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RM6100 Technology Services 3 Agreement  
Framework Schedule 4 - Annex 1 

Lots 2, 3 and 5 Order Form 

 
Order Form 

 
Apply for Things (AfT) - C20345 

 
This Order Form is issued in accordance with the provisions of the Technology Services 3 
Framework Agreement RM6100 dated 16 June 2021between the Supplier (as defined below) and 
the Minister for the Cabinet Office (the "Framework Agreement") and should be used by Buyers 
after making a direct award or conducting a further competition under the Framework Agreement. 

The Contract, referred to throughout this Order Form, means the contract between the Supplier 
and the Buyer (as defined below) (entered into pursuant to the terms of the Framework 
Agreement) consisting of this Order Form and the Call Off Terms. The Call Off Terms are 
substantially the terms set out in Annex 2 to Schedule 4 to the Framework Agreement and copies 

of which are available from the Crown Commercial Service website Technology Services 3 - CCS 
(crowncommercial.gov.uk), save for the amendments to Schedule 2 (Charges and Invoicing) 
and Schedule 11 (Financial Distress) (which is intended to replace the standard Schedule 8 
(Financial Distress)).The agreed Call Off Terms for the Contract being set out as the Annex 1 to 

this Order Form (“Call Off Terms”). 
 
In this Order Form, capitalised expressions shall have the meanings set out in Schedule 1 
(Definitions) of the Call Off Terms.   
 
This Order Form shall comprise: 
 
1. This document headed “Order Form”;  
2. Attachment 1 – Services Specification; 
3. Attachment 2 – Charges and Invoicing; 
4. Attachment 3 – Implementation Plan;  
5. Attachment 4 – Service Levels and Service Credits;  
6. Attachment 5 – Key Supplier Personnel and Key Sub-Contractors;  
7. Attachment 6 – Software;  
8. Attachment 7 – Financial Distress; 
9. Attachment 8 – Governance;  
10. Attachment 9 – Schedule of Processing, Personal Data and Data Subjects; 
11. Attachment 10 – Transparency Reports; 
12. Annex 1 – Call Off Terms and Additional/Alternative Schedules and Clauses; 
13. Annex 2 – SOW Template; 
14. Annex 3 – Balanced Scorecard; and 
15. Annex 4 – Statement of Work 1.  
 
The Order of Precedence shall be as set out in Clause 2.2 of the Call Off Terms with the amendment 
below to account for Statements of Work: 
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Attachment 1 – Services Specification  
 

The Service Specification embedded below is provided for information only and is not intended to 
be legally binding. The services specifications set out in the agreed Statements of Work (including 
the Initial SOW) shall apply, which the Parties intend to execute throughout the Contract Period. 
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Attachment 2 – Charges and Invoicing  
 
 

Part A – Payments and Invoicing 
 

1. In respect of any services to be provided, the Supplier’s rate cards set out in Part C 
(Supplier Rate Cards for Calculation of Charges) to this Attachment 2 (“Rate Cards”) shall 
apply.  

2. Without prejudice to Clause 7A of the Call Off Terms: (a) this Contract will be managed 
through Statements of Work for work that is agreed in advance with the Supplier; and (b) 
the Supplier will be asked to price for the proposed scope of work in each SOW reflecting 
matters such as: the service and structure required, its management and its level of 
support, tickets, events, and any ongoing continuous improvement.   

3. Supplier shall charge for any Support Services on a fixed price basis. Supplier shall be 
entitled to charge for services other than Support Services on a time and materials or 
fixed price basis. Unless agreed otherwise in writing and notwithstanding any other 
provision of this Contract, only Charges for Support Services shall be subject to the 
gainshare mechanism set out in Part B 3. (Gainshare and Value for Money) in Schedule 2 
(Charges and Invoicing) of the Call Off Terms (“Gainshare Mechanism”). 

4. Supplier’s Rate Card will be fixed for the initial three-year term.  The Supplier shall be 
entitled to Index the Rate Card in accordance with Paragraph 2.2 of Part A of Schedule 2 
(Charges and Invoicing). 

5. Without prejudice to Clause 7B of the Call Off Terms, to the extent the acceptance criteria 
and acceptance process have been expressly specified and agreed in a SOW, Buyer 
shall pay to Supplier the relevant Charges following delivery and acceptance of the 
deliverables in accordance with the pre-agreed acceptance criteria and acceptance 
process as defined in the agreed SOW.  

6. Supplier shall submit any invoices electronically via email to the below email address. If 
Supplier is unable to submit invoices via email, Supplier shall submit the invoice by post 
to:  

  
 

  

Part B – Service Charges  
 

The following service charges are provided for information only and are not intended to be legally 
binding. The service charges below apply the fixed price team rate card mechanism and were 
calculated based on the information and assumptions contained in the tender submitted by Supplier 
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Part C – Risk Register     
 
Not Applicable 
 

Part D – Early Termination Fees 
 
Not Applicable 
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Attachment 3 – Outline Implementation Plan 
 
 

 
 

Not applicable 
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Attachment 4 – Service Levels and Service Credits 
 

A. The provisions of this Attachment 4 shall apply where the Parties agree and expressly state 
within a Statement of Work that Service Levels and Service Credits are applicable.  
 
 
 
B. Notwithstanding any other provision in this Contract, Supplier shall only be accountable or 

liable for failure to achieve any Service Level and/or Milestone (including in respect of payment 
of any Service Credits) where: (a) such failure is directly due to its act or omission; and (b) the 
relevant Service Level and/or Milestone apply only to the Services provided by Supplier under 
an agreed SOW (and not any services or deliverables to be provided by a third party). For the 
avoidance of doubt, Supplier shall not be accountable or liable for failure to achieve any 
Service Level and/or Milestone: (a) due to any act or omission of Buyer or any third party; or (b) 
applicable to services or deliverables to be provided by any third party. 

 
C. The definitions set out in Schedule 1 (Definitions) of the Call Off Terms and the following 

definitions shall apply to this Attachment 4 (Service Levels and Service Credits): 
 
“Annual Service Cost” means the total annual Charges in respect of the fixed support element of 
the Service only (as set out in each agreed SOW, as applicable) for one Contract Year. This 
includes the Support Team, on call costs, and call out costs as submitted by the Supplier in 
Appendix E Sheet 2.3 of the ITT Response. 
 
“Incident” means any event which causes an unplanned interruption or disruption to normal 
operation of Service, excluding planned maintenance or downtime. 
 
“Level 2 Team” means the team engaged by Buyer to resolve level 2 Incidents and provide day-to-
day operational support services, including Incident triage and application support services. 
 
“L3 Incident” means an Incident which the Level 2 Team are unable to resolve because: 
(a) it would require a change in the source code; or 
(b) it is overall too technically complex, and the Level 2 Team does not have any work instruction 
or documentation to resolve the Incident, 
and is categorised in accordance with the “Description” column of the table in Annex 1 of this 
Attachment 4. 
 
“Operations Manual” means the manual for the day-to-day operation of the Services, to be 
developed and agreed by the Parties within six (6) months of the Commencement Date. 
 
“Resolution Time” means the time for resolution of each Service Level, as set out in Annex 1 of 
this Attachment 4 below. 
 
“Service Point” means total Annual Service Cost divided by the total hours per year (based on 365 
days availability of the system per year). 
 
“SLA Clock” has the meaning given to that term in paragraph 2 of this Attachment 4. 
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Service Points, Service Levels and Service Credits 
 

1. Service Points, Service Levels and Service Credits shall not apply for the first six (6) months 

immediately after the Commencement Date. Service Points, Service Levels and Service 
Credits shall only apply to L3 Incidents. 

 
2. The measurement of the Resolution Time for any Service Level applicable to Services or 

deliverables provided by Supplier (“SLA Clock”) shall commence from the time the relevant 
Incident ticket is assigned to Supplier by way of Buyer’s IT service toolset and Supplier is 
notified by way of the agreed process as documented in the Operations Manual. In respect of 
any L3 Incident assigned to Supplier, the SLA Clock shall be paused if:  

 
(a) additional information is required from Buyer or a third party to resolve the L3 Incident; 
(b) there is any failure or delay beyond the reasonable control of Supplier; 
(c) Buyer requests Supplier to re-prioritise another incident(s) (including incidents other 
than L3 Incidents); or 
(d) Supplier has completed its work or activity required to resolve the L3 Incident and 
further work or activity by Buyer or its third party(ies) is required to resolve the L3 Incident, 
 

and the SLA Clock shall only resume in respect of the above, respectively, once: 
 
(a) such additional information is received by Supplier; 
(b) such delay has ended; 
(c) Supplier is no longer required to re-prioritise any other incident(s); or 
(d) the L3 Incident is returned to Supplier because the Buyer or its third party(ies) has 
completed its work and further work by Supplier is required to resolve the L3 Incident.  
 

3. Buyer shall establish and maintain the IT service toolset required to measure the Service 
Levels and Supplier’s performance in respect of the Service Levels. The Parties shall record 
the commencement and any stoppage of the SLA Clock on the Buyer’s IT service toolset. Any 
L3 Incident will be deemed “resolved” (and the SLA Clock shall be stopped indefinitely in 
respect of that L3 Incident) when the relevant service is restored to normal operation, including 
by way of any temporary workarounds. 

 
4. If any incident other than an L3 Incident is assigned to Supplier, Supplier shall not be 

responsible for the resolution of such incident and shall be entitled to return such incident to 
Buyer or its relevant third party for resolution (and for the avoidance of doubt, Service Points, 
Service Levels and Service Credits shall not apply to such incidents), unless otherwise agreed 
in writing by the Parties. From time to time Buyer may request Supplier to prioritise incident(s) 
other than L3 Incidents and in such case, Service Points, Service Levels and Service Credits 
shall not apply to any L3 Incidents for the period Supplier prioritises such other incident(s). 

 
5. Notwithstanding any other provision of the Contract, any dispute or issue regarding operational 

matters affecting any Service Level(s) shall first be discussed between the Parties and the 
Parties shall record the dispute and any agreed outcome in the Buyer’s toolset. If the Parties 
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cannot resolve such dispute or issue, then the matter may be referred to the Dispute 
Resolution Procedure. 

 
 

6. Subject to paragraphs A, B, 1 – 5 above: 
 

a. Service Points shall accrue for any KPI Failure and shall be calculated with reference to the 
number of Service Points accrued in any one Service Period, as set out in Annex 1 of this 
Attachment 4. 
 
b. For each L3 Incident breaching the Resolution Time set out in Annex 1 (Service Levels and 
Service Credits) of this Attachment 4, Charges payable to the Buyer as Service Points shall be 
deducted from the next valid invoice.  
 

c. If the level of performance of the Supplier during a Service Period achieves the Target 
Performance Level in respect of a KPI, no Service Points shall accrue to the Supplier in 
respect of that KPI. 

 
d. If the level of performance of the Supplier during a Service Period is below the Target 

Performance Level in respect of KPI1 and KPI2, Service Points shall accrue to the Sup-
plier every one hour outside the relevant Target Performance Level in respect of that 
KPI as set out within Annex 1 of this Attachment 4. 

 
e. If the level of performance of the Supplier during a Service Period is below the Target 

Performance Level in respect of KPI3 and KPI4 and KPI5, Service Points shall accrue 
to the Supplier if the resolution target is not met for a period of three calendar months, 
in respect of that KPI as set out within Annex 1 of this Attachment 4. 

 
7. The annual total value of Service Credits is capped at 5% of the Annual Service Cost, that 
is the Service Credit Cap is 5% of the Annual Service Cost. 
 
8. The KPIs will be discussed during the monthly contract management meeting between the 
Buyer and the Supplier. 
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Please note the below is based on example numbers only and is for illustrative purposes 
 
 

 
 

 

 (not intended to be legally binding): 
 

 
 
 
 
 

Repeat KPI Failures 

If a KPI Failure occurs in respect of the same KPI in any three consecutive Measurement Periods, 
the third and any subsequent such KPI Failure shall be a “Repeat KPI Failure”. 
The number of Service Points that shall accrue to the Supplier in respect of a KPI Failure that is a 
Repeat KPI Failure shall be calculated as follows:  

SP = P x 2 

where:  
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SP =  the number of Service Points that shall accrue for the Repeat KPI Failure; and 

P =  the applicable number of Service Points for that KPI Failure as set out in this Annex 
1 of Attachment 4 depending on a failure to meet the KPI Service Threshold. 

 
 
Example following the calculation above (for illustrative purposes only): 
 
If the failure is a Repeat KPI Failure, that occurred in any three consecutive measurement periods 
the Service Points are doubled and therefore the Supplier will incur 8 Service Points for the Failure 
(SP=4 x 2). If in the next measurement period the Supplier achieves Service Availability of 97%, 
the Supplier will again incur 8 Service Points. 
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Attachment 6 – Software 
 

.1.1 The Software below is licensed to the Buyer in accordance with Clauses 20 (Intellectual Property Rights) and 21 (Licences Granted by the 
Supplier). 

.1.2 The Parties agree that where the Supplier intend to use any Supplier Software or Third-Party Software subsequently licensed by the Supplier or 
third parties for the purposes of the delivery of the Services, that this will be recorded within the applicable Statement of Work. 

Part A – Supplier Software 
 
The Supplier Software includes the following items: 
 

Software Supplier (if an Affiliate of the 
Supplier) 

Purpose Number of 
Licences 

Restrictions Number of 
Copies 

Type (COTS or 
Non-COTS) 

Term/ 

Expiry 

N/A N/A N/A N/A N/A N/A N/A N/A 

 
 

 
 
 
Part B – Third Party Software 
 
The Third Party Software shall include the following items: 
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Third Party Software Supplier Purpose Number of Licences Restrictions Number of Copies Type (COTS or Non-COTS) Term/ 

Expiry  

N/A N/A N/A N/A N/A N/A N/A N/A 
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controller to process client data on Buyer infrastructure. For specific 
incident resolution, personal data may be passed back via Confluence, 
POISE, and encrypted email to the Home Office for communication to 
the data subject. 
 
No personal data is hosted on Supplier infrastructure, however, may be 
accessed to perform the above activities. 

Type of Personal Data Personal data may include: names, date of birth, contact details, 
address details, photographic images, immigration status and history, 
financial data, passport information and COVID specific health data. 
 
Special category data: biometric data, health data, racial or ethnic 
origin data, religious or philosophical belief data, political opinion data 

Categories of Data Subject Home Office staff, immigration applicants, overseas visitors to the UK, 
immigration offenders. 

Plan for return and 
destruction of the data once 
the processing is complete 
UNLESS requirement under 
union or member state law 
to preserve that type of data 

At the end of the period determined under 'Duration of the Processing', 
the supplier, Deloitte, will revoke all access rights to view personal 
data. Where any personal data is held on a platform or device outside 
of Home Office infrastructure, this will be destroyed to a level that 
makes it irretrievable. 
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Attachment 10 – Transparency Reports 

 
Not Used 
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Annex 1 – Call Off Terms and Additional/Alternative Schedules and 

Clauses 
 
 

1. RM6100 Lot 3d - Call Off Terms 
 

Appendix K - 

RM6100 Lots 2, 3 and     
 
 

 
 

 
 

 

 
 

2. RM6100 Lot 3d - Additional and Alternative Terms and Conditions 
 
 

Appendix F - 

RM6100 Lots 2, 3 and          
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Annex 2 – SOW Template 
 

SOW Template – Exemplar 6-month SOW 
 

Appendix R - 

Procurement SoW.pd 
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Annex 3 – Balanced Scorecard 
 
 
 

1. Balanced Scorecard Process 
 

Appendix G- 

Balanced Scorecard1 
 

2. Balanced Scorecard Template 
 

 

Scorecard 

template.docx  
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Annex 4 – Statement of Work 1 (Initial SOW) 
 
 




