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Contract Reference 
 

C105404 

 

 
DATE OF CONTRACT 
 

 
01/03/2023 

 
SERVICE COMMENCEMENT DATE 
 

 
01/03/2023 

 
CONTRACT TERM 

 
1 year commencing 
01/02/2023 
(or as extended in accordance with 
Schedule 1C) 
 

 
COMMISSIONERS 
 
 

 
NHS England 
 
All references to Commissioner or 
Commissioners  under the Contract 
shall be deemed to be references to 
NHS England nonwithstanding that 
the term “Co-ordinating 
Commissioner” also refers to NHS 
England. 
 
 
 

 
CO-ORDINATING COMMISSIONER 
 
See GC10 and Schedule 5C 
 

 
NHS England.  
 
All references to Co-ordinating 
Commissioner under the Contract 
shall be deemed to be references to 
NHS England nonwithstanding that 
the terms “Commissioner” or 
“Commissioners” also refer to NHS 
England. 
 
All rights under the Contract 
reserved to the Coordinating 
Commissioner may be exercised by 
NHS England. 

 
PROVIDER 

 
Integrated Care 24 
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DATE OF CONTRACT 
 

 
01/03/2023 

Principal and/or registered office 
address:  
Kingston House, The Long 
Barrow, Ashford, Kent TN24 0GP 
Company number: 3193182 
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SERVICE CONDITIONS 
 
SC1 Compliance with the Law and the NHS Constitution 
SC2 Regulatory Requirements 
SC3 Service Standards 
SC4 Co-operation 
SC5 Commissioner Requested Services/Essential Services 
SC6 Choice and Referral 
SC7 Withholding and/or Discontinuation of Service 
SC8 Unmet Needs, Making Every Contact Count and Self Care 
SC9 Consent 
SC10 Personalised Care 
SC11 Transfer of and Discharge from Care; Communication with GPs 
SC12 Communicating With and Involving Service Users, Public and Staff 
SC13 Equity of Access, Equality and Non-Discrimination 
SC14 Pastoral, Spiritual and Cultural Care 
SC15 Urgent Access to Mental Health Care 
SC16 Complaints 
SC17 Services Environment and Equipment 
SC18 Green NHS and Sustainability 
SC19 Food Standards and Sugar-Sweetened Beverages 
SC20 Service Development and Improvement Plan 
SC21 Infection Prevention and Control and Staff Vaccination 
SC22 Assessment and Treatment for Acute Illness 
SC23 Service User Health Records 
SC24 NHS Counter-Fraud Requirements 
SC25 Other Local Agreements, Policies and Procedures 
SC26 Clinical Networks, National Audit Programmes and Approved Research 

Studies 
SC27 Formulary 
SC28 Information Requirements 
SC29 Managing Activity and Referrals 
SC30 Emergency Preparedness, Resilience and Response 
SC31 Force Majeure: Service-Specific Provisions 
SC32 Safeguarding Children and Adults 
SC33 Incidents Requiring Reporting 
SC34 Care of Dying People and Death of a Service User 
SC35 Duty of Candour 
SC36 Payment Terms 
SC37 Local Quality Requirements 
SC38 CQUIN 
SC39 Procurement of Goods and Services 
 
Annex A National Quality Requirements 
Annex B Provider Data Processing Agreement  
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GENERAL CONDITIONS 
 
GC1 Definitions and Interpretation 
GC2 Effective Date and Duration 
GC3 Service Commencement 
GC4 Transition Period 
GC5 Staff 
GC6 Intentionally Omitted 
GC7 Intentionally Omitted 
GC8 Review 
GC9 Contract Management 
GC10 Co-ordinating Commissioner and Representatives 
GC11 Liability and Indemnity 
GC12 Assignment and Sub-Contracting 
GC13 Variations 
GC14 Dispute Resolution 
GC15 Governance, Transaction Records and Audit 
GC16 Suspension 
GC17 Termination 
GC18 Consequence of Expiry or Termination 
GC19 Provisions Surviving Termination 
GC20 Confidential Information of the Parties 
GC21 Patient Confidentiality, Data Protection, Freedom of Information and 

Transparency 
GC22 Intellectual Property 
GC23 NHS Identity, Marketing and Promotion 
GC24 Change in Control 
GC25 Warranties 
GC26 Prohibited Acts 
GC27 Conflicts of Interest and Transparency on Gifts and Hospitality 
GC28 Force Majeure 
GC29 Third Party Rights 
GC30 Entire Contract 
GC31 Severability 
GC32 Waiver 
GC33 Remedies 
GC34 Exclusion of Partnership 
GC35 Non-Solicitation 
GC36 Notices 
GC37 Costs and Expenses 
GC38 Counterparts 
GC39 Governing Law and Jurisdiction 
 
Definitions and Interpretation 
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CONTRACT 
 
Contract title: …National Service Adviser Module Support…. 
 
Contract ref: …C105404………………..…. 
 
This Contract records the agreement between the Commissioners and the Provider and 
comprises  

 
1. these Particulars, as completed and agreed by the Parties and as may be varied from time 

to time in accordance with GC13 (Variations); 
 
2. the Service Conditions (Full Length), as published by NHS England from time to time at: 

https://www.england.nhs.uk/nhs-standard-contract/; 
 

3. the General Conditions (Full Length), as published by NHS England from time to time at: 
https://www.england.nhs.uk/nhs-standard-contract/. 

 
Each Party acknowledges and agrees  
 
(i) that it accepts and will be bound by the Service Conditions and General Conditions as 

published by NHS England at the date of this Contract, and  
 
(ii) that it will accept and will be bound by the Service Conditions and General Conditions 

as from time to time updated, amended or replaced and published by, NHS England 
pursuant to its powers under Regulation 17 of the National Health Service 
Commissioning Board and Clinical Commissioning Groups (Responsibilities and 
Standing Rules) Regulations 2012, with effect from the date of such publication.   

 
 
IN WITNESS OF WHICH the Parties have signed this Contract on the date(s) shown below 
 

SIGNED by JULIAN KELLY for 
and on behalf of NHS England: 

 
 
 
 
 
 
 
 
 
 
 

 
SIGNED by Dr Andrew Catto for 

and on behalf of INTEGRATED 
CARE 24 LIMITED: 
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Provider Representative 
 
See GC10.3 

Robert McEwan 
Chief Operating Officer 
Integrated Care 24 
Kingston House  
The Long Barrow 
Ashford 
Kent  
TN24 0GP 
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SCHEDULE 1 – SERVICE COMMENCEMENT 
AND CONTRACT TERM 

 
A. Conditions Precedent 

 
 
The Provider must provide the Co-ordinating Commissioner with the following documents: 
 

 
1. Evidence of appropriate Indemnity Arrangements 
 

 
 
 
2. Evidence of CQC registration in respect of Provider and Material Sub-

Contractors (where required) 

 
 
 
 
3. Evidence of the Provider Licence in respect of Provider and Material Sub-

Contractors (where required) 

 
 
 
The Provider must complete the following actions: 
 

 
Supply an exit plan to the Commissioner in a form that is satisfactory to the Commissioner 
to be inserted at Schedule 2 I 
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SCHEDULE 1 – SERVICE COMMENCEMENT 
AND CONTRACT TERM 

 
C. Extension of Contract Term 

 
 

1. The Commissioners may opt to extend the Contract Term by two separate consecutive 12-
month periods. 
 

2. If the Commissioners wish to exercise the option to extend the Contract Term, the Co-
ordinating Commissioner must give written notice to that effect to the Provider no later than 
3 months before the original Expiry Date. 
 

3. The option to extend the Contract Term may be exercised: 
 
3.1  As per paragraph 1 above, and only on or before the date referred to in paragraph 2 

above; 
 

3.2  only by all Commissioners; and 
 

3.3  only in respect of all Services. 
 

4. If the Co-ordinating Commissioner gives notice to extend the Contract Term in accordance 
with paragraph 2 above, the Contract Term will be extended by the period specified in that 
notice and the Expiry Date will be deemed to be the date of expiry of that period. 
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Hours of 
Operation 

Integrated Care 24  shall deliver the service on a 24/7 basis 365 days a year. 
In the event that demand profiles do not warrant 24/7 operation, the NHS 
England may request that that the service hours are reduced. If required,  
Integrated Care 24 shall deliver a service within NHS England’s specified 
hours extending resources beyond the specified close time to ensure that all 
cases are cleared from the queues prior to closure. 
 

Operating Model Call Handling 
Integrated Care 24 shall work with NHS England to establish the demand 
profile for Service Adviser Module eligible callers and develop rosters to 
match. This is likely to mean that working hours and call arrival patterns will 
be at peak times, and the shifts of the staff servicing these calls are likely to 
match the high demand profile 
 
Clinical 
Integrated Care 24 shall implement a call handling model as set out in the 
2017 IUC Service Specification. Integrated Urgent Care Clinical Assessment 
Services will be available for onward transfer should a patient require clinical 
intervention/advice.  
 
The Service Adviser Module support service will have an associated clinical 
capacity (see section on Workforce). This will include but not limited to, 
clinical floor walkers who will be available to take questions from Service 
Advisors/Health Advisors (whilst putting the caller on hold) relating to the 
CRM/workforce management tool, questions around the medication, spelling, 
generic /pharmaceutical names and questions around the NHS Pathways 
screens and questions. 

 
The Service Adviser Module support Service will require a Health Advisor / 
clinical queue to be set up by Integrated Care 24, should patients require 
transfer into the health advisor workflow.   

 
Technical Telephony  

NHS England will deliver calls to Integrated Care 24s via the local ADC or 
SVCC the following skills sets in the phone network. 

• Repeat prescription. 
• Dental Problems. 
• Minor Injuries. 

• Service Advisors will be allocated all of the aforementioned skill sets. 
• Service Advisors will get a whisper informing of the call type. 
• DDI for Language Line calls on this service (if required). 
• Clinical Floorwalkers must have access to the Telephony System. 
• Calls will be delivered to designated delivery numbers specified by 

Integrated Care 24. 
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• Uninterruptable announcement when call arrives at the Integrated Care 
24 network. It is required to say: 

 
“Calls are recorded and monitored for quality and safety purposes. 
Details of your call will be shared with other healthcare providers so that 
we can provide you with this service. For more information about how we 
use information please ask the call handler”. 
 

Additional requirements 
• Any workflow system changes made as part of this programme go 

through a full UAT prior to go live. 
• All services must have functionality to record calls into the service and 

any enquiry calls made to supervisors and/or clinicians. 
• All services must have the ability to conference in then transfer the call to 

999. 
 
Sub-contractor requirements 
• Integrated Care 24 shall ensure that sub-contractors adhere to the same 

requirements as set out in the 2017 IUC Service Specification. 
• Must be on the HSCN network link. 
• Must be able to access the same instance of the workflow system. 
• All clinicians must be able to access the same instance of the workflow 

system. 
• Any data is repatriated by the data controller on termination or expiry of 

the contract. 
 

Registration Authority 
Integrated Care 24 shall be responsible for Registration Authority (RA) 
functions. Any sub-contracted providers should also be managed using the 
same RA process.  

 
Timeframes to introduce smartcards for all staff on this programme should be 
built into the programme timeline – min 5 days in mobilisation phase of this 
service. 
 
The preference of NHS England would be for virtual smartcards to be used 
but a back-up of smartcard with readers should be planned, to ensure EPS 
can be accessed. 
 
Equipment 
Integrated Care 24 shall ensure the suitability of all equipment utilised by call 
agents for service delivery and shall ensure that homeworking staff connect 
remotely via secure VPN, with no data at rest on the device and compatible 
with chosen workflow system. 
 
All call agents must register for an NHS Mail email account to access the 
required systems for these services. The existing process for Service 
Providers requesting these nhs.net accounts for call agents will be the same 
route used in these services. 

 
Clinical Decision Support System 
Integrated Care 24 will be required to adhere to the terms of the NHS 
Pathways “licence to use” and any extant easements.  

 
Directory of Service (DoS) 

 
Integrated Care 24 shall ensure that the DoS is sufficiently updated with the 
national and local DoS teams so that appropriate services in all areas are 
accessible. 
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All local workarounds will need to be embedded into the DoS. 
Integrated Care 24 shall configure the workflow system functionality to make 
clinical staff available across the provider network and implement the ability 
to move cases to the receiving CAS using DOS. 
 
The DoS should be updated to support onward referral across the entire 
country, it would be advisable to ensure there is DoS support within the 
project team set up to manage across a multiplier provision. 
 
Should DoS endpoints not be available then Integrated Care 24 shall make 
provision for cases to go to a clinician/ clinical queue and plan for this 
eventuality. Consideration is required as to how Integrated Care 24 would 
implement clinical service referrals to external services. 
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SCHEDULE 2 – THE SERVICES 
 

Ai. Service Specifications – Enhanced Health in Care Homes 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

Aii. Service Specifications – Primary and Community Mental Health 
Services 

 
 

 
Not Applicable 
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B. Indicative Activity Plan 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

C. Activity Planning Assumptions 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

D. Essential Services (NHS Trusts only) 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

E. Essential Services Continuity Plan (NHS Trusts only) 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

F. Clinical Networks 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

G. Other Local Agreements, Policies and Procedures 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

H. Transition Arrangements 
 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

I. Exit Arrangements 
 
 
 
It is a Condition Precedent that the Provider must supply an exit plan to the Commissioner 
in a form that is satisfactory to the Commissioner.  
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SCHEDULE 2 – THE SERVICES 
 

J. Transfer of and Discharge from Care Protocols 
 
 

 
The Provider has a responsibility to ensure the onward referral of patients to the 
most appropriate, available service as per the directory of service  and the transfer 
of appropriate supporting information to those parties involved in providing direct 
patient care. 
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SCHEDULE 2 – THE SERVICES 
 

K. Safeguarding Policies and Mental Capacity Act Policies 
 
 

 
 

Mental Capacity Act 
and Deprivation of L    

 
 

Safeguarding 
Adults at Risk Policy 

 
 

Safeguarding 
Children’s Policy V1.
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SCHEDULE 2 – THE SERVICES 
 

L. Provisions Applicable to Primary Medical Services 
 
 

 
 
This embedded schedule outlines those elements which are part of an Integrated Urgent 
Care (IUC) service provision which are classed as primary medical services and 
commissioned under S 83 of the 2006 Act. IUC delivers services 24/7 and as such now 
encompasses those services which were previously delivered under the title of ‘Out of 
Hours’ services, that is, those services designed to provide primary medical services 
outside of the core operating hours of general practice. 
 
The provisions of the embedded schedule are incorporated into this Contract as operative 
contractual terms. 
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SCHEDULE 2 – THE SERVICES 
 

M. Development Plan for Personalised Care 
 

 
Not Applicable 
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SCHEDULE 2 – THE SERVICES 
 

N. Health Inequalities Action Plan 
 
 
 

 

Health Inequalities 
Plan for the Nationa    

 
 
At IC24 we are committed to ensuring inclusivity and belonging is brought to life and 
integrated as a core part of the work we do and the services we deliver on a daily basis.   
We are on a journey to create a culture where everyone is included and has a personal 
sense of belonging.   
 
Our Inclusion and Belonging Strategy was launched in September 2021 and the first year 
focused on building a sustainable culture and structure on which we can continually 
develop our diversity and inclusion agenda.  A key part of the strategy was the formation of 
Colleague Resource Groups (CRGs) covering the following areas:  
 

• Brave women.   
• Disability Confident.   
• Cultural Inclusion.   
• LGBTQ + Friends.   

 
We provide inclusive learning experiences covering a variety of topics including white 
allyship and Trans 101 awareness.  We are continuing our inclusive learning journey by 
creating our own learning material for new starters and colleagues.  This includes equality, 
diversity and inclusion training as part of our essential learning requirement and training on 
ZOUD (zone of uncomfortable debate) which supports our colleagues to have difficult 
conversations within a safe space.   
 
Using the Disability Smart Framework from our membership with The Business 
Development Forum, we are working to achieve Disability Confident Level 2 – Confident 
Employer.  We have champions in place leading work streams covering - Accessibility 
(Premises and Digital), Colleague Experience (including Education, Awareness and Policy 
refinement), Pre-Employment and Recruitment. 
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SCHEDULE 3 – PAYMENT 
 

A. Local Prices 
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SCHEDULE 3 – PAYMENT 
 

B. Local Variations 
 
 
 

 
Not Applicable 
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SCHEDULE 3 – PAYMENT 
 

C. Local Modifications 
 
 
 

 
Not Applicable 
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SCHEDULE 3 – PAYMENT 
 

D. Aligned Payment and Incentive Rules 
 
 

 
Not Applicable.  
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SCHEDULE 3 – PAYMENT 
 

E. CQUIN 
 
 

 
Not Applicable 
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SCHEDULE 3 – PAYMENT 
 

F. Expected Annual Contract Values 
 
 

  
                                  Not Applicable 
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SCHEDULE 3 – PAYMENT 
 

G. Timing and Amounts of Payments in First and/or Final Contract 
Year 

 
 

 
1. Payment by the Commissioner to the Provider of amounts due in accordance 

with the provisions of Schedule 3A will be made monthly, mid-month for the 
month in progress: 

 
• Month 1 - 1st payment will be made mid-March 2023, following receipt of invoice 

for the number of Calls assumed by the relevant Monthly Indicative Activity Plan. 
 

• Month 2 - 2nd payment will be made mid-April 2023, following receipt of invoice for 
the number of Calls assumed by the relevant Monthly Indicative Activity Plan. 
 

• Month 3 - 3rd payment will be made mid-May 2023 for the number of Calls 
assumed by the relevant Monthly Indicative Activity Plan  adjusted for any over or 
under payments in months 1 and 2 as calculated in accordance with a 
reconciliation carried out in accordance with Schedule 3A. 
 
 

• Month 4 - 4th payment will be made mid June 2023 for the number of Calls 
assumed by the relevant Monthly Indicative Activity Plan  adjusted for any over or 
underpayments for month 3 as calculated in accordance with a reconciliation 
carried out in accordance with Schedule 3A. 
 

 
2. Payments between July 2023 (month 5) onwards during the Contract Term will 

follow the same sequence  and methodology as the month 4 payment. 
 

3. Subject to the provisions of paragraph 4 of this Schedule 3G if the Contract is 
extended payments will continue as described in month 4.  

 
 

4 In this Contract a reference to a month is that portion of any calendar month falling 
within the Contract Term. 
 

5 Where the Service Commencement Date does not fall on the first day of a month 
then Month 1 of the Contract shall be that period remaining within the calendar 
month in which the Service Commencement Date falls and the final month of the 
Contract Term (save where the Contract is terminated early) shall be that portion of 
the final calendar month preceding the expiry of the Contract Term 
 

6 Following termination or expiry of this Contract payment will be made within 10 
working days by either Party (as applicable) to the other of any sum due for any 
shortfall or excess of Calls Answered  (as applicable) in the last month that the 
Contract was in force as determined following a reconciliation out in accordance 
with Schedule 3A  of the Calls Answered in the last month that the Contract was in 
force prior to such termination or expiry. 
 

7 Paragraph 6 of this Schedule 3G shall survive the expiry or termination of this 
Contract howsoever caused and shall continue in full force and effect. 
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SCHEDULE 6 – CONTRACT MANAGEMENT, REPORTING AND 
INFORMATION REQUIREMENTS 

 
F. Data Processing Services 

 
 

 
 

Not Applicable 
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SCHEDULE 7 – PENSIONS 
 
 
 

Not Applicable 
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SCHEDULE 8 – JOINT SYSTEM PLAN OBLIGATIONS 
 
 
 

Not Applicable 
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