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Call-Off Schedule 14 (Service Levels)
1. Definitions
1.1 In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	
“Critical Service Level Failure”

	
has the meaning given to it in the Order Form;

	"Service Credits"
	any service credits specified in the Annex to Part A of this Schedule being payable by the Supplier to the Buyer in respect of any failure by the Supplier to meet one or more Service Levels;

	"Service Credit Cap"
	has the meaning given to it in the Order Form;

	
	

	"Service Level Failure"
	means a failure to meet the Service Level Performance Measure in respect of a Service Level;

	"Service Level Performance Measure"
	shall be as set out against the relevant Service Level in the Annex to Part A of this Schedule; and

	"Service Level Threshold"
	shall be as set out against the relevant Service Level in the Annex to Part A of this Schedule.


2. What happens if you don’t meet the Service Levels
2.1 The Supplier shall at all times provide the Deliverables to meet or exceed the Service Level Performance Measure for each Service Level.
2.2 The Supplier acknowledges that any Service Level Failure shall entitle the Buyer to the rights set out in Part A of this Schedule including the right to any Service Credits and that any Service Credit is a price adjustment and not an estimate of the Loss that may be suffered by the Buyer as a result of the Supplier’s failure to meet any Service Level Performance Measure.
2.3 The Supplier shall send Performance Monitoring Reports to the Buyer detailing the level of service which was achieved in accordance with the provisions of Part B (Performance Monitoring) of this Schedule.
2.4 A Service Credit shall be the Buyer’s exclusive financial remedy for a Service Level Failure except where:
2.4.1 the Supplier has over the previous (twelve) 12 Month period exceeded the Service Credit Cap; and/or
2.4.2 the Service Level Failure:
(a) exceeds the relevant Service Level Threshold;
(b) has arisen due to a Prohibited Act or wilful Default by the Supplier; 
(c) results in the corruption or loss of any Government Data; and/or
(d) results in the Buyer being required to make a compensation payment to one or more third parties; and/or
2.4.3 [bookmark: _heading=h.gjdgxs]the Buyer is entitled to or does terminate this Contract pursuant to Clause 11.4 (CCS and Buyer Termination Rights).
2.5 Not more than once in each Contract Year, the Buyer may, on giving the Supplier at least three (3) Months’ notice, change the weighting of Service Level Performance Measure in respect of one or more Service Levels and the Supplier shall not be entitled to object to, or increase the Charges as a result of such changes, provided that:
2.5.1 the total number of Service Levels for which the weighting is to be changed does not exceed the number applicable as at the Start Date; 
2.5.2 the principal purpose of the change is to reflect changes in the Buyer's business requirements and/or priorities or to reflect changing industry standards; and
2.5.3 there is no change to the Service Credit Cap.
3. Critical Service Level Failure
On the occurrence of a Critical Service Level Failure:
3.1 any Service Credits that would otherwise have accrued during the relevant Service Period shall not accrue; and
3.2 the Buyer shall (subject to the Service Credit Cap) be entitled to withhold and retain as compensation a sum equal to any Charges which would otherwise have been due to the Supplier in respect of that Service Period ("Compensation for Critical Service Level Failure"),
provided that the operation of this paragraph 3 shall be without prejudice to the right of the Buyer to terminate this Contract and/or to claim damages from the Supplier for material Default.
Part A: Service Levels and Service Credits 
1. Service Levels
If the level of performance of the Supplier:
1.1 is likely to or fails to meet any Service Level Performance Measure; or
1.2 is likely to cause or causes a Critical Service Failure to occur, 
the Supplier shall immediately notify the Buyer in writing and the Buyer, in its absolute discretion and without limiting any other of its rights, may:
1.2.1 require the Supplier to immediately take all remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a Service Level Failure or Critical Service Level Failure from taking place or recurring; 
1.2.2 instruct the Supplier to comply with the Rectification Plan Process; 
1.2.3 if a Service Level Failure has occurred, deduct the applicable Service Level Credits payable by the Supplier to the Buyer; and/or
1.2.4 if a Critical Service Level Failure has occurred, exercise its right to Compensation for Critical Service Level Failure (including the right to terminate for material Default).
2. Service Credits
2.1 The Buyer shall use the Performance Monitoring Reports supplied by the Supplier to verify the calculation and accuracy of the Service Credits, if any, applicable to each Service Period.
2.2 Service Credits are a reduction of the amounts payable in respect of the Deliverables and do not include VAT. The Supplier shall set-off the value of any Service Credits against the appropriate invoice in accordance with the relevant calculation formula below. 
Annex A to Part A: Lot 1 Service Levels and Service Credits Table
[Guidance Note: The following Service Levels and Service Credits are common to Contact Centre Services as defined in Framework Schedule 1 - Specification, Lot 1. These are included by way of example only and should not be relied upon as default Service Levels.
Service Levels appropriate to the services required should be incorporated at Call-Off.]
	LOT 1 Service Levels
	Service Credits

	Service Level Performance Criterion
	Service Level Performance Measure
	Service Level Performance Definition
	Service Credit applied

	[PCA (% calls answered) Weekly/Monthly]
	[95%]
	[Percentage of calls offered answered on a Weekly/Monthly Basis]
	[Yes]

	[PCA (% calls answered) Daily]
	[95%]
	[Percentage of calls offered answered on a Daily Basis]
	[No]

	ASA (Average Speed of Answer) Daily
	[90% in 20s]
	[Average Speed of call answer (after successful front end IVR completion)]
	[No]

	[ASA (Average Speed of Answer) Weekly/Monthly]
	[90% in 20s]
	[Average Speed of call answer (after successful front end IVR completion)]
	[Yes]

	[Telephony Availability]
	[99.90%]
	[System expected Uptime]
	Yes

	[Call Abandonment Weekly/Monthly]
	[5%]
	[The call abandonment measure should match the PCA measure. If the PCA is a 95% target then the abandoned should be 5% (it is unlikely you will need to use both measures together)]
	[Yes]

	[CSAT - Volume]
	[95%]
	[95% of customers gave an acceptable Customer Satisfaction (CSAT) score]
	[Yes]

	[CSAT - Overall Score]
	[95%]
	[Customers scored the overall service at 95% satisfactory]
	[Yes]

	[Quality Volume]
	[95%]
	[95% of quality monitoring targets completed]
	[Yes]

	[Quality Attainment]
	[95%]
	[Average quality score for entire service is above 95%]
	[Yes]

	[MI Delivery]
	[100%]
	[All scheduled MI reported delivered on time]
	[Yes]

	[MI Accuracy]
	[99%]
	[Requested MI is delivered in an accurate fashion]
	[Yes]

	[Complaints]
	[0.01%]
	[Less than 0.01% complaints measured across all service interactions]
	[Yes]

	[Complaints Response
	[24hours]
	[Respond to all complaints within 24 hours]
	[Yes]

	[Digital Channel Use]
	[30%]
	[Use of digital channels as defined by service]
	[No]

	[Web Chat Response]
	[90% in 20s]
	[Webchat is an "Interaction" in a fully blended service the same principles should apply as per calls]
	[Yes]

	[Email Response]
	[100% in 1day]
	[Or as defined by the service]
	[Yes]

	[Social Media Response]
	[90% in 1day]
	[Or as defined by the service]
	[Yes]

	[Sending Information]
	[100%]
	[All requests for information actioned within 24 hours]
	[Yes]

	[Agent Utilisation]
	[85%]
	[Expected agent activity measure]
	[Yes]

	[Forecast Hours Daily]
	[100%]
	[Deliver agreed hours on a Daily Basis]
	[No]

	[Forecast Hours Weekly/Monthly basis]
	[100%]
	[Deliver agreed hours on a Weekly Basis]
	[Yes]

	[Accurate & Timely Billing]
	[98%]
	[Deliver correct number of invoices properly populated]
	[No]

	[Agent Pre-Screen]
	[100%]
	[All agents to have required background checks]
	[Yes]

	[Staffing Ratios]
	[98%]
	[Correct leadership: Agent ratios deployed]
	[No]

	[Longest Wait Time]
	[100%]
	[Maximum wait time cap of 1 min]
	[Yes]

	[Average Wait Time]
	[99% in 45 secs]
	[Average wait time for all calls]
	[Yes]



[bookmark: _heading=h.1fob9te]The Service Credits can be applied on the basis of the following methodology:
Example:
	
Number of Service Failures
	Service Credit %
	Service Credit Methodology

	[Failure 1]
	[1%]
	[Select 5 key areas and apply 0.2% for each]

	[Failure 2]
	[3%]
	[Select 5 key areas and apply 0.6% for each]

	[Failure 3]
	[5%]
	[Select 5 key areas and apply 1% for each]

	[Failure 4 onwards]
	[5%(capped)]
	[Select 5 key areas and apply 1% for each]



Annex B to Part A: Lot 2 Methodology for standard Services Levels and Service Credits for Central Government Buyers
The following Service Levels and Service Credits are common to Business Services as defined in Framework Schedule 1 - Specification, Lot 2. These are included by way of example only. Procurement-specific Service Levels should be incorporated, or adjusted, to suit the required delivery of Service required by the Buyer.  
For Central Government Buyers, the management of each individual Call-Off Contract will be structured using a common performance measurement approach, which will be maintained and updated from time to time by Government Shared Services in the Cabinet Office (this will be provided at the time of each call-off). This approach will provide a single process for monitoring and management of the contract parameters through a Service Level Agreement with Standard Service Levels and a Performance Indicator regime. The approach described here will be mandated on all Call-Off Contracts with Central Government Buyers. The scope is:

· To specify the methodology for measurement of performance
· To specify the PIs and associated Service Credits 
· To specify the common SSLs across Mandatory & Optional Deliverables which will include:

1. Payroll accuracy
2. Invoice accuracy 
3. End-user satisfaction
4. Government transfers
5. Mobility of service

This will also set out the specifications for the common PIs, baseline values and maturity model for continuous improvement.

Methodology Scope:

Central Government Buyers will be able to promote SSLs to PIs, to signify that service or process as a core objective of the Call-Off Contract. 

All common and additional SSLs will be developed through a common methodology focussed on outcome realisation, utilising, discarding, promotion and demotion mechanisms to reflect changing priorities of the Call-Off Contract . These will use standard, cross- government Performance Indicators and metrics where available. 
Methodology:
 
Buyers may add, remove or replace reasonable additional SSLs to the SLA. This is especially important as the service delivery evolves through the transitional service.

An objective process for ascertaining the level at which such service levels are to be set will be agreed upon such as piloting or a baseline activity. Under this process, the service levels typically would be based on actual supplier performance over a defined sample period and may be linked to:

· A specific improvement plan or initiative
· A change in the way a service or process is delivered
· A new service or process

SSLs for Central Government Buyers will follow the following categories of measurement:

· Continuous; where performance is measured continuously as a steady state
· Event (multiple); where the extent to which a supplier completes successfully a series of transactions or events
· Event (singular); where the supplier has a defined singular event to complete measured in isolation such as, year end accounting, periodic billing or equipment testing
· Sample; where it is not possible or practical for the supplier to monitor and measure every transaction due to volume or ability. The supplier measures a random sample of a predetermined size and method against the minimum requirement


Service Credits
Service Credits will be accrued through a standard points based system based on degraded service or standards:

	Service Credit Process
	Measure 
	Methodology

	Binary Service Level 
	measured by whether the Service Level is a pass or fail
	single predetermined number of service points, these can be weighted based on the impact to the minimum not being met regardless of by how much


	Tiered Service Levels
	measured by the minimum performance, marginal, moderate and severe thresholds for degraded service

	service points based on a sliding scale or degraded service thresholds based on value the minimum was missed by




The value of service credits will be based on the value of services or processes procured through the Framework by a Central Government Buyer  by type or category.



Annex C to Part A: Lot 2 Methodology for standard Services Levels and Service Credits Table for Wider Public Sector Buyers 
[Guidance Note:  Procurement-specific Service Levels should be incorporated, to suit the required delivery of Service required by the Buyer within the Wider Public Sector.  ]

	Service Levels
	Service Credit for each Service Period


	Service Level Performance Criterion
	Key Indicator
	Service Level Performance Measure
	Service Level Threshold
	

	[Accurate and timely billing of Buyer]

	[Accuracy /Timelines]

	[at least 98% at all times]

	[   ]
	[0.5% Service Credit gained for each percentage under the specified Service Level Performance Measure]

	[Access to Buyer support]

	[Availability]


	[at least 98% at all times]

	[   ]
	[0.5% Service Credit gained for each percentage under the specified Service Level Performance Measure]



The Service Credits shall be calculated on the basis of the following formula:
[Example:
	Formula: x% (Service Level Performance Measure) - x% (actual Service Level performance) 
	=
	x% of the Call Off Contract Charges payable to the Customer as Service Credits to be deducted from the next Valid Invoice payable by the Customer

	Worked example: 98% (e.g. Service Level Performance Measure requirement for Service Level Performance Criterion of accurate and timely billing to Customer) - 75% (e.g. actual performance achieved against this Service Level Performance Criterion in a Service Period)
 
	=
	23% of the Call Off Contract Charges payable to the Customer as Service Credits to be deducted from the next Valid Invoice payable by the Customer]
 


Part B: Performance Monitoring 
3. Performance Monitoring and Performance Review
3.1 Within twenty (20) Working Days of the Start Date the Supplier shall provide the Buyer with details of how the process in respect of the monitoring and reporting of Service Levels will operate between the Parties and the Parties will endeavour to agree such process as soon as reasonably possible.
3.2 The Supplier shall provide the Buyer with performance monitoring reports ("Performance Monitoring Reports") in accordance with the process and timescales agreed pursuant to paragraph 3.1 of Part B of this Schedule which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
3.2.1 for each Service Level, the actual performance achieved over the Service Level for the relevant Service Period;
3.2.2 a summary of all failures to achieve Service Levels that occurred during that Service Period;
3.2.3 details of any Critical Service Level Failures;
3.2.4 for any repeat failures, actions taken to resolve the underlying cause and prevent recurrence;
3.2.5 the Service Credits to be applied in respect of the relevant period indicating the failures and Service Levels to which the Service Credits relate; and
3.2.6 such other details as the Buyer may reasonably require from time to time.
3.3 The Parties shall attend meetings to discuss Performance Monitoring Reports ("Performance Review Meetings") on a Monthly basis. The Performance Review Meetings will be the forum for the review by the Supplier and the Buyer of the Performance Monitoring Reports.  The Performance Review Meetings shall:
3.3.1 take place within one (1) week of the Performance Monitoring Reports being issued by the Supplier at such location and time (within normal business hours) as the Buyer shall reasonably require;
3.3.2 be attended by the Supplier's Representative and the Buyer’s Representative; and
3.3.3 be fully minuted by the Supplier and the minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to the Buyer’s Representative and any other recipients agreed at the relevant meeting.  
3.4 The minutes of the preceding Month's Performance Review Meeting will be agreed and signed by both the Supplier's Representative and the Buyer’s Representative at each meeting.
3.5 The Supplier shall provide to the Buyer such documentation as the Buyer may reasonably require in order to verify the level of the performance by the Supplier and the calculations of the amount of Service Credits for any specified Service Period.

4. Satisfaction Surveys
4.1 The Buyer may undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables. The Buyer shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Deliverables which the responses to the satisfaction surveys reasonably suggest are not in accordance with this Contract.
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