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Schedule 3 (Charges)

1. How Charges are calculated

1.1 The Charges:

1.1.1 shall be calculated in accordance with the terms of this Schedule;
and

1.1.2 cannot be increased except as specifically permitted by this
Schedule and in particular shall only be subject to Indexation
where specifically stated in the Award Form.

1.2 Any variation to the Charges payable under a Contract must be agreed
between the Supplier and the Buyer and implemented using the
procedure set out in this Schedule.

2. The pricing mechanisms

2.1 The pricing mechanisms and prices set out in Annex 1 shall be available
for use in calculation of Charges in the Contract.

3. Are costs and expenses included in the Charges

3.1 Except as expressly set out in Paragraph 4 below, or otherwise stated in
the Award Form the Charges shall include all costs and expenses relating
to the provision of Deliverables. No further amounts shall be payable in
respect of matters such as:

3.1.1 incidental expenses such as travel, subsistence and lodging,
document or report reproduction, shipping, desktop or office
equipment costs, network or data interchange costs or other
telecommunications charges; or

3.1.2 costs incurred prior to the commencement of the Contract.
4. When the Supplier can ask to change the Charges

4.1 The Charges will be fixed for the first three (3) years following the
Contract Commencement Date (the date of expiry of such period is a
"Review Date") as per the breakdown in respect of Contract Years in
Annex 1. After this Charges can only be adjusted on each following
yearly anniversary (the date of each such anniversary is also a "Review
Date").

4.2 The Supplier shall give the Buyer at least three (3) Months' notice in
writing prior to a Review Date where it wants to request an increase. If
the Supplier does not give notice in time then it will only be able to request
an increase prior to the next Review Date.

4.3 Any notice requesting an increase shall include:
4.3.1 alist of the Charges to be reviewed,
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4.3.2 for each of the Charges under review, written evidence of the
justification for the requested increase including:

(a) a breakdown of the profit and cost components that comprise the
relevant part of the Charges using the template that will be
provided by the Buyer prior to any Extension Period (if
applicable);

(b) details of the movement in the different identified cost
components of the relevant Charge;

(c) reasons for the movement in the different identified cost
components of the relevant Charge;

(d) evidence that the Supplier has attempted to mitigate against the
increase in the relevant cost components; and

(e) evidence that the Supplier’s profit component of the relevant
Charge is no greater than that applying to Charges using the
same pricing mechanism as at the Contract Commencement
Date.

4.4 The Buyer shall consider each request for a price increase. The Buyer
may grant Approval to an increase at its sole discretion.

4.5 Where the Buyer approves an increase then it will be implemented from
the first (1st) Working Day following the relevant Review Date or such
later date as the Buyer may determine at its sole discretion and Annex 1
shall be updated accordingly.

5. Other events that allow the Supplier to change the Charges
5.1 The Charges can also be varied (and Annex 1 will be updated
accordingly) due to:
5.1.1 a Specific Change in Law in accordance with Clause 24;

5.1.2 areview in accordance with insurance requirements in Clause 13;
and

5.1.3 arequest from the Supplier, which it can make at any time, to
decrease the Charges.
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Annex 1: Rates and Prices

Table 1. Charges based on actual expenditure

The rates below shall not be subject to variation by way of Indexation
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Implementati
on costs

Exit cost

Against the Month/s incurred within Quarter 1 of
Contract Year 1 of the Contract Period upon
receipt of evidence of expenditure.

Payment of implementation costs incurred in
Quarter 1 will be made once delivery has
commenced. If no delivery has taken place by end
of Quarter 1, payment for implementation costs will
be made after the service has become fully
operational by the 1st July 2022 deadline

Against the Month/s incurred within the relevant
Contract Year of the Contract Period upon receipt
of evidence of expenditure. Please note, while this
will initially be profiled against Contract Year 3, the
actual date to be claimed will be dependent on the
final End Date of the Contract.
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Table 2: Volume Based Prices
The rates below shall not be subject to variation by way of Indexation.

These rates are specific to each Contract Year as derived from the Financial
Methodology completed as part of the Supplier's bid.

Time Categories (TC) charges can be claimed as a 5 minute time unit at the rates
set out below. These must be claimed against the Month in which the activity took
place. Activity related to a customer who has engaged with the service prior to the
Start Date, may be ongoing and therefore ongoing activity time can be claimed from
the Start Date.

Digital Only charges are claimed based on volume of customers and is split between
two rates as set out below. These must be claimed against the Month the customer
first engaged with the service in that channel, at the rate to which they had
completed by the end of that Month.

There will be no retrospective payment for pre contract activity.

1st £7,277,709 (net)

February
Time Categories | 2023 —

) i _ 31st
5 minute time unit January

2024

1st
February
2024 —
31st
January
2025

1st
February
2025 —
31st
January
2026

£8,733,251 (gross)

£8,609,975 (net)

£10,331,970
(gross)

£8,631,257 (net)

£10,357,508
(gross)
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Digital Only: Rate
1

Volume of
customers

1st
February
2023 —
31st
January
2024

1st
February
2024 —
31st
January
2025

1st
February
2025 —
31st
January
2026

Approx.
£6,389 (net)
£7,665 (gross)

This forms part of
the Rate 2 budget
and is not in
addition.

Approx.
£8,300 (net)
£9,960 (gross)

This forms part of
the Rate 2 budget
and is not in
addition.

Digital Only: Rate
2

Volume of
customers

1st
February
2023 —
31st
January
2024

1st
February
2024 —
31st
January
2025

Approx.
£8,215 (net)
£9,858 (gross)

This forms part of
the Rate 2 budget
and is not in
addition.

£1,278,192(net)

£1,533,830 (gross)

£1,661,912 (net)

£1,994,294 (gross)
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1st
February
2025 —
31st
January
2026

£1,643,236 (net)

£1,971,883 (gross)

Note: Rate 2 is calculated from full budget and volumes provided. Rate 1 is for
incomplete/emergency advice and is paid at 25% of the full rate to acknowledge work has
been undertaken. Above forecast delivery of rate 1 or rate 2 can be used to make up any
shortfall in volumes, but the funding may not exceed the full budget value.

The annual amount that can be claimed is capped as per the annual contract values
stated in Section 6.5 of the Schedule 2 (Specification). Therefore, while the number
of units per Contract Year could fluctuate, and the distribution between rates might
differ from forecast, what is claimed cannot exceed this amount. Fluctuations and
changes to distribution between rates against what has been forecast will be
reviewed and managed as per Section 10 of Schedule 2 (Specification).

FURTHER CONSIDERATIONS

The rates set out in this Schedule 3 (Charges) can only be claimed where linked to
an identifiable customer record (though this does not have to be identifiable using
personal customer data where this is not available or cannot be shared with the
Buyer). In these circumstances a customer ID reference would be required instead.

The Supplier must take all reasonable steps to de-dupe customers. In particular, the
Buyer recognises the risks for digital only services where the payable rate is based
on customer volumes. Digital only customers can only be claimed once within a 6
Month period.

Digital only customers can move to other channels paid based on time categories. In
this scenario only up to rate 1 is payable, in addition to the relevant time claim for
that customer.
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