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SPECIFICATION 

1. SERVICES TO BE PROVIDED OVERVIEW
Client Trusts will seek providers of payroll and pension services, who are able to provide accurate and timely payments to their employees.  This will typically include issuing monthly payments to each staff member and may include making and recovering advance payments, upon bespoke request. The service provider will be required to be responsible for output of the client authorities Standard Electronic Staff Record (ESR) to their nominated financial services team/supplier.  Service providers will be expected to offer first line customer service directly to client authorities’ employees to resolve any pay discrepancies, including expenses payments and any variation payments which may occur. 

In addition, client authorities will seek to appoint a provider who also offers pension services, this may include services to offer pension calculations, early retirement calculations, ill-health calculations and redundancy calculations, ensuring all clients are compliant with Auto enrolment regulations. Service providers must be flexible to cater for sudden spikes in demand such as the opening up of a Mutually Agreed Resignation Scheme (MARS).

In providing Payroll and Pension Services to client authorities, Service Providers will respect confidentiality of individual staff pay details as well as information of a more corporate nature, for example the level of Trust Pay Awards. It should also ensure that records are held in a manner which does not contravene relevant legislation including the Data Protection Act 1998, Data Protection (Amendment) Act, 2003, and GDPR regulations. This should also include appropriate controls around subject access to payroll information.

It will be the responsibility of the Service Provider to maintain access to the Electronic Staff Record (ESR), Pensions On-Line (POL) and National Employment Savings Trust (NEST) in accordance with the client’s requirements.

All services described and requested by a client authority under this framework agreement will be inclusive of the charges tendered for.  Under no circumstances may additional charge payments be levied unless the provider can prove a material change to the call-off agreement.  The charges must be inclusive of the following:

•	Payroll Services 
•	Pensions & Benefits Service 
•	Vehicle Administration Service 
•	Employee Expenses Service
•	Helpdesk Support Service 

Each of these service categories is described in detail within draft service level agreement Appendix A1.  

Not all clients may require the full extent of these services; however potential providers must be able to offer all of these services.


2. PAYROLL SERVICES
The following is intended to reflect a typical client authority payroll service requirement. As such, individual client Trusts may have alternative requirements, which will be detailed at the point of contract call-off.  
The Service Provider will action information provided by the client authority which has been duly authorised to enable the correct payment of salary and other related payments made through their payroll system including staff variance lists (SVL), expenses, contractual change forms etc. All employees will be paid monthly by BACS.

It will be the responsibility of each client authority to put in place a system to ensure that the Service Provider is advised of any changes to authorised signatories as they occur.  This information will be notified by each client on documentation agreed with the Service Provider.

It is the responsibility of each client to ensure that information provided to the Service Provider is accurate and is submitted in accordance with the input deadlines agreed prior to the start of each financial year.

Client authorities will provide the Service Provider with copies of all local terms and conditions and relevant policies and procedures. Client authorities will keep the Service Providers informed of any changes to its policies in respect of pay and / or pensions as they occur. Services provided to each client authority will include, but not limited to, those outlined in draft service level agreement Appendix A1.

Information with regards to new starters, leavers and variations to contracts will be processed by the client authority, through the ESR system. It is the responsibility of each client authority to ensure timely and accurate input of data. 

The Service Provider will ensure strict controls and checking procedures are in place to ensure accurate information and payments are made.  

3. PENSION SERVICES
The following is intended to reflect a typical client authority pension service requirement. As such, individual client Trusts may have alternative requirements, which will be detailed at the point of contract call-off.  
The Service Provider will provide specialist pension officers to; ensure client Trusts are fully compliant with Auto Enrolment Regulations; Maintain Pensions On Line (POL) records; provide pension estimates; provide redundancy calculations and processing; provide MARS calculations and processing; provide age, ill health and VER estimates; process pension terminations and liaison with pensions agencies; process opt outs and refunds; Interpret pension scheme rules and provide guidance to managers and staff; liaise with NHSPA; liaise with NEST and processing of NEST database; provide all other duties outlined in the draft service level agreement Appendix A1.
4. REAL TIME INFORMATION (RTI)
The Service Provider will ensure the delivery of a RTI compliant payroll solution. The Service Provider will ensure that the appropriate RTI and electronic submissions to HMRC/DWP are completed on time. 

5. EXPENSES
The provider shall offer a flexible approach to managing and processing clients expenses.  Client Trusts will be in varying stages of their sophistication to provide expense data and therefore providers must seek to encourage a migration to a fully electronic expenses system.  Duties required are detailed within draft service level agreement Appendix A.1.

6. DEDUCTIONS FROM SALARY
It is the responsibility of client authorities to pay over all statutory and non-statutory deductions made from salary.  The Service Provider will ensure that all reports and information relating to these deductions for forwarding to the relevant bodies are in time to meet statutory and other deadlines.

7. OVER/UNDERPAYMENTS
Each client will provide an “Overpayment Policy” at the start of a call off, and as updated during the life of the contract, will be used as the basis for all recovery of overpayments. Duties required are detailed within draft service level agreement Appendix A.1.

8. CLIENT LIAISON

Each provider shall work to a true partnership with each client authority.   Call-off contracts will seek to evolve each authority’s ability and delivery of these services, and as such all additional tasks associated with developing a client’s capability will be inclusive within the fee per payslip. This includes the adoption of technologies.  This framework discourages providers who work in a transactional manner.  Contract monitoring and performance meetings will be agreed with each client at the point of call off.
 
9. KEY PERFORMANCE INDICATORS (KPI’S):

KPI’s and Service Levels are to be agreed locally with each client under the general guidance of this framework agreement.  Failure to agree these service levels by both parties will only result in a call-off contract not being established.   Please refer to the draft service level agreement Appendix A.1 as a template to initiate the call off service level agreement.

10. DISASTER RECOVERY AND BUSINESS CONTINUITY   
Providers must maintain and update their disaster recovery and business continuity plans periodically.  The Framework Manager may seek to audit these documents and will expect bi-annual refreshes to these policies. 

11. AUDIT REPORTS

The Service Provider will supply ISAE4302 Controls and Assurance Report (or equivalent for NHS) for the year ending 31st December to a client by the 31st January each year. 

The Service Provider will provide copies of any other audits or external regulator reports relating to the service provided to each authority.

Subject to individual employee anonymity, Payroll Audit Report Summaries for non-client audits will be made available for information.

The Service Provider will assist client’s external auditor as required and respond to questions and provide information as requested. 

12. PAYE / HMRC AUDITS

The Service Provider will ensure compliance with all information requests in relation to any HMRC investigations or audits that each client may be subject to. 

13. RETENTION OF RECORDS

All payroll, expenses and pension records relating to this Agreement will be maintained in accordance with the following, and in line with the NHS Records Management Code of Practice (for NHS trusts).

Retention and management of records will be monitored and audited on a regular basis in line with the Data Processor’s responsibilities and which complies with the Data Protection Act 1998, Data Protection (Amendment) Act, 2003.

All records will be kept in an agreed format which can be transferred back to each client at the end of the each contract (if applicable).

14.  END OF CONTRACT

Where applicable, at the end of a call-off contract the Service Provider will work with each client and a new Service Provider to ensure a smooth transition of the service. The Service Provider will provide project management to the transfer project and respond to all requests for information promptly. The Service Provider will provide the new Service Provider with a list of all known outstanding issues and problems at the date of transfer.
 
On request and in any case at the termination of this Agreement, the Service Provider  must deliver to the client all documents, computer hardware and software and all other property in its possession or control and not make or retain any copies or material. The ownership of all such documents and other property will at all times remain vested in the client. 

At each client’s request all confidential Information that is in the possession of the Service Provider shall be destroyed and a destruction notice provided to each client as assurance that this has been carried out in line with the DPA1998.  The above applies to all records in the possession of the Service Provider or under the control of any permitted suppliers which are obtained or produced in the course of providing the service and any pre-transfer data which was passed over.

Appendix A.1
Draft service level agreement, outlining services required from potential providers.
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[bookmark: _Toc497981894]8.2  Appendix B - Service Level Agreements (SLAs)

[bookmark: _Toc497981895][bookmark: _Toc395256038]8.2.1 Payroll Services 

		Ref

		Trust Responsibility

		Ref

		The Provider’s Responsibility

		*Service required





		Payroll

		



		1.Governance

		



		PYT1.1

		The Trust’s delegation document is maintained and updates are supplied to the provider annually.

		PYE1.1





		Ensure appropriate processing controls are in place to support all governance requirements.



		

		

		PYE 1.2

		Complete checks on authorised signatures on Staff ETAD’s.





		2. Payroll Maintenance and Processing

		



		PYT2.1

		Human Resource departments must authorise in writing the implementation of any local pay awards.



		PYE2.1

		Make arrangements for the accurate input of all permanent payroll data into the payroll system on receipt of properly completed and authorised appointment, changes and termination forms.



		PYT2.2



		Temporary variations to be received by the provider within the deadlines identified.

		PYE2.2



		Record and monitor all statutory and voluntary deductions associated with the payment of staff. Provide supporting documentation to the financial accounting department to facilitate payment to the appropriate organisations.



		PYT2.3



		Permanent variations to be received by the provider by the 10th of the month.

		PYE2.3



		Ensure the accurate input of all permanent payroll changes, including personal bank account details.



		PYT2.4



		Properly completed and authorised timesheets and staff attendance information must be submitted in specified formats, by specified dates (weekly / monthly).

		PYE2.4



		Input of all temporary variations received on timesheets within agreed deadlines, together with other payments associated with staff payment.



		

		

		PYE2.5



		Liaise with statutory and non statutory authorities in respect of the application of regulations associated with staff payment (this does not preclude clients from direct contact if required). Requests for information by statutory bodies will be provided by dates specified.



		

		

		PYE2.6



		Prepare, complete and submit end of year returns, HMRC RTI and Pension Returns to the appropriate organisation by the timescales defined by statute.



		

		

		PYE2.7



		Administration of Occupational and Statutory sick and maternity / paternity pay.



		

		

		PYE2.8



		Administration of Temporary and permanent Injury Allowance.



		

		

		PYE2.9



		Provide information to authorised requests for ill health retirement, permanent injury benefit and death in service.



		

		

		PYE2.10



		Respond to all Payroll related queries within the agreed service timescales.



		3. Payroll Checking and Approval

		



		

		

		PYE3.1

		Run and check exemptions reports and take appropriate action.



		

		

		PYE3.2



		Check Gross pay values that exceed agreed limits.



		

		

		PYE3.3



		Ensure that BACS Reports, Employee Run Results and Gross to Net Reports are in balance.



		

		

		PYE3.4



		Reconcile the Gross to Net report and Element Costing Summary report.



		

		

		PYE3.5

		Complete sample checks on authorised signatures on staff attendance records (as per schedules agreed annually).



		4. Payslips

		



		PYT4.1

		Inform the provider of any amendments to delivery addresses.

		PYE4.1

		Generate payslip process.



		

		

		PYE4.2



		Payslips will be delivered to the appropriate location.



		

		

		PYE4.3





		Reasonable requests will be considered for the distribution of two payslip attachments per year – charges will apply thereafter.











		5. Overpayment Process

		



		PYT5.1

		Ensure invoices are raised for all staff no longer employed by the Trust.

		PYE5.1



		Calculate all instances of overpayments.



		

		

		PYE5.2



		Administration of the Overpayments procedures, ensuring that overpayments are recovered by either salary deduction or invoice.



		

		

		PYE5.3

		All staff still employed will have monies deducted from subsequent salary payments.



		6. Other Services

		



		

		

		PYE6.1



		Assist internal and external audit in their audit plan client reporting.



		

		

		PYE6.2



		Attend Contract review meetings as requested by the Trust.












[bookmark: _Toc364429616]

[bookmark: _Toc497981896][bookmark: _Toc395256039]8.2.2 Pensions & Benefits  

		Ref

		Trust Responsibility

		Ref

		The Provider’s  Responsibility

		Service required





		Pensions & Benefits

		



		1. Governance

		



		

		



		PE1.1

		Ensure appropriate processing controls are in place to support all governance requirements.



		2.  Service

		



		PT2.1

		Provide all new employees with NHS starter pack containing ‘Guide to Scheme.’

		PE2.1



		Act on behalf of Stakeholders on all matters relating to the administration of the NHS Pension Scheme at a local level, in association and liaison with NHS Pensions.



		

		

		PE2.2



		Set-up membership record for employees eligible for membership of the NHS Pension Scheme.



		

		

		PE2.3



		Process applications for opting out of the NHS Pension Scheme and/or request a refund of pension contributions (forwarding to Payroll where applicable).



		

		

		PE2.4



		Send appropriate documentation to the Pensions Agency for processing transfers and paying additional voluntary contributions in accordance with NHS Pensions timetables.



		

		

		PE2.5



		Maintain members pension records using the Pensions Online facility in accordance with the Pension Agency’s timetables and appropriate format.



		

		

		PE2.6



		Provide final pay information to the Pensions Agency for preserved benefits.



		

		

		PE2.7



		Hold two Pensions / retirement seminars / clinics (would include any in relation to the outcome of the scheme review).



		

		

		PE2.8



		Provide One to One telephone sessions with scheme members.



		

		

		PE2.9



		Provide scheme member requests for service history.





		

		

		PE2.10



		Process applications for:

· Normal pension age retirement

· Voluntary early retirement.



		

		

		PE2.11



		Agree voluntary early retirement with enhancements.



		

		



		PR2.12





		Provide calculations for payment of additional Voluntary Contributions to the scheme member.



		[bookmark: _Toc395015664]3. Retirements

		



		PT3.1







		Notify Payroll of potential application as soon as possible.

		PE3.1



		At scheme members request, provide benefit estimates directly to the employee re: Voluntary Early Retirement.



		PT3.2



		Notify Payroll as soon as potential entitlement of PIB is evident.

		PE3.2



		Process applications for Ill Health Retirement.



		PT3.3

		Set up Widows/Widowers record as per new starter based on salary of deceased and complete bank details.

		PE3.3



		Process applications for Permanent Injury Benefit.



		[bookmark: _Toc395015665]4. Death in Service

		



		



		

		PE4.1

		Advise System Administrator to set up ‘survivor’ position in work structures.



		

		

		PE4.2



		Inform Pensions Agency of death for Widows/Widowers pension and supply figures.



		

		

		PE4.3

		Process ‘survivor’ salary.



		

		

		PE4.4



		Terminate ‘survivor’ salary after 6 months.



		

		

		PE4.5



		Provide estimates of all enhanced early retirement benefits requiring an employer decision.












[bookmark: _Toc497981897][bookmark: _Toc395256041]8.2.3 Employee Expenses 

		Ref

		Trust Responsibility

		Ref

		The Provider’s Responsibility

		*Service required





		Employee Expenses

		



		1.Governance

		



		

		

		EE1.1

		Ensure appropriate processing controls are in place to support all governance requirements.



		2.  Expenses Processing

		



		ET2.1



		Claims to be submitted on time as per agreed deadlines.



		EE2.1



		Make payment in respect of expenses relating to travel, courses and conferences on receipt of a properly completed and authorised form.



		ET2.2



		Claims to be completed are correctly authorised and quote correct personal / employment details and where appropriate financial codes.

		EE2.2



		Make payment in respect of expenses relating to courses and conferences on receipt of a properly completed and authorised form.



		ET2.3

		The Trust’s delegation document is maintained and that updates are supplied to the provider annually.

		EE2.3



		Produce end of year P11D reporting for Trust employees where applicable.





		

		

		EE2.4



		Provide exception reporting on specific areas as requested by the Trust to mutually agreed timetables. Identify where evident, any anomalies on expense claiming.



		

		

		EE2.5



		Process the payment of expenses as requested by the Trust.



		



		

		EE2.6

		Assist internal and external audit in their audit plan client reporting.





















[bookmark: _Toc497981898]8.2.4 Helpdesk Support

		Ref

		Trust Responsibility

		Ref

		The Provider’s Responsibility

		*Service required





		Helpdesk Support

		



		1.Governance

		



		

		

		HE1.1





		Ensure appropriate processing controls are in place to support all governance requirements.



		

		

		HE1.2



		Deliver quality customer service by:

· Striving to ensure customer / user satisfaction;

· Respond to requests for support within published time frames;

· Interact with service users both internal and external in a professional and courteous manner;

· Request feedback for opportunities for improvement;

· Continuously working to improve the quality of the service provided.



		

		

		HE1.3

		Regularly review, monitor and improve the performance indicators for the Helpdesk section.



		2. Contact Point

		



		HT2.1

		To ensure all support requests are made via the provider’s Helpdesk.



		HE2.1

		Where applicable, provide a single point of contact for all user enquiries requiring support and help in respect of Payroll, Business Systems and Accounts Payable issues.



		3. Availability

		



		

		

		HE3.1

		Provide a manned Helpdesk available from 08:00am to 06:00pm Monday to Friday, accessible via phone, email and the provider’s website.





		4. Incident Handling/Management

		



		HT4.1

		Ensure detailed information is provided i.e., Trust name, contact details, service line and a clear and specific description of the problem / issue encountered.

		HE4.1







		Provide first level support answering commonly asked questions and ensuring that complex queries are triaged quickly and efficiently in a professional and courteous manner.



		

		

		HE4.2



		Ensure a unique incident number is made available to the service user for each issue or query raised with the Helpdesk team.



		

		

		HE4.3



		Ensure queries / incidents are resolved and closed within agreed timelines, ensuring a detailed record of incident resolution is maintained.



		6. Service Delivery

		



		HT6.1

		To interact with THE PROVIDER Helpdesk team in a professional and courteous manner.

		HE6.1

		To deliver an efficient, professional and courteous service to all service users based on a commitment to delivering quality.



		7. Continuous Development

		



		

		

		HE7.1





		Regularly review, monitor and improve the protocols and procedures within the Helpdesk function.



		

		

		HE7.2

		Continuously work to improve the quality of service.
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