
Date
Draft  Call-Off | Twenty
Operating (20)
Manual (Clause | Working
9.14 of Call-Off | Days
Terms) after the
Effective
Date
Information Twenty
Standards -1 (20)
systems and | Working
procedures to | Days
ensure for areas | after the
of control | Effective
(Schedule 6 | Date

(Standards) of
the Framework
Agreement)

16331166 v3
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Version Control
— procedures to
control  correct
release or
version of
Deliverables

(Schedule 6
(Standards) of
the Framework
Agreement)

Twenty
(20)
Working
Days
after the
Effective
Date

Quality Plan
(Schedule 6
(Standards) of
the Framework

Agreement)

Twenty
(20)
Working
Days
afler the
Effective
Date

Draft Detailed
Implementation
Plan (Clause
3.2 of Call-Off
Terms)

One (1)
month
after the
Effective
Date

Test Plans
developed
(Paragraph 5.1
of Schedule 4.2
(Testing
Procedures))

Thirty
(30)
Working
Days
after the
Effective
Date

| Test
| Specification

developed
(Paragraph 7.1

of Schedule 4.2

Ten (10)
Working
Days

prior to
start of

18331166 v3
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(Testing Tesling
Procedures))

Testing

(including  Fail

Date)

Contractor  to | Three (3) | Eighteen
initiate a project | months (18)
with the aim of | after the | months
achieving Effective | after the
ISO20000 (IT | Dale Effective
Service Date
Management)

certification

(Schedule 6

(Standards) of

the Framework

Agreement)

Exit Plan & | Three (3)
Appointment of | months

Exit Manager | after the
(Schedule 6.4 | Effective

(Exit Dale
Management))

BCDR Plan | Three (3)
(Schedule 6.5 | months
(Business after the
Continuity and | Effective

- Disaster Date

Recovery

Provisions))

Quality Plans to | Twenty

be developed | (20)

(Schedule 6 | Working

18331168 v3
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' (Standards) of | Days

the Framework | before

Agreement) [first]
Operatio
nal
Service
Commen
cement
Date

Operational -

Service

Commencemen

t Dale(s)

Contract -

Performance

Point(s)

Independent Twelve 1

certification of | (12)

the ISMS to | months

ISO/IEC 27001 | after the

(Schedule 2.2 | Effective

(Security Date

Requirements

and Plan))

18331166 v3
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APPENDIX 9
TESTING PROCEDURES

The Parties shall work together to agree the Testing Procedures within 30 Working Days
from the Effective Date.

1 TEST SUCCESS CRITERIA

In accordance with Paragraph 6.1 of Schedule 4.2 {Testing Procedures) of the Call-Off
Terms, the following Test Success Criteria shall apply:

Service Pra-conditions Test Success Criteria
4 4 ol 1 I T
"
e #¢ 4 3

2  TESTISSUES |
oy s =

21 In accordance u:gh Paragraph 9.1,0f Schedule 4.2 (Testing Procedures) of the Call-
Off Terms, the fclllowing Test Issue criteria shall apply:
*

2.2  For the purposeqa of the definition of Malerial Test Issue set out in Schedule 1
(Def‘nmons) of the Call-Off Terms, the severity levels are:
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APPENDIX 10
CHARGING AND INVOICING

The Parties shall work together to agree the key Milestone dates and draft plan within 30
Working Days from the Effective Date.

1 MILESTONE PAYMENTS

In accordance with Paragraph 2.1 of Part A of Schedule 5.1 (Charges and Invoicing)
of the Call-Off Terms, the following Milestone Payments shall apply: [Parties to

4 w |

complete]
Milestone Number Milestone Description Amount of Charge (£)
1 W—
otal)
[:2 Spitt oS T peed |
total)
) =
ErSTE Tt

Total

2 SERVICE CHARGES

In accordance with Paragraph 3.1 of Part A of Schedule 5.1 (Charges and Invoicing)
of the Call-Off Terms, the following Service Charges shall apply:

Service Management Charges

Service Manas_;ament: Contact Centre

Vodafone Resource Quantity

Enhanced Service Management 1

18331166 v3 &5
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Storm Contact Centre Charges

| Licence

Storm Contact Centre (for usage { Unit Total
charges please refer to base case Quantity | Monthly Monthly
financial model) Charge Charge
storm CONTACT Voice Concurrent

storm CONTACT Email Licence

| storm CONTACT SOCIAL Licence

storm CONTACT Supervisor Licence

storm CONTACT Administrator Licence

storm VIEW Hisltorical and Real Time
Reporting

T ORI P
e ——
. & S 01 1.1 re— .74 314 ]
—W

storm FLOW IVR Builder Tool

storm RECORDER Manag Licence

e s <10 4 5 R 513 0810
(o < S— - 11 G— 1 V8 314

' Teleopti User licence

Security Token Rental (for admin accesg)

e S .50 4 S e 410 B+ U
PO s 5 S—" - S

For Storm Conlact usage charges please refer to base case financial model as

detailed with Appendix D, Annex 1

Total Contract Values

Service Description

Year 1

Total
Contract

Year 2 Value

Non Recurring Charges
Service Management Charges
Contact Centre

W

Storm Contact Centre Charges
Totals (NETT)

£544,661.91

Usage charges are excluded. Please refer to base case financial model as detailed

within Appendix 10, Annex 1

3 EXPENSES

In accordance with Paragraph 3.5 of Part A of Schedule 5.1 (Charges and Invoicing)
of the Call-Off Terms, the Customer Autharity shall pay the following categories of
expenses incurred by the Contractor during the course of performing the Services:

N/A

18331166 v




4 DELAY PAYMENTS

In accordance with Paragraph 5 of Part A of Schedule 5.1 (Charges and Invoicing) of
the Call-Off Terms,] the following Delay Payments shall apply: N/A

. Y e 1
MILESTONE NUMBER DELAY PAYMENT
ES el Ol
it A N’A TR TR *w R
A ljta o th %
¢ 4 B . 2 Al

5 Bﬁs;:g CASE FINANCIAL MODEL

LR f '
" The proforma Base Case Financial Model is as attached in Appendix 10 - Annex 1 -
Base Case Financial Model.

o

6 SUPPORTING DOCUMENTATION

In accordance with Paragraph 2.6 of Part B of Schedule 5.1 (Charges and Invoicing)
of the Call-Off Terms, the address to which all invoices and Supporting

Documentation shall be sent is as follows:

Invoice Address
CARE QUALITY COMMISSION
4+ ...T70 PAYABLES FA75 . ¢
v “PHOENIXHOUSE - wim . o sge
TOPCLIFFE LANE
v STRANAKEPREED WA i s g
WF3 {WE i SR ey

Supporting Documentation

To be produced at contract management meetings
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Inbound Voice Rate Card (traffic routed via Storm Platform)

pence per
Call description price structure type of price  call price
Call Recarding Charge pence per minute charge
Call Recording Storage Charge per hour per month charge
Freephone fixed originated pence per minute charge
Freephone mobhile originated pence per minute charge
Freephone payphone originated pence per minute charge

05 Freephone pence per minute charge
03 pence per minute charge
Virtual Geographic pence per minute charge
0 ppm Service charge pence per minute charge

1 ppm Service charge
2 ppm Service charge
3 ppm Service charge
4 ppm Service charge
5 ppm Service charge
6 ppm Service charge
7 ppm Service charge
8 ppm Service charge
9 ppm Service charge
10 ppm Service charge
11 ppm Service charge
12 ppm Service charge
13 ppm Service charge
15 ppm Service charge
20 ppm Service charge
25 ppm Service charge

30 ppm Service charge

pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute

pence per minute

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share



35 ppm Service charge
36 ppm Service charge
40 ppm Service charge
45 ppm Service charge
46 ppm Service charge
50 ppm Service charge
55 ppm Service charge
60 ppm Service charge
65 ppm Service charge
70 ppm Service charge
75 ppm Service charge
80 ppm Service charge
90 ppm Service charge
95 ppm Service charge
99 ppm Service charge
100 ppm Service charge
110 ppm Service charge
120 ppm Service charge
145 ppm Service charge
150 ppm Service charge
155 ppm Service charge
180 ppm Service charge
200 ppm Service charge
220 ppm Service charge

250 ppm Service charge

pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute
pence per minute

pence per minute

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share
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P
300 ppm Service charge pence per minute revenue share

360 ppm Service charge pence per minute revenue share

5 pence per call Service charge
10 pence per call Service charge
15 pence Eg.call Service charge
25 pence per call Service charge
$Enh
30 pence per call Service charge
35 peryggfgg.gl Service charge
40 pence per call Service charge
48 pence per cali Service charge
50 penceb per t_:la”II Service charge
70 pence per call Service charge
s =
75 pence per czll Service charge
100 pence per@ll Service charge
145 pence per call Service charge
oy

150 pence per call Service charge
200 pence per.gall Service charge
250 pence per call Service charge
300 pence per call Service charge
400 pence per call Service charge
500 pence per call Service charge
600 pence per call Service charge
77 ppc + 155 ppm Service charge

80 ppc + 25 ppm Service charge

399 ppc + 139 ppm Service charge

pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call
pence per call

pence per call

pence per call & pence per

minute

pence per call & pence per

minute

pence per call & pence per

minute

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

!HH“P“HHIHIHIII




499 ppc + 135 ppm Service charge

250 ppm Service charge

5 ppc + 5 ppm Service charge
~p

10 ppe + 10 pdm Service charge

3
40ppc+ 40 Epm Service charge

70 ppc + 70PPm Service charge

-9
150 ppc + 150 ppm Service charge
o

200 ppc + 200°Ppm Service charge

westfill
445 ppc + 257 ppm Service charge
ke |

550 ppc ¥ 275%pm Service charge
M

574 ppc + 299 ppm Service charge
- ]

698 ppc + 349°ppm Service charge

W

i )

pence per call & pence per
minute

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

pence per call & pence per
minute after 60 seconds

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

revenue share

’ll”ll?lv ]
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109.15 410.01 108.50
vosr
203.48 T URAA 903 26
N,
1.82 1.82 1.82 S
5.98 5.95 5.95 i
<7
30.98 30.80 30.80
ol - ]
55.73 55.40 55.40 ¥y
o
121.65 120.92 120.92
-
162.32 161.35 161.35 T
7S
209.82 364.28 208.56
-.-.""’g
223.82 450.26 22248 B
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243.82 470.14 242.36
e
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i
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Transition Support: Contact Centra (Non-Recurring)

Vodafone Resource Days| Day Rate Tatal Charge
not required
not required
not required

not required
Total 0 £0.00

Professional Services; Contact Centre {Non-Recurring)
Vodafone Resource Days| Day Rate Total Chargg

|Customer Project Manager £25,635.71

Total £25,635.71
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APPENDIX 11
BENCHMARKING
g o APPOINTMENT OF BENCHMARKER

In accordance with Paragraph 4.1 of Schedule 5.3 (Benchmarking) of the Call-Off
Terms, the following erganisations may be appointed to carry out a Benchmark

Review:
Organisations Name Address
N/A N/A

2. GOOD VALUE

N/A.
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APPENDIX 12

GOVERNANCE

The Parties shall agree and provide the Governance contacts as required below within 30

Working Days from the Effective Date.

In accordance with Paragraph 3.1 of Schedule 6.1 (Governance) of the Call-Off Terms, the

following Board siructures and representations shall apply:

Services Board -

Customer  Authority Board Members

(together with responsibilities)

[ TBC ]Chairperson

Customer Authority Representative

Contractor Board Members (together with
responsibilities)

Contractor Representalive

Date, time and location of the first Services
Board meeling

{At such location and time (within normal
business hours) as the Customer Authority
Representative shall reasonably require
unless otherwise agreed in advance in

writing]

Frequency of subsequent Services Board
meetings

Monthly

Date, time and location of subsequent

To be agreed al the previous Services Board

Services Board meetings meeting]

Contractor Board

Customer  Authority Board Members|[ TBC ] Chairperson
(logether with responsibilities)

Contractor Board Members (together with | TBC

responsibilities)

183311662
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~ Start Date for Contractor Board meetings TBC
h Frequency of Contraclor Board meelings TBC
| Location of Contractor Board meetings TBC

18331166 v2




APPENDIX 13

BCDR PLAN

The Contractor will comply with the requirements of Schedule 6.5 of the Call-Off Terms. A
draft BCOR plan will be produced by the Conlractor within three months after the
Commencement Date and will be reviewed and agreed with the Customer Authority.

18331166 v2 71
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APPENDIX 14

SUSTAINABILTY PLAN

The Conlractor commits {o providing a fully developed Sustainable Development Policy
Statement to the Customer Authority within three months of the Effective Date.

18331186 v3 72



APPENDIX 15
TUPE AND PENSIONS
In accordance with Paragraph 2.1 of Schedule 7.1 (Staff Transfer), the following Parts apply:

N/A

18331166 v3 Lo
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APPENDIX 16

SPECIAL TERMS

N/A
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SIGNED by or on behalf of the Parties on the date set out above;

For and on behalf of the Customer Authority: Care Quality Commission

Name and Title

Signature

Date

For and on behalf of the Contractor: Vodafone Ltd

Name and Title

Signature

Date

For and on behalf of the Contractor:

Name and Title

Signature

Date

18331166 v3
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ANNEX 1
BASE CASE FINANCIAL MODEL

Lot 2 Contact Centre
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APPENDIX 11
BENCHMARKING
1. APPOINTMENT OF BENCHMARKER

In accordance with Paragraph 4.1 of Schedule 5.3 (Benchmarking) of the Call-Off
Terms, the following organisations may be appointed to carry out a Benchmark

Review:
Organisations Name Address
N/A N/A
é

2. GOOD VALUE

N/A.

18331166 v3 &9
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APPENDIX 12

GOVERNANCE

The Parties shall agree and provide the Governance contacts as required below within 30

Working Days from the Effective Dale.

In accordance with Paragraph 3.1 of Schedule 6.1 (Governance) of the Call-Off Terms, the

following Board structures and representations shall apply:

Services Board -

| Customer Authority Board Members

| (together with responsibilities)

[ TBC ] Chairperson

Customer Authority Representative

Contractor Board Members (logether with
responsibilities)

Contractor Representative

Date, time and location of the first Services
Board meeting

[At such location and time (within normal
business hours) as the Customer Authority
require

Representative shall reasonably

unless otherwise agreed in advance in
wriling]

| . R

iFrequency of subsequent Services Board | Monthly

meetings

Date, time and location of subsequent| To be agreed at the previous Services Board

| Services Board meelings meeting)

Contractor Board

Customer Authority Board Members|[[ TBC ] Chairperson

(together with responsibilities)

Contractor Board Members (together with | TBC

responsibilities)

18321166 v3




Start Date for Contractor Board meetings

TBC

Frequency of Contraclor Board meetings

TBC

Location of Contractor Board meetings

TBC

18331166 v3

n



AR e e e tEm g s M) M e i e e e SRR S e

APPENDIX 13

BCDR PLAN

The Contractor will comply with the requirements of Schedule 6.5 of the Call-Off Terms. A
draft BCDR plan will be produced by the Contractor within three months after the
Commencement Date and will be reviewed and agreed with the Customer Authority.

18331166 v3 12



APPENDIX 14

SUSTAINABILTY PLAN

The Contractor commits to providing a fully developed Sustainable Development Policy
Statement to the Customer Authority within three months of the Effective Date.

18321166 v3 73



Ml 1T W P wt T mm e w me lwER W T W v W twaews e t

APPENDIX 15
TUPE AND PENSIONS
In accordance with Paragraph 2.1 of Schedule 7.1 (Staff Transfer), the following Parts apply:

N/A

18331166 v3 13
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APPENDIX 16

SPECIAL TERMS

N/A
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SIGNED by or on behalf of the Parties on the date set out above:

For and on behalf of the Customer Authority: Care Quality Commission

Name and Title
Signature i i
Date

For and on behalf of the Centractor: Vodafone Ltd

Name and Title

{Ead Counse] Enterprised
Signature r— DaocuSigned by: l
Date

F

For and on behalf of the Contractor:

Name and Title

Signature

Date

18331166 v3
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