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For New Instruments and Existing Instruments:  
 

2.4.4 The Supplier shall use best efforts to achieve an uptime of 98% or better will be achieved on a 
per Instrument basis with 100% uptime being 250 Working Days of normal instrument 
functioning per calendar year. If an Instrument’s uptime drops below 98%, the Authority may 
issue a notice to the Supplier identifying the Instrument which has not achieved 98% uptime and 
stating any other information which may be relevant (“Downtime Notice”).  

2.4.5 Upon receipt of a Downtime Notice, the Supplier shall initiate an improvement-project to 
resolve the issue(s) identified in the Downtime Notice within a maximum of six (6) Working Days 
(“Resolution Time Limit”). 
NOTWITHSTANDING ANYTHING TO THE CONTRARY IN THIS CONTRACT, THE FOREGOING SHALL 
BE THE AUTHORITY’S SOLE REMEDY FOR ANY FAILURE BY THE SUPPLIER TO ACHIEVE 98% 
UPTIME (“UPTIME REMEDY”).  

 
**For the avoidance of doubt, all 48-hour site response times (3Hr Reaction Times) quoted are response 
times during Working Days (Mon-Fri 9am-5pm). If a support call is submitted on a Working Day, the 
Supplier shall respond by phone and attempt to fix the problem within 3 hours of notification. If 
unsuccessful the supplier will make an on-site visit within 48 hours, unless the day following submission 
of such support call is not a Working Day, in which case the Supplier shall respond on the next Working 
Day.  

 

(2.5) Quality Standards & Warranty:  
The Supplier shall maintain and repair the Instruments to the level of OEM manufacture or, where 
applicable, the upgraded and latest specifications as sold/upgraded by the Supplier to the Authority. 

    (2.5.1) Return Conditions:  

N/A 

(2.6) Contract monitoring arrangements: 

2.6.1 The Authority Contract Manager (or their delegate) and the Supplier Contract Manager shall meet 
Monthly (or such other frequency as reasonably requested by the Authority) and no less than 
quarterly (unless otherwise notified by the Authority) to discuss the Supplier’s performance and 
other matters connected to the delivery of the Contract. 

 

(2.7) Management information and meetings: 

2.7.1 At the Authority's request, within five (5) Working Days of such request, the Supplier shall provide 
such management information to the Authority as the Authority may reasonably request from 
time to time (including without limit any information about the Supplier’s supply chain and its 
compliance in relation to sustainability requirements). 

2.7.2 On a monthly basis the Supplier will provide an MI report that includes: 

•List of current equipment ‘Asset Register’ 

•Schedule of the equipment for Planned Maintenance in the forthcoming month 

•Schedule of the completed equipment Planned Maintenance 

•Number of service call outs received with reference to associated equipment serial number 

•Downtime Notice requests received 

•Resolution Time Limit achievement rate 

 
The Contract Managers shall meet no less than quarterly to discuss the operation of this Contract (unless 
otherwise requested by the Authority). 





  

Annex A 
 

Order Specific Key Provisions 

                                           
 

1. Delivery and Risk: 
 
1.1.  The Supplier shall deliver the Services to the locations set out in Annex 2 of this order form and such other 

locations as the Authority specifies from time to time. 
 
1.2.  The Supplier will ensure that the provision of the Services is made in accordance with the terms of this 

Order Form including all Annexes, Appendices the Call-Off Terms and Conditions. 
 
2.  Invoicing Process: 

 
2.1  Payment terms are net 30 days from receipt of a valid quarterly invoice.  
 
2.2  Within 10 Business Days of receipt of the Supplier’s countersigned copy of the Contract, the Authority will 

send a unique purchase order (“PO”) number. The Supplier must be in receipt of a valid PO number before 
submitting an invoice. 

 
2.3 Notwithstanding submission of the Purchase Order to the Supplier, the Authority is only committed to 

purchasing such quantities of the Services as it orders in accordance with this paragraph 2; and submission 
of the Purchase Order to the Supplier shall not constitute commitment on behalf of the Authority to 
purchase Services up to the full Contract Price.  

 
2.4  The Supplier shall provide a consolidated quarterly invoice to the Authority for all Services received and 

accepted by the Authority each quarter. 
 
2.5  All invoices should be sent for approval and must include the proof of delivery to the Authority’s  

designated finance mailbox e-mail:  and their agreed representative (to be 
confirmed at first Supplier meeting) before being submitted for payment. 

 
2.6 All invoices must be sent quoting a valid purchase order number. The Supplier shall provide a current 

statement of accounts on a quarterly basis; this is a standard commercial process and should show all 
invoices raised and amounts outstanding. 

 
2.7 To avoid delay in payment the Supplier shall provide compliant invoices that includes, as a minimum, a 

valid PO number, PO line-item number (if applicable), PO line description, and the details (name and 
telephone number) of the Authority’s authorised representative. Non – compliant invoices will be sent 
back to the Supplier, which may lead to a delay in a payment. 

 
2.8 If you have a query regarding an outstanding payment, please contact our Accounts Payable section by 

email to  
 
 
 
 
 
 












