











Schedule 4
KPls, Service Levels and Service Credits
1 The objectives of the Service Levels are to:

1.1 ensure that the Services are of a consistently high quality and meet the
requirements of the DFE;

1.2 provide a mechanism whereby the DFE can attain meaningful recognition of
inconvenience and/or loss resulting from the Contractor’s failure to deliver the
Services; and

1.3 incentivise the Contractor lo meet the Service Levels and to remedy any failure

to meet the Service Levels expeditiously.
KEY PERFORMANCE INDICATORS (KPIs) AND SERVICE LEVELS (SLs)

2 This schedule 4 sets out the KPls and Service Levels against which the Contractor shall
measure its performance.

3 The Contractor shall monitor its performance against of each of the KPls and Service
Levels in and send the DFE a report detailing the KPIs and Service Levels which were
achieved in accordance with the provisions of this schedule 4.

PERFORMANCE STANDARDS/MEASURES

4 The Contractor must meet the Performance Measure for each identified KPI as set out
in table 1 below within the agreed Service Pericd (defined Schedule 2 and within table
1)

5 No service credits apply to this contract,

6 The Contractor wil be expected to meet/comply with all Service Levels as set out within
table 2 below.

CONSEQUENCES OF FAILURE TO MEET KPIS

7 A failure to meet at least the required performance level will be considered a “Service
Failure” in respect of the KPIs set out in Table 1a below

8 If performance level is a Service Failure in one or more of the KPIs listed in Table 1a in any
given service period/calendar month, DfE will be entitled at its sole discretion, to reduce the
total amount of charges payable to the Contractor {“Service Credit”} for that period/manth
by:

8.1 5% for one KPI failed
8.2 10% for two KPIs failed

8.3 to a maximum of 15% for three or mare KPls failed

8 A failure to meet the required performance level for the other KPIs (table 1b) wili not be
considered a Service Failure in the context of paragraph 7 but expects to meet the required
performance levels and will consider repeated failures as breachs of this contract

10 In addition to its rights under paragraph 7, if there are one or more Service Failures in 3 (three)
consective Service Periods/calendar months, DFE will be entitled, as its sole discretion, to
terminate this contract on 30 days written notice.
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Schedule 6
Change Control Procedure

The Parties acknowledge that minor changes to the Contract may be necessary to reflect
operational and administrative procedures during the Term and that such minor changes
may be agreed in writing between the Parties' respective contract managers.

The Contractor shall use reasonable endeavours to incorporate minor changes requested
by the DFE within the current Charges and shall not serve a Contractor Notice of Change
unless the change involves a demonstrable material increase to its costs or requires a
material change to the Contract.

Either Party may request a Variation provided that such Variation does not amount to a
material change.

The DFE may request a Variation by completing the Change Control Note and giving the
Contractor sufficient information to assess the extent of the Variation and consider whether
any change to the Charges are required in order to implement the Variation within a
reasonable time limit specified by the DFE. If the Contractor accepts the Variation it shall
confirm it in writing within 21 days of receiving the Change Control Note.

If the Contractor is unable to accept the Variation or where the Parties are unable to agree
a change to the Charges, the DFE may allow the Contractor to fulfil its obligations under
the Contract without Variation or if the Parties cannot agree to the Variation the Dispute
will be determined in accordance with clause 36.

If the Contractor wishes to introduce a change to the Contract it may request a Variation
by serving the Change Control Note on DFE.

The DFE shall evaluate the Contractor's proposed Variation in good faith, taking into
account all relevant issues.

The DFE shall confirm in writing within 21 days of receiving the Change Control Note if it
accepts or rejects the Variation.

The DFE may at its absolute discretion reject any request for a Variation proposed by the
Contractor.

Change Control Note

Contract Number

DFE Contract / Programme Manager

Contractor

Original Contract Value (£)

Contract Expiry Date




Variation Requested

Originator of Variation DFE O Contractor O
{tick as appropriate)

Date

Reason for Variation

Summary of Variation
{e.g. specification, finances, contract
period)

Date of Variation commencement

Date of Variation expiry
{if applicable)

Total Value of Variation £
{if applicable)

Payment Profile (if applicable)
| e.g. milestone payments

Revised daily rate (if applicable)

Impact on original contract
(if applicable)

Supporting Information
(please attach  all supporting
documentation for this Change Control)

Terms and Conditions Save as herein amended all other terms and conditions of
the Original Contract shall remain in full force and effect.

Variation Agreed

For the Contractor: For the DFE:

Signature.. i i na i Slgnature e T e
Full Name...ooimvnmammnrmmreme, FullName. ..o s s
Title s e e Title v e e s
Date .. i amsranname Dale. i i i e e b

Please note that no works/services described in this form should be undertaken, and no
invoices will be paid until both copies of the CCN are signed, returned and counter-signed.

To be entered by the Commercial department:

Commercial Contact Reference
Number
Date received EC Reference















