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Call-Off Schedule 15 (Call-Off Contract Management)

1. DEFinitions
1.1 [bookmark: _Ref492645326]In this Schedule, the following words shall have the following meanings and they shall supplement Call-Off Special Schedule 1 (Call-Off Definitions) and Joint Schedule 1 (Definitions):
	"Supplier's Contract Manager” 
	The person appointed by the Supplier to oversee the operation of the Call-Off Contract and any alternative person whom the Supplier intends to appoint to the role, provided that the Supplier informs the Buyer prior to the appointment. 



2. MANAGEMENT OF THE Deliverables
2.1 The Parties shall ensure that appropriate resource is made available on a regular basis such that the aims, objectives and specific provisions of this Contract can be fully realised.
3. role of the supplier’s contract manager
3.1 The Supplier's Contract Manager's shall be.
the primary point of contact to receive communication from the Buyer and shall also be the person primarily responsible for providing information to the Buyer;
able to delegate their position to another person at the Supplier but must inform the Buyer before proceeding with the delegation and it shall be the delegated person's responsibility to fulfil the Supplier’s Contract Manager responsibilities and obligations;
able to cancel any delegation and recommence the position themselves; and
replaced only after the Buyer has received notification of the proposed change.
3.2 The Buyer may provide revised instructions to the Supplier's Contract Manager in regards to the Contract and it shall be the Supplier's Contract Manager responsibility to ensure the information is provided to the Supplier and the actions implemented.
3.3 The Buyer and the Supplier shall employ Cabinet Office Contract Management principles and apply governance protocols to achieve optimisation of the agreement by (not exclusively):
Establishing engagement protocols and best practice forums namely a monthly Commercial and Operational and Commercial Review meetings, quarterly Joint Strategic Steering Group and annual Joint Strategic Board meeting (as described in Paragraph 5 of this Schedule);
Developing contract management plans;
Review of Supplier and Subcontractor performance against specifications, requirements and Service Level requirements;
Negotiation, management and formalisation of contractual changes;
Monitoring strategic and operational efficiencies and financial savings through an innovation tracker;
Develop and maintain Implementation and Mobilisation Plans;
Develop and maintain Exit Management Plans; 
Develop and maintain Disaster Recovery Plans; and
Develop and maintain Supplier Business Continuity Plans.

4. contract risk management
4.1 The Buyer and the Supplier shall pro-actively manage risks attributed to them under the terms of this Call-Off Contract.
4.2 The Supplier shall develop, operate, maintain and amend, as agreed with the Buyer, processes for:
the identification and management of risks;
the identification and management of issues; and
monitoring and controlling project plans.
4.3 The Supplier allows the Buyer to inspect at any time within working hours the accounts and records which the Supplier is required to keep.
4.4 The Supplier shall maintain a risk register of the risks relating to the Call Off Contract which the Buyer and the Supplier have identified. 

Performance and Contract Management Meetings
4.5 Both Parties will, if required, attend and fully participate in the biannual Joint Strategic Steering Group (JSSG) and Monthly Commercial and Operational Meetings to work collaboratively to ensure the aims, objectives and specific provisions of this Contract are being fully realised.
Membership of the Joint Strategic Steering Group will be at Director level, Commercial Meetings will be at Senior Commercial Manager level and Operational Meetings will be at Senior Contract Manager level.

4.6 [bookmark: _Hlk74730777]Joint Strategic Steering Group (JSSG) - Biannual meetings
Purpose
· [bookmark: _Hlk74730871]Members will discuss direction and progress against HMRC and supplier mutual strategic goals, relationships, performance and a future view.
Objective
· Agree and review a joint business plan and progress contract performance against strategic goals whilst ensuring the correct governance and assurance is in place. 
· [bookmark: _GoBack]Ensure relationship aspects focus on a partnership approach to bring innovation and opportunities for alignment, leading HMRC’s Estate to become more efficient in its day to day business.
· Consider how the commercial model is successful in bringing mutual value to all parties
Deliverables
· Joint business plan signed off as part of the strategic supplier relationship management programme.

4.7 Partnership Review Board (PRB) – Quarterly meetings 
The PRB will bring together representatives from HMRC and the Supplier to ensure that the vision and direction laid down by the JSSB is being delivered. The Supplier will be responsible for providing an information pack containing but not limited to:
· key achievements;
· performance information;
· continuous improvement, innovation and social value activities or initiatives.; and
· material issues that are or may impact on any aspect of the Contract.
The key areas of focus are (but not limited to): 
· Executive oversight of the delivered services between the Supplier and HMRC’s key stakeholders. 
· Overview of operational performance and escalations, issues resolution and risk management. 
· Ensure that commercial management is in place to deliver value for money services and innovation. 
· Social value checkpoint. 


4.8 Commercial and Operational Management Board (COMB) - Monthly 
Purpose
· Members to discuss commercial elements of the contract to ensure operational service delivery is unaffected.
· Provide commercial advice and an escalation route for operational issues requiring long term resolution. 
· Members to discuss Supplier and Subcontractor operational performance against agreed service standards and Service Levels based on the available Management Information.

Objectives
· [bookmark: _Hlk74726054]To administer the contract in an effective and efficient manner collaborating with the business and the supply chain to mitigate risk to all parties.
· Ensure the contract delivers to agreed cost and brings value creation through efficiency and innovation. 
· Monitoring, collecting and collating day to day performance information to challenge under performance; agreeing targeted action plans to drive improvements in service delivery where required.

Deliverables
· Ensuring contract management plans, contract changes, risk registers, exit and contingency plans are in place and jointly agreed and recorded on HMRC systems.
· Resolution of escalated risks and issues via negotiation with both Parties actively engaged. 
· Assurance that the service and performance meets the agreed service standards and cost model.
· Realise the potential benefits of new, innovative solutions proposed by the Supplier to release additional value into the Contract to improve the Customer experience.

Additional Value Add Meetings
Subcontractor Meetings 
4.9 The Supplier will include in all of its Sub-Contracts a requirement that a senior representative of the Subcontractor will meet with the Buyer within one week of receiving a written request for a meeting from the Buyer.
4.10 The Parties agree that the Buyer can issue a request to a Subcontractor to meet if it considers, at its sole discretion that such a meeting would assist in assuring that Deliverables being provided by the Subcontractor meet the agreed service and performance standards under this Call-Off Contract.  
4.11 The Supplier may attend any meetings between the Buyer and the Subcontractor if any of the Parties or the Subcontractor consider it would assist in assuring that Deliverables being provided by the Subcontractor meet the agreed service and performance standard under this Call-Off Contract.  

Roundtable Events
4.12 At the request of the Buyer, [the Supplier and the Supplier’s Subcontractors] will be expected to attend ‘roundtable events’. The purpose of which will be to relay specific messages and to provide an opportunity for both parties to ensure that each has a full understanding of the expected outcomes and / or deliverables.
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