CONTRACT ORDER FORM 

This Contract Order Form is issued in accordance with the provisions of the Apprenticeship Training Provider Dynamic Marketplace (DMP) Agreement for the provision of Apprenticeship Training Services. Dated 26/02/2024.

The Supplier agrees to supply the Goods and/or Services specified below on and subject to the terms of this Contract.  
 
For the avoidance of doubt this Contract consists of the terms set out in this Contract Order Form and the Contract Terms 

	Contract Number 
	Con_24348

	From 
	Department for Education
Sanctuary Buildings, Great Smith Street, London, SW1P 3BT (“Customer”)

	To 
	Cambridge Spark (“Supplier”)



1. CONTRACT PERIOD
	1.1
	Commencement Date
	1st April 2024 

	1.2
	Expiry Date 
(Apprenticeship programme completion date / End Point Assessment completion date) 
	31st March 2027



2. SERVICES REQUIRED
	2.1
	Services Required. 
 
APPRENTICESHIP TRAINING PROVIDER SERVICES / END POINT ASSESSOR SERVICES / BOTH. 

LOCATION

APPRENTICESHIP TYPE AND SPECIFIC APPICABLE INSTITUTE FOR APPRENTICESHIPS STANDARD

NUMBER OF STUDENTS

CLASS BASED

ADDITIONAL SERVICES

	












3. CONTRACT PERFORMANCE
	3.1
	Required Apprenticeship Standard

	L4 Data Analyst 
L4 Business Analyst



	3.1
	Quality Standards
	Continued adherence to the relevant Institute for Apprenticeships industry standard. (www.instituteforapprenticeships.org/)
Maintained ESFA registration and accreditation.
General industry good practice  




4. PAYMENT
	4.1
	Contract Charges
	[bookmark: _Hlk164421542]L4 Data Analyst – 30 x <redacted>
= <redacted>

L4 Business Analyst – 15 x <redacted>
= <redacted>


Includes the cost of any subcontractors and the cost of an approved end point assessor.

	4.2
	Payment terms/Profile
	Payment to be made in accordance with the current in force ESFA funding rules.  
Further additional terms in Annex 2 of Contract Schedule 3 

	4.3
	Customer billing address
	Department for Education
Sanctuary Buildings, Great Smith Street, London, SW1P 3BT




5. LIABILITY AND INSURANCE
	5.1
	Suppliers limitation of Liability
	In Clause 25 of the Contract Terms 

	5.2
	Insurance
	(Clause 26 of the Contract Terms): 
Professional Indemnity Insurance cover of <redacted>
any one claim. 
Public Liability Insurance cover of <redacted>
any one claim. 
Employers Liability insurance cover of <redacted>
any one claim.  



6. DATA PROTECTION
	6.1
	Data Protection relationship 
	Regarding personal data processed, the Customer will share the following information with the Supplier in relation to individuals being referred to partake in an apprenticeship: 
· Name of DfE employee
· Work email address
· Line Managers work email address
The Supplier will then directly contact DfE employees to collect the information required for the apprenticeship.

Therefore, DfE’s Office of the Data Protection Officer states that for the purposes of this processing activity and the contract, the Supplier and the Customer are independent controllers.
This is because the Supplier is processing the personal information as part of their administration and management of learners rather than solely on the instructions of the Customer. Their processing of this information is for a purpose independent of the Customer. 
Due to this independent controller status, Schedules 7 and 8 do not apply (these would apply if there was a controller-processor or joint controller relationship in place).














FORMATION OF CONTRACT 
By signing and completing this Contract Order Form the Supplier and the Customer agree to enter into a binding contract governed by the terms of this Contract Order Form and the attached terms and conditions.  



For and on behalf of the Supplier: 
	Name and Title 
	 <redacted> <redacted>

	Date 
	 Mar 25, 2024




For and on behalf of the Customer: 
	Name and Title 
	 <redacted> <redacted>

	Date 
	 Mar 25, 2024
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1. PURPOSE 


1.1 This Procurement will establish a Supplier Contract for the purchase of an 
apprenticeship training provider to deliver training for:  


1.2 L4 Data Analyst 


2. BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT 


2.1 The Department for Education (DfE) is responsible for children’s services and 
education, including early years, schools, higher and further education policy, 
apprenticeships, and wider skills in England. 


2.2 Apprenticeships are a significant aspect of the DfE capability offer. The Capability 
Team work to ensure there is an excellent apprenticeship offer available in the 
department for existing employees and for external recruits. Apprenticeships are 
available in a range of profession-based subjects such as HR, Commercial, 
Finance and Policy, as well as in cross-cutting subjects such as Business 
Administration and Leadership and Management. 


2.3 There is a strategic need to offer these apprenticeships in the DfE. Improving this 
capability across government remains an integral part of Civil Service Reform and 
developing these skills in DfE will help to: 


2.3.1 attract and retain the best individuals, providing a rewarding career that 
supports continuous professional development. 


2.3.2 Support the growth and expansion of the DFE’s and People Committee’s 
strategic priorities and principles.  


2.3.3 Develop the required skills and knowledge of the DFE staff.  


3. THE REQUIREMENT  


3.1 We require an apprenticeship training provider to deliver training for L4 Data 
Analyst apprenticeship. 


3.2 We intend to put in place a contract for new starts for a period of three years. 


3.3 We currently have forecast demand for the following numbers of employees to 
undertake these apprenticeships: 


 24/25 25/26 26/27 


L4 Data Analyst 10 10 10 


 


3.4 The decision regarding the number of apprentices to be enrolled on the 
apprenticeship are made at the department’s discretion and there is no 
guaranteed minimum number of enrolments.  


3.5 The supplier may enrol DfE apprentices onto open cohorts. 


3.6 The supplier must be able to deliver the apprenticeship training to part time 
workers. 
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3.7 In delivering the apprenticeship training, the supplier must be able to meet the 
following requirements: 


3.7.1 DfE requires the supplier to deliver apprenticeship training on all specified 
standards from April 2024.  


3.7.2 DfE currently requires the supplier to deliver training for the number of 
apprentices estimated above.  However, this number is subject to increase 
or decrease, dependent on workforce needs and demand. Volume and 
spend cannot be guaranteed. 


3.7.3 The DfE may require further apprentices to start as a cohort or at several 
points throughout the year.   


3.8 Delivery of the apprenticeship 


3.8.1 The DfE require the supplier to be able to deliver the apprenticeship using 
a blended approach, using a combination of face-to-face classroom 
learning and online delivery. DfE understand that the supplier may be 
delivering online training only however, DfE will discuss face-to-face 
options prior to enrolment should they be required.  


3.8.2 The DfE have offices in several locations across the country. 
Apprenticeship training will need to be delivered to apprentices who may 
be based in any of the following locations. 


• Bristol 


• Cambridge 


• Coventry 


• Croydon 


• Darlington 


• Gateshead 


• Leeds 


• London 


• Manchester 


• Nottingham 


• Sheffield 


• Watford 
 


3.8.3 In line with ESFA funding rules, learning should start from the first day of 
the apprenticeship, with the first intervention taking place within four weeks 
from formal start. 


3.8.4 Where virtual learning occurs, it must be delivered within a secure digital 
(i.e. online) platform.  The supplier must: provide apprentices with unique 
user accounts and passwords to access the platform; and ensure that the 
platform can facilitate the apprentices’ upload of assignments. 


3.8.5 All communications and materials provided (including course materials and 
application forms) must be fully accessible to support the diverse needs of 
apprentices, for example, those apprentices who require screen reading 
technology. 
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3.8.6 Specific technical requirements for each apprenticeship standard are set 
out below. 


3.8.7 In line with the ESFA funding rules, the supplier will need to ensure that 
apprentices meet the 6 hour / 20% “off the job learning” requirement as 
defined in apprenticeship legislation. The supplier will collect and retain 
evidence of this, for example mandating that apprentices log their off-the-
job time on an online platform and regularly reviewing this. This information 
must be provided to the DfE apprenticeships lead on request. 


3.8.8 Where, due to unavoidable or unexpected circumstances, apprentices 
require their learning to be deferred or paused (e.g. maternity leave), the 
supplier will need to be able to suspend and restart learning as soon as the 
apprentice is available to do so 


3.8.9 The supplier will need to ensure continuity of key delivery staff, including 
account managers, tutors and skills coaches, for the life of the programme, 
unless issues are identified with regard to delivery, in which case the DfE 
apprenticeships lead and supplier will discuss and agree suitable 
replacements. 


3.8.10 Where there is an unavoidable need for a change in delivery staff, including 
account managers, tutors and skills coaches, the DfE apprenticeships lead 
must be notified in writing prior to any changes being made. 


3.8.11 Consistency in tutor and coach provision is crucial, so that apprentices can 
build a relationship with their tutors and/or coaches. The supplier must have 
sufficient staff to deliver the apprenticeship so that: 


• Tutors are able to meet with apprentices at least once every six 
weeks; and 


• Tutors are able to mark work and provide constructive feedback 
within a maximum of 26 working days from the assignment 
submission deadline. 


3.8.12 The supplier must provide a means for the apprentice and the apprentice 
line manager to upload evidence for assessments, receive timely feedback 
and maintain accurate tracking on their progress towards to EPA. It is the 
responsibility of the supplier to ensure the apprentice and the apprentice 
line manager know what evidence is needed, when it is needed, how it is 
assessed and how progress will be tracked. The supplier must ensure that 
each apprentices’ progress can be tracked against agreed learning aims. 


3.8.13 In delivering the training, and, where relevant, End Point Assessment, the 
Training Provider must ensure it actively promotes British values of 
democracy, rule of law, individual liberty, mutual respect and tolerance of 
those with different faiths and beliefs and promote principles that support 
equality for all. 


3.8.14 The Training Provider shall, at all times, comply with all relevant Law in the 
performance of its obligations under this Agreement, including (but not 
limited to) any legislation relating to employment, health and safety, equality 
and discrimination, human rights, immigration, taxation and prevention of 
terrorism.  
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3.8.15  


3.9 Technical Specification 


L4 Data Analyst Learning materials to be available in hard copy format 
where requested by the apprentice. This will be 
exceptional circumstances only. 


Exam registration costs plus one EPA resit per 
assessment to be included within overall funded cost 
of apprenticeship. 


 


3.10 Sub-Contracting 


3.10.1 The supplier must advise DfE of the identity of any sub-contractor within its 
bid for this lot. 


3.11 Funding  


3.11.1 The apprenticeships will be funded via levy funds in the DfE apprenticeship 
service account. Suppliers will be paid in accordance with ESFA funding 
rules. At present the funding cap for each apprenticeship standard is: 


3.11.2 L4 Data Analyst - <redacted> 


3.11.3 The funding cap is subject to change in line with ESFA funding rules. This 
contract will be varied in line with the ESFA funding caps to mirror ESFA 
guidelines.  


3.11.4 All course content necessary for learners to meet the standard of the 
apprenticeship must be fully fundable through the apprenticeship levy. 


3.12 Working with DfE 


3.12.1 The supplier will need to meet with the DfE for at least the following: 


Meeting type Frequency Location Detail 


Initial meeting One-off within 
10 working 
days of 
contract 
award. 


Video conference To agree delivery 
plan for first 
enrolment of 
apprentices. 


New enrolment 
planning 
meetings 


As required. Video conference Further to initial 
meeting, to agree 
delivery plan for 
further enrolments of 
apprentices. 


Induction 
workshops 


As required. Video conference The DfE run 
induction events for 
all new apprentices. 
The supplier will 
attend these events 
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to support 
discussions. 


Cohort progress 
and 
management 
information 
meeting 


Monthly Video conference Meeting to discuss 
apprentice progress 
and cohort 
management 
information provided 
by the supplier, 
review apprentice 
feedback and plans 
for continuous 
improvement.  


Annual delivery 
review 


Annually Video conference Meeting to review 
apprenticeship 
programme delivery. 


 


3.12.1 The supplier will also need to support to the DfE apprenticeship lead by 
providing or agreeing to the following: attendance of course director or 
equivalent and single point of contact for apprentices at induction 
workshops; meeting key DfE personnel where required and providing 
material to support the promotion of the programme in the department; 
guidance to apprentice line managers and engaging with them, for example 
in a three way discussion with the apprentice to ensure the apprentice’s 
work is aligned to their learning and is embedded; providing monthly 
management information; and providing graduation certificates.  


3.12.2 The supplier will need to provide DfE with scanned copies of signed 
Apprenticeship Agreements and Commitment statements for all 
apprentices no later than 1 month after the apprenticeship start date, sent 
to the DfE securely. 


3.12.3 The supplier needs to notify DfE of any contact from an apprentice which 
indicates potential withdrawal or deferral, within 48 hours.  


4. KEY MILESTONES 


4.1 The Potential Supplier should note the following project milestones that DfE will 
measure the quality of delivery against: 


Milestone Description Timeframe 


1 Initial contract meeting Within 2 weeks of contract award  


2 Mobilise contract Within 4 weeks of contract award 


4 Enrol apprentices Within 4 weeks of contract award 


5 Initiate supply of MI Within 8 weeks of contract award 


6 Initiate review meetings schedule Within 8 weeks of contract award 


 


5. REPORTING, MANAGEMENT INFORMATION AND TRACKING PROGRESS 


5.1 The DfE will use a balanced scorecard to monitor service delivery. If the supplier 
falls below the service requirements listed in section 5 for more than one month, 
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the DfE will hold remedial meetings to identify and address any issues in your 
training service. 


5.2 The supplier must be able to meet the following requirements: 


5.2.1 Customer Service 


• The Supplier will acknowledge enquiries within 24 hours of 
receipt. 


• The Supplier will respond to enquiries within 5 working days. 


• The Supplier will acknowledge complaints within 24 hours of 
receipt. 


• The Supplier will resolve complaints within 5 working days. 


• The Supplier will notify the department of any apprentices 
indicating withdrawal/deferral within 48 hours of contact form the 
apprentice 


5.2.2 Course Design & Delivery 


• All assignments will be marked and returned to the apprentice 
within 20 working days of submission. 


• Any changes to assessor/skills coach will be notified to the 
apprentice 2 weeks prior to implementation (where practical). 


• Any changes to the learning timetable will be notified to the 
apprentice within 4 weeks of such change. 


5.2.3 Quality/End user experience 


• End user satisfaction survey will have a score of 80% or over. 


• Quality satisfaction survey (Annex A) will have a score of 80% 
or over. 


5.2.4 Performance Management 


• Monthly MI will be submitted on or before the 5th of each month. 


• Apprentices will be retained above the national rate 100% of the 
time. 


6. CONTINUOUS IMPROVEMENT 


6.1 The supplier will need to evaluate the apprentices’ experience, on a quarterly 
basis. The supplier will provide DfE with an overview of the feedback, and their 
evaluation plans on a quarterly basis. 


6.2 The supplier will need to adapt delivery and content (within the confines of the 
apprenticeship standard) based on feedback and evaluation, in order to ensure 
continuous improvement of the programme for the duration of the contract.  
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7. ACCREDITATION  


7.1 The apprenticeship must lead to apprentices obtaining qualifications specified in 
the apprenticeship standard prior to their EPA. 


8. SECURITY REQUIREMENTS 


8.1 The contractor may be expected to handle sensitive data. It is the requirement of 
the contractor to ensure that any data processing completed on behalf of the 
Department is done so in accordance with General Data Protection Regulations 
and is in line with the Departments internal policies. 


9. PAYMENT 


9.1 The apprenticeships will be funded via levy funds in the DfE apprenticeship service 
account. The supplier will be paid monthly in arrears in accordance with ESFA 
funding rules.  
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1. PURPOSE 


1.1 This Procurement will establish a Supplier Contract for the purchase of an 
apprenticeship training provider to deliver training for:  


1.2 L4 Business Analyst 


2. BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT 


2.1 The Department for Education (DfE) is responsible for children’s services and 
education, including early years, schools, higher and further education policy, 
apprenticeships, and wider skills in England. 


2.2 Apprenticeships are a significant aspect of the DfE capability offer. The Capability 
Team work to ensure there is an excellent apprenticeship offer available in the 
department for existing employees and for external recruits. Apprenticeships are 
available in a range of profession-based subjects such as HR, Commercial, 
Finance and Policy, as well as in cross-cutting subjects such as Business 
Administration and Leadership and Management. 


2.3 There is a strategic need to offer these apprenticeships in the DfE. Improving this 
capability across government remains an integral part of Civil Service Reform and 
developing these skills in DfE will help to: 


2.3.1 attract and retain the best individuals, providing a rewarding career that 
supports continuous professional development 


2.3.2 Support the growth and expansion of the DFE’s and People Committee’s 
strategic priorities and principles.  


2.3.3 Develop the required skills and knowledge of the DFE staff.  


3. THE REQUIREMENT  


3.1 We require an apprenticeship training provider to deliver training for L4 Business 
Analyst 


3.2 We intend to put in place a contract for new starts for a period of three years. 


3.3 We currently have forecast demand for the following numbers of employees to 
undertake these apprenticeships: 


 24/25 25/26 26/27 


L4 Business Analyst 5 5 5 


 


3.4 The decision regarding the number of apprentices to be enrolled on the 
apprenticeship are made at the department’s discretion and there is no 
guaranteed minimum number of enrolments.  


3.5 The supplier may enrol DfE apprentices onto open cohorts. 


3.6 The supplier must be able to deliver the apprenticeship training to part time 
workers. 
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3.7 In delivering the apprenticeship training, the supplier must be able to meet the 
following requirements: 


3.7.1 DfE requires the supplier to deliver apprenticeship training on all specified 
standards from April 2024.  


3.7.2 DfE currently requires the supplier to deliver training for the number of 
apprentices estimated above.  However, this number is subject to increase 
or decrease, dependent on workforce needs and demand. Volume and 
spend cannot be guaranteed. 


3.7.3 The DfE may require further apprentices to start as a cohort or at several 
points throughout the year.   


3.8 Delivery of the apprenticeship 


3.8.1 The DfE require the supplier to be able to deliver the apprenticeship using 
a blended approach, using a combination of face-to-face classroom 
learning and online delivery. DfE understand that the supplier may be 
delivering online training only however, DfE will discuss face-to-face 
options prior to enrolment should they be required.  


3.8.2 The DfE have offices in several locations across the country. 
Apprenticeship training will need to be delivered to apprentices who may 
be based in any of the following locations. 


• Bristol 


• Cambridge 


• Coventry 


• Croydon 


• Darlington 


• Gateshead 


• Leeds 


• London 


• Manchester 


• Nottingham 


• Sheffield 


• Watford 
 


3.8.3 In line with ESFA funding rules, learning should start from the first day of 
the apprenticeship, with the first intervention taking place within four weeks 
from formal start. 


3.8.4 Where virtual learning occurs, it must be delivered within a secure digital 
(i.e. online) platform.  The supplier must: provide apprentices with unique 
user accounts and passwords to access the platform; and ensure that the 
platform can facilitate the apprentices’ upload of assignments. 


3.8.5 All communications and materials provided (including course materials and 
application forms) must be fully accessible to support the diverse needs of 
apprentices, for example, those apprentices who require screen reading 
technology. 
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3.8.6 Specific technical requirements for each apprenticeship standard are set 
out below. 


3.8.7 In line with the ESFA funding rules, the supplier will need to ensure that 
apprentices meet the 6 hour / 20% “off the job learning” requirement as 
defined in apprenticeship legislation. The supplier will collect and retain 
evidence of this, for example mandating that apprentices log their off-the-
job time on an online platform and regularly reviewing this. This information 
must be provided to the DfE apprenticeships lead on request. 


3.8.8 Where, due to unavoidable or unexpected circumstances, apprentices 
require their learning to be deferred or paused (e.g. maternity leave), the 
supplier will need to be able to suspend and restart learning as soon as the 
apprentice is available to do so 


3.8.9 The supplier will need to ensure continuity of key delivery staff, including 
account managers, tutors and skills coaches, for the life of the programme, 
unless issues are identified with regard to delivery, in which case the DfE 
apprenticeships lead and supplier will discuss and agree suitable 
replacements. 


3.8.10 Where there is an unavoidable need for a change in delivery staff, including 
account managers, tutors and skills coaches, the DfE apprenticeships lead 
must be notified in writing prior to any changes being made. 


3.8.11 Consistency in tutor and coach provision is crucial, so that apprentices can 
build a relationship with their tutors and/or coaches. The supplier must have 
sufficient staff to deliver the apprenticeship so that: 


• Tutors are able to meet with apprentices at least once every six 
weeks; and 


• Tutors are able to mark work and provide constructive feedback 
within a maximum of 26 working days from the assignment 
submission deadline. 


3.8.12 The supplier must provide a means for the apprentice and the apprentice 
line manager to upload evidence for assessments, receive timely feedback 
and maintain accurate tracking on their progress towards to EPA. It is the 
responsibility of the supplier to ensure the apprentice and the apprentice 
line manager know what evidence is needed, when it is needed, how it is 
assessed and how progress will be tracked. The supplier must ensure that 
each apprentices’ progress can be tracked against agreed learning aims. 


3.8.13 In delivering the training, and, where relevant, End Point Assessment, the 
Training Provider must ensure it actively promotes British values of 
democracy, rule of law, individual liberty, mutual respect and tolerance of 
those with different faiths and beliefs and promote principles that support 
equality for all. 


3.8.14 The Training Provider shall, at all times, comply with all relevant Law in the 
performance of its obligations under this Agreement, including (but not 
limited to) any legislation relating to employment, health and safety, equality 
and discrimination, human rights, immigration, taxation and prevention of 
terrorism.  
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3.8.15  


3.9 Technical Specification 


L4 Business Analyst Learning materials to be available in hard copy format 
where requested by the apprentice. This will be 
exceptional circumstances only. 


Exam registration costs plus one EPA resit per 
assessment to be included within overall funded cost 
of apprenticeship. 


 


3.10 Sub-Contracting 


3.10.1 The supplier must advise DfE of the identity of any sub-contractor within its 
bid for this lot. 


3.11 Funding 


3.11.1 The apprenticeships will be funded via levy funds in the DfE apprenticeship 
service account. Suppliers will be paid in accordance with ESFA funding 
rules. At present the funding cap for each apprenticeship standard is: 


3.11.2 L4 Business Analyst - <redacted> 


3.11.3 The funding cap is subject to change in line with ESFA funding rules. This 
contract will be varied in line with the ESFA funding caps to mirror ESFA 
guidelines.  


3.11.4 All course content necessary for learners to meet the standard of the 
apprenticeship must be fully fundable through the apprenticeship levy. 


3.12 Working with DfE 


3.12.1 The supplier will need to meet with the DfE for at least the following: 


Meeting type Frequency Location Detail 


Initial meeting One-off within 
10 working 
days of 
contract 
award. 


Video conference To agree delivery 
plan for first 
enrolment of 
apprentices. 


New enrolment 
planning 
meetings 


As required. Video conference Further to initial 
meeting, to agree 
delivery plan for 
further enrolments of 
apprentices. 


Induction 
workshops 


As required. Video conference The DfE run 
induction events for 
all new apprentices. 
The supplier will 
attend these events 
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to support 
discussions. 


Cohort progress 
and 
management 
information 
meeting 


Monthly Video conference Meeting to discuss 
apprentice progress 
and cohort 
management 
information provided 
by the supplier, 
review apprentice 
feedback and plans 
for continuous 
improvement.  


Annual delivery 
review 


Annually Video conference Meeting to review 
apprenticeship 
programme delivery. 


 


3.12.1 The supplier will also need to support to the DfE apprenticeship lead by 
providing or agreeing to the following: attendance of course director or 
equivalent and single point of contact for apprentices at induction 
workshops; meeting key DfE personnel where required and providing 
material to support the promotion of the programme in the department; 
guidance to apprentice line managers and engaging with them, for example 
in a three way discussion with the apprentice to ensure the apprentice’s 
work is aligned to their learning and is embedded; providing monthly 
management information; and providing graduation certificates.  


3.12.2 The supplier will need to provide DfE with scanned copies of signed 
Apprenticeship Agreements and Commitment statements for all 
apprentices no later than 1 month after the apprenticeship start date, sent 
to the DfE securely. 


3.12.3 The supplier needs to notify DfE of any contact from an apprentice which 
indicates potential withdrawal or deferral, within 48 hours.  


4. KEY MILESTONES 


4.1 The Potential Supplier should note the following project milestones that DfE will 
measure the quality of delivery against: 


Milestone Description Timeframe 


1 Initial contract meeting Within 2 weeks of contract award  


2 Mobilise contract Within 4 weeks of contract award 


4 Enrol apprentices Within 4 weeks of contract award 


5 Initiate supply of MI Within 8 weeks of contract award 


6 Initiate review meetings schedule Within 8 weeks of contract award 


 


5. REPORTING, MANAGEMENT INFORMATION AND TRACKING PROGRESS 


5.1 The DfE will use a balanced scorecard to monitor service delivery. If the supplier 
falls below the service requirements listed in section 5 for more than one month, 
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the DfE will hold remedial meetings to identify and address any issues in your 
training service. 


5.2 The supplier must be able to meet the following requirements: 


5.2.1 Customer Service 


• The Supplier will acknowledge enquiries within 24 hours of 
receipt. 


• The Supplier will respond to enquiries within 5 working days. 


• The Supplier will acknowledge complaints within 24 hours of 
receipt. 


• The Supplier will resolve complaints within 5 working days. 


• The Supplier will notify the department of any apprentices 
indicating withdrawal/deferral within 48 hours of contact form the 
apprentice 


5.2.2 Course Design & Delivery 


• All assignments will be marked and returned to the apprentice 
within 20 working days of submission. 


• Any changes to assessor/skills coach will be notified to the 
apprentice 2 weeks prior to implementation (where practical). 


• Any changes to the learning timetable will be notified to the 
apprentice within 4 weeks of such change. 


5.2.3 Quality/End user experience 


• End user satisfaction survey will have a score of 80% or over. 


• Quality satisfaction survey (Annex A) will have a score of 80% 
or over. 


5.2.4 Performance Management 


• Monthly MI will be submitted on or before the 5th of each month. 


• Apprentices will be retained above the national rate 100% of the 
time. 


6. CONTINUOUS IMPROVEMENT 


6.1 The supplier will need to evaluate the apprentices’ experience, on a quarterly 
basis. The supplier will provide DfE with an overview of the feedback, and their 
evaluation plans on a quarterly basis. 


6.2 The supplier will need to adapt delivery and content (within the confines of the 
apprenticeship standard) based on feedback and evaluation, in order to ensure 
continuous improvement of the programme for the duration of the contract.  
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7. ACCREDITATION  


7.1 The apprenticeship must lead to apprentices obtaining qualifications specified in 
the apprenticeship standard prior to their EPA. 


8. SECURITY REQUIREMENTS 


8.1 The contractor may be expected to handle sensitive data. It is the requirement of 
the contractor to ensure that any data processing completed on behalf of the 
Department is done so in accordance with General Data Protection Regulations 
and is in line with the Departments internal policies. 


9. PAYMENT 


9.1 The apprenticeships will be funded via levy funds in the DfE apprenticeship service 
account. The supplier will be paid monthly in arrears in accordance with ESFA 
funding rules.  






