
Call-Off Schedule 14 (Service Levels)
1. Definitions
1.1 In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	
“Critical Service Level Failure”

	
has the meaning given to it in the Order Form and/or in Part A to Annex A where the Supplier has either breached the Service Level Threshold or breached the Service Level Performance Measure more than once. 

	"Service Credits"
	any service credits specified in the Annex to Part A of this Schedule being payable by the Supplier to the Buyer in respect of any failure by the Supplier to meet one or more Service Levels.

	"Service Credit Cap"
	has the meaning given to it in Parts A and B  to Annex A and for clarity is 15% of the invoice month and amount the breach occurred in.  Regardless of how many breaches there are the Service Credits is capped at 15%

	
	

	"Service Level Failure"
	means a failure to meet the Service Level Performance Measure in respect of a Service Level;

	"Service Level Performance Measure"
	shall be as set out against the relevant Service Level in the Annexes to Parts A and B  of this Schedule; and

	"Service Level Threshold"














	shall be as set out against the relevant Service Level in the Annexes to Parts A and B of this Schedule.











2. What happens if you don’t meet the Service Levels
2.1 The Supplier shall at all times provide the Deliverables to meet or exceed the Service Level Performance Measure for each Service Level.
2.2 The Supplier acknowledges that any Service Level Failure shall entitle the Buyer to the rights set out in Part A of this Schedule including the right to any Service Credits and that any Service Credit is a price adjustment and not an estimate of the Loss that may be suffered by the Buyer as a result of the Supplier’s failure to meet any Service Level Performance Measure.
2.3 The Supplier shall send Performance Monitoring Reports to the Buyer detailing the level of service which was achieved in accordance with the provisions of Part B (Performance Monitoring) of this Schedule.
2.4 A Service Credit shall be the Buyer’s exclusive financial remedy for a Service Level Failure except where:
2.4.1 the Supplier has over the previous (twelve) 12 Month period exceeded the Service Credit Cap; and/or
2.4.2 the Service Level Failure:
(a) exceeds the relevant Service Level Threshold;
(b) has arisen due to a Prohibited Act or wilful Default by the Supplier; 
(c) results in the corruption or loss of any Government Data; and/or
(d) results in the Buyer being required to make a compensation payment to one or more third parties; and/or
2.4.3 the Buyer is entitled to or does terminate this Contract pursuant to Clause 10.4 (CCS and Buyer Termination Rights).
2.5 [bookmark: _heading=h.gjdgxs]Not more than once in each Contract Year, the Buyer may, on giving the Supplier at least three (3) Months’ notice, change the weighting of Service Level Performance Measure in respect of one or more Service Levels and the Supplier shall not be entitled to object to, or increase the Charges as a result of such changes, provided that:
2.5.1 the total number of Service Levels for which the weighting is to be changed does not exceed the number applicable as at the Start Date; 
2.5.2 the principal purpose of the change is to reflect changes in the Buyer's business requirements and/or priorities or to reflect changing industry standards; and
2.5.3 there is no change to the Service Credit Cap.
2.6 Not more than once in each Contract Year, the Buyer may, at its sole discretion, undertake a full review of Service Levels in partnership with the Supplier provided that:
2.6.1 the principal purpose of the review is to ensure that Service Levels still meet the Buyer's business requirements and/or priorities or that they reflect changing industry standards;
2.6.2 there is no change to the Service Credit Cap; and
2.6.3 subject to 2.5.2 above, if a new Service Level has been introduced during the Contract Year via the Change Control Procedure/Variation Process this will be included in the annual review.
3. Critical Service Level Failure
On the occurrence of a Critical Service Level Failure:
3.1 any Service Credits that would otherwise have accrued during the relevant Service Period shall not accrue; and
3.2 the Buyer shall (subject to the Service Credit Cap) be entitled to withhold and retain as compensation a sum equal to any Charges which would otherwise have been due to the Supplier in respect of that Service Period ("Compensation for Critical Service Level Failure"),
provided that the operation of this paragraph 3 shall be without prejudice to the right of the Buyer to terminate this Contract and/or to claim damages from the Supplier for material Default.


Part A: Service Levels and Service Credits 
1. Service Levels
If the level of performance of the Supplier:
1.1 is likely to or fails to meet any Service Level Performance Measure; or
1.2 is likely to cause or causes a Critical Service Failure to occur, 
the Supplier shall immediately notify the Buyer in writing and the Buyer, in its absolute discretion and without limiting any other of its rights, may:
1.2.1 require the Supplier to immediately take all remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a Service Level Failure or Critical Service Level Failure from taking place or recurring; 
1.2.2 instruct the Supplier to comply with the Rectification Plan Process; 
1.2.3 if a Service Level Failure has occurred, deduct the applicable Service Level Credits payable by the Supplier to the Buyer; and/or
1.2.4 if a Critical Service Level Failure has occurred, exercise its right to Compensation for Critical Service Level Failure (including the right to terminate for material Default).
2. Service Credits
2.1 The Buyer shall use the Performance Monitoring Reports supplied by the Supplier to verify the calculation and accuracy of the Service Credits, if any, applicable to each Service Period.
2.2 Service Credits are a reduction of the amounts payable in respect of the Deliverables and do not include VAT. The Supplier shall set-off the value of any Service Credits against the appropriate invoice in accordance with calculation formula in the Annex to Part A of this Schedule. 
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Annex A to Part A: Services Levels and Service Credits Table – Level 1

	SLA No
	Service Level Performance Criterion
	Service Level Performance Measure

	Service Level Threshold



	Critical Service Failure



	Service Credit for each service period



	1
	Supplier Quality Auditing of the DCAs

All and any quality assurance activity including Call and Account Audit results from the Suppliers quality audits across the DCA panel 
regime/standards are:
· 90% or above each month where the supplier has an automated end to end assurance system or 
· 85% where   manual assurance is undertaken.  



	Monthly

At least 90% for automated and 85% for a manual audit   


	Automated 75%
Manual 70%



	3 failures of the SL Threshold below 70% for automated & 65% for manual in any 12-month rolling period will be a critical failure


	£25K


	2
	Pay over of customer funds

Accurate Pay over of Customers funds and customer account details to HMRC each week on the day agreed.  
Accurate means that the file is a consolidated payment file which contains the right amount and right payment reference to set against the right Customer accounts, and the values & Composite Payment Number match the corresponding CHAPS payments

	Weekly at all Times

100% 


	4 failures of the Performance Measure in any 12-month rolling period


	9 failures of the Performance Measure in any 12-month rolling period will be a critical failure 


	£25K

	3
	Upheld Customer Complaints:

The number of Customer upheld complaints under the Supplier’s management must not exceed 80 per month in a 12-month rolling period for all tier 1 and tier 2 complaints aggregated.
	Monthly at all times

Less than 80 per month at all times.


	100 per month

	3 failures of the SL threshold in any 12-month rolling period

	£25K

	4
	Tier 1 incidents:

Tier 1 Incidents must not exceed 1 per rolling 12-month period 



	Must not exceed 1 incident in any 12-month rolling period 




	More than 1 incident in any 12-month rolling period

	3 or more incidents in any rolling 12-month period will be a critical failure 

	£25K

	5
	Tier 2 & Tier 3 incidents:

For Tier 2 or Tier 3 incident categories the number of these arising must not exceed 4 per week across the Supplier and DCA Panel.


	Less than 4 per week at all times


	As this is a quality issue, suggest we have threshold

e.g a number say 40 in any month 



	N/A
	£15k

	6
	Tier 1 High Level Complaints – media/ministerial

The Supplier to 
Notify the Buyer of any potential media interest or ministerial complaint immediately or no later than one hour of becoming aware of the enquiry or complaint. Target will be measured each month 
	Monthly

within 1 hour at all times



	N/A 
	N/A
	£10K

	7
	Tier 1 High Level Complaints: Providing Information

The Supplier and any part of the supply chain to
Provide information to the Buyer to the deadline set by the buyer to support the buyer to deal with any urgent media, parliamentary or high-level complaint? 


	Monthly

At all times 

As is.
	N/A 


	N/A
	£10K

	8
	Urgent Complaints – cease collection

Supplier to ensure that collection is ceased at the request of the buyer on urgent complaints within one working day of the date of the request at all times.  Target to be measured monthly


	Monthly

90% at all times

 
	N/A


	N/A
	£10K

	9
	Change/Variation Delivery

75% of all change request impact assessments must be delivered to contractual timelines unless otherwise agreed in writing with the Buyer, and to an acceptable standard for HMRC sign off.
	Monthly

75% of all impact assessments to be delivered on time and to an acceptable standard


	N/A 
	
	£10K

	10
	Level 2 SLAs

No more than 7 level 2 SLA failures across all Level 2 SLAs by the Supplier per month 
Achievement against the SLAs to be reported monthly 


	Monthly

No more than 7 level 2 SLA failures across the range of level 2 SLA’s in any month
	

50% of level 2 failures in any 2 consecutive months 










	N/A
	£10K

	11
	Supplier Help Desk:
Incidents and HMRC queries submitted to the Help Desk are to be resolved in accordance with the target resolution times set out in Framework 1 Part B and as agreed during implementation


	Monthly

90% of all incidents and queries
	

N/A
	N/A
	£10k



Annex B to Part A: Services Levels and Service Credits Table – Level 2

Table 2: Level 2 SLA’s – do not attract service credits in their own right but performance level failures contribute to Level 1 Service Level performance Measure 10.

	
	Level 2 Service Level performance Criterion (description)
	Measurement Period
	Service Level Performance Measure

	1
	Breach of Security – Tier 1 incident:
Supplier or Supply Chain to: 
Notify the Buyer of any breach of security immediately and in no more than one hour of becoming aware of the incident 24 hours a day 7 days per week.



	Monthly


	100% within 1 hour - 24 hours per day, 7 days a week. 

	2
	Tier 1 High Level Complaints:

Notify the Buyer within one working day of any Tier 1 High Level Complaint received by the supplier or the key subcontractors. (excludes potential ministerial/media enquiries, see SLA 6)
	Monthly 


	100% within 1 working day  

	3
	Notification of a SAR:

Notify the Buyer that a SAR has been received either by the Supplier or the DCA within one working day of receipt



	Monthly 



.
	95% within 1 working day of receipt 

	4
	SAR: Requested Info
Provide the Buyer with all requested information within 10 working days of receipt of the customer’s or Buyer request unless otherwise specified by the Buyer
	Monthly



	100% at all times - 
adherence to timeframes

	5
	Query Upload:
The Supplier must ensure that DCAs enter queries on to the portal within 3 working days of contact with the customer
	Monthly
	Within 3 working days of receipt

	6
	Query Response to Customer
DCAs take appropriate action to updates provided by the Buyer to customer queries within 5 working days of receipt of query response - appropriate action is contacting the customer to pursue an outstanding balance or closing and returning the case to HMRC if there is no balance or if there is a balance, but further action is inappropriate.

a) Where the Supplier has a manual assurance process:
 85% of Query updates received from HMRC to be actioned within 5 working days each month. This can be a random sample or included    as part of the account audit detailed at para 10.4.2 where a query is identified as part of that audit.

b) Where the Supplier has an automated assurance process: 90% of Query updates received from HMRC to be actioned within 5 working days each month.



	Monthly
	90% Within 5 working days of receipt of query response for an automated assurance process

85% within 5 working days of receipt of the query response for a manual process.

	7
	Call Answering
The Supplier must ensure that no more than 5% of all inbound calls go unanswered at each DCA each calendar month.  
.  
	Monthly
	No more than 5% of calls received per calendar month per DCA left unanswered

	8
	Call Answering
The Supplier to ensure that the average time to answer inbound calls at each DCAs is within 5 minutes per DCA across the panel at all times.
	Monthly
	Within an average of 5 minutes at all times

	9
	DCA Trace Activity on unidentified payments
The supplier to ensure that the DCAs have completed their trace activity within 2 months of having received the payment.  
	Monthly
	Within 2 months of receipt of payment

	10
	Complaints – Tier 2
Acknowledge a customer’s complaint within 2 working days from date of receipt.

	Monthly
	Within 2 days of receipt


	11
	Complaints – Tier 2
Respond to a customer complaint within 15 working days, from receipt unless otherwise exceptionally agreed by the Buyer.

	Monthly
	Within 15 days of receipt

	12
	Complaints – Tier 2
Issue a holding letter to the customer if it’s not possible to respond fully or resolve a complaint fully within 15 working days. 

	
	Within 15 days of receipt

	13
	Data Erasure Requests (DER)
Notify HMRC that a DER has been received either by the Supplier or the DCA within Five working day of receipt

	Monthly
	Within 1 day of receipt


	14
	Data Erasure Requests
When instructed by the Buyer, the Supplier shall deal with the request within 30 calendar days of it being received by any party as per Call Off Schedule 20 para 8.5.1(d)
	Monthly
	Within 30 days of receipt by any party

	15
	Complaints with an associated DER
Where a complaint is included with a DER, the Supplier must inform HMRC within two working day of receipt.
	
	Monthly
	Within 2 working day of receipt


	16
	Complaints with an associated DER
Where a complaint is included with a DER, the Supplier must confirm to the buyer that the complaint has been closed at the DCA within two working days of that closure. 
	Monthly
	Within 2 working days of closure

	17
	Weekly Recoveries Report
By close of business on the second working day of each week the supplier will provide weekly recoveries in an excel format specified by the Buyer.
	Weekly
	On time – adherence to timeframe

	18
	Tier 1 Incidents reports
A full incident report is to be provided by the Supplier within 3 working days of HMRC confirming that HMRC is content that all follow up and mitigating actions have been taken by the supplier. SLA
	Monthly
	3 working days of HMRC confirmation

	19
	Tier 2 incident notification
Notify nominated person(s) in HMRC by telephone or email within 1 working day of becoming aware of the T2 incident. Or where the incident is identified in the Supply Chain, within 2 working days of it being identified and not from when it is reported to the Supplier. 	

	Monthly
	1 working day of incident or 2 days if identified in the Supply Chain.

	20
	Tier 2 incident reporting
Provide a full incident report or where further investigation is required an interim incident report within 2 working days of the T2 incident	
	Monthly
	2 working days of incident


	21
	Tier 2 incident reporting
Where further investigation is required for a Tier 2 incident, Supplier to provide a full and final report within 5 working days of the T2 incident or exceptionally if a later date is discussed and agreed with the buyer.
	Monthly
	5 working days of incident

	22
	Tier 3 incident notification & reporting
Supplier to report all T3 incidents within 3 working days of the Supplier identifying the issue. 	

	Monthly
	Within 3 working days of incident

	23
	Tier 3 incident notification & reporting
Supplier to provide a full or interim incident report (where further investigation is required) within 5 working days of the T3 incident or exceptionally if a later date is discussed and agreed with the buyer.
	Monthly
	Within 5 working days of incident

	24
	Tier 3 incident notification & reporting
Supplier to provide a full and final report where further investigation is required within 10 working days of the T3 incident.
	Monthly
	Within 10 working days of incident

	25
	Flow of Updates to the DCAs
The Buyer will send at least one weekly Update file to the Supplier; the Supplier must pass the Updates received to the DCAs within 24 hours of receipt and ensure that the DCAs process the updates within 24 hours of receipt from the supplier.
	Monthly
	Issue to DCAs within 24 hours or receipt & DCAs to upload within 24 hours of receipt

	26
	Closure at end of placement
At the end of the Placement Period debts which are not subject to a payment arrangement must be automatically closed and returned to HMRC using the correct closure code and by working day 14 after placement end date.
	Monthly
	By working day 14 after placement end date

	27
	Payment Reversals
Supplier to ensure that DCA's provide dishonoured payment notification with full and correct evidence within 5 working days or less after submission of the payment reversal in the weekly transaction file to the supplier.
	Monthly
	Within 5 working days

	28
	Payment Reversal
Supplier to provide to the Buyer timely and accurate reconciliation and uploading of details of payment reversals and/or incorrectly allocated payments via the supplier’s portal.  Within 5 working days of being received by the supplier from the DCA.
	Monthly
	Within 5 working days 

	29
	Right Party Contact - call audits

 On a monthly basis the supplier is to monitor Right Party Contact (RPC) telephone calls on the buyer’s accounts. 
a minimum of 100 RPC calls assured to be completed across the Buyers DCA Panel per month.
· Where the buyers DCA panel exceeds 10 DCAs, the baseline minimum of 100 RPC must be incremented by 10 calls per month for each additional DCA
· A minimum of 5 RPC calls per DCA must be assured each month. 
	Monthly
	100 RPC’s Per month for a panel of up to 10 DCAs

(incremented by 10 RPCs for each additional DCA added to the panel)

	30
	Account Audits
The Supplier to conduct and audit of 5 accounts per DCA each month.   
	Monthly
	5 Per month per DCA

	31
	Failed files received by the Buyer
Where any Supplier files fail on receipt at HMRC the Supplier must re-send the file with any amendments/corrections to the Buyer within working 2 days of being notified of the failure.

	Monthly
	100% within 2 days 



	32
	Stop Collection
Supplier to stop collection on any urgent accounts within one working day at the request of the Buyer.  

	Monthly
	100% within 1 working day 

	33
	Reporting
Supplier must issue all management information and reports as per the timeframes specified in Schedule 20 requirements (excludes incident reporting which has its own SLA’s)


	Monthly
	Adherence to the timeframes






Annex C to Part A: Services Levels and Remedies Table

	Contractual Terms
	Example: Performance Achieved 
	Remedies

	"Service Level Performance Measure"
	≥98%
	N/A - Service Level Performance Measure Met or Exceeded

	"Service Level Failure"
	97% to 85%
	Supply of Rectification Plan
	Payment of Service Credits (Schedule 14, Clause 2)
	N/A
	N/A

	"Service Level Threshold"
	<85%
	
	
	Right to Terminate (Core Terms, Clause 10.4)
	

	"Critical Service Level Failure/Material Default"
	Examples:
· <80% in one month* or;
· 3 Service Level Failures in any 12-month period

	
	N/A
	
	Compensation for Critical Service Level Failure (Schedule 14, Clause 3)




Part B: Performance Monitoring 
2. Performance Monitoring and Performance Review
2.1 Within thirty (30) Working Days of the Start Date the Supplier shall provide the Buyer with details of how the process in respect of the monitoring and reporting of Service Levels will operate between the Parties and the Parties will endeavour to agree such process as soon as reasonably possible.
2.2 The Supplier shall provide the Buyer with performance monitoring reports ("Performance Monitoring Reports") in accordance with the process and timescales agreed pursuant to paragraph 1.1 of Part B of this Schedule which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
2.2.1 for each Service Level, the actual performance achieved over the Service Level for the relevant Service Period;
2.2.2 a summary of all failures to achieve Service Levels that occurred during that Service Period;
2.2.3 details of any Critical Service Level Failures;
2.2.4 for any repeat failures, actions taken to resolve the underlying cause and prevent recurrence;
2.2.5 the Service Credits to be applied in respect of the relevant period indicating the failures and Service Levels to which the Service Credits relate; and
2.2.6 such other details as the Buyer may reasonably require from time to time.
2.3 The Parties shall attend meetings to discuss Performance Monitoring Reports ("Performance Review Meetings") on a Monthly basis. The Performance Review Meetings will be the forum for the review by the Supplier and the Buyer of the Performance Monitoring Reports.  The Performance Review Meetings shall:
2.3.1 take place within one (1) week of the Performance Monitoring Reports being issued by the Supplier at such location and time (within normal business hours) as the Buyer shall reasonably require;
2.3.2 be attended by the Supplier's Representative and the Buyer’s Representative; and
2.3.3 be fully minuted by the Supplier and the minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to the Buyer’s Representative and any other recipients agreed at the relevant meeting.  
2.4 The minutes of the preceding Month's Performance Review Meeting will be agreed and signed by both the Supplier's Representative and the Buyer’s Representative at each meeting.
2.5 The Supplier shall provide to the Buyer such documentation as the Buyer may reasonably require in order to verify the level of the performance by the Supplier and the calculations of the amount of Service Credits for any specified Service Period.

[bookmark: _heading=h.30j0zll]Satisfaction SurveysThe Buyer may undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables. The Buyer shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Deliverables which the responses to the Satisfaction Surveys reasonably suggest are not in accordance with this Contract.
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