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SCHEDULE 21 

Key Personnel  

1 Introduction 

1.1 This Schedule 21 sets out the key roles and responsibilities of the Key Personnel roles to 
which the Service Provider shall assign Service Provider Personnel, in order to ensure the 
effective management and delivery of its obligations under the Contract.  

1.2 Such Key Personnel are authorised by the Service Provider to represent the Service 
Provider in respect of the roles and responsibilities set out in this Schedule 21. 

2 Implementation Phase 

2.1 During the Implementation Phase, the Service Provider shall assign Service Provider 
Personnel to the following roles set out in Table 1 (Implementation Phase – Key 
Personnel): 

Table 1: Implementation Phase 
 

Key Personnel Description 
Configuration 
Manager 

Responsible for defining and controlling Bicycle management, Service 
Systems and maintaining accurate configuration information. 

Development 
Manager 

Responsible for: 
 managing and overseeing the development and implementation of 

Bicycle management and Service Systems; 
 managing and overseeing all testing activities; and 
 ensuring that the different components integrate of Bicycle 

management and Service Systems interface in accordance with 
the:  

o Statement of Requirements;  
o Service Provider solution; and 
o Requirements in Schedule 22 (Systems Integration). 

Key Sub-
Contract 
Manager 

Responsible for (where necessary): 
 managing individual sub-contractors; 
 ensuring that sub-contractors perform their obligations; and 
 ensuring issues arising are communicated to TTL. 

Lead Solution 
Architect & 
Designer 

Responsible for ensuring that:  
 the Service Provider Solution meets the Statement of 

Requirements; and 
 the implementation of Bicycle management and Service Systems 

conforms with the Service Provider Solution. 
Programme 
Manager 

Responsible for:  
 managing the Service Provider delivery management community; 
 ensuring continued compliance with Schedule 16 (Contract 

Management, Information and Reporting); 
 managing TTL Personnel’ expectations via timely escalation of 

programme exceptions; 
 supporting and guiding all team members; 
 managing the Implementation Plan and dependency matrix; 
 providing a single point of contact for escalation of all risks and 

issues outside the delivery management authorisation levels;  
  managing the provision and commercial aspects of the Bicycles, 

Service Systems and the Services; 
 managing of the fulfilment of the Service Provider’s obligations 

under this Contract; 
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Table 1: Implementation Phase 
 

Key Personnel Description 
 ensuring that all Change is assessed, approved, implemented and 

reviewed in a controlled manner in accordance with the Change 
Control Request Procedure; 

 ensuring the introduction of all Change in accordance with the 
Change Control Request Procedure; 

 ensuring that all financial transactions are processed and reported 
upon in accordance with the Statement of Requirements and 
Schedule 7 (Charges); and 

 keeping TTL informed of any relevant issues affecting the financial 
transactions and reporting as they arise. 

 
 

3 Operational Phase 

3.1 During the Operational Phase, the Service Provider shall assign Service Provider 
Personnel to the roles set out in Table 2 (Operational Phase – Key Personnel) 

 

Table 2: Operational Phase - Key Personnel  
 

Key Personnel Description 
Contract 
Director 

Senior Executive responsible for the delivery of all contractual 
obligations under the Contract. 
 managing of the fulfilment of the Service Provider’s obligations 

under this Contract;  
 managing the overall relationship between TTL and the Service 

Provider and communicating events and Incidents and 
investigating and managing disputes arising; 

 managing the overally relationship between TTL and other Service 
Providers and communicating events and Incidents and 
investigating and managing disputes;  

 managing the provision of Bicycle management, Service Systems 
and the Services; 

 
Service and 
Improvement 
Manager 

Responsible for:  
 restoring agreed Service Levels to TTL in the event of an Incident; 
 minimising disruption to TTL, Customer and the London Cycle Hire 

Scheme in the event of an Incident; 
 proactively identifying and analysing the cause of Incidents; and  
 managing resolution of all Incidents. 
 developing, implementing and testing the Business Continuity Plan. 

IT Delivery 
Manager 

Responsible for: 
 defining operational success criteria for new Service Systems; 
 ensuring that the implementation meets operational support 

requirements and London Cycle Hire Scheme contractual 
requirements; 

 ensuring that the Service System is defined and managed in line 
with the relevant Statement of Requirements and configured and 
maintained appropriately; 

 ensuring that Service Systems are adequately provisioned to meet 
demand across all business services and core IT requirements; 

 raising and managing risks where appropriate; 
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Table 2: Operational Phase - Key Personnel  
 

Key Personnel Description 
 managing the implementation of the Service Systems; 
 ensuring that the different components integrate with the Bicycle 

management and Service Systems interface in accordance with 
relevant Statement of Requirements,Service Provider solution and 
Schedule 22 (Systems Integration); 

 defining and controlling the components of Bicycle management 
and Service Systems; and 

 maintaining accurate configuration information. 
Insight and 
Reporting 
Manager 

Responsible for:  
 measurement and reporting of PIs; and 
 preparation of ad hoc reports and Reports. 

Inventory 
Manager 

Responsible for the day to day operational management of stores, 
fleet, asset management and quality. 

Operations 
Manager 
(North) 

Responsible for: 
 the day to day management of the Operational Services relating to 

the On-Street operation. 
 managing the delivery of Bicycles  
 Day-to-day management of the operational services relating to the 

Penton Street Depot 
Operations 
Manager 
(South) 

Responsible for the day to day management of the Operational 
Services relating to the depot. 
 the day to day management of the Operational Services relating to 

the On-Street Operation. 
Operational 
Control Centre 
Manager 

Responsible for: 
 management of the control centre team; 
 liaison with TTL on planned and reactive events; and the optimum 

allocation of work to the operational teams during Service System 
outages. 

Chief 
Operations 
Manager 

Responsible for the delivery of the On-Street operations throughout the 
Contract. 
 monitoring performance indicators, management information data 

and overall contract performance 
 restoring agreed Service Levels to TTL in the event of an Incident; 
 minimising disruption to TTL, Customer and the London Cycle Hire 

Scheme in the event of an Incident; 
 

Security 
Manager 

Responsible for implementing and ensuring compliance with the 
Security Plan and all other security requirements across Bicycle 
management, Service Systems and the Services. 

Finance and 
Commercial 
Manager 

Responsible for:  
 ensuring that all financial and commercial transactions are 

processed and reported upon in accordance with the Contract; and 
 keeping TTL informed of any relevant issues affecting the financial 

transactions and reporting as they arise. 
 ensuring that all financial transactions are processed and reported 

upon in accordance with the Statement of Requirements and 
Schedule 7 (Charges); and 

 keeping TTL informed of any relevant issues affecting the financial 
transactions and reporting as they arise. 

Head of 
Change, 
Innovation 
and Service 

Responsible for: 
 ensuring that all Change are assessed, approved, implemented 

and reviewed in a controlled manner in accordance with the 
Change Control Request Procedure;  

 managing resolution of all Incidents; and developing, implementing 
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Table 2: Operational Phase - Key Personnel  
 

Key Personnel Description 
and testing the Business Continuity Plan. 

 proactively identifying and analysing the cause of Incidents; 
 

4 Key Personnel 

4.1 The Service Provider acknowledges and accepts that the Key Personnel set out in this 
Schedule 21 (Key Personnel) are essential to the provision of the Services.  Accordingly, 
the Service Provider shall: 

(a) provide job descriptions for all Key Personnel positions set out in this Schedule to 
TTL for its approval, including, as a minimum the: 

(i) scope of each Key Personnel position;  

(ii) minimum qualifications and experience required to fulfil the Key Personnel 
position; 

(iii) key accountabilities and responsibilities of the Key Personnel position; and 

(iv) core skills and competencies required for the Key Personnel position, 

(b) notify TTL Personnel of the identity of each member of the Key Personnel and make 
them available for the provision of the Services.  TTL shall have the right to:  

(i) request the curriculum vitae of; and/or  

(ii) interview and/or accept or reject,  

any member of Service Provider Personnel proposed to fulfil the position of Key 
Personnel;  

(c) ensure that all Key Personnel:  

(i) have a minimum of six (6) Months’ relevant work experience; and  

(ii) devote their time and effort exclusively to the performance of the Services 
(unless otherwise agreed between the Parties);  

(d) ensure that the role of any Key Personnel is not vacant for longer than thirty (30) 
Business Days save to the extent that the role is vital for the proper provision of the 
Services in which circumstances the Service Provider shall ensure that the role is 
not vacant for longer than ten (10) Business Days;  

(e) ensure that any replacement member of Key Personnel will be fully competent to 
carry out the tasks assigned to the Key Personnel, which he has replaced within 
thirty (30) Business Days of his commencing work on the Services.  Nothing in this 
paragraph 4.1(e) shall prevent the Service Provider from using temporary staff in the 
role of Key Personnel whilst it is recruiting a permanent replacement, provided that 
the Service Provider complies with the provisions of paragraph 4.3 below in respect 
of such temporary staff;  

(f) take all reasonable steps to retain the services of the Key Personnel; 

(g) not remove, change or replace any member of the Key Personnel without the prior 
written consent of TTL.  Such consent shall not be required in respect of the removal 
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of Key Personnel due to dismissal, resignation, illness or other significant 
circumstances; and 

(h) promptly notify TTL in writing in the event that a member of Key Personnel leaves 
the employment of the Service Provider (including, where such member is a 
secondee to the Service Provider and the period of their secondment expires) and 
provide details of their proposed replacement. 

 
4.2 Not used. 

 
4.3 Prior to assigning a replacement Key Personnel, the Service Provider shall:  

(i) propose an individual to replace such Key Personnel and supply to TTL the 
curriculum vitae of any proposed replacement; 

(ii) such individual shall have (in the opinion of TTL) the status, skills and 
experience at least equal to that of such Key Personnel that he is proposed 
to replace; 

(iii) TTL shall have the right to interview and/or accept or reject any proposed 
replacement; and 

(iv) in the event of an agreed redeployment or the resignation of any of the Key 
Personnel, the Service Provider shall:  

(A) use their reasonable endeavours to ensure that such Key Personnel 
shall work such part of his or her notice period as is necessary to 
ensure appropriate knowledge transfer to his or her replacement; and  

(B) demonstrate to TTL that an appropriate knowledge transfer plan has 
been implemented by such Key Personnel and his replacement. 
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5 Other Service Provider Personnel 

5.1 In terms of the Service Provider Personnel, the Service Provider shall: 

(a) use sufficient, suitable, appropriately qualified, experienced and competent Service 
Provider Personnel to provide the Services (or any part thereof);  

(b) use all reasonable efforts to ensure continuity of Service Provider Personnel 
engaged in the provision of the Services (or any part thereof); 

(c) ensure that there are sufficient Service Provider Personnel available with an 
appropriate level of knowledge and skill during the period from the Contract 
Commencement Date to twelve (12) Months after the Operational Commencement 
Date, to resolve any problems arising from the provision of the Operational Services. 

 

6 Removal/Replacement of Service Provider Personnel 

6.1 In the event that TTL, acting reasonably, considers that any member of the Service 
Provider Personnel is:  

(a) unsatisfactory (TTL acting reasonably); 

(b) not performing their role properly, efficiently or effectively; or  

(c) in any way disruptive to the business or activities of TTL or any member of the TfL 
Group,  

TTL may, by written notice to the Service Provider, request the Service Provider to take 
remedial action in relation to such member of the Service Provider Personnel.  If within 
twenty (20) Business Days of such notice, TTL reasonably considers that the matter has 
not been resolved to the satisfaction of TTL or the relevant member of the TfL Group, TTL 
shall have the right, by written notice to the Service Provider, to require the removal of such 
member of the Service Provider Personnel with immediate effect.  The exercise of TTL’s 
rights under this paragraph 6.1shall not relieve the Service Provider of any of its obligations 
under this Contract. 

6.2 In the event that the Service Provider replaces any member of the Service Provider 
Personnel for whatever reason, the cost of effecting such replacement shall be borne solely 
by the Service Provider (including, any costs associated with training, induction or other 
efforts involved in bringing the replacement member of the Service Provider Personnel up 
to the same level of knowledge as his predecessor). 
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