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	Expression or Acronym
	Definition

	UKGI
	UK Government Investments

	UKFI
	UK Financial Investments

	FIG
	Financial Institutions Group
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	Milestone
	Description
	Timeframe

	1
	Agree strategy and forward plan
	Within week 1 of Contract Award 

	2
	Provide report detailing candidate details for all three FIG roles
	Within week 4 of Contract Award



[bookmark: _Toc368573038][bookmark: _Toc492393853]STAFF AND CUSTOMER SERVICE
The Authority requires the Potential Provider to provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service to all Parties.
The Potential Provider’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract. 
The Potential Provider shall ensure that staff understand the Authority’s vision and objectives and will provide excellent customer service to the Authority throughout the duration of the Contract.  
[bookmark: _Toc368573039][bookmark: _Toc492393854]service levels and performance
The Authority will measure the quality of the Potential Provider’s delivery by the below KPI’s:
	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	Delivery timescales
	Products to be delivered within timescales as agreed as part of the project plan
	100%

	2
	Handling of candidates
	Candidates to be handled sensitively 
	Absence of any complaints

	3
	Number of candidates recruited
	FIG candidates recruited as needed 
	100%
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On occasions that the Potential Provider visits the premises of the Authority they will abide by the security provisions in place and agree to being escorted at all times whilst on the Authority’s premises.
All Personal Data received by the Potential Provider during the Contract shall be covered by the Data Protection Act 1998 (See Appendix C, paragraph 17)
Where the Potential Provider receives any Personal Data (as defined by the Data Protection Act 1998) (“the Act”)in the performance of the Contract, it shall ensure that it fully complies with the provisions of the Act and only deals with the Data to fulfil its obligations under the Contract. The Potential Provider shall indemnify the Authority for any breach of the Act which renders the latter liable for any costs, claims or expense. In fulfilment of its obligations under the Act the Supplier shall each have systems in place to ensure:
a) Full compliance with the Act
b) Compliance with the Seventh Data Protection Principle which deals with the security of Personal Data
c) The reliability of all its employees who may be involved in processing data
The Potential Provider shall take all reasonable steps to ensure that all its partners’ contractors and agents comply with this clause where they are processing any Personal Data on behalf of the Authority. The Potential Provider shall allow the Authority reasonable access to such information as is necessary to ensure that it is complying with the above provisions and the Act.
Pricing
The Authority requires the Potential Provider to provide pricing information for i) the Horizon scanning exercise and ii) the appointment of a candidate selected from the short list provided by the scoping exercise.
The Authority will not pay the Potential Provider if a candidate is appointed who does not feature on the short list provided.

