
 

 

HMCTS REFORM DELIVERY PARTNER 

WORK PACKAGE - AGREEMENT FOR 
DELIVERABLES UNDER THE HMCTS 

REFORM DELIVERY PARTNER CONTRACT  

 

AREA OF THE PROGRAMME Customer Service Capability 

WORK PACKAGE NUMBER 003 

WORK PACKAGE DATE Contract commencement – for six 

months from Effective Date 

 

This Work Package forms part of the agreement for services in relation to the HMCTS Court Reform 
Programme between the Authority and the Supplier (the "Agreement").  Capitalised terms used in this 
Work Package shall have the meaning given to them in Schedule 1 (Definitions) of the Agreement. 

DURING THE COMMISSIONING OF ALL WORK PACKAGES THE AUTHORITY WILL ENDEAVOUR 
TO PROVIDE CLARITY AND DEFINITION ABOUT OUR DIRECTION OF TRAVEL, BE PROFICIENT 
AT DEFINING OUR NEEDS, IDENTIFY DEPENDENCIES, AND WILL OPERATE CLEAR AND 
TRANSPARENT CONTRACT MANAGEMENT TECHNIQUES (AS DEFINED IN SCHEDULE 6.1 
(GOVERNANCE AND CONTRACT MANAGEMENT) OF THE AGREEMENT).  

THE AUTHORITY WILL WORK WITH THE SUPPLIER TO COMPLETE THIS TEMPLATE AND THE 
APPROVAL OF THIS WORK PACKAGE (PRE AND POST COMPLETION) WILL BE IN LINE WITH 
SCHEDULE 2.2 (COMMISSIONING PROCESS) OF THE AGREEMENT.  

IF THE WORK PACKAGE REQUIRES ANY CHANGE THAT IS NOT A 'MINOR WORK PACKAGE 
CHANGE' (AS DEFINED IN THE AGREEMENT), THIS MUST BE AGREED VIA THE CHANGE 
CONTROL PROCEDURE CONTAINED IN IN SCHEDULE 6.2 (CHANGE CONTROL PROCEDURE) 
OF THE AGREEMENT. 

ALL EXIT ACTIVITIES RELATED TO THIS WORK PACKAGE WILL BE MANAGED IN 
ACCORDANCE WITH PARAGRAPH 5 OF SCHEDULE 2.2 (COMMISSIONING PROCESS) AND 
SCHEDULE 6.5 (EXIT MANAGEMENT).  

ALL DOCUMENTATION CREATED WITHIN THIS WORK PACKAGE WILL BE OWNED BY 
MOJ/HMCTS AND THEY WILL RETAIN THE RIGHT FOR DISTRIBUTION. 

 

 

 

 

 



 

 

1. BACKGROUND  

1.1 Background  

The Infrastructure and Operations (IO) programme within the HMCTS Change Portfolio is a 
group of enabling projects which will facilitate the delivery of improved customer service 
capability and nationalised services to HMCTS and its users.  

The Customer Service Centre (CSC) project sits within this programme and will deliver a 
modest number of buildings that provide call handing and consolidated administrative 
support capabilities for HMCTS in England and Wales. The CSCs will be equipped to not 
only handle the majority of in-bound telephony but also handle customer communication via 
other channels for the majority of HMCTS services as letters, web forms and live web chat.  
It will also house other administrative functions to progress and manage services which may 
not be in direct response to customer contact.  

The stand-up of our CSC capability will be iterative as new services go live and in line with 
our Interim States, giving us more efficient operations and better information about whether 
we are doing what our customers need. CSCs will also support the delivery of assisted 
digital service provision (telephony/webchat/triage of face-to-face requirement/booking of 
face-to-face assisted digital provision). 

The delivery of the CSC project is critical to the delivery of all of HMCTS’s services and 
Reform as a whole. The project is currently being delivered through a central project team 
resourced with a combination of civil servants, interims/contractors and consultants.  

The consultancy contract supporting this project expires during 2017, so we will require a 
handover period between the incumbents and the Delivery Partner to ensure we sustain the 
delivery momentum. 

The project is working towards implementing Interim State 1 and is currently testing the 
operational processes, including a tactical call handling capability to ensure services will be 
able to meet Interim State 1 requirements by September 2017. In parallel, the project is 
focused on the critical path activities for future states, particularly Interim State 2. We will 
have identified some of the buildings to be used as CSCs, particular those required ahead of 
Interim State 2, determined the order in which they are to become operationally ready to 
meet the customer service capability needs and developed an approach to identifying the 
remaining buildings necessary to meet our requirements.   

This work package will provide strategic advice, design, implementation and leadership to 
Reform by working closely with both central and delivery teams, developing commercial 
partnership to make sure that the transformation is delivered in an optimal way, and working 
closely with the Reform team to impart knowledge of transformation, change and programme 
delivery. This work package is pivotal to the successful delivery of HMCTS Reform, as it will 
be responsible for working with the team that pulls many of the services together. 

1.2 Requirements  

• Rapid hand-over from existing consultancy support. 

• Continue the development of the organisational design of CSCs (both infrastructure and 
operational procedures), incorporating the growing evidence base from capability 
delivered/tested in Interim State 1. 

• Support HMCTS to take a customer-driven approach to the design, operation and 
management of CSCs, working with People Change and Customer teams to ensure the 
CSCs role-model the desired culture and customer experience.  



 

 

• Support ongoing development and refinement of capacity requirement model for on boarding 
services into CSCs through to the End State. 

• Support ongoing development and iteration of the overarching CSC Target Operating Model 
and service design working towards an End State tierless service; and the integration of 
each service line into the CSC model.  This will include coordinating design activities across 
services to ensure an integrated solution is established.   

• Working with the existing project teams to implement the design. 

• Input relevant experience and expertise into requirements, design and development of key 
technical components for CSCs (e.g. Customer Relationship Management system, 
Knowledge Base).  Note: Ownership of design and delivery of the technical components sits 
with HMCTS. 

• Develop and maintain an embedded approach to Management Information to support 
ongoing and future development of CSCs which is accurate, complete and can withstand 
challenge. 

• Work with other Programmes to define roles, responsibilities, locations, ways of working and 
culture within CSCs.  

• Ensure effective knowledge and skills transfer to the Project Team and the business. 

Please note: for future CSC work packages we may also need access to specialist staff, where 
required, to refine and embed operational services, maintaining set performance targets, whilst 
transitioning to the new model.  As examples, roles may include call handlers, centre manager, team 
leaders, quality manager, and social/web chat manager. 

1.3 Outcomes  

The outcome of the work in this package will include: 

• A fully defined, signed off end state organisation design for CSCs (supported by 

user research and pilot evidence) that integrates with the operating model of 

relevant services. 

• A performance led customer centric MI package established and quality 

assurance processes to support future development embedded in the 

organisation design for CSCs. 

• Access best practice organisations, infrastructure and operational procedures to 

support the development of roles and jobs alongside PACT.. 

• Delivering work to plan as per critical path to enable delivery of operational 

CSCs . with fully defined functioning operating procedures and trained staff 

meeting operational delivery and continuous improvement, in line with the 

intended organisational culture. 

 

2. SCOPE AND SERVICES 

Scope  



 

 

In scope: project operationalisation; technology acquisition and deployment; analytical, 
design and consultancy support for development of a CSC operating model, integrated with 
other services; organisation design, support for reporting and governance and production of 
documentation (including standard operating procedures and training material); liaison with 
wider HMCTS and MoJ in development and maintenance of key data to underpin design 
development and decision making; provision of specialist resource, as required, to refine and 
embed new procedures as services transition into the CSCs; transition support.   

Out of scope: Recruitment of staff; development of specific business processes related to 
standalone services.  

2.1 Term  

This package is expected to run for 6 months from the start of the contract; with likely need 
for additional CSC support over the life of Reform. 

2.2 Knowledge transfer/capability required  

Transfer of knowledge through mentoring, workshops, formal training of HMCTS staff or 
management, training material and documents. 

2.3 Key Personnel –if applicable. 

(Note: As part of response to ITT - Supplier to insert if applicable) 

2.4 Plan on a page 

(Note: As part of response to ITT - Supplier to insert plan on a page detailing how this work package 
will be delivered) 

2.5 Authority Responsibilities 

• Desk space – availability of desks for team to be positioned within HMCTS reform at 102 
Petty France, London, SW1H 9AJ 

• Technology – Delivery Partner will be required to use their own technology which is 
dependent on a data security plan being signed off by MoJ. 

• HMCTS Reform Personnel availability – time for Delivery Partner team to meet with key 
personnel 

• HMCTS portfolio staff in place – to transfer knowledge to and to build their capability 

• From each service: Access to the relevant information for each case type customers will be 
calling about will be required, along with the levels of activity for each aspect of support. If 
not covered within this work package, there will be a need to know when services will come 
on line.  

 

2.6 Terms of access to Authority Premises 

Any access required to other premises to enable delivery of services will be arranged as it 
arises. 

 



 

 

 

 

2.7 Risks, Assumptions, Issues and Dependencies  

(Note: As part of response to ITT - Supplier to insert. These are work package specific. If you have 
any cost affecting assumptions/dependencies please detail them in section 3.3.3) 

ID# Risk/Assumption/ 
Issue or Dependency 

Description Mitigation 

    

    

    

    



 

 

 

2.8 Detailed services: 

ID# DESCRIPTION DELIVERABLE / OUTPUT 

(I.e. milestones, activities) 

ACCEPTANCE CRITERIA  OPERATING 

MODEL 

REQUIRED 

(Will the Supplier 

be responsible for 

the activity? Lead = 

responsible; 

Support = not 

responsible for this 

activity) 

DUE DATE  

1 CSC Team to facilitate handover activities with 

incumbent supplier  and contractors, as defined 

in core team mobilisation plan 

(SEE INCUMBENT FINAL WORK PACKAGE IN 

DATA LIBRARY) 

List of handover 

activities provided in 

core team mobilisation 

plan 

Handover activities 

completed and signed off by 

Lucy Garrod, Project Director  

Lead Within first 2 

weeks 

2 Establish and embed a quality customer 

interaction                    

Establish and embed systems and processes 

that exploit technology to implement individual 

and centre scorecards with underpinning 

facilitating processes and holistic reporting 

from multiple mediums i.e. quality of voice 

interaction, accuracy and empathy, quality 

of interaction from other mediums SMS, web 

chat, email other, customer feedback via auto 

surveys, administrative process/throughout - all 

pulled into a single scorecard.  Just as 

An automatically 

populated scorecard 

that provides sufficient 

information to develop 

improvements. 

(ACTIVITY)  

Staff trained to use 

scorecard 

Scorecard and processes to 

be approved by HMCTS SMT 

and training complete. 

 

Lead 

 

Jan 2018 



 

 

importantly develop and embedded actions 

that respond to and continuously improve the 

information provided by the scorecard. 

3 Establish and embed a performance led 

customer centric MI package  

Establish and embed systems and processes 

that exploit technology to deliver new, 

automated performance measures within an 

agreed framework.  

Implement individual and centre score cards for 

administrative 

processes/throughput/outstanding load, cases 

in queue, cleared/handled , cleared within KPI 

average handling time oldest work 

priority similarly for telephony, first call 

resolution, average handling time agent and 

centre productivity/utilisation, calls answered, 

abandoned (hung up), blocked (engaged tone) 

cycle blocked or answered (did customer/user 

ring back and get answered), etc.   

The MI solution will also need to provide 

predictive workload ability for resource 

scheduling purposes. 

Automatically populated 

MI system in place 

(MILESTONE) 

All systems in place and 

reviewed through 

appropriate governance 

structure. Final approval of 

systems needed by 

Programme Director; MI 

reports provided to Directors 

and HMCTS SMT; training 

complete. 

 

Lead Jan 2018 

4 Establish and embed key roles and people 

structure 

The DP will, in line with the TOM, support the 

definition and specification of best practice 

Support the definition 

and specification of best 

practice customer 

service capability 

Best practice customer 

service capability defined 

and specified enabling HR to 

deliver – sign off from HR  

Lead Dec 17 



 

 

customer service capability to enable HR 

through the PACT programme service 

proposition to deliver their objectives 

(MILESTONE)  

5 Transition/Migration planning  

Articulate migration plans (ensure seamless 

service to customers users), taking into account 

capacity modelling, tipping point analysis and 

migration methodology 

The DP needs to define service continuity in 

order for the HR team to support the required 

outcomes using the PACT people transition 

methodology. 

Plan and assist with the transition of services 

and staff, maintaining operational delivery, 

from existing state to final state. 

With the existing project team, jointly lead the 

transition of services into their interim and/or 

future state. 

Contribute to integrated 

portfolio plan, outlining 

when and where 

services will go live. 

(MILESTONE) 

 

Staff transition plan 

outlining the impact on 

staff of implementing 

the transition plan.  

(MILESTONE) 

Transition plan to take 

account of a wide range of 

enablers and dependencies 

and approved by Programme 

and Portfolio Director and 

SBO. 

 

 

Lead 

 

 

 

 

Support 

Nov 17 

 

 

 

Dec 17 

6 Develop Business Processes 

Using the Target Operating Model for HMCTS 

and the CSCs, develop, implement and refine 

operating procedures for each role, with 

interfaces and handoffs, to enable effective and 

efficient operational delivery, including 

continuous improvement processes/systems.  

This will include but not be limited to spans of 

Defined business 

process/mapping 

document (MILESTONE) 

All business processes to 

have gone through the 

appropriate governance 

structures, iterations made 

and final approval by 

Programme Director and 

SBO. 

Lead Nov 17 

7 6 documented standard 

operating procedures 

(SOPs); where a SOP is 

defined as end to end 

service line 

Lead Jan 18 



 

 

control, role profiles, team accountabilities, 

team sizing, data flows, handoffs and 

interactions between staff, departments and 

tiers, scheduling resource 

(MILESTONE) 

 

 

8 Staff/work scheduling 

solution that enables 

managers to schedule 

staff against anticipated 

workloads (MILESTONE) 

 

Lead Nov 17 

9 Property 

Refine & update demographic data and analysis 

relating to the sustainability of potential 

buildings to be used as CSCs, including but not 

exclusively:  recruitment market, competition, 

salaries, deprivation, communication and 

transport.  

Develop detailed property capability 

requirements alongside property workstream, 

including environmental and staff offer, to 

meet operational and staff needs for delivering 

services in line with SOPs. 

Series of reports 

enabling the evaluation 

and comparison of 

buildings for use as CSCs 

across England and 

Wales.(MILESTONE) 

Reports and Requirements 

to be provided to HMCTS 

SMT for approval. 

 

Lead 

As required – 

content to limit 

number to 3 

10 Capability requirements 

for building selected for 

use as CSCs. 

(MILESTONE) 

 

Lead Nov 17 

11 User Experience 

Undertake user experience research, analytics 

and reporting to determine user needs to be 

met by CSCs.  Include user journey maps and 

identification of communication channels. 

User journey maps for 

all services (capped at 

30). (MILESTONE) 

30 User journey maps and 

communication channels to 

be approved by HMCTS SMT 

and communication. 

Lead Dec 17 

 

12 Defined communication 

channels and their 

optimum use. 

Lead  

Dec 17 



 

 

(MILESTONE) 

13 Design and Transition Delivery  

Undertake on-going design responsibilities, 

working with designers of other services, such 

as virtual hearings, bulk scanning and printing, 

scheduling and listing and TCEP, CFT and CPP 

services, to establish an integrated design and, 

working with the project team, undertake a 

leading role in the implementation of the 

design. 

 

Linking in the TOMs for 

relevant services that 

demonstrate a single 

coherent design 

(feeding into 

overarching 

TOM).(MILESTONE) 

Coordination with other 

programmes/projects and 

design implemented 

successfully.  

Implementation plan 

approved by Portfolio and 

Programme Director and 

SBO.   

 Lead Nov 17 and on-

going iterations 

14 Plan of the 

implementation of the 

design.(MILESTONE) 

Lead  Nov 17 

 

15 Implemented changes 

that reflect the design 

(ACTIVITY) 

Lead Duration of 

project 

16 Delivery Partner to formulate initial knowledge 

transfer/capability building plan for work 

package  

Work Package level plan 

fed into Core Team high 

level knowledge 

transfer/capability build 

plan 

DD for CSC to sign off Lead Within first 2 

months of 

contract 

commencement 



 

 

2.10  Insurances – if applicable 

N/A 
 
 

3. RESOURCING AND COSTS 

3.1 Proposed cost model  

Primary Charging Mechanism 

√ Fixed Price 

 

Secondary Charging Mechanisms 

(Tick optional boxes as applicable) 

 Fixed Price 

Discount √ (Mandatory) 

Milestone Payments √ (Mandatory) 

Risk Factor Uplift √ (Mandatory) 

Productivity Reduction  (Optional) 

Delay Credits  (Optional) 



 

 

 

3.2 Resource Augmentation Work Packages (Not applicable to Initial Work Package) 

3.2.1 Rates (Not applicable to Initial Work Packages) 

 

3.3 Fixed Price Work Packages 

3.3.1 Milestone Plan (for Fixed Price Work Packages) 

(Note: As part of response to ITT – Supplier to complete table) 

NB: a % uplift  will be applied to each relevant Milestone Payment (milestone that directly links to benefits realisation)that may become 
payable to the Supplier as a Bonus (see schedule 5.1 Charges and Invoicing). 

Deliverable 

ID (from 

2.9) 

MILESTONE 

(KEY / NOT 

KEY 

MILESTONE) 

MILESTONE ACHIEVEMENT CRITERIA MILESTONE 

DATE 

DELAY CREDIT 

RATE (IF 

APPLICABLE)  

DELAY 

DEDUCTION 

PERIOD (IF 

APPLICABLE) 

Does this milestone 

have a direct link to 

benefits realisation? 

Yes/No 

    Not Applicable  

    Not Applicable  

    Not Applicable  



 

 

 

3.3.2 Estimated Resources and Effort 

(Note: As part of response to ITT – Supplier to complete table) 

Milestone  

No 

Name of 

resource 

Resource Role 

(Must be a role 

taken from 

theRate Card) 

Prime / 

Subcontracted 

Name of Subcontracting 

Supplier 

Sub-

Contracted 

Day Rate                     

£ 

Markup on 

Sub 

Contracted 

Day Rate 

£ 

Tendered 

Day Rate       

£ 

 

 

Number 

of Days 

 

Tendered 

Cost 

£ 

   Prime   

  

   

   Subcontractor       

   Etc..       

TOTAL        

 

3.3.3 Cost Affecting Assumptions and Dependencies 

(Note: As part of response to ITT – Supplier to complete table if applicable. The impact on cost of any assumptions and dependencies set out 
here is included within the total cost of the Work Package.) 

COST AFFECTING ASSUMPTIONS AND DEPENDENCIES COST 

  

  

TOTAL COST:  

 



 

 

3.3.4 Agreed Fixed Price 

[Note: As part of response to ITT – Supplier to set out the applicable Charges for the agreed Fixed Price based on sections 3.3.1and 
3.3.3.This net price shall NOT exceed 3.3.2] 

 

3.3.5 Agreed Net Cost 

(Note: As part of response to ITT – Supplier to complete table if applicable) 

Cost element Cost 

Fixed Price £ 

** Risk Factor Uplift (delete as appropriate) 

Low 0% 

Medium [x]% 

High [x]% 

£ 

Discount £ 

Other Fixed Costs 

[Note: State what costs are for, e.g. tools] 

£ 

Any expenses (if the Authority has agreed to pay the Reimbursable Expenses 
to the Supplier), together with any applicable cap on Reimbursable Expenses. 

[Note Please refer to the Authority's Current Expenses Policy (see Annex 4 of 
Schedule 5.1 (Charges and Invoicing)] 

£ 

TOTAL AGREED PRICE £ 

  



 

 

 

** Definitions relevant to Risk Factor Uplift: 

Low Risk (low probability and low severity) – Work Package where the 
requirements are well defined and the assumptions/dependencies are 
minimal and/or well understood and manageable. 

Medium Risk (medium probability and medium severity) – Work Package where 
the Supplier bears delivery risk based on a lack of detail in the requirements 
and/or the assumptions/dependencies are reasonably identified and/or 
understood and reasonably manageable but expose the Supplier to risk.  

High Risk (high probability and high severity) – Work Package for complex 
project where the requirement is not completely defined and the 
assumptions/dependencies are not clearly identified and/or understood and 
will present a significant challenge for the Supplier to manage. 

 

If High Risk, List the risk factors that are relevant to the Risk Factor Uplift 

ID  Risk  % Proportion of Risk Factor Uplift 

   

   

 

3.4 Share of Productivity Reduction Differential (if selected in Section 3) 

[Note: As part of response to ITT – Supplier to set out the proportion in which the Differential 
arising from a Productivity Reduction will be split between the Authority and the Supplier.] 

Authority [ ]% 

Supplier [ ]% 

 

3.5 Details of Delay Credits 

[Note: As part of response to ITT – Supplier to set out if selected in Section 3] 

3.6 Anticipated Savings 

[Note: Identify clearly any anticipated savings that are to be achieved by the Supplier under 
the Work Package, together with a statement, where applicable, that those savings are 
eligible for the additional Authority rights of recovery under Clause 28.3.2(f) (Consequential 
Losses).] 

 



 

 

4. SIGNATURE PAGE 

4.1 Approvals 

The below approve the services detailed within this work package are required and approve the 

Supplier to commence this work. 

Name Role Date of Approval 

 Delivery Partner Work Package Lead  

 HMCTS Work Package Lead  

 Delivery Partner Core Team (Impact 

Assessment) 

 

 HMCTS Contract Manager  

 SBO – HMCTS Reform Change Director  

 

 

 



 

 

 

5. POST COMPLETION 

Approval that services within this work package have been successfully completed. 

Documents: insert acceptance criteria 

Meetings/Workshop: insert acceptance criteria 

ACTIVITY  Deliverable/Outcome 

(I.e. document produced, workshop 

arranged/completed…) 

DUE DATE DATE 

COMPLETED 

ACTIVITY 

SIGNED OFF 

BY HMCTS 

Work 

Package 

Lead 

(including 

comments)  

     

     

     

     

NB: Attach exit summary report if at the end of the contract/supplier exiting – ensuring 
knowledge / activities successfully transferred to HMCTS staff or new supplier  

6. SIGN OFF 

The below approves that this work package has been completed within scope, quality and cost. 

Name Role Date of Approval 

Richard Goodman SBO  

 

 

 

 



 

 

 

ANNEX 2 

WORK PACKAGE AUTHORISATION NOTE 

PROGRAMME AREA WORK PACKAGE 
REFERENCE 

WORK PACKAGE DATE 

FINAL WORK PACKAGE PROPOSAL TO BE ATTACHED TO THIS WORK PACKAGE 
AUTHORISATION NOTE  

CONFIRMATION THAT NO TERMS OF THE AGREEMENT HAVE BEEN AMENDED AS A RESULT 
OF THIS WORK PACKAGE (If a Contract Change relating to this Work Package has been agreed, the 
relevant Change Authorisation Note should be attached to this Work Package Authorisation Note) 

SIGNED ON BEHALF OF THE AUTHORITY: SIGNED ON BEHALF OF THE SUPPLIER 

Signature:…………………………………………. Signature:………………………………………… 

Name:…………………………………………….. Name:…………………………………………….. 

Position: Commercial Director  Position: Delivery Partner Contract Manager  

Date:………………………………………………. Date:……………………………………………… 

 

 

 


