Customer Service

Definition: Customer Service — the Provider’s performance against all of the required Service Levels (as set
out in column C of the Table in Annex 1 to Appendix 14 (Service Credits) of the Contract)
specified for each of SC8(a), SC8(b), SC9, SC11(a), SC11(b) and SC12 referred to in column A of
that Table (“Required Service Levels”).

Definition: CS Assessment Period — each Month, from November 2020 to July 2021 inclusive.

1.1 In the CS Assessment Period, the Incentive Amount in respect of Customer Service shall be calculated
using the following formula. The Provider shall provide any further information as the Authority may
reasonably require in relation to the calculation:

Formula:

Incentive Amount = CSIT * CSIB

Where:

CSIT = Customer Service Incentive Total (as defined in paragraph 1.2 below)

CSIB = Customer Service Incentive Banding (as set out in the third column of the table in paragraph
1.3 below)

1.2 The Customer Service Incentive Total will be a (R) margin on the Total Monthly Invoice for the CS
Assessment Period and is the total potential value of the Incentive Amount linked to Customer Service
prior to any adjustment in accordance with paragraph 1.3 below.

1.3 In order to calculate the Customer Service Incentive Banding, the performance achieved by the
Provider in respect of the Required Service Levels during the relevant CS Assessment Period shall be
categorised into one of four (4) tranches using the following table:

Customer Service Performance Customer Service Incentive

(Required Service Levels Banding
achieved)

All Required Service Levels 100%
achieved

One Required Service Level not | 75%
achieved

Two Required Service Levels not | 50%
achieved

More than two Required Service | 0%
Levels not achieved

1.4 Paragraphs 1.1 to 1.3 shall be interpreted and applied in accordance with the following worked
example.



Worked Example:

(1) Worked example for illustrative purposes only
CS Assessment Period
Month (Nov 20)
Customer One Required Service Level not achieved
Service
Performance

Total Monthly

£10,000,000

Invoice (£)

Customer (REDACTED)

Service Incentive

Total

Customer Tranche 2 as One Required Service Level not achieved 75%
Service Incentive

Banding

Incentive (REDACTED)

Calculation

TOTAL Incentive Amount (REDACTED)




