1. [bookmark: _Toc460415347][bookmark: h.279ka65]FRAMEWORK SCHEDULE 4: LETTER OF APPOINTMENT AND CALL-OFF TERMS 
Part 1:  [bookmark: h.meukdy]Letter of Appointment
[bookmark: h.36ei31r][bookmark: h.1ljsd9k]Lot 11 - International
[bookmark: h.45jfvxd] 
[bookmark: h.2koq656]Dear Sirs
[bookmark: h.zu0gcz]
[bookmark: h.3jtnz0s]Letter of Appointment
CCCO17A58 Tunisian Economic Reform Communications Campaign
[bookmark: h.1yyy98l]
[bookmark: h.4iylrwe]This letter of Appointment is issued in accordance with the provisions of the Framework Agreement (RM3796) between CCS and the Agency dated 16th January 2017.
[bookmark: h.2y3w247]Capitalised terms and expressions used in this letter have the same meanings as in the Call-Off Terms unless the context otherwise requires.
[bookmark: h.1d96cc0]
	Order Number:
	To be confirmed

	From:
	The Cabinet Office with offices at REDACTED

	To:
	M&C Saatchi UK PLC with offices at REDACTED


 
	Effective Date: 
	27th November 2017

	Expiry Date:
 
 
	End date of Initial Period 26th November 2018
End date of Maximum Extension Period 26th November 2019
Minimum written notice to Agency in respect of extension: 1 month


 
	Relevant Lot:
	Lot 11 - International

	Services required:
 
 
	Set out in Section 2 (Services offered) and refined by:
the Client’s Brief attached at Annex A and the Agency’s Proposal attached at Annex B; and
The Parties may enter into such Statements of Works as are agreed between the Parties under Clause 1.2. All call-off work must be agreed between both Parties using the Statement of Work, or another briefing template mutually agreed between both Parties.


 
	Key Individuals:
	For the Client 
REDACTED 
For the Agency 
REDACTED 

	Guarantor(s)
	N/A


 
	Call Off Contract Charges (including any applicable discount(s), but excluding VAT):
	Payment will be made in line with the rate card below. Rates must remain firm for the entire contract period and any extensions to it.
REDACTED 
Invoices should be submitted on a monthly basis to the REDACTED in UK pound sterling.
The total value of this contract including the extension period shall not exceed £250,000.00 This is a call off contract and there is no guarantee of spend. 
Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables.
Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs.
All payments shall be made in UK pound sterling.
No Travel and Subsistence will be paid for when delivering this contract. 


	Insurance Requirements
	None in addition to the Framework Terms and Conditions.

	Client billing address for invoicing:
	REDACTED


 
	Alternative and/or additional provisions:
	N/A 


 
[bookmark: h.2ce457m]FORMATION OF CALL OFF CONTRACT
[bookmark: h.rjefff]BY SIGNING AND RETURNING THIS LETTER OF APPOINTMENT (which may be done by electronic means) the Agency agrees to enter a Call-Off Contract with the Client to provide the Services in accordance with the terms of this letter and the Call-Off Terms.
[bookmark: h.3bj1y38]The Parties hereby acknowledge and agree that they have read this letter and the Call-Off Terms.
[bookmark: h.1qoc8b1]The Parties hereby acknowledge and agree that this Call-Off Contract shall be formed when the Client acknowledges (which may be done by electronic means) the receipt of the signed copy of this letter from the Agency within two (2) Working Days from such receipt.
[bookmark: h.644awqurwoge] 
For and on behalf of the Agency:                            		For and on behalf of the Client:
Name and Title:      REDACTED                                                     Name and Title: REDACTED
Signature:                  REDACTED                                                  Signature: REDACTED
Date:                                                                           		 Date: 
[bookmark: h.2pta16n] 
[bookmark: _Toc460415348]
Annex A
Client Brief

[bookmark: _Toc493233586]definitions 
	Expression or Acronym
	Definition

	GCSKC
	means Government Communications Service Knowledge & Capability

	GoT
	means Government of Tunisia

	TERCC
	means Tunisian Economic Reform Communications Campaign

	NDA
	means Non-Disclosure Agreement


[bookmark: _Toc493233587]scope of requirement 
[bookmark: _Toc368573031]The scope of this contract will include:
Concept development using existing audience insight and requirements laid out by GCSKC team in Tunis. 
Creative production across various formats (digital, radio and print advertisements, etc.), specifically the creation of initial concepts and, upon approval, the production of finalised content.
Development and implementation of a targeted social media and PR strategy to cover relevant digital, print, radio and TV channels.
Regular progress reports to and/or status meetings with the Client on the status of creative development and production, with a particular emphasis on communicating the risk of any potential delays in work in a timely manner so that the impact of these delays on the overall project can be minimised
Holding a comprehensive end-campaign review, including a report to scrutinize Agency performance against agreed upon campaign requirements and timetable. This review should also cover overall campaign performance using data supplied by media buyers and research agencies.
Work closely with and coordinate timings and supply of content with other partners on the project, including media buying/PR and research agencies.
Establishing and maintaining rigorous controls to ensure that agreed upon levels of confidentiality/non-disclosure are maintained by the Agency and any partners they work with. 

The Agency will have a base in Tunis, with a sufficient level of resources with good understanding of the Tunisian media market and the Tunisian dialect of Arabic. 
As the campaign is targeted towards the Tunisian public, content will be primarily in Tunisian Arabic. However, the Client may decide to translate all or certain assets into French or English.
The Agency will not be required to conduct audience insight research, creative testing or media buying.
[bookmark: _Toc493233588]The requirement
[bookmark: _Toc368573032]The Agency must develop and deliver an overarching multi-channel national communications campaign with the following objectives:
To build understanding of the country’s economic structure and the Government’s strategy for economic reforms among the Tunisian public. 
To improve public awareness of the Government’s role in actively planning and delivering the economic reforms.
To improve awareness and understanding of the economic environment in Tunisia. 
Using the existing Audience insight provided by the Client, these requirements will be measured using the following campaign KPI’s:
· Have you heard or seen anything about Government plans to reform the public sector? – Proposed increase of REDACTED among 18 to 35 year olds.
· Are you aware of the Government’s strategy for Economic Development (Tunisia 2020)? - Proposed increase of REDACTED among 18 to 35 year olds.
· [bookmark: _GoBack]Reduced levels of belief that economic reforms will benefit others but not ‘people like them’ – Proposed reduction of REDACTED among 18 to 35 year olds.
Dependant on funding, the Agency will also be required to deliver a second phase of targeted communications campaigns against specific economic reforms. However the second phase of the campaign will focus on informing about the specific details of the Government’s reform policies and the timetable of their implementation, while continue to emphasise the benefit to the country’s long term prosperity.
The initial phase of work will focus on content at Tunisian youth aged between 18 and 35 but for later phases the audience may be expanded to other segments of the Tunisian public depending on the area of reform it covers.
[bookmark: _Toc493233589]key milestones
The Agency should note the following project milestones that the Client will measure the quality of delivery against:
	Milestone
	Description
	Timeframe

	1
	Inception meeting
	Within week 1 of Contract Award

	2
	Delivery of a communications/messaging strategy and implementation plan 
	Within week 4 of Contract Award 

	3
	Production and sign off of required creative assets
	Within week 10 of Contract Award

	4
	Campaign launch
	By week 11 of Contract Award



[bookmark: _Toc493233590][bookmark: _Toc368573033]Client’s responsibilities
The Client and partners in the GoT will support the Agency in developing and delivering this campaign. GCSKCU will particularly support on digital delivery, including providing approvals and feedback throughout the process as well as facilitating partnerships and connections within the GoT. GCSKC will also act as a primary point of contact and will be on call to troubleshoot and provide insight as needed. 
[bookmark: _Toc493233591]reporting
[bookmark: _Toc368573034]The Client requires regular updates and review meetings throughout the concept creation phase, ideally face to face meeting will occur on at least a biweekly basis when required. In additional to face to face meetings, throughout the campaign the Client requires at least one weekly status update call with the Agency, excluding periods where the teams may be out of office for extended periods (Christmas and New Year period). The Agency must be available to provide representatives as required for any such meeting. These meetings shall be held in Tunis.
A final post – campaign report will be produced by the Agency using their own information on their performance against agreed delivery milestones and deadlines. The report must also use data from the media buyer and research agency to analyse overall campaign performance.
[bookmark: _Toc493233592]volumes
One campaign per phase running on multiple channels, potentially at the same time. Currently one phase is confirmed but there is scope for future phases; this will be confirmed in 2018.
[bookmark: _Toc493233593]Continuous improvement 
The Agency is expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.
The Agency should present new ways of working to the Client during quarterly Contract review meetings.
Changes to the way in which the services are to be delivered must be brought to the Client’s attention and agreed prior to any changes being implemented.
[bookmark: _Toc493233594]Sustainability
[bookmark: _Toc368573036]Wherever possible The Agency should give consideration to the environmental impact of activities associated with the campaign. 
[bookmark: _Toc368573038][bookmark: _Toc493233597]STAFF AND CUSTOMER SERVICE
[bookmark: _Toc368573039]The Client requires the Agency to have a base in Tunis with a sufficient level of locally engaged staff resource throughout the duration of the TERCC Contract in order to consistently deliver a quality service to all Parties. 
The Agency’s staff assigned to the TERCC Contract shall have the relevant experience to deliver the contract. 
The Agency shall ensure that staff understand the Client’s vision and objectives provide excellent customer service to the Client throughout the duration of the contract.  
[bookmark: _Toc493233598]service levels and performance
The Client will measure the quality of the Agency’s delivery by:
	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	Delivery timescales
	Campaign milestones to be completed within set deadlines. Adherence to contract milestones. 
	100%

	2
	Response timescales
	Resolutions to queries from the Client shall be received within 2 working days
	100%

	3
	Reach and engagement of communications
	Communications activity to meet the benchmarks for success set by the GCSKC’ team based on existing insight Campaign KPIs as mentioned in 6.1.4
	80%



[bookmark: _Toc368573040]For the purposes of contract monitoring, representatives of the Agency will routinely report to the Designated Officer on the performance of the contract.
Where the Client identifies poor performance against the KPIs, the Agency shall be required to attend a performance review meeting. The performance review meeting shall be at an agreed time no later than 5 working days from the date of notification at the Client’s premises.
The Agency will provide a full incident report which describes the issues and identifies the causes. The Agency will also be required to prepare a full and robust ‘Service Improvement Action Plan’ which sets out its proposals to remedy the service failure. The Service Improvement Plan shall be subject to amendment following the performance review meeting and agreed by both parties prior to implementation.
The Client will work with the Agency to resolve service failure issues. However, it will remain the Agency’s sole responsibility to resolve any service failure issues.
Where the Agency fails to provide a Service Improvement Plan or fails to deliver the agreed Service Improvement Plan to the required standard, the Client reserves the right to seek early termination of the contract in accordance with the procedures set out in Annex D - Terms and Conditions.
The Agency is responsible for the performance of the Contract by any sub-contractors or other agents working on their behalf. The Agency is to deal with any issues relating to any sub-contractors or other agents working on behalf of the Agency, this however does not exclude sub-contractors or other agents working on behalf of the Agency from attending any Contract Monitoring meeting or contributing to any report where it is appropriate for such sub-contractors or other agents to do so.
If any sub-contractors or other agents working on behalf of the Agency are found unsuitable, for whatever reason, the Agency is to engage with the relevant sub-contractors or other agents to broker a resolution.
[bookmark: _Toc493233599]Security requirements
[bookmark: _Toc368573041]The Agency will not disclose the content and implementation of the project or the sensitive information, which is exchanged between the Parties to a third party (persons or organisations) without the written consent of the Client (GCSKC / Cabinet Office). The principle of confidentiality shall continue even after the tender process or termination of the contract.  
[bookmark: _Toc493233600]intellectual property rights (ipr)
Creative concepts developed by the Agency for this campaign will become the property of the Client to use as they see fit. Furthermore, the Agency should not provide the creative concept to other client’s or use it elsewhere in a way that could compromise the message of this campaign. 
[bookmark: _Toc368573043][bookmark: _Toc493233602]Location 
The location of the services will be carried out in Tunis, Tunisia. There will be no requirement for the Agency to travel throughout the duration of the contract.
[bookmark: _Toc460415349]
Annex B
[bookmark: h.3oy7u29]Agency Proposal
[bookmark: h.14ykbeg]REDACTED






















ANNEX C
Statement of Works
[bookmark: h.j8sehv]To be agreed as required 

Part 2:  Call-Off Terms
Annex D-Terms and Conditions
RM3796 – Communication Services                                                                                                                                                  		                                    Letter of Appointment r
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