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Defined Terms 
 
There are standard terms used throughout this document; please see Appendix J for a list of 
terms used and associated definitions. 
 

1 Introduction 
 
The NHS Business Services Authority (NHSBSA) is directed to deliver the NHS Healthy 
Start Scheme in England and Wales. A similar instruction is in place for Northern Ireland 
under an Agency Agreement. 
 
The scheme is a statutory scheme which aims to provide those eligible (beneficiaries) with 
the best start in life by helping them to access healthy food, milk and vitamins. Those who 
are on a low income and are pregnant or have children aged under four may be eligible. 
 
Beneficiaries receive a Prepaid Card which can be used to purchase healthy food and milk 
at retailers who accept Mastercard. Healthy Start vitamins are also available at no cost to 
beneficiaries. 
 
As of 4 January 2023, there had been more than 465,000 successful applications to the 
scheme, and more than £87m had been spent using the Prepaid Cards. 
 

2 Scope 
 
2.1 Under this Call-Off Contract the Delivery Partner shall be responsible for: 
 

2.1.1 all financially regulated elements of the NHS Healthy Start scheme and the 
print and fulfilment of Prepaid Cards 

 
2.1.2 transition planning and implementation and any service development or build 

that is required to implement the service 
 
2.1.3 provision and ongoing support of an online Management Portal, an online 

Cardholder Portal and self-service IVR functionality 
 
2.1.4 maintaining Service Level Agreements, Management Information (MI), 

reporting, key performance indicators and relationship management 
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2.1.5 ensuring anti-Fraud measures, UK GDPR, data security and retention policies 
are implemented and maintained, and 

 
2.1.6 having innovation and regulatory change procedures in place together with 

Business continuity and issue management procedures. 
 

3 Call-Off Contract Implementation 
 
3.1 The Delivery Partner shall provide a detailed Call-Off Contract Implementation Plan 

which shall be managed in accordance with industry regulations and be provided to 
the Contracting Authority within ten (10) Business Days of signing the Call-Off 
Contract.       (IP1) 

 
3.2 During the Call-Off Contract Implementation phase, the Delivery Partner shall be 

responsible for ensuring that the Contracting Authority will experience minimal 
disruption as part of the Call-Off Contract Implementation process. The Call-Off 
Contract Implementation Plan shall detail how this process will be managed to ensure 
minimal disruption. (IP2) 

 
3.3 The Call-Off Contract Implementation Plan shall provide information on: 

• name of the Account Manager 
• names and roles of the dedicated team 
• key deliverables, milestones, risks and mitigations 
• key project activities, dependencies and resources 
• escalation routes 
• scheduled meetings.  (IP3) 

 
3.4 Whilst delivering the Call-Off Contract Implementation plan, the Delivery Partner shall 

liaise with the Contracting Authority throughout, providing regular progress summaries 
and flagging any foreseeable delays or issues and communicate any other areas that 
would impact the Call-Off Contract Implementation plan. (IP5) 

 
3.5 The Delivery Partner shall provide training (online and/or classroom at the Contracting 

Authority’s premises in Newcastle) in the operation of the Management Portal, and 
training aids for Contracting Authority staff prior to the Call-Off Contract 
Commencement Date. (IP6) 

 
3.6 There shall be at least one month’s notice ahead of the proposed training dates 

before agreeing with the Contracting Authority. The Contracting Authority is 
responsible for providing the names of the platform users who will attend training. 
Training sessions required would be to a maximum of thirty users.  (IP7) 
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3.7 Training materials and guidance shall be available ahead of the Call-Off Contract 

Commencement Date. (IP8) 
 

4 Operational Management 
 

4.1 The Delivery Partner shall at all times have the appropriate governance structure, 
infrastructure, facilities and resources to manage and deliver the services during the 
Call-Off Contract Term. 

 
4.2 The Delivery Partner shall adhere to industry best practice throughout the Call-Off 

Contract Term. If the Delivery Partner is a member of any trade association or 
industry body that works to an agreed set of standards, then details of memberships 
shall be provided to the Contracting Authority. 

 
4.3 The Delivery Partner shall be responsible for the management of Operational risks 

and issues and setting up and maintaining risk and issues logs to identify and manage 
risks and issues during the Call-Off Contract Term. 

 
4.4 The Delivery Partner shall supply the Key Personnel, who are named individuals, 

including their roles and responsibilities. These individuals are part of the commitment 
on behalf of the Delivery Partner and will be committed to the operational period of the 
Call-Off Contract Term. 

 
5 Required Standards 
 
5.1 The Delivery Partner shall ensure that cards are manufactured to SO/IEC 7810 ID-1 

international standard for card manufacturing and will conform to Payment Card 
Industry Data Security Standard (PCI-DSS). 

 
5.2 The Delivery Partner shall ensure that the prepaid cards functionality and account 

services are fully compliant with UK banking legislation and UK Direct Payments 
legislation. 

 
5.3 The Standards/legislation/directives within this document are not intended to be 

exhaustive, and any relevant standard/legislations/directive shall be complied with 
including those outlined in Section 10.1 of the NEPO Framework Specification. 
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6 Volumes 
 
6.1 The Contracting Authority does not guarantee any volume during the Call-Off Contract 

Term. Appendix A details forecasted volumes. 
 
6.2 The Delivery Partner shall ensure that it has capacity available at all times to produce 

the volume(s) in appendix A. 
 
6.3 The Delivery Partner shall also be able to meet any subsequent changes to the 

volumes stated in Appendix A. 
 
6.4 The Delivery Partner shall be able to scale up volume if requested to by the 

Contracting Authority. 
 

7 Environmental Requirements 
 
7.1 Prior to the Call-Off Contract Commencement Date, the Delivery Partner shall obtain 

relevant Environment Management System (EMS) certified to ISO 14001 or 
demonstrate that they are operating to this standard. 

 
7.2 In performing its obligations under the Call-Off Contract, the Delivery Partner shall 

work with the Contracting Authority to: 
 

7.2.1 prioritise waste management in accordance with the Waste Hierarchy as set 
out in Law 

 
7.2.2 establish and be working towards zero waste to landfill or zero-waste targets 
 
7.2.3 be responsible for ensuring that any waste generated by the Delivery Partner 

and sent for recycling, disposal or other recovery as a consequence of the 
Call-Off Contract is taken by a licensed waste carrier to an authorised site for 
treatment or disposal and that the disposal or treatment of waste complies 
with the law 

 
7.2.4 ensure that all Delivery Partner subcontractors used undertake recycling, 

disposal or other recovery as a consequence of the Call-Off Contract do so in 
a legally compliant way, and can demonstrate that reasonable checks are 
undertaken to ensure this on a regular basis and provide relevant data and 
evidence of recycling, recovery and disposal 
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7.2.5 minimise the consumption of resources and use them efficiently (including 

water and energy), be working towards a circular economy including 
designing out waste and non-renewable resources, using re-use and closed 
loop systems, and 

 
7.2.6 achieve continuous improvement in environmental (and social) performance. 

 

8 Social Value 
 
8.1 The Social Value Model (‘the Model’) sets out government’s social value priorities for 

procurement. It includes a menu of social value options. There are 5 themes and 8 
policy outcomes which flow from these themes. The Social Value KPIs shall be 
agreed with the Delivery Partner and Contracting Authority prior to the 
commencement of the Call-Off contract.  

 
8.2     The Social Value KPIs shall be reported monthly to the Contracting Authority during 

the Contract Performance Review meetings.  (SV1) 
 
8.3 Social Value activities shall include, but not be limited to: 

• Supporting charities that provide a support system(s) to individuals to promote 
financial inclusion, maximise income and reduce poverty 

• Supporting charities that provide education and resources to individuals to 
enable them to become upskilled and self-sufficient 

• Fighting climate change 
• Actively promote environmental responsibility 

 

9 Business Continuity 
 
9.1 The Delivery Partner shall provide clear Business Continuity and Disaster Recovery 

Plans which set out the key ‘event risks’, and continuity and recovery plans that allow 
for all aspects of the service to commence within a reasonable time given the nature 
of the event at the same level as the pre ‘event’ levels. Business Continuity and 
Disaster Recovery Plans shall be provided within 90 calendar days of the Call-Off 
Contract Commencement Date, annually on the anniversary of the Commencement 
Date and following occurrence of events identified as a key risk by the Contracting 
Authority. 

 
9.2    The Delivery Partner disaster recovery and business continuity processes shall detail 

arrangements in the event of incidents which may affect the service, this includes, but 
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is not limited to Online Platform and IT failures, antivirus management and protection, 
malware attacks, pandemics, staffing and resource levels and natural disasters. 

 
9.3 Any issues with the Online Platform or supply / delivery of Prepaid Cards which has a 

direct or indirect impact on the service delivered under this Call Off Contract must be 
communicated to all affected Contracting Authority as a matter of urgency. The 
Delivery Partner(s) shall detail the issue, the impact, and its plans to remedy or 
mitigate the impact of the failure. The Delivery Partner(s) must remain in continuous 
communication with Contracting Authority with regards to progress up until the issue 
has been resolved. 

 
9.4 The Delivery Partner has an obligation to notify the Contracting Authority of any 

issues that could impact services provided under the Call-Off Contract. 
 

10 Management Information 
 
10.1 The Account Manager shall supply information that is relevant to the delivery of the 

Call-Off Contract to the Contracting Authority representative using formats and to 
timescales specified by the Contracting Authority in this Specification. 

 
10.2 The Delivery Partner shall provide standard Management Information (MI) reports on 

a monthly basis, no later than the tenth (10th) Business Day from the end of the 
reporting month or as requested by the Contracting Authority. (KPI2) 

 
10.3 The indicative information requirements and the frequency of production for supplying 

MI is summarised below. 
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11.3 Service Points and Service Credits shall accrue for any KPI Failure and shall be 

calculated (see Section 13 – Service Credits). 
 

12   Performance 
 

12.1 If the level of performance of the Delivery Partner during a Service Period achieves 
the Target Performance Level in respect of a Key Performance Indicator, no Service 
Points shall accrue to the Delivery Partner in respect of that Key Performance 
Indicator. 

 
12.2 If the level of performance of the Delivery Partner during a Service Period is below the 

Target Performance Level in respect of a Key Performance Indicator, Service Points 
shall accrue to the Delivery Partner in respect of that Key Performance Indicator as 
set out in Paragraph 12.3. 

 
12.3 The number of Service Points that shall accrue to the Delivery Partner in respect of a 

KPI Failure shall be the applicable number as set out in Appendix H depending on 
whether the KPI Failure is an Approaching Target, a Requires Improvement KPI 
Failure or an Inadequate KPI Failure, unless the KPI Failure is a Repeat KPI Failure 
when the provisions of 12.5 shall apply. 

 
12.4 If a KPI Failure occurs at ‘Inadequate’ level in respect of the same Key Performance 

Indicator in any two consecutive months, the second and any subsequent such KPI 
Failure shall be a "Repeat KPI Failure". 

 
12.5 Should a Repeat KPI failure be noted the Delivery Partner shall supply to the Authority 

a Remedial Plan (see Appendix G) within 10 working days of the request in addition to 
the applicable Service Credits. The Remedial Plan will include details of the KPI 
failure, the cause and impact of the failure, and steps to be taken to rectify the failure 
and to prevent any reoccurrence with timescales. 

 
12.6 The Contracting Authority reserves the right to request a Remedial Plan for KPI 

failures which are impacting performance. 
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13 Service credits  
 

Due to the nature and sensitivity of this Call-off Contract, there is an extreme reputational 
risk associated with failure to deliver on any of the Contracting Authorities requirements. The 
Delivery Partner will be responsible for any such failure arising from their poor performance 
and/or operational failure and will be required to compensate the Contracting Authority that 
has suffered as a result of delivery failure via the service credit regime. 
 
13.1 Service Credits shall be calculated by reference to the number of Service Points 

accrued in any one Service Period pursuant to the provisions of Appendix H. 
 
13.2 The Delivery Partner shall use the Management Information Reports to verify the 

calculation and accuracy of the Service Credits, if any, applicable to each Service 
Period and shall inform the Authority of any applicable Service Credits. 

 
For each Service Period (one month): 

 

(a) the Service Points accrued shall be converted to a percentage deduction from the 
Charges for the relevant Service Period on the basis of one point equating to a 
0.5% (Service Credit Factor); and 

 

(b) the total Service Credits applicable for the Service Period shall be calculated on 
the basis of the following formula: 

 
𝑊𝑊𝑊𝑊𝑊𝑊 = 𝑊𝑊𝑊𝑊 𝑥𝑥 𝑊𝑊 
 
Where: 
 
WSP is the Weighted Service Points for each individual Service Level for the 
relevant Service Period. 
 
SP is the individual Service Points that have accrued for each Service Level for the 
relevant Service Period; and 
 
W is the weighting of each individual Service Level (KPI’s reported under Santiago 
Transparency Report will carry double the weighting of other KPI’s) 
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Worked example     

KPI 1 - Prepaid Card Delivery     

Total volume of cards sent in reporting period =   35,000 

Volume of cards sent out within 5 business days =   34,000 

Performance = (34,000 / 35,000) * 100 =   97.1% 

97.1% equate to "Required Improvement" performance 
bracket     

"Requires Improvement" equates to 2 Service Points     

KPI 1 has a weighting of 10     

Weighted Service Points = 2 * 10 =   20 

Service Credit Factor =   0.5 

% of the Service Credit Cap applicable = 20 * 0.5 =   10 

Monthly Contract Charge =   £172,000.00 

Service Credit Cap =   10% 

Financial Value of Service Credit Cap = £172,000 * 10% =   £17,200.00 

Financial Value of KPI1 = £17,200 * 10% =   £1,720.00 

13.3 Service Credits are a reduction of the amounts payable in respect of the Deliverables 
and do not include VAT. The Delivery Partner shall set-off the value of any Service 
Credits against the appropriate invoice in accordance with calculation formula in 13.2. 

 

14 Contract Management 
 

14.1 Contract Performance Review meetings: 
 

14.1.1 Contract Performance Review meetings shall take place between the 
Contracting Authority and the Delivery Partner on a monthly basis. The 
meetings shall be chaired by the Contracting Authority representative, and the 
Account Manager will provide secretariat. 

 
14.1.2 The agenda for the Contract Performance Review meetings will be provided 

by the Contracting Authority and shall include, but not be limited to; policy 
updates, procurement/contractual matters, operational review, quality review, 
finance review, KPI review, innovation and risk management. 
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14.1.3 The Contract Performance Review meetings shall (unless otherwise agreed): 
 

14.1.3.1 Take place within ten (10) Business Days of the Management 
Information reports being issued by the Delivery Partner. 

 
14.1.3.2 Take place by telephone conference, video conference or at such a 

location and time as is reasonable within normal business hours as 
the Contracting Authority shall reasonably require. 

 
14.1.3.3 Be attended by at least the Account Manager and the Contracting 

Authority representative. 
 
14.1.3.4 The Account Manager shall circulate minutes of the Contract 

Performance review meeting to all attendees for approval within ten 
(10) Business Days of the meeting date. 

 
14.1.3.5 The Contracting Authority representative shall be entitled to raise 

any additional questions and/or request any further information at 
the Contract Performance review meetings. 

 
14.1.3.6 The Account Manager shall also attend and provide support to the 

Contracting Authority for any other ad hoc meetings that may be 
arranged from time to time during the Call-Off Contract Term. 
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Contract Performance Review Meeting Representation and Structure 
 

Authority Members of Contract 
Performance Review meeting 

Contracting Authority Contract Manager 
(Chairperson) 
Commercial Officer(s) 
Service Delivery Manager – Healthy Start 
 

Delivery Partner Members of Contract 
Performance Review meeting 

Key Client Development Manager 
Optional: Compliance 
 

Start Date for Contract Performance 
Review meeting 

August 2024 

Frequency of Contract Performance 
Review meeting 

Monthly  

Location of Contract Performance 
Review meeting 

By Video Conference or dial in or face to 
face 

 
14.2 Quarterly Review Board (QRB) meetings 
 

14.2.1 The Quarterly Review Board shall: 
 

14.2.1.1 provide senior level guidance, leadership and strategy for the overall 
delivery of the Services. 

 
14.2.1.2 be the point of escalation from the Contract Performance Review 

meetings; and 
 
14.2.1.3 carry out the specific obligations attributed to it in Paragraph 14.2.2. 

 
14.2.2 The Quarterly Review Board shall: 

 
14.2.2.1 ensure that this Agreement is operated throughout the Term in a 

manner which optimises the value for money and operational benefit 
derived by the Authority and the commercial benefit derived by the 
Delivery Partner. 
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14.2.2.2 receive and review performance from the Delivery Partner on 

technology, service and other developments that offer potential for 
improving the benefit that either Party is receiving, in particular value 
for money; 

 
14.2.2.3 determine business strategy and provide guidance on policy matters 

which may impact on the implementation of the Services; and 
 
14.2.2.4 Each Party shall ensure that its board members shall make all 

reasonable efforts to attend board meetings at which that board 
member’s attendance is required. If any board member is not able to 
attend a board meeting, that person shall use all reasonable 
endeavours to ensure that a delegate attends the Quarterly Review 
Board meeting in his/her place (wherever possible) and that the 
delegate is properly briefed and prepared and that he/she is 
debriefed by such delegate after the board meeting. 

 
Quarterly Review Board Representation and Structure 
 
Authority members of Quarterly Review 
Board (QRB) 

Contracting Authority Contract Manager 
(Chairperson) 
Senior Service Delivery Manager – Healthy 
Start 
Service Delivery Manager – Healthy Start 
Commercial Officer 
Senior Commercial Manager 

Delivery Partner members of Quarterly 
Review Board 

Key Client Development Manager 
 
Head of Client Development 
 
Optional: Compliance.  

Start date for Quarterly Review Board 
meetings 

 October 2024 

Frequency of Quarterly Review Board 
meetings 

Quarterly 

Location of Contract Performance Review 
meeting 

By Video Conference or dial in or face to 
face 
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14.3 Risk Management 
 

14.3.1 The Delivery Partner shall develop, operate, maintain, and amend, as agreed 
with the Authority, processes for: 

 
14.3.1.1 the identification and management of risks;  
 
14.3.1.2 the identification and management of issues; which shall be 

reviewed on a monthly basis within the Contract Management 
Review meeting. 

 
14.4 Contract Variation 

 
14.4.1 The parties may agree to modify the Call-Off Contract in any of the 

circumstances set out in Regulation 72 of the PCR 2015. 
 
14.4.2 Subject to clause 14.4.1, no variation or modification to the Call-Off Contract 

is valid unless it is in writing and signed by the Contracting Authority and the 
Delivery Partner. 

 
14.4.3 Where the Contracting Authority intends to modify the Call-Off Contract it shall 

be entitled to issue to the Delivery Partner in writing or, in case of urgency 
orally (provided the Contracting Authority confirms oral instructions in writing 
as soon as it is practicable), a variation order setting out the proposed 
modification or variation to the Call-Off Contract. As soon as practicable after 
receiving the variation order, the Delivery Partner shall confirm whether it is 
able to comply with the modification or variation and if so, confirm any change 
to the Price for the modification or variation. Where a mechanism for agreeing 
a price for the modification or variation has not been set out in the initial 
procurement documents, the Delivery Partner shall charge for the impact of 
the variation order in accordance with the rates and prices used to calculate 
the Price in the NEPO Tender as detailed in Appendix 1 to Schedule 2 – 
Contract Particulars. A copy of the variation order can be found in Appendix I. 

 

15 Dispute Resolution Procedure 
 

15.1 If a dispute arises between the Contracting Authority and the Delivery Partner in 
connection with the Call-Off Contract, the parties shall each use reasonable 
endeavours to resolve such dispute by means of prompt discussion at an appropriate 
managerial level (see Call off Terms and Conditions, D3- Dispute Resolution 
Procedure) 
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16 Efficiencies and Benefits   
 

16.1 The Delivery Partner will be expected to work with the Contracting Authority to 
maximise the efficiencies and benefits associated with the use of Prepaid Card 
Accounts. Anticipated benefits include, but are not limited to, the following: 

 

- Reduced costs to traditional methods 
- Reduced risk and full audit capabilities  
- Income generation through reclaiming of unspent funds  
- Streamlining of operations and resources  
- Improved customer service  
- Increased control, transparency and analysis 
- Improved security 
- Faster responsiveness in distributing of funds 
- Transferal of physical to Virtual Cards where applicable  
- Supporting the Personalisation Agenda 
- Support financial inclusion and bridges the gap between electronic payments for 

its users 
- Realtime monitoring functionality to support with the safeguarding of Cardholders 

and streamlining of operational activities 
 

16.2 The Delivery Partner(s) will be expected to form strategic relationships with the 
Contracting Authority and communicate any appropriate market intelligence which 
may have an impact on their Prepaid Card Account operations. 

 
16.3 The Delivery Partner(s) will be expected to inform the Contracting Authority of new 

technology and services available throughout the duration of the Call Off Contract. 
The Contracting Authority may also request reasonable changes to the service being 
offered in relation to new technology and/or government incentives. Any modifications 
will not be substantial within the meaning of Regulation 72(8) of the PCR 2015 (and 
it’s amendments) and must be provided at no or minimal additional cost. 

 

17 Subcontractors  
 

17.1 The Delivery Partner shall not without the prior written consent of the Contracting 
Authority, assign all or any benefit, right or interest under the Call-Off Contract or sub-
contract the provision of the Services. (See Call off Terms and Conditions, H5- 
Assignment, Sub-Contracting and Responsibility). 
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17.2 The Delivery Partner shall be fully responsible for all subcontractors employed to fulfil 

any portion of the obligations to the Contracting Authority, including the selection, 
management and assessment of subcontractors and provide to the Contracting 
Authority a list of subcontractors with a list of their activities. (IP4) 

 

Technical Specification: 
 

18 Automation and APIs 
 
18.1 The Contracting Authority shall carry out the Know Your Customer (KYC) checks for 

the Cardholders. The Contracting Authority shall provide the Delivery Partner with all 
details necessary to issue a new Prepaid Card.  (CP1) (AA1) The Delivery 
Partner shall also carry out a KYC check and immediately report any failures to the 
Contracting Authority. (CP13) 

 
18.2 The Delivery Partner shall ensure that for each new Prepaid Card request: (AA1) 
 

18.2.1 the request is automated (CP2) 
18.2.2 a new Prepaid Card Account is set up, 
18.2.3 a new Prepaid Card order is created, 
18.2.4 a response is sent to the Contracting Authority to show the outcome of the 

request. If the request in unsuccessful, the reason for failure shall be sent to 
the Contracting Authority, and 

18.2.5 the response sent to the Contracting Authority is received within five minutes 
of the request being sent. 

 
18.3 The Delivery Partner shall provide an API for new Prepaid Card requests which shall 

meet the requirements at 18.2. 
 
18.4 The Delivery Partner shall ensure that the Contracting Authority is able to check the 

status of a new Prepaid Card request after the request has been sent. 
 (AA2) 

 
18.5 The Delivery Partner shall ensure that for each payment request:  (AA3) 
 

18.5.1 the Loading of funds from the central account to the Prepaid Card Account is 
automated, 
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18.5.2 a response is sent to the Contracting Authority to show the outcome of the 
request. If the request in unsuccessful, the reason for failure shall be sent to 
the Contracting Authority, and 

18.5.3 the response sent to the Contracting Authority is received within five minutes 
of the request being sent. 

 
18.6 The Delivery Partner shall provide an API for payment requests which shall meet the 

requirements at 18.5. (AA3) 
 
18.7 The Delivery Partner shall ensure that the Contracting Authority is able to check the 

status of a payment request after the request has been sent. (AA3) 
 
18.8 The Delivery Partner shall ensure that it is possible to retrieve the Prepaid Card 

balance, with authorised and pending transactions included. A real-time response 
shall be provided. (AA4) 

 
18.9 The Delivery Partner shall ensure that for each update of Cardholder details request:

 (AA5) 
 

18.9.1 the update of Cardholder name, address and contact details is automated
 (RC6) 

18.9.2 a response is sent to the Contracting Authority to show the outcome of the 
request. If the request in unsuccessful, the reason for failure shall be sent to 
the Contracting Authority, and 

18.9.3 the response sent to the Contracting Authority is received within five minutes 
of the request being sent. 

 
18.10 The Delivery Partner shall provide an API for the update of Cardholder details 

requests which shall meet the requirements at 18.9.  (AA5) 
 
18.11 The Delivery Partner shall ensure that for each Replacement Prepaid Card request:

 (AA6) 
 

18.11.1 the request is automated, 
18.11.2 a response is sent to the Contracting Authority to show the outcome of the 

request. If the request in unsuccessful, the reason for failure shall be sent to 
the Contracting Authority, and 

18.11.3 the response sent to the Contracting Authority is received within five minutes 
of the request being sent. 
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18.12 The Delivery Partner shall provide an API for the Replacement Prepaid Card requests 
which shall meet the requirements at 18.11. (AA6) 

 
18.13 The Delivery Partner should ensure that for each Prepaid Card expiry date retrieval 

request: (AA7) 
 

18.13.1 the request is automated, 
18.13.2 the response sent to the Contracting Authority is received within two hours of 

the request being sent. 
 
18.14 The Delivery Partner should provide an API for the Prepaid Card expiry date requests 

which should meet the requirements at 18.13. (AA7) 
 
18.15 The Delivery Partner shall provide fully tested and documented APIs for the 

Contracting Authority to consume. 
 
18.16 The Delivery Partner shall provide a functional, non-production test environment 

where full integration and end to end testing can be completed. 
 

19 Prepaid Card Provision 
 
19.1 The Delivery Partner shall ensure that the Prepaid Cards: 
 

19.1.1 are manufactured to SO/IEC 7810 ID-1 international standard, 
19.1.2 conform to Payment Card Industry Data Security Standard (PCI-DSS), 
19.1.3 printed using a four-colour process throughout plus two spot colours, 
19.1.4 are 810 micron ISO PVC chip cards, 
19.1.5 have a Hico 12.7mm three track black magnetic tape, 
19.1.6 have a blocked signature panel, 
19.1.7 have a hologram with an approved micro-chip capable of contact and 

contactless transactions, 
19.1.8 are branded to the Contracting Authority’s specification using images and 

words (see Appendix B), and (CP10) 
19.1.9 have FCA supplier terms and conditions printed on the reverse. 

 
19.2 The Delivery Partner shall ensure that for each successful new Prepaid Card request: 
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19.2.1 a Prepaid Card is personalised to the Cardholder, encoded, matched and 
fulfilled, and dispatched within five Business Days of receiving the request
 (CP3) (SA11) 

19.2.2 posted via Royal Mail Mailmark Business post (CP6) 
19.2.3 funds can be added to the new Prepaid Card on the same day that the new 

Prepaid Card request is received  (CP4) 
19.2.4 where a mobile telephone number is present, issue a PIN to the Cardholder 

via an SMS message for each new Prepaid Card issued within two hours of 
the Prepaid Card Account being created, 

19.2.5 where a mobile telephone number is not present, issue a PIN via Hydalam 
Laser PIN Mailer, and  (SA11) 

19.2.6 there is a limit to the number of payments that can added to the Prepaid Card 
each week. This limit shall be set to four payments per seven-day period and 
shall be able to be amended by the Contracting Authority. (CP5) 

 
19.3 The Delivery Partner shall ensure that each new Prepaid Card and each Replacement 

Prepaid Card is issued with the approved literature stating the terms and conditions of 
the use of the Prepaid Card and other messaging. (CU16) 

 
19.4 The literature in 19.3 shall be able to be updated/amended within timeframes agreed 

between the Delivery Partner and the Contracting Authority and at no additional cost 
to the Contracting Authority. (CP12) (CU17) 

 
19.5 The Delivery Partner shall provide an automated service for a Cardholder to Activate 

an issued Prepaid Card and access Prepaid Card services. The Delivery Partner shall 
not charge the Cardholder for this service. Activation shall be available for the 
Cardholders via telephone. (CP7) 

 
19.6 The service at 19.5 shall be available 24 hours a day, 365 days a year. (CP7) 
 
19.7 The Delivery Partner shall provide an alternative activation method for Cardholders 

without computer or smartphone access.  (CP9) 
 
19.8 The Delivery Partner may ensure that a Prepaid Card can be Activated by a 

Cardholder without strong English language or digital literacy skills. (CP8) 
 
19.9 The Delivery Partner shall issue a PIN to the Cardholder where a PIN request is 

received from the Contracting Authority via API and/or SFTP. 
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19.10 The Delivery Partner shall, where required, issue a printed PIN via Hydalam Laser 
PIN Mailer. 

 

20 Prepaid Card Use 
 
20.1 The Delivery Partner shall ensure that: 
 

20.1.1 the lower age limit for a Cardholder is 16 years old  (CU1) 
20.1.2 use of Prepaid Cards can be restricted to a list of approved Merchant 

Category Codes (MCC) provided by the Contracting Authority (CU2) 
20.1.3 the approved list of MCC can be amended at the request of the Contracting 

Authority within 3 Business Days and at no additional cost to the Contracting 
Authority   (CU3) 

20.1.4 Prepaid Cards can be used at POS terminals in both contactless and CHIP & 
PIN modes (CU4) 

20.1.5 Prepaid Cards are capable of use at all POS terminals capable of processing 
Visa and Mastercard  (CU6) 

20.1.6 transactions can only take place in the UK and are in pounds sterling, 
attempts to make transactions in other currencies, the Republic of Ireland or 
overseas will be prevented. The parties agree and acknowledge that the 
Delivery Partner does not have control over forced or offline transactions so 
these cannot be prevented (CU9) (CU10) 

20.1.7 only Card Present Transactions can take place, Card not Present 
Transactions are prevented. The Cardholder shall be prevented from using 
the Prepaid Card for offline, online and telephone transactions 
 (CU8) 

20.1.8 transactions are within the available balance of the Prepaid Card. The parties 
agree and acknowledge that the Delivery Partner does not have control over 
forced or offline transactions so these cannot be prevented (CU7) 

20.1.9 a payment limit of £45.00 will be applied to contactless transactions, and shall 
be able to be changed at the request of the Contracting Authority. Upon 
request for payment limit change, the Delivery Partner shall issue a quotation 
to Contracting Authority for acceptance.   (CU5) 

20.1.10 funds cannot be added by the Cardholder or any other party apart from the 
Contracting Authority  (CU11) 

20.1.11 there is an upper limit to the load value per Prepaid Card at any one time, in 
line with FCA and PRA regulations and shall not exceed the maximum load 
level set by the Contracting Authority 

20.1.12 the Cardholder is not able to transfer funds from the Prepaid Card to any 
other account, nor set up any Direct Debits or Standing Orders 
 (CU12) 
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20.1.13 the Cardholder is prevented from making cash withdrawals as a default, with 
the ability to allow for individual Cardholders, where approved by the 
Contracting Authority  (CU13) 

20.1.14 the Cardholder is prevented from making cash-back transactions as a default, 
with the ability to allow for individual Cardholders, where approved by the 
Contracting Authority  (CU13) 

20.1.15 the Cardholder can be refunded the value of any transactions (CU14) 
20.1.16 the Cardholder can be refunded any losses that occur after a Prepaid Card is 

properly reported as lost or stolen, where the Contracting Authority has 
deemed the loss to be genuine (CU15) 

20.1.17 funds can be loaded to a Prepaid Card with any status, other than expired or 
closed, and (RC3) 

20.1.18 transactions can only take place once the Cardholder has Activated their 
Prepaid Card. 

  
20.2 The Delivery Partner shall ensure that there is a method of allowing online 

transactions for individual Cardholders, where approved by the Contracting Authority. 
 
20.3 The Delivery Partner shall provide a Cardholder Portal or access to synchronous APIs 

which would allow a portal to be created. As a minimum the portal should: 
 

20.3.1 be available for the latest versions of Google Chrome, Apple Safari, Mozilla 
Firefox, Microsoft Edge, and Internet Explorer (CU19) 

20.3.2 include a secure login process  (CU21) 
20.3.3 allow the Cardholder to check their Prepaid Card balance (CU19) 
20.3.4 allow the Cardholder to view their transactions (CU22) 
20.3.5 allow the Cardholder to block their Prepaid Card but prevents them from 

unblocking their Prepaid Card  (CU23) 
20.3.6 allow the Cardholder to report their Prepaid Card lost, stolen or damaged and 

to order a Replacement Prepaid Card  (CU26) 
20.3.7 not allow the Cardholder to amend their details, nor load funds to their 

Prepaid Card  (CU28) (RC12) 
20.3.8 have the functionality to accommodate audio and visual impairments which 

complies with the government’s “Digital by Default” service standards. The 
Cardholder Portal shall be AA accessibility compliant as defined by the W3C 
Web Content Accessibility guidelines (WCAG) 2.1, and  (A1) 

20.3.9 allow the Cardholder to request a reminder of their Prepaid Card PIN. 
 

20.4 The Cardholder Portal should be able to be branded with Healthy Start Scheme 
approved images and words.  (CU24) 
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20.5 The Delivery Partner shall provide Management Information (MI) on the use of the 

Cardholder Portal. 
 

21 Customer Service 
 
21.1 The Delivery Partner shall ensure that there is an automated telephone service to 

allow a Cardholder to block a lost or stolen card. This service shall be available 24 
hours a day, 365 days a year. (RC1) 

 

22 Replacement Prepaid Cards and Updating Details 
 
22.1 The Delivery Partner shall ensure that where a Prepaid Card is reported as lost or 

stolen: 
 

22.1.1 a Replacement Prepaid Card is issued within five Business Days, and 
 (RC2) 

22.1.2 a Replacement Prepaid Card can be issued within five Business Days where 
the Contracting Authority has amended details. 

 
22.2 The Delivery Partner shall ensure that the Cardholder is unable to amend their name, 

address or email address details by any means other than via the Contracting 
Authority. (RC12) 

 
22.3 The Delivery Partner shall ensure that a Replacement Prepaid Card is sent to a 

Cardholders four weeks before the Prepaid Card is due to expire where the Prepaid 
Card status is not closed. 

 

23 Service Availability 
 
23.1 The Delivery Partner shall provide and maintain a maintenance schedule for all 

permitted maintenance.  (SA1) 
 
23.2 The Delivery Partner shall ensure that as a minimum they can provide: 
 

23.2.1 an API that can return a response to the Contracting Authority within 500 
milliseconds (SA2) 

23.2.2 an API that can support 25 requests per second (SA3) 



 

References shown in bold and brackets relate to individual requirements   27 
within “Healthy Start Card Requirements V3” - see Appendix K. 

23.2.3 a service that can support creation of up to 996,000 Cardholders (SA4) 
23.2.4 a Management Portal for the Contracting Authority’s use, which is available at 

all times other than downtime for planned/routine maintenance 
 (SA9) 

23.2.5 a service that can issue Prepaid Cards and post PINs within 5 working days 
following receipt of batch data files from the Contracting Authority via API 
and/or SFTP request, and  (SA11) 

23.2.6 a PIN Activation service and means of debiting spent funds, which is fully 
operational 24 hours a day, 365 days a year.  (SA8) 

 

24 Service Support and Training 
 
24.1 The Delivery Partner shall provide a customer service contact number for the 

Contracting Authority to call. Service shall be available between the hours of 08:00 
and 18:00 Monday to Friday and 09.00 and 12.00 Saturday.  

 
24.2 The Delivery Partner shall have a resolution process with regards to failed uploads 

requested by the Contracting Authority and a process for Cardholder Prepaid Account 
and Prepaid Card issues. (SA12) 

 
24.3 The Delivery Partner shall provide training to the Contracting Authority staff if there 

are changes to the Management Portal during the Call-Off Contract Term. 
 
24.4 Training and any training materials shall be provided in compliance with the Equality 

Act 2010. 
 

24.5 The Delivery Partner shall provide an incident management process which includes a 
24-hour support ticketing system and phone number and escalation point for the 
Contracting Authority. (SA5) 

 
24.6 Where a ticket is raised in 24.5, the Delivery Partner shall send a response and 

resolution timeframe to the Contracting Authority in accordance with Appendix E.
 (SA6) 

 
24.7 Following resolution of a ticket raised in 24.5, the Delivery Partner should provide the 

Contracting Authority with an explanation for why the incident occurred and mitigating 
action taken within 10 Business Days of resolution of the incident. (SA7) 

 

25 Central Account Funding and Financial Controls 
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25.1 The Delivery Partner shall ensure that there is a central account in place to provide 

payment to Cardholders. All funds held in this account and in individual Cardholder 
accounts shall be legally owned by the Sponsor.  (CA1) 

 
25.2 The Delivery Partner shall ensure that funds in the central account are held within the 

territorial limits of the UK. 
 
25.3 The Delivery Partner shall provide a Management Portal to enable the Contracting 

Authority to view the balance of funds held in the central account, and any pending 
transactions. (CA2) 

 
25.4 The Delivery Partner shall communicate regularly with the Contracting Authority to 

optimise the level of funds held in the central account. (CA3) 
 
25.5 The Contracting Authority will ensure funds are paid to the central account via BACS 

in regular cycles to maintain a sufficient level of funds available to transfer to 
Cardholders’ Prepaid Card Accounts.  (CA4) 

 
25.6 The Delivery Partner shall ensure payments are automated and Prepaid Card 

Accounts are credited within a timeframe as agreed with the Contracting Authority, 
providing sufficient funds are held in the central account. 

 
25.7 The Delivery Partner shall provide a facility to top up Prepaid Card Accounts via 

Electronic Funds Transfer (EFT) if required by the Contracting Authority. 
 
25.8 The Delivery Partner shall provide a means for the return of funds, only at the request 

of the Contracting Authority: 
 

25.8.1 from individual Prepaid Cards to the central account, regardless of the status 
of the Prepaid Card, and (RC4) (CA5) 

25.8.2 from the central account to the Sponsor’s account.  (CA5) 
 
25.9 The Delivery Partner shall provide a monthly reconciliation report which includes at a 

minimum: 
 

25.9.1 the balance held in the central account at the end of the previous month, 
25.9.2 the balance of unspent money on Prepaid Card Accounts at the end of the 

previous month, 
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25.9.3 funds added to and returned from the central account during the previous 
month, 

25.9.4 funds transferred to Prepaid Card Accounts during the previous month, and 
25.9.5 the total of any money spent and return of funds from Prepaid Cards during 

the previous month. (CA6) 
 
25.10 To enable the Contracting Authority to identify spend by the Devolved Administrations, 

the Delivery Partner shall provide a report of funds spent from Prepaid Cards in each 
UK country within a specified period. This report shall detail all transaction data 
(Prepaid Card loads and redeemed funds are essential) and be reported to full 
postcode level. (CA7) 

 

26 Anti-Fraud Measures 
 
29.1 To help prevent fraud and misuse of the Prepaid Cards, the Delivery Partner shall: 
 

26.1.1 prevent unauthorised access to the Management Portal  (AF1) 
26.1.2 prevent unauthorised access to APIs  (AF2) 
26.1.3 immediately inform the Contracting Authority of all suspected Fraudulent 

Activity or security breaches  (AF3) (AF8) 
26.1.4 immediately freeze a Prepaid Card and Prepaid Card Account via API and the 

Management Portal at the request of the Contracting Authority 
 (AF4) (AF8) (AF9) 

26.1.5 adhere to all UK financial related governance and Law  (AF5) 
26.1.6 implement a system which is fully auditable and ensure all transactions and 

account activity are logged with the date, time and user ID (AF6) 
26.1.7 provide the Contracting Authority with reports with details of lost/stolen 

Prepaid Cards, security breaches, and suspected Fraudulent Activity, theft, 
and misuse of Prepaid Cards, including any associated monetary value
 (AF7) 

26.1.8 support investigations into security breaches and suspected Fraudulent 
Activity and, at the request of the Contracting Authority, provide a written 
report within 5 Business Days or such other time as agreed with the 
Contracting Authority, and (AF10) 

26.1.9 notify the Contracting Authority where records are 
rejected as duplicate records with meaningful error messages. (MI1) 

 
26.2 The Contracting Authority shall not be liable for any transactions which occur 

subsequent to the reported Fraudulent Activity or security breach and/or any losses 
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incurred as a result of the Delivery Partner breaching its security obligations.
 (AF11) 

 
26.3 The Contracting Authority shall notify the Delivery Partner in writing within 24 hours 

where a Cardholder reports a loss or suspected Fraudulent Activity, which is 
considered to be related to the Delivery Partner’s system(s). (AF12) 

 
26.4 The Delivery Partner should notify the Contracting Authority of any innovations, new 

features or changes that would reduce or eliminate Fraudulent Activity and error within 
the service. (AF13) 

 
26.5 The Delivery Partner shall provide the Contracting Authority with a list of all charge 

backs recovered on a monthly basis. (AF14) 
 

27 UK GDPR, Data Security and Retention 
 
27.1 The Delivery Partner shall ensure that throughout the Call-Off Contract Term: 
 

27.1.1 the Contracting Authority’s data is kept secure at all times (DS1) 
27.1.2 Payment Card Industry Data Security Standard (PCI DSS) is maintained

 (DS1) 
27.1.3 provide the Contracting Authority with evidence of their compliance with PCI 

DSS requirements on an annual basis  (DS2) 
27.1.4 adequate policies and procedures are created, maintained and enforced to 

investigate breaches, suspected Fraudulent Activity and misuse of Prepaid 
Cards (DS3) 

27.1.5 confidential information is retained for no longer than seven years following 
closure of a Prepaid Card Account. If the account has been subject to a 
regulatory investigation, confidential information can be retained for 10 years.
 (DS4) 

27.1.6 all processing and storage of personal data is based in the UK 
 (DS5) 

27.1.7 all personal identifiable and transactional information/data is protected to 
maintain confidentiality, integrity and availability (DS7) 

27.1.8 they comply with NCSC’s Cloud Security Principles, the latest version of 
NCSC’s Offline Backup Guidance and provide evidence of such compliance
 (DS9) 

27.1.9 any Cardholder Portal has Multi Factor Authentication (MFA) functionality, and
 (DS11) 
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27.1.10  all its staff have, as a minimum, Baseline Personnel Security Standard 
(BPSS) vetting. (DS8) 

 
27.2 The Delivery Partner shall be certified to ISO27001 by a UKAS accredited body, or be 

able to evidence compliance with the controls specified in ISO27001 Annex A.
 (DS6) 

 
27.3 The Delivery Partner shall ensure that any third-party subcontracted to deliver any 

part of the service also complies with the requirements in this part 27. 
 
27.4 The Delivery Partner shall provide an Information Security Management System 

(ISMS) and Security Management Plan which is acceptable to the Contracting 
Authority. 

 
27.5 The Delivery Partner must comply with Data Protection Legislation and UK GDPR and 

demonstrate that compliance via, as a minimum: 
 

27.5.1 promptly assisting the Contracting Authority with any Data Subject Rights 
requests regarding the data processed or held by the Delivery Partner 

 
27.5.2 co-operating with the Contracting Authority with the completion of any Data 

Protection Impact Assessment regarding the Healthy Start Scheme, including 
the completion of any third-party elements of the assessment 

 
27.5.3 having a clear process for reporting and investigating breaches of Data 

Protection Legislation 
 
27.5.4 co-operating with the Contracting Authority and/or any statutory body 

regarding any audits carried out regarding the scheme or the data processed 
as part of the scheme 

 
27.5.5 provide the Contracting Authority with a copy of their UK GDPR compliant 

Privacy Notice including a link to where it is published, and   
 
27.5.6 Notify the Contracting Authority of any changes to their UK GDPR compliant 

Privacy Notice as and when they occur. 
 

28 Management Portal 
 



 

References shown in bold and brackets relate to individual requirements   32 
within “Healthy Start Card Requirements V3” - see Appendix K. 

28.1 The Delivery Partner shall provide a Management Portal that: 
 

28.1.1 is password protected, 
28.1.2 has https and ssl encryption, 
28.1.3 has the capacity to allow all authorised users simultaneous, uninterrupted 

access and use, 
28.1.4 provides appropriate user authentication that allows the Contracting Authority 

to control, segregate, and limit user privileges (MP1) 
28.1.5 allows the Contracting Authority to allocate login credentials on an individual 

basis and specify the functions that users are allowed to access (MP2) 
28.1.6 allows a user with the appropriate authority to block spend from a Prepaid 

Card, and to unblock a Prepaid Card (MP3) 
28.1.7 allows a user with the appropriate authority to refund part of or all the funds on 

a Prepaid Card to the central account, regardless of Prepaid Card status
 (MP4) 

28.1.8 prevents a user from setting up a new Prepaid Card Account – this shall only 
be possible via an API (MP5) 

28.1.9 allows a user with the appropriate authority to disable/enable the function 
which allows payments to be Loaded to a Prepaid Card (MP6) 

28.1.10 allows a user with the appropriate authority to view the central account fund 
levels and transactions (CA2) (MP7) 

28.1.11 allows a user with the appropriate authority to view all transactions on an 
individual Prepaid Card (MP8) 

28.1.12 allows a user with the appropriate authority to download the result of a query 
on the central account or an individual Prepaid Card to a CSV file, including 
date, value, MCG and MCC (MP9) (MP10) 

28.1.13 allows a user with the appropriate authority to identify and view Prepaid Card 
Accounts where Fraudulent Activity is suspected  (MP11) 

28.1.14 allows a user with the appropriate authority to identify and view Prepaid Card 
Accounts that meet the following criteria: 

• no transactions within a specified period  (MP12) 
• funds above a specified level  (MP12) 
• transactions above a specified value (MP12) 
• Prepaid Cards that have an expiry date within the next 60 calendar days 

  (RC9) 
• attempted spend at a blocked MCC (MP12) 

28.1.15 allows a user with the appropriate authority to create, view and download a 
report of spend from Prepaid Cards based on the Cardholders’ full postcode 
within a specified date range, and (MP13) 

28.1.16 allows a user with the appropriate authority to Activate an individual Prepaid 
Card. 
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28.2 The Delivery Partner shall provide sufficient licences to the Contracting Authority to 

use the Management Portal. 
 

29 Relationship Management and Invoicing 
 
29.1 The Delivery Partner shall provide details of who manages the contract including their 

name, job title and contact details. 
 
29.2 The Delivery Partner shall give notice in writing to the Contracting Authority of any 

change in the identity, address and telephone numbers of the person appointed as 
Contract Manager. The Delivery Partner shall give maximum possible notice to the 
Contracting Authority before changing its Contract Manager. 

 
29.3 The Charges associated with providing the Service shall be charged as  per Schedule 

1 Pricing Schedule. 
 
29.4 Consolidated invoices shall be submitted on a monthly basis to the Contracting 

Authority’s Accounts Payable team. 
 
29.5 Payment terms shall be BACS with 30 day credit terms following receipt of an 

accepted, consolidated invoice per purchase order number. 
 
29.6 Charges shall be calculated using the fixed price mechanism applicable for each unit 

charge for each product multiplied by the volume provided during each Service 
Period. 

 
30 Innovation and Regulation 
 
30.1 The Delivery Partner shall notify the Contracting Authority of new features or changes 

which need to be implemented due to regulatory changes. 
 
30.2 The Delivery Partner shall have the ability to identify and make changes for future 

improvements to the service. 
 
30.3 The Delivery Partner shall consult the Contracting Authority regarding any changes 

they intend to make to their systems or processes before they are implemented, with 
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timescales, and where necessary, provide a roll-back of system(s) within 4 hours. 
(SA10) 

 
30.4 The Delivery Partner shall be authorised and regulated by the FCA and/or the PRA 

(as applicable) to deliver the services throughout the Call-Off Contract Term. 
 
30.5 The Delivery Partner shall notify the Contracting Authority within 24 hours following 

the loss of authorisation and/or regulation by the FCA or the PRA. 
 

31 Exit Management 
 
31.1 The Delivery Partner shall provide Exit Information twelve months prior to the expiry of 

this Call-Off Contract, the Delivery Partner(s) and Contracting Authorities will put in 
place an exit strategy outlining how activities will be managed and reported for the 
remainder of the Call-Off Contract until expiry. This will include as a minimum roles 
and responsibilities, timeframes as well as a communication plan to Cardholders.  

 
31.2 Should a Contracting Authority move their Prepaid Card operations to a new provider, 

the Delivery Partner(s) must ensure the exit and migration is dealt with professionally 
and at minimum disruption to the Contracting Authority or Cardholders. 

 
31.3    The Delivery Partner shall work with the Contracting Authority to minimise surplus 

stock in the event of changes to the Prepaid Card design and/or exit of the Call-Off 
Contract. 
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Appendix A: Volumetric Data 
 

Month Estimated Number of 
Prepaid Cards to be Created 

March 2023 23,665* 
April 2023 18,502* 
May 2023 18,590* 
June 2023 18,113* 
July 2023 19,418* 

August 2023 18,515* 
September 2023 18,841* 

October 2023 16,303 
November 2023 16,203 
December 2023 16,093 
January 2024 15,973 
February 2024 15,842 

March 2024 15,701 
April 2024 17,336 
May 2024 17,261 
June 2024 17,198 
July 2024 17,118 

August 2024 17,038 
September 2024 20,664 

October 2024 62,066 
November 2024 77,019 
December 2024 56,018 
January 2025 64,311 
February 2025 55,249 

March 2025 63,536 
April 2025 39,235 
May 2025 30,000 
June 2025 27,578 
July 2025 28,472 

 

*Actual volumes from data available
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PREPAID CARD PRINTING REQUIREMENTS 
 

Prepaid Card design - Front 
 

Title Font Size Sample 

 
Branding 

Frutiger Lt Std 
65 Bold 

 
21pt 

 
Healthy Start 

Identification number of 
the Healthy Start 
Prepaid Card: 

Frutiger Lt Std 
65 Bold 

 
8pt 

1234 5678 
9101 
1121 

 
Exp End 

Frutiger Lt Std 
65 Bold 

 
6pt 

 
01/20 

Firstname Frutiger Lt Std 
65 Bold 

6pt MICKEY 

Surname Frutiger Lt Std 
65 
Bold 

6pt MOUSE 

 
Card design - Reverse 
 

Text Line 1 Frutiger Lt Std 
65 Bold 

8pt (TBC) 

Text Line 2 Frutiger Lt Std 
65 
Bold 

8pt (TBC) 

Text Line 3 Frutiger Lt Std 
65 Bold 

8pt (TBC) 
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Appendix C: Sample Literature 
Sample literature provided for illustration only: final versions will be shared for use. 
Carrier letter 
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“Using your card” leaflet 
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Appendix D: Process Flow – Data Transfer 
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Appendix E: Incident Management 

 

Priority Definition Response 
Time 

Fix 
Time 

Update 
Interval 

1 

CRITICAL 

Interruption making a critical business system or function inaccessible or a complete 
interruption in service causing a severe or total loss on services availability or loss to 
reputation. There is no immediate alternative or workaround available. 

Immediate 4hrs 1hr 

2 

HIGH 

Interruption making a critical business system or function inaccessible or an 
interruption in service causing a temporary loss in services availability. There is either 
an alternative or a workaround available. 

Immediate 1 day 4hrs 

3 

MEDIUM 

Interruption affecting a critical business function but there is little or no impact to 
general business operations or the customer requires basic assistance, workarounds 
available. Monitoring of previously higher criticality incidents. 

Immediate 4 
days 1 day 

4 

LOW 

Some users affected but alternative workarounds are available and non-critical 
business areas. 

Individual 6 
days N/A 

5 

MINOR 

Small service degradation. Business process can continue as workaround available, 
one customer affected. 

Individual 10 
days N/A 
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5 
Social Value – 
Environmental 

KPI 

allpay will allow staff who 
specifically work within the 
Healthy Start Prepaid Card 

contract to take part in 
environmental volunteering 

amounting to 200.00 hours per 
year. 

Annually N 
o 

200.00 
hours 

175.00 – 
199.99 hours 

150.00 – 
174.99 hours <150 hours No 
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Appendix H: Service credits 

 
The value of each individual service credit is calculated based on performance and weighting. 

 

 

The Delivery Partner will input their total monthly volumes and the totals that were achieved within SLA to determine the 
monthly performance result.  This will determine the number of Service Points accrued. Service Credits shall be calculated by 
reference to the number of Service Points accrued in any one Service Period as per Clause 13 above.
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Appendix I: Variation form 
 

This form is to be used in order to change the Contract in accordance with Section 14.4 
Contract Variation. 
 

Details of Proposed Variation 

Variation initiated 
by: 

 

Variation number:  

Date variation is 
raised: 

 

Proposed variation  

Reason for the 
variation: 

 

An Impact 
Assessment shall 
be provided within: 

 

Impact of Variation 

Likely impact of the 
proposed variation: 

  

Outcome of Variation 

Contract variation:  

Financial variation: Original Contract Value: £ 

Additional cost due to variation: £  

New Contract value: £  
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1. This Variation must be agreed and signed by both parties to the Contract and shall only 
be effective from the date it is signed by the Delivery Partner and the Authority. 

2. Words and expressions used in this Variation shall have the meanings given to them in 
the Contract except where explicitly provided otherwise in writing. The rules of 
interpretation set out in the Contract apply to this Variation. 

3. The Contract, including any previous Variations and the Schedules attached to the 
Contract shall remain effective and unaltered except as amended by this Variation. 

 

Signed by an authorised signatory for and on behalf of the Authority. 

Signature  

Date  

Name (in Capitals)  

Address  

  

 
Signed by an authorised signatory to sign for and on behalf of the Delivery Partner 

Signature  

Date  

Name (in Capitals)  

Address  
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Appendix K: Core Requirements 

 

This sheet details the core requirements of the Prepaid Cards. Each requirement has a 
reference in column B (“Spec Ref”) to where it can be found within this Specification 
document. 

 

Healthy Start Card 
Requirements V3 (X-re   
 

 



 

 
 

Appendix 3 to Schedule 2 – Contractor’s Responses to NEPO Tender Questionnaire 

The following elements of the Contractor’s response to NEPO Tender Questionnaire 
shall form part of this Call-Off Contract and comprise further details of the Contractor’s 
relevant obligations under and in connection with the performance of the Services: 

AQ9 Social Value 
(Qualitative).pdf

AQ9 Social Value 
Policy Appendix.pdf  

 

AQ1 Project 
Management.pdf

AQ2 Performance 
Management.pdf

AQ3 Account 
Functionality.pdf  

 

 



 

 

Schedule 3 – Special Terms and Conditions 

The Association of North East Councils Limited trading as the North East  
Procurement Organisation (NEPO) 

NEPO505 Framework Contract for the Provision of Payment Card Services 

Special Terms and Conditions 

DEFINITIONS 

The terms and expressions used in these Special Terms and Conditions shall have the 
meanings set out below: 

“Business Continuity 
Plan” 

means the plan setting out the Contractor’s 
proposed methodology to make sure of 
continuance of the Contract in the event of an 
emergency; 
 

“Contracts Finder”  the Government’s publishing portal for public 
sector procurement opportunities; 
 

“Ineffectiveness”  means a declaration of ineffectiveness made by a 
Court pursuant to its powers under Part 3 of the 
Public Contracts Regulations 2015 to set aside a 
contract award decision; 
 

“SME”  means an enterprise falling within the category of 
micro, small and medium-sized enterprises defined 
by the Commission Recommendation of 6 May 
2003 concerning the definition of micro, small and 
medium-sized enterprises; and 
 

“VCSE” means a non-governmental organisation that is 
value-driven and which principally reinvests its 
surpluses to further social, environmental or 
cultural objectives. 
 

1 PRICE AND PAYMENT (ADDITIONAL PROVISIONS) 

1.1 Clause C1.2 of the Standard Terms and Conditions of Contract (Call-off Terms and 
Conditions) for the purchase of Services shall be deleted and the following clauses 
1.2 and 1.3 shall have effect. 

1.2 The Contractor shall have the ability to propose to vary the Price, only if it is 
indicated in the Order Form as being variable, by giving the Contracting Authority 
not less than three months written notice in advance of this variation providing that: 

1.2.1 the variation shall not exceed the annual All Items Retail Price Index (RPI) 
excluding Mortgage Interest Payments (RPIX) ruling at the time of the 
increase and should not preclude the possibility of any reductions in 
charges; and 



 

 

1.2.2 any notice of variation under this clause 1 will be limited to one request in 
any 12-month period and no variation to the Price shall be permitted 
within the first 12 months of the Contract Period of the Call-Off Contract.  

1.3 Changes to the Price will only become effective when agreed and accepted in 
writing by the Contracting Authority’s Authorised Officer. 

2 BUSINESS CONTINUITY PLAN 

2.1 The Civil Contingencies Act 2004 requires the Contracting Authority to maintain 
plans to make sure it can continue to perform all of its ordinary functions in the 
event of an emergency. Organisations providing Services or goods which underpin 
the Contracting Authority’s service provision must be able to continue to provide 
those goods or Services in the event of an emergency. The Contractor shall use its 
reasonable endeavours: 

2.1.1 to prepare a robust Business Continuity Plan that makes sure of the 
continuation of this Contract; 

2.1.2 upon request, to disclose to the Contracting Authority the contents of its 
Business Continuity Plan (including any revisions made to it from time-to-
time); 

2.1.3 to allow the Contracting Authority at its discretion from time-to-time to 
monitor the Contractor’s business continuity arrangements; 

2.1.4 to notify the Contracting Authority if an incident occurs which activates the 
Contractor’s Business Continuity Plan (such notification to be given prior 
to the issue of any notification to the press or other media); and 

2.1.5 to provide the Contracting Authority with details of how the Contractor 
managed any incident which resulted in the activation of the Contractor’s 
Business Continuity Plan and any consequential amendments made to 
the Contractor’s processes and/or procedures afterwards. 

3 POST-CONTRACT MONITORING 

3.1 The Contractor is required to collaborate with the Contracting Authority over the 
Contract Period to achieve continuous improvement in the quality and delivery of 
the Services in accordance with the Contracting Authority’s obligations under Part 
I of the Local Government Act 1999.  

4 MEETINGS AND PROGRESS REPORTS 

4.1 The Contractor manager shall attend any meetings, including site meetings, as may 
reasonably be requested by the Contracting Authority. The Contractor shall make 
all arrangements for sub-contractors and suppliers to be present as required by the 
Contracting Authority. 

4.2 The Contractor shall submit written reports to the Contracting Authority about any 
material changes to the Tender submitted by the Contractor. 



 

 

5 DECLARATION OF INEFFECTIVENESS 

5.1 In the event that a court declares the Framework Agreement to be Ineffective NEPO 
may immediately suspend or terminate the Framework Agreement (and the 
Contracting Authority may immediately suspend or terminate any Call-Off 
Contract thereunder), and the consequences of termination will be as follows: 

5.1.1 the Contracting Authority will be liable to pay to the Contractor only such 
elements of the Price, if any, that have properly accrued in accordance 
with the Call-Off Contract or the affected part of the Contract up to the 
time of the termination; and 

5.1.2 in the event that any sum of money owed by the Contractor to the 
Contracting Authority (the Contractor’s debt) exceeds any sum of money 
owed by the Contracting Authority to the Contractor (the Contracting 
Authority’s debt) under this Contract then the Contracting Authority shall, 
at its sole discretion, be entitled to deduct the Contractor’s debt from any 
future Contracting Authority’s debt or to recover the Contractor’s debt as 
a civil debt. 

5.2 Depending on the precise nature of the Call-off Contract further consequences of 
termination may be inserted by a Contracting Authority at Call-off Level and shall be 
issued with the procurement documentation for such call-off, for example TUPE 
transfer of employees back to the Contracting Authority if relevant. 

6 IMPROVING VISIBILITY OF SUBCONTRACT OPPORTUNITIES AVAILABLE TO 
SMES AND VCSES IN THE SUPPLY CHAIN 

6.1 Where required in compliance with Government Procurement Policy Notice, the 
Contractor shall: 

6.1.1 advertise on Contracts Finder all subcontract opportunities arising from or 
in connection with the provision of the Goods and/or Services and/or 
Works above a minimum threshold of £25,000 that arise during the 
Contract Period; 

6.1.2 within 90 days of awarding a subcontract to a subcontractor, update the 
notice on Contracts Finder with details of the successful subcontractor; 

6.1.3 monitor the number, type and value of the subcontract opportunities 
placed on Contracts Finder advertised and awarded in its supply chain 
during the Contract Period; 

6.1.4 provide reports on the information at clause 6.1.3 to a Contracting 
Authority in the format and frequency as reasonably specified by the 
Contracting Authority; and  

6.1.5 promote Contracts Finder to its suppliers and encourage those 
organisations to register on Contracts Finder. 

6.2 Each advert referred to at clause 6.1 above shall provide a full and detailed 
description of the subcontract opportunity with each of the mandatory fields being 
completed on Contracts Finder by the Contractor. 



 

 

6.3 The obligation at clause 6.1 shall only apply in respect of subcontract opportunities 
arising after the contract award date. 

6.4 Notwithstanding clause 6.1, the Contracting Authority may by giving its prior written 
approval, agree that a subcontract opportunity is not required to be advertised on 
Contracts Finder. 

7 SUPPLY CHAIN SPEND WITH SMES 

7.1 In addition to any other management information requirements set out in this 
Contract, the Contractor agrees and acknowledges that it shall, at no charge, 
provide timely, full, accurate and complete SME Management Information (MI) 
Reports to the Contracting Authority which incorporate the data described in the 
MI Reporting template which is: 

7.1.1 the total contract revenue received directly on a specific contract; 

7.1.2 the total value of sub-contracted revenues under the contract (including 
revenues for non-SMEs/non-VCSEs); and 

7.1.3 the total value of sub-contracted revenues to SMEs and VCSEs. 

7.2 The SME Management Information Reports shall be provided in the correct format 
as required by the MI Reporting Template and any guidance issued by the 
Contracting Authority from time to time. The Contractor shall use the initial MI 
Reporting Template which is set out in the Annex to this Schedule and which may 
be changed from time to time (including the data required and/or format) by the 
Contracting Authority by issuing a replacement version. The Contracting Authority 
shall give at least thirty (30) days’ notice in writing of any such change and shall 
specify the date from which it must be used. 

7.3 The Contractor further agrees and acknowledges that it may not make any 
amendment to the current MI Reporting Template without the prior written 
approval of the Contracting Authority. 

8 SOCIAL VALUE SPECIAL CLAUSES 

8.1 The Contractor shall, throughout the Contract Period, comply with its social value 
commitments as set out in the Contract Particulars. 

  



 

 

9 PERFORMANCE MONITORING AND CONTRACT MANAGEMENT 

9.1 The Contractor shall, throughout the Contract Period, provide the Services in such 
a manner that at all times meets or exceeds each of the performance indicators set 
out in the Specification.  

9.2 If, in any measured period, the Services fail to meet one or more of such 
performance indicators, then the applicable service credits and/or contract 
management mechanisms shall be implemented by the parties to remedy the 
failure, each as set out in the Specification. 

10 APPLICABLE CONTRACT PROVISIONS 

10.1 The following clauses of Schedule 5 shall not apply to this Call-Off Contract: 

10.1.1 Clause 24 (Termination). 

 

 



 

 

Schedule 4 – Call-Off Terms and Conditions 

 

NEPO505 - Call-Off 
Terms.pdf  

 

 

Schedule 9 (as referred to within the Call-Off Terms and Conditions) is set out below: 

 

NEPO505 - ITT 
Schedule 9 - Allpay.pd



 

 

Schedule 5 – Allpay Limited Terms and Conditions 

 

 

allpay Prepaid 
T&Cs.pdf

 




