
Schedule 16 Contract Management, Information and Reporting 

SCHEDULE 16 

Contract Management, Information and Reporting 

1. Introduction 

1.1 This Schedule 16 sets out the: 

(A) contract management procedures that will be used by the Parties to manage the 
relationship between: 

(1) TTL, TTL Personnel and relevant members of the: 

(a) TfL Group; 

(b) Interested Parties; 

(c) Other Service Providers; 

(d) Insurance Provider; and 

(2) the Service Provider; and 

(B) Management Information and reporting requirements, with which the Service Provider 
shall comply during the Term. 

1.2 The objective of this Schedule 16 is to ensure that a successful working relationship is 
maintained between the Parties during both the Implementation Phase and Operational 
Phase, so as to enable: 

(A) the implementation of the Scheme Assets, Service Systems and Services in a timely 
manner and, in any event, in accordance with the: 

(1) Milestones and Milestone Dates; and 

(2) the Implementation Plan; 

(B) TTL to monitor the Service Provider's performance of the Services throughout the 
Term; 

(C) The proactive progression of innovation and continuous improvement. 

2. Conduct of Contract Management Meetings 

2.1 Both Parties shall ensure that meetings are attended by Representatives of the relevant 
Party set out in: 

(A) Table 1(a) (Management Team and Management Team Meetings); 

(B) Table 1(b) (Programme Board and Programme Board Meetings); 

(C) Table 2(a) (Joint Operational Board and Joint Operational Board Meetings); 

(D) Table 2(b) (Performance Board and Performance Board Meetings); 

(E) Table 3(a) (Joint Change Board and Joint Change Board Meetings); 

(F) Table 3(b) (Commercial and Contract Meeting);  
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(G) Table 3(c) (Functional Review Sessions), and 

(H) Table 4 (Scheme Review Meeting) 

and such other persons as may be agreed between the Parties or TTL may reasonably 
require from time to time. 

2.2 TTL or relevant members of TTL Personnel, shall, subject to the prior consent of the 
Service Provider (such consent not to be unreasonably withheld or delayed), have the right 
to invite members of: 

(1) Interested Parties; 

(2) Other Service Providers; 

(3) the Insurance Provider;  

(4) the Sponsor, and 

(5) sub-contractors and Key Sub-Contractors. 

to any of the meetings set out in this Schedule 16. 

2.3 All meetings shall be held in London or at such other venue as may be agreed between the 
Parties prior to the relevant meeting. 

2.4 A member of the Service Provider Personnel shall: 

(A) record minutes of each meeting; 

(B) obtain formal approval of the content of the recorded minutes from TTL prior to formal 
circulation;  

(C) circulate the minutes to the attendees (including TTL Representatives) for review;  

(D) create, update and maintain an action log detailing actions and key decisions agreed 
at each meeting; 

(E) obtain formal approval of the content of such action log from TTL prior to formal 
circulation; and 

(F) such actions shall only be deemed closed when the Parties have agreed them to be 
closed: 

(1) at a relevant meeting; or 

(2) expressly in writing. 

3. Implementation Phase 

3.1 Within thirty (30) calendar days of the Contract Commencement Date, the: 

(A) Service Provider shall: 

(1) ensure that Service Provider Personnel are assigned to each of the Key 
Personnel roles set out in Schedule 21 (Key Personnel); and 
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(2) in particular, nominate a Programme Manager to ensure the Service 
Provider’s compliance with its obligations under this Schedule 16; and  

(B) Parties shall: 

(1) update and maintain the: 

(a) Joint BAU Incident Log; and 

(b) Joint BAU Risk Register; 

(2) establish the: 

(a) Management Team; and 

(b) Programme Board, 

having the role and responsibilities and comprising the Representatives set 
out in: 

(i) Table 1(a) (Management Team and Management Team 
Meetings); and 

(ii) Table 1(b) (Programme Board and Programme Board 
Meetings); and 

(3) hold the initial meetings of the Management Team and Programme Board. 

Table 1(a) – Management Team and Management Team Meetings 
Role For TTL and the Service Provider management team to: 

1 Review progress of the Service Provider against the Implementation 
Plan; 

2 Review, agree and escalate risks, issues and mitigating actions; and 
3 Make programme decisions. 
 

Responsibility 1 Monitor progress against the ImplementationPlan and Milestones; 
2 Monitor the Service Provider and TTL dependencies; 
3 Review and mitigate risks; 
4 Manage and resolve issues escalated to the Management Team; 
5 Review levels of TTL and Service Provider Personnel and resources 

assigned to the provision of the Services; 
6 Review Change Control Requests and Impact Assessment appraisals; 
7 Review quality of the Deliverables and Services;  
8 Review and agree scope of the Services; 
9 Review periodic work done report; 
10 Agree items that require escalation for resolution at the Programme 

Board; and 
11 Disseminate agreed decisions from the Programme Board. 
 

Chair (Joint) 1 Programme Manager (Service Provider); and 
2 Head of Delivery (TTL). 
 

Frequency and 
Timing 

Weekly  or as otherwise agreed by TTL. 

Attendees  
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TTL 1 Head of Delivery 
2 Project Manager 
3 Operations Representative (x2) 
4 IM Representative 
5 PMO Representative (x2) 
6 On-street Representative (x2) 
7 Commercial Representative 
Other Representatives shall attend as and when required. 
 

Service 
Provider 

1 Programme Manager 
2 Transformation Representative  
3 Operations Representative  
4 IM Representative  
5 PMO Representative (x2)  
6 On-street Representative (x2)  
7 Planner  
8 Commercial Representative  
 

Decision 
Making 

Programme Manager and Head of Delivery are the decision makers for the 
Management Team meeting and shall make decisions based on advice from 
other Representatives of the Management Team. 
 

Inputs 1 Meeting reports issued via Sharepoint and email 
2 Planning 4 week look ahead report 
3 Risk Register 
4 Milestone tracker 
5 Level 0 Strategy Plan 
6 Periodic value of work done report 
7 Any other information reasonably required by TTL for the monitoring of 

the Service Provider’s performance 
 

Outputs 1 Actions and decisions list from the Management Team meeting. 
2 Input to Programme Board report. 
 

 

Table 1(b) - Programme Board and Programme Board Meetings 
Role 1 Provide challenge and direction on the LCHS programme.  

2 Discuss key risks and issues that require executive level attention, and 
where possible, identify and agree solutions. 

3 Obtain executive level assurance that work streams within the LCHS 
programme are progressing in accordance with the Implementation 
Plan. 

4 Review and drive progress in developing innovation and continuous 
improvement 

Responsibility 1 Make strategic decisions during the different phases of the LCHS 
programme. 

2 Review and challenge any significant delay or expected delay to agreed 
Milestones. 

3 Provides strategic advice, guidance and decision making support to 
Service Provider and TTL project teams. 

4 Consider emerging requirements and discuss matters arising from 
external forums. 

5 Review management and commitment from Key Sub-Contractors. 
6 Makes decisions on Change Control Requests and Impact Assessment 

forms escalated from the Management Team. 
7 Review and agree levels of TTL and Service Provider Personnel and 
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resource where required. 
8 Identify opportunities for continuous improvement and cost reductions 

across the Services. 
9 Confirm the decision to be disseminated from the Programme Board to 

the Management Team meeting. 
10 Review and drive progress on innovation and continuous improvement, 

making decisions to enable progress. 
 

Chair 1 Contract Director (Service Provider) 
2 General Manager (TTL) 
 

Frequency and 
Timing 

Every 4 weeks  or as otherwise agreed by the Parties. 

Attendees  

TTL 1 General Manager 
2 Head of Operations 
3 Head of Delivery 
4 Head of IM 
5 Project Manager 

 
Service 
Provider 

1 Contract Director 
2 Programme Manager 
3 IT Delivery Manager 
4 Operations Director  
5 Senior PMO Representative  

 
Decision 
Making 

Contract Director and General Manager are the decision makers for the 
Programme Board and shall make decisions based on advice from other 
Representatives at the Programme Board. 
 

Inputs 1 Joint Highlight Report 
2 Level 0 Plan 
3 Ad hoc papers 
 

Outputs 1 Actions and decisions list from the Project Board. 

 
4. Operational Phase 

4.1 Within thirty (30) calendar days of the relevant Planned Operational Commencement Date, 
the: 

(A) Service Provider shall: 

(1) ensure that Service Provider Personnel are assigned to each of the Key 
Personnel roles set out in Schedule 21 (Key Personnel); and 

(2) in particular, nominate a Contract Director to: 

(a) ensure the Service Provider’s compliance with its obligations under 
this Schedule 16; and 

(b)  escalate operational risks and Incidents to the Management Team; 

(B) Parties shall: 
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(1) update and maintain the: 

(a) Joint BAU Incident Log; and 

(b) Joint BAU Risk Register; 

(2) establish the: 

(a) Joint Operational Team; and 

(b) Performance Board, 

having the role and responsibilities and comprising the Representatives set 
out in: 

(i) Table 2(a) (Joint Operational Team and Joint Operational 
Team Meetings); and 

(ii)  Table 2(b) (Performance Board and Performance Board 
Meetings); and 

(3) hold the initial meetings of the each of Joint Operational Meeting and 
Performance Board. 

4.2 During the Operational Phase, Operations Supplier and Performance Officers 
(OSPOs)shall: 

(A) be responsible for the day-to-day on-site monitoring of the Service Provider’s 
obligations under this Contract and provision of the Services; and 

(B) provide policy guidance in respect of the London Cycle Hire Scheme and the 
business processes of the TfL Group. 

Table 2(a) – Joint Operational Board and Joint Operational Board Meetings  
Board/Group Role and 

Responsibility 
Representatives Frequency 

  TTL 
Personnel 

Service 
Provider 

 

Joint Operational 
Board 

• Reviewing 
Performance Indicator 
Reports. 

• Reviewing Incidents 
and risks escalated 
from OSPOs. 

• Reviewing and 
resolving escalated 
Incidents affecting the 
provision of the 
Operational Services. 

• Maintaining, 
reviewing and 

• TTL 
Operations 
Manager; 
and 

• OSPOs (as 
appropriate) 

• Contract 
Director; and 

• operational 
and 
functional 
leads and 
subject 
matter 
experts, as 
appropriate. 

Weekly or 
as 
otherwise 
agreed by 
the Parties 
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Board/Group Role and 
Responsibility 

Representatives Frequency 

  TTL 
Personnel 

Service 
Provider 

 

agreeing the entries 
in the business as 
usual Incident log 
detailing day-to-day 
operational Incidents 
arising during the 
Operational Phase 
(the “Joint BAU 
Incident Log”). 

• Reviewing and 
resolving escalated 
risks affecting the 
provision of the 
Operational Services. 

• Maintaining, 
reviewing and 
agreeing the entries 
in the business as 
usual risk register 
detailing day-to-day 
operational risks 
arising during the 
Operational Phase 
(the “Joint BAU 
Risk Register”). 

 
Table 2(b) Performance Board and Performance Board Meetings 
Board/Group Role and 

Responsibility 
Representatives Frequency 

  TTL 
Personnel 

Service 
Provider 

 

Performance 
Board 

• Reviewing previous 
month’s Performance 
Indicators to 
determine level of 
Service Failure 
Deductions to be 
levied and mitigation 
of factors leading to 
Service Failure 
Deductions. 

• Discuss and agree 
any proposed 

• Head of 
Operations 

• Operations 
Manager 

• Category 
Manager 
Surface 
Transport 

• Operations 
Director  

• Performance 
and Service 
Management  
Director 

 

4 weekly 
cycle. 
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Board/Group Role and 
Responsibility 

Representatives Frequency 

  TTL 
Personnel 

Service 
Provider 

 

changes to ongoing 
Performance 
Management 
Regime, pending 
approval through 
both in accordance 
with the Change 
Control Request 
Procedure. 

• Recommend 
changes to enhance 
the efficiency and 
customer satisfaction 
of the Operational 
Services. 

• On an annual basis 
review the Exit Plan, 
Annual Operating 
Plan, Business Plan 
and Asset Register in 
line with PI 13 of 
Schedule 6 (Service 
Levels). 

• Review and drive 
progress in 
developing 
innovation and 
continuous 
improvement. In 
particular checking 
and driving progress 
on the Innovation 
Agenda on a 
quarterly basis, and 
identifying any 
changes to the 
Innovation Agenda. 

 

4.3 Notwithstanding any other obligations of the Service Provider to supply reports to TTL, the 
Service Provider shall provide copies of any: 

(A) Incident Reports; and 

(B) other reports relating to: 
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(1) Relief Events; and 

(2) Force Majeure Events, 

which were or should have been provided by the Service Provider to TTL in relation to the 
relevant Week, at each Joint Operational Board Meeting. 

4.4 Two weeks prior to each Joint Operational Board Meeting the Service provider shall provide 
a written report on progress with the Innovation Agenda, and identifying any additional potential 
innovation or continuous improvement topics for addition to the Innovation Agenda. 

5. Joint Change Board, Commercial & Contract Meeting & Functional Review Sessions 

5.1 The Joint Change Board having the role and responsibility and comprising the 
Representatives set out in Table 3(a) (Joint Change Board) below shall be responsible for 
reviewing and approving all Change Control Requests raised in accordance with the 
Change Control Request Procedure. 

5.2 TTL shall be entitled to request Other Service Providers to attend Joint Change Board 
Meetings. 

 

Table 3(a) – Joint Change Board and Joint Change Board Meetings 
Board/Group Role and Responsibility Representatives Frequency 

  TTL Personnel Service 
Provider 

 

Joint Change 
Board 

• Conducting discussions 
relating to any proposed 
Changes; 

• Reviewing and assessing 
outstanding Change Control 
Requests and Internal 
Changes; and 

• Prioritising Change Control 
Requests and Internal 
Changes, as TTL may 
require (TTL acting 
reasonably), on the basis 
that such Change Control 
Requests and Internal 
Changes must serve to 
assist and improve the 
overall: 

• operation of the: 

•  Scheme 

• Three (3) 
Representativ
es (or such 
number as 
TTL may 
specify). 

• Commercial 
Contract 
Manager;  

• a minimum 
of one (1) 
other 
Service 
Provider 
Personnel 
(or such 
number as 
TTL may 
specify). 

Fortnightly 
or as 
otherwise 
agreed by 
the Parties. 
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Assets; 

• Service 
Systems; 

• Services; and 

• provision of the London 
Cycle Hire Scheme. 

 
5.3 The Commercial and Contract Meeting having the role and responsibility and comprising 

the Representatives set out in Table 3(b) (Commercial & Contract Meeting) below shall be 
responsible for discussing and agreeing on the way forward with any current commercial 
issues; liaising about Changes and any issues relating to financial transactions. 

Table 3(b) Commercial and Contract Meeting 
Board/Group Role and Responsibility Representatives Frequency 

  TTL Personnel Service 
Provider 

 

Commercial 
and Contract 
Meeting 

• Responsible for 
discussing and 
agreeing on the way 
forward with any 
current commercial 
issues; and 

• Liaising about 
Changes and any 
issues relating to 
financial transactions 

• Category Manager 
Surface Transport 

• Commercial 
Contract Manager 

• Commercial 
Contract Officer(s) 

• Senior 
Finance 
and 
Commercial 
Manager  

• Commercial 
Contract 
Manager  

Fortnightly 
or as 
otherwise 
agreed by 
the Parties. 

 
5.4 The Functional Review Sessions having the role and responsibility and comprising the 

Representatives set out in Table 3(c) (Functional Review Sessions) below shall be 
responsible for capturing progress, risks and issues against delivery of scope within agreed 
timeframes. 

Table 3(c) Functional Review Sessions 
Board/Group Role and 

Responsibility 
Representatives Frequency 

  TTL Personnel Service 
Provider 

 

Functional 
Review 
Session 

• Delivering work 
steam activities; 

• Ensuring decisions 
are made and all 
actions are agreed; 

• Escalating any 

• Two (2) 
Representatives 
(or such number 
as TTL may 
specify). 

• PMO 
Manager 

• Planner 

• Risk 
Manager 

Weekly or 
as 
otherwise 
agreed by 
the Parties. 

Schedule 16 Final -Contract Management, Information and Reporting- Page 10 of 16 



Schedule 16 Contract Management, Information and Reporting 

Board/Group Role and 
Responsibility 

Representatives Frequency 

  TTL Personnel Service 
Provider 

 

requirements with 
recommendations for 
corrective action; 

• Monitoring the 
effectiveness of 
arrangements for 
each work stream; 

• Identifying, reviewing 
and operationally 
managing all risks 
and opportunities; 

• Highlighting and 
reviewing emerging 
issues and actions 
and escalating where 
applicable. 

• Functional 
Area 
Representati
ve 

 
6. Scheme Review Board 

6.1 The Scheme Review Board having the role and responsibility and comprising the 
Representatives set out in Table 4 (Scheme Review Board) below shall be responsible for 
reviewing and approving all Change Control Requests raised that have an impact on the 
RCC Contractor in accordance with the Change Control Request Procedure and any issues 
that have an impact across the London Cycle Hire Scheme. 

6.2 The Scheme Review Meeting having the role and responsibility and comprising the 
Representatives set out in Table 4 (Scheme Review Meeting) below, shall be responsible 
for discussing and agreeing on the way forward with any issues relating to the London 
Cycle Hire Scheme across all lots, including liaising about Changes and any risks and 
issues around delivery of the Service. 

 
 
 
Table 4 – Scheme Review Meeting 
Board/Group Role and Responsibility Representatives Frequency 

  TTL Personnel Service 
Provider 

 

Scheme 
Review  
Board 

• Conducting discussions 
relating to any proposed 
Changes; 

• Reviewing and assessing 

• Three (3) 
Representativ
es (or such 
number as 
TTL may 

• Commercial 
Contract 
Manager;  

• a minimum 
of one (1) 

Monthly or 
as 
otherwise 
agreed by 
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outstanding Change Control 
Requests and Internal 
Changes; and 

• Prioritising Change Control 
Requests and Internal 
Changes, as TTL may 
require (TTL acting 
reasonably), on the basis 
that such Change Control 
Requests and Internal 
Changes must serve to 
assist and improve the 
overall: 

• operation of the: 

• Scheme Assets; 

• Service 
Systems; 

• Services; and 

• provision of the London 
Cycle Hire Scheme. 

specify). other 
Service 
Provider 
Personnel 
(or such 
number as 
TTL may 
specify). 

the Parties. 

 

 

7. Performance Indicator Reporting 

7.1 The Service Provider shall provide Performance Indicator Reports each Month to TTL (in a 
format Approved by TTL in accordance with paragraph 7.2 below), on or before the 
Performance Indicator Report Date to TTL Personnel. 

7.2 In terms of the format of the Performance Indicator Reports, the Service Provider shall 
ensure that format of such reports are: 

(A) submitted in draft by the Service Provider to TTL for its Approval; and 

(B) finalised by the Service Provider, including any amendments proposed by TTL, 

no later than three (3) Months prior to the Planned Operational Commencement Date, and 
thereafter with such amendments as may be reasonably required by TTL from time to time. 

7.3 As a minimum, the Performance Indicator Reports shall report on the Service Provider’s 
performance in respect of: 

(A) the Performance Indicators; and 

(B) any additional Performance Indicators as may be required from time to time pursuant 
to: 

(1) Schedule 6 (Service Levels); and/or 
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(2) Schedule 11 (Change Control Request Procedure). 

7.4 If TTL or the Service Provider identifies any errors, omissions or discrepancies in the 
Performance Indicator Reports, the Service Provider shall: 

(A) promptly correct such errors, omissions or discrepancies; and 

(B) republish the Performance Indicator Reports within two (2) Business Days of such 
errors, omissions or discrepancies being identified, or such other period as the 
Parties may agree in writing. 

8. Financial Reporting 

8.1 The Service Provider shall provide Financial Reports (as defined in paragraph 8.2 below) to 
TTL no later than: 

(A) one (1) Business Day in advance of the relevant Joint Operational Board meeting; 

(B) five (5) Business Days in advance of the relevant Performance Board meeting; and 

(C) at such other times that the Parties may agree in writing from time to time. 

8.2 The financial reports shall include such information on financial aspects of the provision of 
the Services as TTL reasonably requires from time to time, including: 

(A) the details required under: 

(1) the Statement of Requirements, 

(2) Schedule 5(Milestones and Deliverables); and 

(3) Schedule 7 (Charges);  

 

(B) a Period-end report, a year-end report, including full details of bad debts, and such 
summaries, explanations, information and aggregated details for the preceding 
Financial Year as TTL Personnel may require, 

(the “Financial Reports”). 

8.3 The Service Provider shall provide its Financial Statements to TTL within ten (10) Business 
Days of the Service Provider’s auditor’s approval each year.  Such Financial Statements 
shall be discussed at the next Performance Board meeting thereafter. 

8.4 All Financial Reports and Financial Statements provided by the Service Provider shall 
comply with standards, working practice and principles required under the Statement of 
Requirements. 

9. Incident Reporting 

9.1 The Service Provider shall promptly: 

(A) identify all Incidents that come to the Service Provider’s attention, whether raised by 
Service Provider Personnel, its Sub-Contractors, an Interested Party, an Other 
Service Provider, the Insurance Provider, Third Parties (including Customers) or by 
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TTL, as a result of or in connection with Testing and/or during the provision of the 
Services; 

(B) record the Incident in the Joint BAU Incident Log (which, in the case of a Security 
Incident, shall be no later than four (4) hours after it came to the Service Provider’s 
attention); 

(C) prepare a report detailing all Incidents in such format as TTL may require from time to 
time (the “Incident Report”); 

(D) classify any Incident arising (whether raised by TTL or the Service Provider) as one of 
the categories set out in paragraph 9.4 below; 

(E) notify the relevant TTL Personnel of the Incident and the Service Provider’s proposed 
classification of the Incident in accordance with any timing requirements set out in 
the: 

(1) Statement of Requirements; and 

(2) Incident Communication Plan; and 

(F) notify any relevant Interested Party, Other Service Provider, Insurance Provider 
and/or Third Party of any Incident which may affect, or of any Errors or problems 
arising from the Interface with such party and the action being taken by the Service 
Provider to mitigate and/or resolve such Incident and/or Error in accordance with the 
Incident Communication Plan. 

9.2 New and any outstanding Incidents shall be discussed at the: 

(A) Management Team meetings during the Implementation Phase; and 

(B) Joint Operational Board meetings during the Operational Phase. 

9.3 At any time during the Term, TTL shall be entitled to call, and the Service Provider shall 
required to attend, any additional meetings to discuss the proper classification of each new 
Incident and any other outstanding Incidents on such notice as TTL deems appropriate. 

9.4 Incidents shall be classified as per Appendix 05 of the Statement of Requirements 
(General). 

9.5 At the relevant meeting referred to in paragraph 9.2 above, the Parties shall in good faith 
seek to agree the appropriate classification of each Incident.  If the Parties are unable to 
agree the appropriate classification of an Incident, the Incident shall be referred to the next 
Programme Board meeting or Performance Board meeting (as appropriate)).  Failing 
agreement of the classification at the Programme Board meeting or Performance Board 
meeting, the provisions of paragraph 9.7 below shall apply. 

9.6 The Service Provider shall, and shall procure that its Sub-Contractors shall, as soon as 
possible record each Incident arising from time to time in the Joint BAU Incident Log  (as 
appropriate) together with details of: 

(A) the Incident’s classification in accordance with paragraph 9.4 above; 

(B) whether such classification is the Service Provider’s classification, has been agreed 
with TTL or is the classification stipulated by TTL in accordance with paragraph 9.7 
below; and 
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(C) in respect of any Incident classified as an Error, Safety Incident, Security Incident or 
Service Issue and any corresponding Incident Classification. 

9.7 The Service Provider shall comply with its obligations under Schedule 5 (Milestones and 
Deliverables) which shall apply mutatis mutandis in respect of each Error and Service Issue 
which arises in connection with the Testing and/or the provision of the Services. 

9.8 The Service Provider shall follow the instructions of TTL Personnel in relation to the 
identification and resolution of Incidents (including the classification of an Incident and the 
classification of the Incident Classification in respect of an Error, Safety Incident, Security 
Incident or Service Issue, as appropriate) and the recording of Incidents.  If the Service 
Provider disagrees with the instructions of TTL Personnel as to the identification and 
resolution of an Incident, the Service Provider shall have the right to submit the matter to 
the Dispute Resolution Procedure, but shall continue to provide all of the Services and, 
pending determination of the matter, shall comply fully with TTL’s instructions. 

10. Other Reporting Obligations 

10.1 The Service Provider shall provide: 

(A) all reports; and 

(B) all Management Information, 

in accordance with the provisions and timeframes set out in the Statement of Requirements 
and Service Levels  and as otherwise set out in this Contract. 

10.2 Without limiting the Service Provider’s obligations to provide any other reports and 
Management Information under this Contract, the Service Provider shall provide to TTL: 

(A) all information required pursuant to the DPA and/or the FOI Legislation; 

(B) an accurate and up to date Asset Register in accordance with Clause 30 
(Equipment),the Statement of Requirements (General) and Schedule 5 (Milestones 
and Deliverables); 

(C) all plans required under this Contract, in accordance with the relevant provisions of 
this Contract, and 

(D) any report, at any time, as reasonably requested by TTL. 
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Appendix 1 

Innovation Agenda- Principles 

1. Innovation with be managed through the Programme Board and evaluation criteria 
will be established to include: 

a.   Health and Safety 

b.   Cost saving 

c.   Customer Satisfaction 

d.   Environmental 

e.   CSR 

f.   Increase in hires 

g.   Increase in membership 

h.   Scheme promotion 

i.   Other 

2. The proposal would be that the above criteria are weighted to take account of current 
business drivers 

3. The weightings to be reviewed annually to secure joint TTL/Service Provider 
agreement of: 

a. Criteria 

b. Weighting of criteria against current climate 

4. Clear feedback loops established to update on which innovations are to be carried 
forward and which ones will be taken no further, the principle is to keep the list of 
innovations under control and to manage expectations of stakeholder(s) 

5. Progression of an innovation will be tracked against a jointly agreed business case 

6. To avoid excessive bureaucracy the Service Provider will implement incremental 
change(s) under CPI at an operational level outside of the innovation platform 

7. The parties agree that TTL shall not require the Service Provider to implement an 
innovation pursuant to the Innovation Agenda which will have an adverse impact on 
the achievement of Milestone 8 (Initial Operations Review Complete).  
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	(G) Table 3(c) (Functional Review Sessions), and
	(H) Table 4 (Scheme Review Meeting)

	and such other persons as may be agreed between the Parties or TTL may reasonably require from time to time.
	2.2 TTL or relevant members of TTL Personnel, shall, subject to the prior consent of the Service Provider (such consent not to be unreasonably withheld or delayed), have the right to invite members of:
	(1) Interested Parties;
	(2) Other Service Providers;
	(3) the Insurance Provider;
	(4) the Sponsor, and
	(5) sub-contractors and Key Sub-Contractors.
	to any of the meetings set out in this Schedule 16.
	2.3 All meetings shall be held in London or at such other venue as may be agreed between the Parties prior to the relevant meeting.
	2.4 A member of the Service Provider Personnel shall:
	(A) record minutes of each meeting;
	(B) obtain formal approval of the content of the recorded minutes from TTL prior to formal circulation;
	(C) circulate the minutes to the attendees (including TTL Representatives) for review;
	(D) create, update and maintain an action log detailing actions and key decisions agreed at each meeting;
	(E) obtain formal approval of the content of such action log from TTL prior to formal circulation; and
	(F) such actions shall only be deemed closed when the Parties have agreed them to be closed:

	(1) at a relevant meeting; or
	(2) expressly in writing.

	3. Implementation Phase
	3.1 Within thirty (30) calendar days of the Contract Commencement Date, the:
	(A) Service Provider shall:

	(1) ensure that Service Provider Personnel are assigned to each of the Key Personnel roles set out in Schedule 21 (Key Personnel); and
	(2) in particular, nominate a Programme Manager to ensure the Service Provider’s compliance with its obligations under this Schedule 16; and
	(B) Parties shall:

	(1) update and maintain the:
	(a) Joint BAU Incident Log; and
	(b) Joint BAU Risk Register;
	(2) establish the:
	(a) Management Team; and
	(b) Programme Board,
	having the role and responsibilities and comprising the Representatives set out in:
	(i) Table 1(a) (Management Team and Management Team Meetings); and
	(ii) Table 1(b) (Programme Board and Programme Board Meetings); and
	(3) hold the initial meetings of the Management Team and Programme Board.

	4. Operational Phase
	4.1 Within thirty (30) calendar days of the relevant Planned Operational Commencement Date, the:
	(A) Service Provider shall:

	(1) ensure that Service Provider Personnel are assigned to each of the Key Personnel roles set out in Schedule 21 (Key Personnel); and
	(2) in particular, nominate a Contract Director to:
	(a) ensure the Service Provider’s compliance with its obligations under this Schedule 16; and
	(b)  escalate operational risks and Incidents to the Management Team;
	(B) Parties shall:

	(1) update and maintain the:
	(a) Joint BAU Incident Log; and
	(b) Joint BAU Risk Register;
	(2) establish the:
	(a) Joint Operational Team; and
	(b) Performance Board,
	having the role and responsibilities and comprising the Representatives set out in:
	(i) Table 2(a) (Joint Operational Team and Joint Operational Team Meetings); and
	(ii)  Table 2(b) (Performance Board and Performance Board Meetings); and
	(3) hold the initial meetings of the each of Joint Operational Meeting and Performance Board.
	4.2 During the Operational Phase, Operations Supplier and Performance Officers (OSPOs)shall:
	(A) be responsible for the day-to-day on-site monitoring of the Service Provider’s obligations under this Contract and provision of the Services; and
	(B) provide policy guidance in respect of the London Cycle Hire Scheme and the business processes of the TfL Group.
	Table 2(a) – Joint Operational Board and Joint Operational Board Meetings
	Table 2(b) Performance Board and Performance Board Meetings

	4.3 Notwithstanding any other obligations of the Service Provider to supply reports to TTL, the Service Provider shall provide copies of any:
	(A) Incident Reports; and
	(B) other reports relating to:

	(1) Relief Events; and
	(2) Force Majeure Events,
	which were or should have been provided by the Service Provider to TTL in relation to the relevant Week, at each Joint Operational Board Meeting.
	4.4 Two weeks prior to each Joint Operational Board Meeting the Service provider shall provide a written report on progress with the Innovation Agenda, and identifying any additional potential innovation or continuous improvement topics for addition t...

	· Contract Director; and
	· TTL Operations Manager; and
	· operational and functional leads and subject matter experts, as appropriate.
	· OSPOs (as appropriate)
	· Operations Director 
	· Head of Operations
	· Performance and Service Management  Director
	· Operations Manager
	· Category Manager Surface Transport
	5. Joint Change Board, Commercial & Contract Meeting & Functional Review Sessions
	5.1 The Joint Change Board having the role and responsibility and comprising the Representatives set out in Table 3(a) (Joint Change Board) below shall be responsible for reviewing and approving all Change Control Requests raised in accordance with th...
	5.2 TTL shall be entitled to request Other Service Providers to attend Joint Change Board Meetings.
	Table 3(a) – Joint Change Board and Joint Change Board Meetings
	5.3 The Commercial and Contract Meeting having the role and responsibility and comprising the Representatives set out in Table 3(b) (Commercial & Contract Meeting) below shall be responsible for discussing and agreeing on the way forward with any curr...
	5.4 The Functional Review Sessions having the role and responsibility and comprising the Representatives set out in Table 3(c) (Functional Review Sessions) below shall be responsible for capturing progress, risks and issues against delivery of scope w...

	· Commercial Contract Manager; 
	· Three (3) Representatives (or such number as TTL may specify).
	· a minimum of one (1) other Service Provider Personnel (or such number as TTL may specify).
	· Senior Finance and Commercial Manager 
	· Category Manager Surface Transport
	· Commercial Contract Manager
	· Commercial Contract Manager 
	· Commercial Contract Officer(s)
	· PMO Manager
	· Two (2) Representatives (or such number as TTL may specify).
	· Planner
	· Risk Manager
	· Functional Area Representative
	6. Scheme Review Board
	6.1 The Scheme Review Board having the role and responsibility and comprising the Representatives set out in Table 4 (Scheme Review Board) below shall be responsible for reviewing and approving all Change Control Requests raised that have an impact on...
	6.2 The Scheme Review Meeting having the role and responsibility and comprising the Representatives set out in Table 4 (Scheme Review Meeting) below, shall be responsible for discussing and agreeing on the way forward with any issues relating to the L...
	Table 4 – Scheme Review Meeting

	· Commercial Contract Manager; 
	· Three (3) Representatives (or such number as TTL may specify).
	· a minimum of one (1) other Service Provider Personnel (or such number as TTL may specify).
	7. Performance Indicator Reporting
	7.1 The Service Provider shall provide Performance Indicator Reports each Month to TTL (in a format Approved by TTL in accordance with paragraph 7.2 below), on or before the Performance Indicator Report Date to TTL Personnel.
	7.2 In terms of the format of the Performance Indicator Reports, the Service Provider shall ensure that format of such reports are:
	(A) submitted in draft by the Service Provider to TTL for its Approval; and
	(B) finalised by the Service Provider, including any amendments proposed by TTL,
	no later than three (3) Months prior to the Planned Operational Commencement Date, and thereafter with such amendments as may be reasonably required by TTL from time to time.

	7.3 As a minimum, the Performance Indicator Reports shall report on the Service Provider’s performance in respect of:
	(A) the Performance Indicators; and
	(B) any additional Performance Indicators as may be required from time to time pursuant to:

	(1) Schedule 6 (Service Levels); and/or
	(2) Schedule 11 (Change Control Request Procedure).
	7.4 If TTL or the Service Provider identifies any errors, omissions or discrepancies in the Performance Indicator Reports, the Service Provider shall:
	(A) promptly correct such errors, omissions or discrepancies; and
	(B) republish the Performance Indicator Reports within two (2) Business Days of such errors, omissions or discrepancies being identified, or such other period as the Parties may agree in writing.


	8. Financial Reporting
	8.1 The Service Provider shall provide Financial Reports (as defined in paragraph 8.2 below) to TTL no later than:
	(A) one (1) Business Day in advance of the relevant Joint Operational Board meeting;
	(B) five (5) Business Days in advance of the relevant Performance Board meeting; and
	(C) at such other times that the Parties may agree in writing from time to time.

	8.2 The financial reports shall include such information on financial aspects of the provision of the Services as TTL reasonably requires from time to time, including:
	(A) the details required under:

	(1) the Statement of Requirements,
	(2) Schedule 5(Milestones and Deliverables); and
	(3) Schedule 7 (Charges);
	(B) a Period-end report, a year-end report, including full details of bad debts, and such summaries, explanations, information and aggregated details for the preceding Financial Year as TTL Personnel may require,
	(the “Financial Reports”).

	8.3 The Service Provider shall provide its Financial Statements to TTL within ten (10) Business Days of the Service Provider’s auditor’s approval each year.  Such Financial Statements shall be discussed at the next Performance Board meeting thereafter.
	8.4 All Financial Reports and Financial Statements provided by the Service Provider shall comply with standards, working practice and principles required under the Statement of Requirements.

	9. Incident Reporting
	9.1 The Service Provider shall promptly:
	(A) identify all Incidents that come to the Service Provider’s attention, whether raised by Service Provider Personnel, its Sub-Contractors, an Interested Party, an Other Service Provider, the Insurance Provider, Third Parties (including Customers) or...
	(B) record the Incident in the Joint BAU Incident Log (which, in the case of a Security Incident, shall be no later than four (4) hours after it came to the Service Provider’s attention);
	(C) prepare a report detailing all Incidents in such format as TTL may require from time to time (the “Incident Report”);
	(D) classify any Incident arising (whether raised by TTL or the Service Provider) as one of the categories set out in paragraph 9.4 below;
	(E) notify the relevant TTL Personnel of the Incident and the Service Provider’s proposed classification of the Incident in accordance with any timing requirements set out in the:

	(1) Statement of Requirements; and
	(2) Incident Communication Plan; and
	(F) notify any relevant Interested Party, Other Service Provider, Insurance Provider and/or Third Party of any Incident which may affect, or of any Errors or problems arising from the Interface with such party and the action being taken by the Service...

	9.2 New and any outstanding Incidents shall be discussed at the:
	(A) Management Team meetings during the Implementation Phase; and
	(B) Joint Operational Board meetings during the Operational Phase.

	9.3 At any time during the Term, TTL shall be entitled to call, and the Service Provider shall required to attend, any additional meetings to discuss the proper classification of each new Incident and any other outstanding Incidents on such notice as ...
	9.4 Incidents shall be classified as per Appendix 05 of the Statement of Requirements (General).
	9.5 At the relevant meeting referred to in paragraph 9.2 above, the Parties shall in good faith seek to agree the appropriate classification of each Incident.  If the Parties are unable to agree the appropriate classification of an Incident, the Incid...
	9.6 The Service Provider shall, and shall procure that its Sub-Contractors shall, as soon as possible record each Incident arising from time to time in the Joint BAU Incident Log  (as appropriate) together with details of:
	(A) the Incident’s classification in accordance with paragraph 9.4 above;
	(B) whether such classification is the Service Provider’s classification, has been agreed with TTL or is the classification stipulated by TTL in accordance with paragraph 9.7 below; and
	(C) in respect of any Incident classified as an Error, Safety Incident, Security Incident or Service Issue and any corresponding Incident Classification.

	9.7 The Service Provider shall comply with its obligations under Schedule 5 (Milestones and Deliverables) which shall apply mutatis mutandis in respect of each Error and Service Issue which arises in connection with the Testing and/or the provision of...
	9.8 The Service Provider shall follow the instructions of TTL Personnel in relation to the identification and resolution of Incidents (including the classification of an Incident and the classification of the Incident Classification in respect of an E...

	10. Other Reporting Obligations
	10.1 The Service Provider shall provide:
	(A) all reports; and
	(B) all Management Information,
	in accordance with the provisions and timeframes set out in the Statement of Requirements and Service Levels  and as otherwise set out in this Contract.

	10.2 Without limiting the Service Provider’s obligations to provide any other reports and Management Information under this Contract, the Service Provider shall provide to TTL:
	(A) all information required pursuant to the DPA and/or the FOI Legislation;
	(B) an accurate and up to date Asset Register in accordance with Clause 30 (Equipment),the Statement of Requirements (General) and Schedule 5 (Milestones and Deliverables);
	(C) all plans required under this Contract, in accordance with the relevant provisions of this Contract, and
	(D) any report, at any time, as reasonably requested by TTL.
	UAppendix 1
	Innovation Agenda- Principles
	1. Innovation with be managed through the Programme Board and evaluation criteria will be established to include:
	a.   Health and Safety
	b.   Cost saving
	c.   Customer Satisfaction
	d.   Environmental
	e.   CSR
	f.   Increase in hires
	g.   Increase in membership
	h.   Scheme promotion
	i.   Other
	2. The proposal would be that the above criteria are weighted to take account of current business drivers
	3. The weightings to be reviewed annually to secure joint TTL/Service Provider agreement of:
	a. Criteria
	b. Weighting of criteria against current climate
	4. Clear feedback loops established to update on which innovations are to be carried forward and which ones will be taken no further, the principle is to keep the list of innovations under control and to manage expectations of stakeholder(s)
	5. Progression of an innovation will be tracked against a jointly agreed business case
	6. To avoid excessive bureaucracy the Service Provider will implement incremental change(s) under CPI at an operational level outside of the innovation platform
	7. The parties agree that TTL shall not require the Service Provider to implement an innovation pursuant to the Innovation Agenda which will have an adverse impact on the achievement of Milestone 8 (Initial Operations Review Complete).



