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Order Form
[Part A – Order Form]


Contract Number: CCCS22A06
From the (“Buyer”): His Majesty’s Passport Office

2 Marsham Street, London, SW1P 4DF

To the (“Supplier”)
Name: Serco Limited
11 Bartley Wood Business Park
Bartley Way
Hampshire
RG27 9XB
Registered Number: 242246
DUNS Number: 216308056


APPLICABLE FRAMEWORK CONTRACT

This Order Form is for the provision of the Call-Off Deliverables and dated 5th December 2022. 
It’s issued under the Framework Contract with the reference number RM6181 for the provision of Outsourced Contact Centre and Business Services.   

CALL-OFF LOT(S):
RM6181 Lot 1

CALL-OFF INCORPORATED TERMS
The following documents are incorporated into this Call-Off Contract. Where numbers are missing we are not using those schedules. If the documents conflict, the following order of precedence applies:
1. This Order Form including the Call-Off Special Terms and Call-Off Special Schedules.
2. Joint Schedule 1(Definitions and Interpretation) framework reference number RM6181
3. Paragraph 9 and Annex 2 of Framework Schedule 3 (Framework Prices). 
4. Framework Special Terms 
5. The following Schedules in equal order of precedence:

· Joint Schedules for RM6181
· Joint Schedule 2 (Variation Form) 
· Joint Schedule 3 (Insurance Requirements)
· Joint Schedule 4 (Commercially Sensitive Information)
· Joint Schedule 6 (Key Subcontractors)			
· DOC067 Definitive Schedule 7.4 (This document supersedes Joint Schedule 7 (Financial Difficulties)) 
· Joint Schedule 8 (Guarantee) 				
· Joint Schedule 9 (Minimum Standards of Reliability)	
· Joint Schedule 10 (Rectification Plan) 			
· Joint Schedule 11 (Processing Data)	
· Joint Schedule 12 (Supply Chain Visibility)			
     	
· Call-Off Schedules for RM1681		
· Call-Off Schedule 1 (Transparency Reports)
· Call-Off Schedule 2 (Staff Transfer)
· Call-Off Schedule 3 (Continuous Improvement)
· Call-Off Schedule 5 (Pricing Details)	
· Call-Off Schedule 6 (ICT Services) 
· Call-Off Schedule 7 (Key Supplier Staff)	 	
· Call-Off Schedule 8 (Business Continuity and Disaster Recovery)
· Call-Off Schedule 9 (Security)		 		  	 
· Call-Off Schedule 10 (Exit Management) 			 	
· Call-Off Schedule 11 (Installation Works)				 
· Call-Off Schedule 13 (Implementation Plan and Testing) 		 
· Call-Off Schedule 14 (Service Levels) 				 
· Call-Off Schedule 15 (Call-Off Contract Management) 		 
· Call-Off Schedule 16 (Benchmarking) 				 
· Call-Off Schedule 18 (Background Checks) 
· Call-Off Schedule 20 (Call-Off Specification)			  
· Call-Off Schedule 24 (Supplier Furnished Terms) 

6. CCS PSC Outsourcing Core Terms (Version 1)
7. [bookmark: _heading=h.gjdgxs]Joint Schedule 5 (Corporate Social Responsibility) RM6181
8. Call-Off Schedule 4 (Call-Off Tender) as long as any parts of the Call-Off Tender that offer a better commercial position for the Buyer (as decided by the Buyer) take precedence over the documents above.

No other Supplier terms are part of the Call-Off Contract. That includes any terms written on the back of, added to this Order Form, or presented at the time of delivery. 

CALL - OFF SPECIAL TERMS
The following Special Terms are incorporated into this Call-Off Contract:

Special term 1 - The Buyer is only liable to reimburse the Supplier for any expense or any disbursement which is 
	(i) specified in this Contract; or 
	(ii) which the Buyer has Approved prior to the Supplier incurring that expense or that disbursement. The Supplier may not invoice the Buyer for any other expenses or any other disbursements.	

Special Term 2 – For the period of one year commencing with the Start Date, Clause 2.8 of the Core Terms shall be deleted and replaced with the following:

2.8 “The Supplier will not be excused from any obligation, or be entitled to additional Costs or Charges because it failed to either:

(a) verify the accuracy of the Due Diligence Information; or
(b) properly perform its own adequate checks,
unless, notwithstanding Clause 2.7, the Supplier demonstrates that its failure would not have occurred but for an error, which was the responsibility of the Relevant Authority, in the Due Diligence Information. From the first anniversary of the Start Date, Clause 2.8 of the Core Terms v3.0.11 shall be reinstated. ”   
								
Special Term 3 – Where, within one year of the Start Date, it is identified that there has been any error in the Due Diligence Information provided by the Authority to the Supplier, at the next meeting of the Operational Board (as defined in Call-Off Schedule 15 (Call-Off Contract Management)), the Operational Board shall discuss and agree any adjustments required to the Contract and/or the Due Diligence Information as a result of such error and shall appoint representatives of each of the Buyer and the Supplier to implement those adjustments. If the Operational Board cannot agree on the adjustments required, the matter shall be dealt with in accordance with the dispute resolution procedure set out in Clause 34 of the Core Terms. 

Special term 4 – For the purpose of Contract Reference: C23626 (Home Office Contact Centre Service 2) – DOC067 – Definitive schedule 7.4 supersedes DOC019 - Joint Schedule 7 - Financial Difficulties v.1

Special term 5 - The Supplier shall work collaboratively with the Buyer and the relevant Buyer Third Parties to develop and agree an Operational Service Agreement which shall set out, as a minimum, the responsibilities and interface boundaries between the parties. In performing this obligation, the Supplier shall comply with the Collaborative Working Principles as set out in clause 3.1.1 of the Core Terms.

REDACTED UNDER FOIA SECTION 43, COMMERCIAL INTERESTS
REDACTED UNDER FOIA SECTION 43, COMMERCIAL INTERESTS
Special term 8 – Mobilisation.  Within 20 business days of the Effective date the Parties will work together in good faith to agree the Milestone Date. It is recognised that the dates in the Implementation Plan are to be agreed.

CONTRACT DATES:

Effective Date:  4th January 2023
Date the Contract Period commences: 4th January 2023
Project engagement: December 2022
Mobilisation and Transition Period: December 2022 – January 2023
Implementation / Date the Call-Off Initial Period commences / Date Contract commences: February 2023
Service Commencement: February 2023
Date Call-Off Initial Period ends: 3rd January 2025
CALL- OFF OPTIONAL EXTENSION PERIODS:

Call - Off Optional Extension Period: 4th January 2025 – 3rd January 2026, 4th
January 2026 – 3rd January 2027

Note:  The Call-Off Initial Period is 2 years with the option for the Buyer to extend by a period of 1 year plus another year only. If the option to extend is exercised, the Services will continue to be carried out in accordance with the terms of the Call-Off Contract (including the Charges).  

CALL-OFF DELIVERABLES:
See details in Call-Off Schedule 20 (Call-Off Specification), DOC041 - Call-Off Schedule 20 - Specification v3.0

MAXIMUM LIABILITY 
The limitation of liability for this Call-Off Contract is stated in Clause 12.2 of the Core Terms (DOC012-PSC-Outsourcing-Core-Terms-v2)

The Estimated Year 1 Charges used to calculate liability in the first Contract Year is £10,000,000

CALL-OFF CHARGES 
See details in Call-Off Schedule 5 (Pricing Details)]

REIMBURSABLE EXPENSES
None

[bookmark: _heading=h.30j0zll]PAYMENT METHOD
Payment method is via BACS

BUYER’S INVOICE ADDRESS: 
Home Office Shared Services
HO PO 5015
Phoenix House
Celtic Springs Business Park
Newport
NP20 9BB

COLLABORATIVE WORKING PRINCIPLES
The Collaborative Working Principles apply to this Call-Off Contract. The Collaborative working principles are detailed in the core terms section 3.1.3 (DOC012-PSC-Outsourcing-Core-Terms-v2)

FINANCIAL TRANSPARENCY OBJECTIVES
The Financial Transparency Objectives apply to this Call-Off Contract. The financial transparency objectives are detailed in the core terms section 6.1 (DOC012-PSC-Outsourcing-Core-Terms-v2)

BUYER’S AUTHORISED REPRESENTATIVE – 

REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION

BUYER’S ENVIRONMENTAL POLICY
Document name:  25 year environment plan 
Date:11/01/18
Available online at: www.gov.uk/government/publications/25-year-environment-plan
 
BUYER’S SECURITY POLICY
Document name: Security policy framework version:1.2 
Date: 08th February 2022 
Available online at: Security policy framework - GOV.UK (www.gov.uk) 

SUPPLIER’S AUTHORISED REPRESENTATIVE – 

REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION


SUPPLIER’S CONTRACT MANAGER – 

REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION


PROGRESS REPORT FREQUENCY
Progress reports are required on daily, weekly (first working day of the week) and monthly (first working day of the month) basis. The detail and content of the report will vary dependant on the frequency of submission 

PROGRESS MEETING FREQUENCY
Initial progress meetings are required on a daily basis. These will move to a weekly frequency based on performance

KEY STAFF – 

REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION
KEY SUBCONTRACTOR(S) – 

REDACTED UNDER FOIA SECTION 43, COMMERCIAL INTERESTS

COMMERCIALLY SENSITIVE INFORMATION – 

REDACTED UNDER FOIA SECTION 43, COMMERCIAL INTERESTS

SERVICE CREDITS
Service Credits will accrue in accordance with Call-Off Schedule 14 (Service Levels). 

The Service Credit Cap is: Twenty percent (20%) of the aggregate Service Charge during the given month
The Service Period is: one Month
A Critical Service Level Failure is not defined within this document

ADDITIONAL INSURANCES
Details of Additional Insurances required in accordance with Joint Schedule 3 (Insurance Requirements) DOC015 - Joint Schedule 3 - Insurance Requirements v.3.1

GUARANTEE
Not applicable

SOCIAL VALUE COMMITMENT
The Supplier agrees, in providing the Deliverables and performing its obligations under the Call-Off Contract, that it will comply with the social value commitments in DOC062 - Social Value Strategy which has been shared as part of the ITT










	For and on behalf of the Supplier:
	For and on behalf of the Buyer:

	Signature:
	REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION

	Signature:
	REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION


	Name:
	REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION

	Name:
	REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION


	Role:
	REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION

	Role:
	REDACTED UNDER FOIA SECTION 40, PERSONAL INFORMATION


	Date:
	04/01/2023
	Date:
	04/01/2023
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