[bookmark: _Toc531348445]Call-Off Schedule 14: SERVICE LEVELS, SERVICE CREDITS 
Definitions
In this Schedule, the following words shall have the following meanings: 
	
“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 an unplanned failure and interruption to the provision of the Goods and/or Services, reduction in the quality of the provision of the Goods and/or Services or event which could affect the provision of the Goods and/or Services in the future;


	"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.



SCOPE
This Call Off Schedule 14 (DOC036 - Call-Off Schedule 14 - Service Levels v3.2) sets out the Service Levels which the Supplier is required to achieve when providing the Goods and/or Services, the mechanism by which Service Level Failures and Critical Service Level Failures will be managed and the method by which the Supplier's performance in the provision by it of the Goods and/or Services will be monitored.  
This Call-Off Schedule 14 comprises:
Part A: Service Levels and Service Credits;
Annex 1 to Part A - Service Levels and Service Credits Table; and
Annex 1 to Part B: Performance Monitoring.

PART A: SERVICE LEVELS AND SERVICE CREDITS 
GENERAL PROVISIONS
The Supplier shall provide a proactive Call Off Contract manager to ensure that all Service Levels in this Call Off Contract and Key Performance Indicators in the Framework Agreement are achieved to the highest standard throughout, respectively, the Call Off Contract Period and the Framework Period.
The Supplier shall provide a managed service through the provision of a dedicated Call Off Contract manager where required on matters relating to: 
Supply performance; 
Quality of [Goods and/or Services];
Customer support; 
Complaints handling; and
Accurate and timely invoices. 
The Supplier accepts and acknowledges that failure to meet the Service Level Performance Measures set out in the table in Annex 1 to this Part A of this Call Off Schedule 14 will result in Service Credits being issued to Customers.
PRINCIPAL POINTS
The objectives of the Service Levels and Service Credits are to:
ensure that the Goods and/or Services are of a consistently high quality and meet the requirements of the Customer;
provide a mechanism whereby the Customer can attain meaningful recognition of inconvenience and/or loss resulting from the Supplier’s failure to deliver the level of service for which it has contracted to deliver; and
incentivise the Supplier to comply with and to expeditiously remedy any failure to comply with the Service Levels.
[bookmark: _Ref426455066]SERVICE LEVELS
Annex 1 to this Part A of this Call Off Schedule 14 sets out the Service Levels the performance of which the Parties have agreed to measure.
[bookmark: _Ref365637499]The Supplier shall monitor its performance of this Call Off Contract by reference to the relevant performance criteria for achieving the Service Levels shown in Annex 1 to this Part A of this Call Off Schedule 14 (the “Service Level Performance Criteria”) and shall send the Customer a Performance Monitoring Report detailing the level of service which was achieved in accordance with the provisions of Part B (Performance Monitoring) of this Call Off Schedule 14.
The Supplier shall, at all times, provide the Goods and/or Services in such a manner that the Service Levels Performance Measures are achieved.
If the level of performance of the Supplier of any element of the provision by it of the Goods and/or Services during the Call Off Contract Period:
is likely to or fails to meet any Service Level Performance Measure or
is likely to cause or causes a Critical Service Failure to occur, 
the Supplier shall immediately notify the Customer in writing and the Customer, in its absolute discretion and without prejudice to any other of its rights howsoever arising including under Clause 13 of this Call Off Contract (Service Levels and Service Credits), may:
[bookmark: _Ref364421540]require the Supplier to immediately take all remedial action that is reasonable to mitigate the impact on the Customer and to rectify or prevent a Service Level Failure or Critical Service Level Failure from taking place or recurring; and
[bookmark: _Ref364239094]if the action taken under paragraph (a) above has not already prevented or remedied the Service Level Failure or Critical Service Level Failure, the Customer shall be entitled to instruct the Supplier to comply with the Rectification Plan Process; or
if a Service Level Failure has occurred, deduct from the Call Off Contract Charges the applicable Service Level Credits payable by the Supplier to the Customer in accordance with the calculation formula set out in Annex 1 of this Part A of this Call Off Schedule 14; or
if a Critical Service Level Failure has occurred, exercise its right to Compensation for Critical Service Level Failure in accordance with Clause 14 of this Call Off Contract (Critical Service Level Failure) (including subject, for the avoidance of doubt, the proviso in Clause 14.2.2 of this Call Off Contract in relation to Material Breach).
Approval and implementation by the Customer of any Rectification Plan shall not relieve the Supplier of any continuing responsibility to achieve the Service Levels, or remedy any failure to do so, and no estoppels or waiver shall arise from any such Approval and/or implementation by the Customer.
SERVICE CREDITS
[bookmark: _Ref365637636]Annexes 1 and 2 to this Part A of this Call Off Schedule 14 set out the formula used to calculate a Service Credit payable to the Customer as a result of a Service Level Failure in a given service period which, for the purpose of this Call Off Schedule 14, shall be a recurrent period of one Month during the Call Off Contract Period (the “Service Period”).  
Annex 1 to this Part A of this Call Off Schedule 14 includes details of each Service Credit available to each Service Level Performance Criterion if the applicable Service Level Performance Measure is not met by the Supplier. 
The Customer shall use the Performance Monitoring Reports supplied by the Supplier under Part B (Performance Monitoring) of this  Call Off Schedule 14 to verify the calculation and accuracy of the Service Credits, if any, applicable to each relevant Service Period.
Service Credits are a reduction of the amounts payable in respect of the Goods and/or Services and do not include VAT. The Supplier shall set-off the value of any Service Credits against the appropriate invoice in accordance with the calculation formula in Annexes 1 and 2 of Part A of this Call Off Schedule 14. 

NATURE OF SERVICE CREDITS
The Supplier confirms that it has modelled the Service Credits and has taken them into account in setting the level of the Call Off Contract Charges. Both Parties agree that the Service Credits are a reasonable method of price adjustment to reflect poor performance.
The Supplier cannot earn back Service Credits for preceding periods by meeting or exceeding targets in the following periods.
The aggregate Service Credits for each month that can be deducted from the aggregate Service Charge shall be capped. The cap shall be twenty percent (20%) of the aggregate Service Charge during the given month.
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LOT 1 – RM6181 Business Process Outsourcing and Contact Centres (Agreement Ref: RM6181)							2
ANNEX 1 TO PART A: SERVICE LEVELS (MONTHLY)
	Ref.
	TITLE
	CALCULATION
	TARGET
	THRESHOLD
	NON-PERFORMANT

	GOS-1-30 
	Response Rate: 30 seconds
	Number of calls Answered within Waiting Time of 30 seconds / number of calls Handled 
	≥ 80% 
	More than 60% but less than 80%
	≤ 60% 

	GOS-1-70 
	Response Rate: 70 seconds 
	Number of calls Answered within Waiting Time of 70 seconds / number of calls Handled 
	≥90%
	More than 50% but less than 90%
	≤ 50%

	GOS-4 
	Email, Response Rate 
	Number of email enquiries responded within 4 hours of receipt of request / number of email enquiries received 

	≥ 100% 
	More than 80% but less than 100% 
	≤ 80% 

	GOS-5 
	Voice Messages / Call-Backs 
	Number of Call-Back requests responded within 4 hours of receipt. 
	≥ 100% 
	More than 90% but less than 100% 
	≤ 90% 

	GOS-6-F 
	Fulfilment-Forms
	Number of requests for forms Fulfilled within permitted timescales of receiving the request / number of requests for Forms 
	≥ 95% of form packs requested by 10.00am Monday to Friday despatched the same day.
	More than 50% but less than 95% of form packs requested by 10.00am Monday to Friday despatched the same day.
	≤ 50% of form packs 
requested by 10.00am Monday to Friday despatched the same day.


	
	
	
	≥ 95% of form packs requested after 10.00am Monday to Friday despatched the next Working Day.
	More than 50% but less than 95% of form packs requested after 10.00am Monday to Friday despatched the next Working Day.
	≤ 50% of form packs requested after 10.00am Monday to Friday despatched the next Working Day.


	
	
	
	≥ 95% of form packs requested at weekends or Bank Holidays to be despatched by the end of the next Working Day.
	More than 50% but less than 95% of form packs requested at weekends or Bank Holidays to be despatched by the end of the next Working Day.
	≤ 50% of form packs requested at weekends or Bank Holidays to be despatched by the end of the next Working Day.


	GO-6-L 
	Fulfilment-Letters 
	Number of appointment letters dispatched within 1 Working Day of making an appointment / number of appointment requests
	≥ 95% of appointment letters requested by 10.00am Monday to Friday despatched the same Working Day.

	More than 50% but less than 95% of appointment letters requested by 10.00am Monday to Friday despatched the same Working Day.
	≤ 50% of appointment letters requested by 10.00am Monday to Friday despatched the same Working Day.



	
	
	
	≥ 95% of appointment letters requested after 10.00am Monday to Friday despatched the next Working Day.


	More than 50% but less than 95% of appointment letters requested after 10.00am Monday to Friday despatched the next Working Day.
	≤ 50% of appointment letters requested after 10.00am Monday to Friday despatched the next Working Day.

	
	
	
	≥ 95% of appointment letters requested at weekends or Bank Holidays to be despatched by the end of the next Working Day.
	More than 50% but less than 95% of appointment letters requested at weekends or Bank Holidays to be despatched by the end of the next Working Day.

	≤ 50% of appointment letters requested at weekends or Bank Holidays to be despatched by the end of the next Working Day.

	GOS-9 
	Transfer rate to the Customer’s (Her Majesty’s Passport Office) ‘Customer Enquiry Centre’ 
	Number of enquiries Transferred to the Customer’s (Her Majesty’s Passport Office) ‘Customer Enquiry Centre’ / number of  contacts handled 
	≤5% 
	More than 5% but less than 10% 
	≥ 10% 

	GOS-10 
	Number of upheld Complaints against the Contact Centre Service
	Number of upheld Complaints received from either the Customer or the Authority against the Contact Centre Service. 
	≤ 0.25% 
	More than 0.25% but less than 1% 
	≥ 1% 

	GOS-11 
	Quality Performance Monitoring
	Percentage of monitored calls that achieved an assessment marking of 85%+ (Assessment will include tone, style and language.)
	≥ 95% 
	More than 85% but less than 95% 
	≤ 85% 

	GOS-15
	Customer Satisfaction
	Call outcome scores using post call routeing of 1 in 5 calls to an automated survey (CSAT). 85% must find the agent polite and helpful and 85% must understand the information given (giving scores of 9-10 out of 10 for each metric).  We will include a further metric about how far the information answered their question but for security reasons we cannot always fulfil that request and so no targets will be set there
	85% of customers who leave a rating must score us either 9 or 10 out of 10 

	More than 75% but less than 85%
	≤ 75%
Note: Service Credit is not required for this SLA. 

	GOS-16
	Webchat Service
	· Chats accepted vs. Chats rejected/ missed
· Utilisation rate
· Queue time
· Invitation acceptance rate
	80% of Webchat Requests answered within 30 seconds

90 % of Webchat Requests answered within 70 seconds


First contact resolution > 90%

	N/A
	N/A



	GOS-18
	All debit and credit card payments to HM Passport Office
	All payments to HM Passport Office within 1 hour.
	100% of payments to be actioned within 1 hour of taking the mandate
	
	Note: Service Credit is not required for this SLA.

	GOS-19
	PVS Email Validations
	All validations must be completed with 3 hours
	100% of validations to be actioned within 3 hours.
	
	Note: Service Credit is not required for this SLA.



[bookmark: _Toc531348446]ANNEX 2 TO PART A - SERVICE CREDITS
	Ref
	Service Level
	Service Credit for Target Grade
	Service Credit for Threshold Grade – Calculation:
Service Credit = A + (B * C)
	Service Credit for Non-Performance Grade

	
	
	
	A
	B
	C
	

	GOS-1-30
	Response Rate: 30 sec (%)
	0.0%
	1.1%
	1.24 / 10
	(80% - x)
	17.7%

	GOS-1-70
	Response Rate: 70 sec (%)
	0.0%
	0.7%
	3.66 / 100
	(90% - x)
	11.8%

	GOS-4
	Email Response Rate (%)
	0.0%
	0.2%
	1.47 / 100
	(100% - x)
	2.9%

	GOS-5
	Voice Messages/ Call backs (%)
	0.0%
	0.2%
	5.15 / 100
	(100% - x)
	2.9%

	GOS-6-F
	Fulfilment-Forms (%)
	0.0%
	0.4%
	1.83 / 100
	(95% - x)
	5.9%

	GOS-6-L
	Fulfilment-Letters (%)
	0.0%
	0.4%
	1.83 / 100
	(95% - x)
	5.9%

	GOS-9
	Unnecessary transfer rate to the Customer’s (Her Majesty’s Passport Office) ‘Customer Enquiry Centre’ (%)
	0.0%
	0.2%
	8.24 / 10
	(x – 5%)
	2.9%

	GOS-10
	Number of complaints (%)
	0.0%
	0.7%
	1.65
	(x – 0.25%)
	11.8%

	GOS-11
	Performance Quality Measurement (%)
	0.0%
	0.7%
	8.24 / 100
	(95% - x)
	11.8%



In relation to column C “X” represents the actual service level achieved by the Supplier. 
Service Credit Model
The applicable Service Credit Model is as stated below;



[bookmark: _Toc531348447]ANNEX 1 TO PART B: PERFORMANCE MONITORING
1. [bookmark: _Toc431551198][bookmark: _Toc531348448]PRINCIPAL POINTS
Part B to this Call Off Schedule 14 provides the methodology for monitoring the provision of the Goods and/or Services:
to ensure that the Supplier is complying with the Service Levels; and
[bookmark: _Ref365636889]for identifying any failures to achieve Service Levels in the performance of the Supplier and/or provision of the Goods and/or Services ("Performance Monitoring System").
[bookmark: _Ref364422824]Within twenty (20) Working Days of the Call Off Commencement Date the Supplier shall provide the Customer 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.
REPORTING OF SERVICE FAILURES
The Supplier shall report all failures to achieve Service Levels and any Critical Service Level Failure to the Customer in accordance with the processes agreed in paragraph 1.2 of Part B of this Call Off Schedule 14 above.
PERFORMANCE MONITORING AND PERFORMANCE REVIEW
[bookmark: _Ref365636898]The Supplier shall provide the Customer with performance monitoring reports (“Performance Monitoring Reports”) in accordance with the process and timescales agreed pursuant to paragraph 1.2 of Part B of this Call Off Schedule 14 above which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
for each Service Level, the actual performance achieved over the Service Level for the relevant Service Period;
a summary of all failures to achieve Service Levels that occurred during that Service Period;
any Critical Service Level Failures and details in relation thereto;
for any repeat failures, actions taken to resolve the underlying cause and prevent recurrence;
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
such other details as the Customer may reasonably require from time to time.
The Parties shall attend meetings to discuss Performance Monitoring Reports ("Performance Review Meetings") monthly (unless otherwise agreed). The Performance Review Meetings will be the forum for the review by the Supplier and the Customer of the Performance Monitoring Reports.  The Performance Review Meetings shall (unless otherwise agreed):
take place within one (1) week of the Performance Monitoring Reports being issued by the Supplier;
take place at such location and time (within normal business hours) as the Customer shall reasonably require unless otherwise agreed in advance;
be attended by the Supplier's Representative and the Customer's Representative; and
be fully minuted by the Supplier.  The prepared minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to the Customer's Representative and any other recipients agreed at the relevant meeting.  The minutes of the preceding month's Performance Review Meeting will be agreed and signed by both the Supplier's Representative and the Customer's Representative at each meeting.
The Customer shall be entitled to raise any additional questions and/or request any further information regarding any failure to achieve Service Levels.
The Supplier shall provide to the Customer such supporting documentation as the Customer 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.
SATISFACTION SURVEYS
In order to assess the level of performance of the Supplier, the Customer may undertake satisfaction surveys in respect of the Supplier's provision of the Goods and/or Services.
[bookmark: _Ref365637440]The Customer shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Goods and/or Services which the responses to the Satisfaction Surveys reasonably suggest are not in accordance with this Call Off Contract.
All other suggestions for improvements to the provision of Goods and/or Services shall be dealt with as part of the continuous improvement programme pursuant to Clause 18 of this Call Off Contract (Continuous Improvement).
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Service credit calculation

		Contact Centre service credit calculation

						User input

								Month:		may

								Total service charge:		$   10,000.00

								Service level						SL range		Threshold calculation info.				Non-perf credit		Service credit

						GOS		Target		Non-perf		Actual		(actual)		A		B				%		£

				1		GOS-1-30		80%		60%		85.0%		1		1.10%		0.124		17.70%		0.0%		£0.00

				1		GOS-1-70		90%		50%		89.0%		2		0.70%		0.0366		11.80%		0.7%		£73.66

				1		GOS-4		100%		80%		50.0%		3		0.20%		0.0147		2.90%		2.9%		£290.00

				1		GOS-5		100%		90%		50.0%		3		0.20%		0.0515		2.90%		2.9%		£290.00

				1		GOS-6-F		95%		50%		40.0%		3		0.40%		0.0183		5.90%		5.9%		£590.00

				1		GOS-6-L		95%		50%		40.0%		3		0.40%		0.0183		5.90%		5.9%		£590.00

				-1		GOS-9		5.0%		10.0%		8.0%		2		0.20%		0.824		2.90%		2.7%		£267.20

				-1		GOS-10		0.25%		1.0%		2.0%		3		0.70%		1.65		11.80%		11.8%		£1,180.00

				1		GOS-11		95%		85%		50.0%		3		0.70%		0.0824		11.80%		11.8%		£1,180.00

																						44.6%		£4,460.86

												SL range key:

												Target		1

												Threshold		2

												Non-performant		3

												No data		4



Kate Rennoldson:
This is:
-1 where a lower service level measurement is better (e.g. number of complaints)
+1 where a higher service level measurement is better (e.g. number of calls answered in 20s)



Examples

		Example service credit calculations

		% step for table		10%

		Key

		Target

		Threshold

		Non-performant

				GOS-1-30						GOS-1-70						GOS-4						GOS-5						GOS-6-F						GOS-6-L						GOS-9						GOS-10						GOS-11

		A		1.10%						0.70%						0.20%						0.20%						0.40%						0.40%						0.20%						0.70%						0.70%

		B		0.124						0.0366						0.0147						0.0515						0.0183						0.0183						0.824						1.65						0.0824

		(Multiplier)		1						1						1						1						1						1						-1						-1						1

		C / upper target		80%						90%						100%						100%						95%						95%						5.00%						0.25%						95%

		Non-performant level		60%						50%						80%						90%						50%						50%						10.00%						1.00%						85%

		Increment		2.00%						4.00%						2.00%						1.00%						4.50%						4.50%						-0.50%						-0.08%						1.00%

		Non-performant SC		17.70%						11.80%						2.90%						2.90%						5.90%						5.90%						2.90%						11.80%						11.80%

				above 80%				0.0%		above 90%				0.0%		above 100%				0.0%		above 100%				0.0%		above 95%				0.0%		above 95%				0.0%		below 5.0%				0.0%		below 0.3%				0.0%		above 95%				0.0%

				80%		1		0.0%		90.0%		1		0.0%		100.0%		1		0.0%		100.0%		1		0.0%		95.0%		1		0.0%		95.0%		1		0.0%		5.00%		1		0.0%		0.3%		1		0.0%		95%		1		0.0%

				78%		2		1.3%		86.0%		2		0.8%		98.0%		2		0.2%		99.0%		2		0.3%		90.5%		2		0.5%		90.5%		2		0.5%		5.50%		2		0.6%		0.3%		2		0.8%		94%		2		0.8%

				76%		2		1.6%		82.0%		2		1.0%		96.0%		2		0.3%		98.0%		2		0.3%		86.0%		2		0.6%		86.0%		2		0.6%		6.00%		2		1.0%		0.4%		2		0.9%		93%		2		0.9%

				74%		2		1.8%		78.0%		2		1.1%		94.0%		2		0.3%		97.0%		2		0.4%		81.5%		2		0.6%		81.5%		2		0.6%		6.50%		2		1.4%		0.5%		2		1.1%		92%		2		0.9%

				72%		2		2.1%		74.0%		2		1.3%		92.0%		2		0.3%		96.0%		2		0.4%		77.0%		2		0.7%		77.0%		2		0.7%		7.00%		2		1.8%		0.6%		2		1.2%		91%		2		1.0%

				70%		2		2.3%		70.0%		2		1.4%		90.0%		2		0.3%		95.0%		2		0.5%		72.5%		2		0.8%		72.5%		2		0.8%		7.50%		2		2.3%		0.6%		2		1.3%		90%		2		1.1%

				68%		2		2.6%		66.0%		2		1.6%		88.0%		2		0.4%		94.0%		2		0.5%		68.0%		2		0.9%		68.0%		2		0.9%		8.00%		2		2.7%		0.7%		2		1.4%		89%		2		1.2%

				66%		2		2.8%		62.0%		2		1.7%		86.0%		2		0.4%		93.0%		2		0.6%		63.5%		2		1.0%		63.5%		2		1.0%		8.50%		2		3.1%		0.8%		2		1.6%		88%		2		1.3%

				64%		2		3.1%		58.0%		2		1.9%		84.0%		2		0.4%		92.0%		2		0.6%		59.0%		2		1.1%		59.0%		2		1.1%		9.00%		2		3.5%		0.9%		2		1.7%		87%		2		1.4%

				62%		2		3.3%		54.0%		2		2.0%		82.0%		2		0.5%		91.0%		2		0.7%		54.5%		2		1.1%		54.5%		2		1.1%		9.50%		2		3.9%		0.9%		2		1.8%		86%		2		1.4%

				60%		3		17.7%		50.0%		3		11.8%		80.0%		3		2.9%		90.0%		3		2.9%		50.0%		3		5.9%		50.0%		3		5.9%		10.00%		3		2.9%		1.0%		3		11.8%		85%		3		11.8%

				below 60%				17.7%		below 50%				11.8%		below 80%				2.9%		below 90%				2.9%		below 50%				5.9%		below 50%				5.9%		above 10.0%				2.9%		above 1.0%				11.8%		below 85%				11.8%






