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INTRODUCTION
11 The objective of this Schedule is to set out the requirements for:
1.1.1 the retention of proper records of processes and decisions taken relating to the
performance and management of this Agreement;
1.1.2 the detail and nature of the reports that are made by the Parties, including the timing
and process for making such reports; and
1.1.3 the collation and provision of Management Information in respect of this Agreement.
1.2 The reports and records to be maintained by the Contractor in accordance with this
Schedule shall also be provided by the Contractor to the Framework Authority upon
request (such request may be exercised by the Customer Authority on behalf of the
Framework Authority).
REPORTS
2.1 The Customer Authority may require from the Contractor and at the Contractor’'s
expense (except in relation to Paragraph 2.1.15 below) any or all of the following
reports:
2.1.1 Management Information reports for all Services, including:
2.1.1.1 Change Management reports in respect of Contract Changes,
Service Requests, Project Requests, Consultancy Services
Requests and Contractor’s Call-Off Service Catalogue;
2.1.1.2 Incident, problem, capacity, financial and other ITIL management
reports; and
2.1.1.3 Performance Monitoring Reports
2.1.2 Take-On and Transition reports;
2.1.3 Delay Reports;
2.1.4 Test Reports;
2.1.5 Asset Registers;
2.1.6 Contact Centre MIS Reports;
2.1.7 Miscellaneous Reports, as defined in Appendix 6 of this Schedule;
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2.1.8 annual report on the insurances to be maintained in accordance with this
Agreement;

2.1.9 security reports (including reports relating to the Contractor’'s compliance with any
accreditation required under this Agreement);

2.1.10 cost centre reports, reports relating to the Updated Financial Model and other cost
management reports;

2.1.11 Force Majeure Event reports;

2.1.12 ITSCDR Test Reports;

2.1.13 such reports set out in the Customer Authority Standards and Policies (Schedule
6.10);

2.1.14 such other reports set out in this Agreement (including the Service Requirements
and/or Contractor Service Descriptions); and

2.1.15 any other reports relating to this Agreement (including delivery of the Services) the
Customer Authority may reasonably require from time to time (such other reports
being subject to the Customer Authority paying the Contractor for any pre-agreed
and reasonable additional costs).

RECORDS

3.1 The Contractor shall retain and maintain all the records (including superseded
records) referred to in Appendix 1 of this Schedule:

3.1.1 in accordance with the requirements of the Public Records Office (PRO) and Good
Industry Practice;

3.1.2 in chronological order;

3.1.3 in aform that is capable of audit; and

3.1.4 atits own expense.

3.2 The Contractor shall make the records referred to in Appendix 1 of this Schedule
available for inspection by the Customer Authority on request during the Term and
thereafter for the periods specified in Paragraphs 3.4 and 3.5 below, subject to the
Customer Authority giving reasonable notice.

3.3 Wherever practical, original records shall be retained and maintained by the

Contractor in both hard copy and electronic forms. True copies of the original

4



3.4

3.5

3.6

3.6.1

3.6.2

DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION —
FOR INFORMATION PURPOSES ONLY

CONTACT CENTRE SERVICES — SCHEDULE 6.6 RECORDS PROVISION V4.6
records may be kept by the Contractor where it is not practicable to retain original

records.

The Contractor shall, during the Term and for a period of at least seven (7) years
following the expiry or termination (however arising) of this Agreement, maintain or
cause to be maintained complete and accurate documents and records in relation to
the provision of the Services including all records (whether in electronic format or
otherwise) referred to in Appendix 1 of this Schedule in a structured and industry
standard format.

Financial records referred to in Appendix 1 of this Schedule shall be retained and
maintained in safe storage by the Contractor for a period of at least six (6) years
after the expiry or termination (however arising) of this Agreement.

Without prejudice to the foregoing, the Contractor shall provide the Customer
Authority:

as soon as they are available, and in any event within sixty (60) Working Days (or
such other period as the Parties agree in writing) after the end of the first six (6)
months of each financial year of this Agreement during the Term, a copy, certified
as a true copy by an authorised representative of the Contractor, of its un-audited
interim accounts and, if appropriate, of consolidated un-audited interim accounts of
the Contractor, its subsidiaries and holding company (if any and as such terms are
defined by section 1159 Companies Act 2006) which would (if the Contractor were
listed on the London Stock Exchange whether or not it is) be required to be sent to

shareholders as at the end of and for each such six (6) month period; and

as soon as they shall have been sent to its shareholders in order to be laid before
an annual general meeting of the Contractor, but not later than one hundred and
thirty (130) Working Days (or such other period as the Parties agree in writing) after
the end of each accounting reference period of the Contractor part or all of which
falls during the Term, the Contractor's audited accounts and if appropriate, of the
consolidated audited accounts of the Contractor and, its associated companies (if
any), in respect of that period, prepared in accordance with the Companies Act
2006 and generally accepted accounting principles and bases in the UK,
consistently applied together with copies of all related directors’ and auditors'

reports and all other notices/circulars to shareholders.



4.1

4.2

42.1
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4. PERFORMANCE MONITORING REPORTS

Within ten (10) Working Days (or such other period as the Parties agree in writing)

of the end of each Service Measurement Period, the Contractor shall provide all

reports that are specified in Appendix 3 (the "Performance Monitoring Reports")

unless otherwise stated in Appendix 3. The Performance Monitoring Reports shall

be reviewed at the Supplier Performance Review Board meeting that immediately

follows its issue.

The Performance Monitoring Reports shall be in the format set out in Appendix 3 to

this Schedule and shall include, but not be limited to, the following information in

respect of the Service Measurement Period just ended:

for each Service Level and KPI,

4211

42.1.2

4.2.1.3

4214

4.2.1.5

4.2.1.6

4.2.1.7

4.2.1.8

42.1.9

4.2.1.10

the actual performance achieved over the Service Measurement Period,

and that achieved for the previous twelve (12) SMPs;

a summary of all Service Failures and KPI Failures that occurred during

the Service Measurement Period:;
the level of each Service Failure and KPI Failure which occurred;

which Service Failures and KPI Failures remain outstanding and progress

in resolving them;
the value of Service Credits accruing in that Service Measurement Period;

the Service Credits to be applied in respect of that Service Measurement
Period indicating the Service Failure(s) to which the Service Credits

relate;

a list of all Services where there is a Repeat Failure count of one (1) or
more and a progress report on the actions taken by or on behalf of the

Contractor to Resolve the underlying cause and prevent recurrence;

a list of all Incidents that occurred during the Service Measurement Period

and the Incident Severity Level of each Incident which occurred,;
which Incidents have been Resolved and their Incident Resolution times;

which Incidents remain outstanding and the Contractor’s progress in their

Resolution;



4.2.2

4.2.3

4.3

4.4

441

4.4.2

443

4.4.4

4.4.5

4.4.6
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4.2.1.11 for any Incident Severity Level 1 occurring in the Service Measurement

Period, the cause of the Incident and any action being taken by or on
behalf of the Contractor to reduce the likelihood of recurrence;

4.2.1.12 such other details as the Customer Authority may reasonably require from

time to time; and

4.2.1.13 any further information required in the Service Management

Documentation.

such other details as the Customer Authority may reasonably require from time to

time; and
any further information required in the Service Management Documentation.

Where a new Site is in receipt of the Services the Contractor shall report on its
performance against the relevant Service Level Targets and KPIs in the Service
Measurement Period following the first full Service Measurement Period during
which the Services are provided to the Site.

The Contractor shall provide the Customer Authority Representative with a written
summary of the Service performance in each SMP ("SMP Summary"). The SMP
Summary shall be provided by the Contractor to the Customer Authority
Representative within ten (10) Working Days (or such other period as the Parties
agree in writing) of the end of each SMP. The SMP Summary shall contain such
details as the Customer Authority shall reasonably require including:

for each Service, the Service Level Target and the Achieved Service Level over the
SMP;

a summary of all Incidents (including their Incident Severity Level) that occurred
during the SMP;

which Incidents have been Resolved and their Incident Resolution times;

which Incidents remain outstanding and the Contractor's progress in their

Resolution;

for any Incident Severity Level 1 occurring in the SMP, the cause of the Incident and
any action being taken by or on behalf of the Contractor to reduce the likelihood of

recurrence; and

any further information required in the Service Management Documentation.
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45.1

4.5.2

4.6

4.7

4.8

4.9

4.10
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The Supplier Performance Review Board shall be the forum for the review by the

Contractor and the Customer Authority of (amongst other things and without
prejudice to Schedule 6.1 (Governance)) the Performance Monitoring Reports and
SMP Summaries (where relevant). Without prejudice to Paragraph 3 of Schedule
6.1 (Governance), the Supplier Performance Review Board meetings shall (unless
otherwise notified by the Customer Authority in writing):

take place within one (1) week of the Performance Monitoring Reports being issued
by the Contractor; and

review and agree the minutes of the preceding Supplier Performance Review Board
meeting. Once agreed, such minutes shall be signed by both the Contractor
Representative and the Customer Authority Representative at each meeting.

The Customer Authority shall be entitled to raise any additional questions and/or

request any further information regarding any Incident.

The Contractor shall provide to the Customer Authority such supporting
documentation as the Customer Authority may reasonably require in order to verify
the level of the performance by the Contractor and the calculations of the amount of

Service Credits for any specified period.

In addition, the Contractor shall provide such relevant information as is reasonably
requested by the Customer Authority in relation to the Services where the
information requested by the Customer Authority is readily available on the
Contractor's systems used to discharge its obligations under this Agreement and
where to produce the report using or collating that information would not cause the
Contractor to incur material additional costs (subject to the confidentiality provisions

under Clause 34 (Confidentiality and Publicity)).

The Parties shall review the list and format of the Performance Monitoring Reports
regularly (and no less frequently than annually) throughout the Term. Any changes
to the list of or format of any Management Information reports shall be agreed

through the Change Control Procedure.

At the request of the Customer Authority and at no additional charge to the
Customer Authority, the Contractor shall prepare Service Level Reports and KPI
Reports as defined in Appendix 3 of this Schedule for specific Business Groups and

geographical regions.
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BILLING MANAGEMENT INFORMATION REPORTS

5.1

5.2

5.3

53.1

53.2

5.3.3

5.3.4

54

55

5.6

The Contractor and the Customer Authority shall adopt into the Management
Information Specification Controlled Document the agreed and revised versions of
the management information specifications as detailed in Appendix 4 of this
Schedule ("Billing Management Information Reports").

The Contractor shall ensure that all Billing Management Information for invoicing
purposes complies with the guideline requirements set out in the Management
Information Specification Controlled Document.

The Customer Authority shall have the right to reject the Billing Management
Information and associated invoice for payment for any Service if one or more of the

following applies:

the Billing Management Information does not comply with the requirements set out

in the Management Information Specification Controlled Document;
the Billing Management Information and associated invoice do not reconcile; or
the Billing Management Information is not submitted with the associated invoice;

the data held in the Asset Registers and presented in any related reports, subject to
Paragraph 7.4, is inconsistent with the Billing Management Information submitted.

The Contractor shall provide a report identifying any Charges incurred in the current
SMP that cannot be invoiced and produce that report within ten (10) Working Days
from the end of each SMP. The report should also include details and updates of
any charges still outstanding from previous SMPs, using the template in Appendix 4
(each an "Outstanding Charges Report") which shall contain sufficient detail to
enable the Customer Authority to make a reasonable estimation of the value of the

invoices and the dates upon which the invoices shall be issued.

By the Commencement Date, the Contractor shall put in place processes and local
working instructions to ensure that the relevant Biling Management Information
Report specification is referenced in respect of all new Service Requests submitted

pursuant to Schedule 6.11 (Service Requests).

Both the Customer Authority and the Contractor shall have a joint responsibility to
review draft documentation and identify any Billing Management Information Report

deficiencies prior to signoff.
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The Contractor shall provide the Customer Authority with access to their Customer

Portal via the Customer Authority’s desktop internet browser to validate all Service

Requests for activations and deactivations of Resource Units.

OTHER OPERATIONAL MANAGEMENT INFORMATION

6.1

6.2

6.3

The Customer Authority and the Contractor shall, before the end of the first full SMP
after the Effective Date, jointly agree the content, layout, format and media of the
reports set out in Appendices 3 and 4 being provided by the Contractor.

If the Customer Authority reasonably requires Management Information Reports to
be provided by the Contractor more frequently than stated in Appendix 3, this shall
be provided at no extra charge to the Customer Authority.

In addition to the Contractor's obligations to provide the Management Information
Reports, the Contractor shall, where reasonably practicable and within a reasonable
period of the Customer Authority’s request, provide the Customer Authority with
access to data in an agreed format on an ad hoc basis to permit the Customer

Authority to undertake quality assurance of the Management Information Reports.

REGISTER ATTRIBUTES

7.1

7.2

7.3

7.4

7.4.1

Pursuant to the Contractor's obligations under Clause 14 (Contractor Assets and
Customer Authority Assets) in respect of the provision and maintenance of the
Registers, the Contractor shall ensure that the Registers comply with and contain
the items set out in the relevant Register attributes set out in Appendix 2 to this
Schedule.

The Customer Authority and the Contractor shall, before the end of the first full SMP
after the Effective Date, jointly agree the content, layout, format and media of the
Asset Registers detailed in Appendix 2 to this Schedule ("Register Attributes")

Management Information Specification Controlled Document.

The Contractor and Customer Authority shall agree those Assets which are defined

as Exclusive Assets within 60 days of the Effective Date.

The Customer Authority and the Contractor shall within 60 days of the Effective

Date jointly agree, document and implement the following:

configuration items and their attributes and relationships within the Contractor
CMDB;

10



7.4.2

7.4.3

7.4.4

7.4.5

7.5

7.6

7.7

7.8

7.9
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which configuration items in the Contractor CMDB will map to SIAM Service Tower

Provider CMDB;

how the configuration items map to SIAM Service Tower Provider CMDB data

interface requirements and model;

access required to Customer Authority published data for the purposes of the
Contractor CMDB and SIAM Service Tower Provider integrated CMDB, including

how this will be published to the Contractor; and

the integration required to deliver an automated interface between the Contractor’s
CMDB and SIAM Service Tower Provider integrated CMDB.

The Contractor shall cooperate with and support the Customer Authority in the
definition of the Configuration Items to be held within the Contractor's CMDB, used

to produce the Registers, and the SIAM Service Tower Provider’s integrated CMDB.

The Contractor shall comply with the Service Asset and Configuration Management
Policies and Procedures set out in Schedule 6.10 (Customer Authority Standards
and Policies) providing up to date details of the Configuration Items in the
Contractor CMDB and Registers within one (1) Working Day of any new
Configuration Items being added or existing Configuration Items being amended.

The Contractor shall comply with the Service Asset and Configuration Management
Policies and Procedures set out in Schedule 6.10 (Customer Authority Standards
and Policies) providing up to date details of the Configuration Items to the SIAM
Service Tower Provider within two (2) Working Days of any new Configuration
Items being added to the Contractor’'s CMDB or existing Configuration Items being

amended.

The Contractor shall cooperate with the Customer Authority to ensure that the
Configuration Item data held within the Contractor's CMDB holds sufficient
information for the Customer Authority to be able to meet its financial reporting
requirements and obligations using the Registers provided to the Customer

Authority in accordance with Clause 14.24.

Where the Contractor and Customer Authority have jointly agreed any changes to
the commercial terms of any Asset or Customer Authority Asset during the Term of
the Agreement the Contractor shall record these changes in the Registers within

one (1) Working Day of the changes being agreed.

11
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The medium (e.g. Microsoft Excel or other such medium the Parties shall agree)

used to produce the Registers shall be agreed with the Customer Authority by the

Commencement Date.

CONTACT CENTRE STANDARD HISTORICAL MI REPORTS

8.1

8.2

8.3

8.4

8.5

The Contractor shall ensure that the Central Activity Monitor as defined under
Schedule 2.1 (Services Description) shall capture the data and metrics
requirements for Standard Historical MI Reports set out in Appendix 5 of this
Schedule.

The Contractor shall cooperate with the Customer Authority to vary the
configuration of the data and metrics requirements for Standard Historical Ml
Reports to reflect any variation in the configuration and operation of the Services

and for any new Services introduced.

The Contractor shall design and configure its Administrator Services as defined in
Schedule 2.1 (Services Description) to produce the Standard Historical Ml Report

templates set out in Appendix 5 of this Schedule.

The Customer Authority and the Contractor shall, 30 working days before the first
Transition Group is migrated, jointly agree the content, layout, format and media of
the Standard Historical Ml Reports set out in Appendix 5 being provided by the

Contractor.

The Contractor shall provide the capability to amend the Standard Historical Ml
Reports set out in Appendix 6 to either include data and metrics from Emerging

Services or otherwise produce standalone reports for Emerging Services.

MISCELLANEOUS REPORTS

9.1

9.2

The Contractor shall prepare each of the reports set out in Appendix 6
(“Miscellaneous Reports”) to the frequency and within the Report Delivery

Timescales defined against each report.

The Customer Authority and the Contractor shall jointly agree the content, layout
and format of each Miscellaneous Report within 60 days of the Effective Date,
unless otherwise specified for specific reports in Schedule 4.3 (Outline Transition
Plan).

12
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APPENDIX 1 - RECORDS TO BE KEPT BY THE CONTRACTOR

In accordance with the provisions of Paragraph 3 of this Schedule 6.6 (Records Provisions), the
Contractor shall maintain the following records:

1.

10.

11.

12.

13.

14.

This Agreement (including its Schedules), including an on-going copy and previous

versions;
All other documents which this Agreement expressly requires to be prepared;

Records relating to the appointment and succession of the Contractor Representative and

each member of the Key Personnel;
Notices, reports and other documentation submitted by an expert;

All operation and maintenance manuals prepared by the Contractor for the purpose of
maintaining the provision of the Services and the underlying ICT Environment and

Contractor Equipment;

Documents prepared by the Contractor or received by the Contractor from a third party

relating to a Force Majeure Event;

All formal notices, reports or submissions made by the Contractor to the Customer
Authority Representative in connection with the provision of Services (including the
Performance Monitoring Reports, Incident Reports and records set out in Appendix 3 of this
Schedule.

All certificates, accreditations, licences, registrations or warranties in each case obtained by

the Contractor in relation to the provision of the Services;
Documents prepared by the Contractor in support of claims for the Charges;
Documents submitted by the Contractor pursuant to the Change Control Procedure;

Documents submitted by the Contractor pursuant to invocation by it or the Customer

Authority of the Dispute Resolution Procedure;

Documents evidencing any change in ownership or any interest in any or all of the shares

in the Contractor and/or the Guarantor (if a Guarantee has been given);
Invoices and records related to VAT sought to be recovered by the Contractor;

Financial records including audited and un-audited accounts of the Contractor and (if a

Guarantee has been given) the Guarantor;

13



15.

16.

17.

18.

19.

20.

21.
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Records required to be retained by the Contractor by Law including in relation to health and

safety matters and health and safety files and all consents;

All documents relating to the insurances to be maintained in accordance with this
Agreement and any claims made in respect of them;

All other records, notices, accreditations or certificates required to be produced and/or
maintained by the Contractor pursuant to this Agreement;

All journals and audit trail data referred to in Schedule 2.2 (Security Requirements and

Plan); and
All monitoring or system logs (including Incident Logs).

Accurate records of Contractor's Service Desk call histories for a minimum of twelve (12)
months and provide prompt access to such records to the Customer Authority upon
request. The records and documents of the Contractor shall be available for inspection by
the Customer Authority and/or its nhominee at any time and the Customer Authority and/or

its nominee may make copies of any such records and documents;

Such supporting documentation as the Customer Authority may reasonably require to verify
the level of the performance of the Contractor both before and after the Commencement
Date and the calculations of the amount of Service Credits for any specified period.

14
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APPENDIX 2: REGISTER ATTRIBUTES

2.1 Asset Register Attributes

Hardware Register — Attributes

Identity and description

Unique Asset Identification Number

Asset Ownership

Asset Name

Asset Description

Asset Model Number

Asset Serial Number

Asset Tag Number

MAC Address of Network Adaptors

Circuit Reference (router assets only)

Services Supported by the Hardware Asset
Asset Status (Production, Ceased, Spare, Test)
Cessation Reason (where applicable)

PSN Service

Redeployment Dates

Cessation Dates

Contractor or Customer Authority Funded
Project or business area requiring the provision of the asset(s)

Location

Site Location Code (where hardware is deployed)
Building Name

Address

Town

County

Post Code

Value and Accounting Treatment

Initial Asset Cost

Asset Implementation Cost

Total Asset Cost (Initial Asset Cost plus Asset Implementation Cost)
Depreciation Policy

Depreciation to Date (depreciation SMPS)

Net Book Value

Asset Acquisition Date (Contractor purchase date)

Asset Installation Date (Date deployed to deliver Services)

Asset Ceased Date (where applicable)

Third Party Contracts
Details of all Sub-contracts and other relevant agreements (including support agreements and equipment rental
and lease agreements) required

Treatment at Exit

Exclusive / Non Exclusive Asset to the Customer Authority Service

Asset Transferable to Replacement Contractor or Customer Authority (Yes/No)
Method of Asset Transfer

Asset Free From Encumbrance

15
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Software Licence Register - Attributes

Identity and description

Unique Asset Identification Number

Asset Ownership

Asset Name

Volume of software licences, by type

Type (i.e. Contractor Software, third party Software etc. and details of any licence terms or restrictions that apply
shall be recorded

Name of License Provider/Vendor

Software Description

Software Version

Software Product Code

Brief description of software licence purpose

Hardware asset installed upon (Unique Asset Identification Number)
Software licence category e.g. firmware, operating system, middleware etc
Software licence type e.g. corporate licence, end-user licence, server licence
Services Supported by License

Designated IPR

Volume of Licenses Used in Production

Volume of Licenses Unused and Available

Project or business area requiring the provision of the asset(s)

Location

Site Location Code (where software is deployed)
Building Name

Address

Town

County

Post Code

Value and Accounting Treatment

Initial Asset Cost

Asset Implementation Cost

Total Asset Cost (Initial Asset Cost plus Asset Implementation Cost)
Depreciation Policy

Depreciation to Date (depreciation SMPSs)

Net Book Value

Asset Acquisition Date (Contractor purchase date)

Asset Installation Date (Date deployed to deliver Services)

Asset Ceased Date (where applicable)

Third Party Contracts
Details of all Sub-contracts and other relevant agreements (including software licences, maintenance and
support agreements) required

Treatment at Exit

Exclusive / Non Exclusive Asset to the Customer Authority Service

Asset Transferable to Replacement Contractor or Customer Authority (Yes/No)
Method of Asset Transfer

Asset Free From Encumbrance

16
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Changes
Audit trail of software changes (i.e. Changes in Site Location, changes in assignment to user, software version
upgrades etc)

17
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2.2 Other Registers Attributes

Third Party Contracts

Agreement Type

Company Name of Third Party Contract
Name/Title of the Contract

Brief description of the purpose of the Contract
Charges & Payment Terms

Spend per Contract Year

Agreement Expiry Dates

Early Termination Provisions

Can Agreement Be Novated

Charges For Novating the Agreement

Customer Authority Data

Data Information

Data Type

Size of Data

Storage Medium

Data Being Transferable to the New Contractor
Security Restrictions on Data

Site Name (including Site Location Code) where Data is Stored including disaster recovery locations
Building Name

Address

Town

County

Post Code

Infrastructure Management Facilities

Asset Name

Customer Authority Assets

Site Name (incl. Site Location Code)
Building Name

Address

Town

County

Post Code

Services provided (as appropriate)
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System Documentation

Document Name

Document Description

Document Reference Number

Document Version Number

Document Code

Name of Author

Brief Description of the Document

Services Systems Documentation Covers
Transferable at Exit

Method of Transfer

Shared Asset or Exclusive to the Contractor
Asset Transferring to New Contractor (Yes/No)
Storage Location

Site Name (including Site Location Code)
Building Name

Address

Town

County

Post Code

Designated IPR

Intellectual Property Rights

Type of intellectual property right (patent, TM, copyright)
Name/Title of intellectual property right

Brief description of intellectual property right

Intellectual property right transferable (Y/N)

Third Party interest in intellectual property right

Asset Transferring to Replacement Contractor (Yes/No)
Designated IPR
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Standalone Projects

Project Reference Number

Project Description

Project Type (Development, Consultancy)

Project Lifecycle Status (Feasibility Study, Requirements, Definition, Development, Test, Implementation,
Handover to Service Delivery)

Customer Authority Assets Impacted (Unique Asset Identification Number)
Site Name (including Site Location Code) where project is being delivered
Building Name

Address

Town

County

Post Code

Projects Transferring Replacement Contractor or Customer Authority (Yes/No)

People

Resource Type as per the types defined in Schedule 5.1 (Charges and Invoicing)
Contractor or Internal Roles

FTE Total

Planning Role Area Sub Total

Central Teams Sub Total

Billing Sub Total

Commercial Sub Total

Operations and Implementation Headcount Sub Total

Role Transferring to Replacement Contractor or Customer Authority (Yes/No)
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APPENDIX 3: PERFORMANCE MONITORING REPORTS

The tables below list the reports that comprise the Performance Monitoring Reports:

3.1 Service Level Reports

Name of Report Description Frequency Report Delivery
Timescales
SL1 -Contact Centre User A measure of the percentage Availability of the Contact Centre User Service Per SMP Within 10 Working Days
Availability within a Service Measurement Period (SMP), in accordance with Service Level after the last day of the
Calculation set out in Schedule 2.3 (Service Levels and Related Remedies). SMP
The Contractor shall retain and present historical data from the
Commencement Date in each report, in accordance with Service Level
Calculation set out in Schedule 2.3 (Service Levels and Related Remedies).
SL2 -Customer Interaction A measure of the percentage Availability of the Customer Interaction Service Per SMP Within 10 Working Days
Service Availability within a Service Measurement Period (SMP). after the last day of the
The Contractor shall retain and present historical data from the SMP
Commencement Date in each report, in accordance with Service Level
Calculation set out in Schedule 2.3 (Service Levels and Related Remedies).
SL3 -Workforce Management | A measure of the percentage Availability of the Workforce Management Per SMP Within 10 Working Days
Service Availability Service within a Service Measurement Period (SMP), in accordance with after the last day of the
Service Level Calculation set out in Schedule 2.3 (Service Levels and Related SMP
Remedies).
The Contractor shall retain and present historical data from the
Commencement Date in each report, in accordance with Service Level
Calculation set out in Schedule 2.3 (Service Levels and Related Remedies).
SL4 -Customer Portal Service | The percentage availability of the Customer Portal Service within a Service Per SMP Within 10 Working Days
Availability Measurement Period (SMP), in accordance with Service Level Calculation set after the last day of the
out in Schedule 2.3 (Service Levels and Related Remedies). SMP
The Contractor shall retain and present historical data from the
Commencement Date in each report.
SL5 -Telephony Service A Site Specific Service Level to measure the speech quality of voice calls Per SMP Within 10 Working Days
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3.1 Service Level Reports

Name of Report Description Frequency Report Delivery
Timescales

Quality (MOS Score) carried by the Central Voice Media Service (MOS-CQ,E — Mean Opinion Score after the last day of the
Conversational Quality, Estimated) within a Service Measurement Period SMP
(SMP), in accordance with Service Level Calculation set out in Schedule 2.3
(Service Levels and Related Remedies).

The Contractor shall retain and present historical data from the
Commencement Date in each report.

SL6 -Device Reliability Percentage of Hard Turrets not suffering an Incident within a Service Per SMP Within 10 Working Days
Measurement Period (SMP), in accordance with Service Level Calculation set after the last day of the
out in Schedule 2.3 (Service Levels and Related Remedies). SMP
The Contractor shall retain and present historical data from the
Commencement Date in each report.

SL7 -Historical Ml Report A measure of the timeliness and accuracy of Historical Ml Report delivery Per SMP Within 10 Working Days

Delivery within a Service Measurement Period (SMP), in accordance with Service Level after the last day of the
Calculation set out in Schedule 2.3 (Service Levels and Related Remedies). SMP

SL8 -Service Request A measure of the percentage of Service Requests for Contact Centre Services | Per SMP Within 10 Working Days

Provision Lead Times for
Contact Centre Services

implemented in accordance with the Request Categorisation And Lead Time
Matrix in Appendix 1 of Schedule 6.11 (Service Requests, Projects and
Consultancy) within a Service Measurement Period (SMP) , in accordance with
Service Level Calculation set out in Schedule 2.3 (Service Levels and Related
Remedies).

after the last day of the
SMP

22



CONTACT CENTRE SCHEDULE 6.6 (RECORDS PROVISION) V4.4

3.2  KPIReports

Name of Report Description Frequency Report Delivery
Timescales

KPIs 1-4 A measure of the percentage of Incidents assigned to the Contractor for resolution Per SMP Within 10 Working Days
Incident Resolution Times | that are resolved within the time-scales by Incident Severity Level, in accordance after the last day of the

with KPI Calculation set out in Schedule 2.3 (Service Levels and Related SMP

Remedies).

The Contractor shall retain and present historical data from the Commencement

Date in each report.

The number of Root Cause Analyses requested by the Customer Authority Per SMP Within 10 Working Days

delivered within 10 Working Days of resolution of the Problem to which the analyses after the last day of the
KPI'5 relate, and as accepted by the Customer Authority without material comments on SMP
Root Cause Analysis analysis and proposed action plans, expressed as a percentage of the total number

of Root Cause Analyses requested by the Customer Authority during the SMP in

question.

Percentage of Software Releases, Security Releases and Anti Virus (AV) Software Per SMP Within 10 Working Days
KPI 6 Releases and patches successfully installed within the applicable timescales set out after the last day of the
Software Release below within a Service Measurement Period (SMP) and in accordance with the IT SMP
Implementation Service Request Management Policy and Procedures or the Security Policies (as

appropriate).
KPI 7 A measure of the overall percentage accuracy of the Management Information Per SMP Within 10 Working Days
Billing Management (Billing and Historical) as defined in Appendix 4. after the last day of the
Information Reports The Contractor shall retain and present historical data from the Commencement SMP
Delivery and Accuracy Date in each report.
KPI 8 Knowledge Articles provided by the Contractor within required timescales. Per SMP Within 10 Working Days
Time to Publish The Contractor shall retain and present historical data from the Commencement after the last day of the
Knowledge Articles Date in each report. SMP
KPI19 Measurement of the overall effectiveness of the Changes deployed by the Per SMP Within 10 Working Days
Successful Change Contractor within a Service Measurement Period (SMP). after the last day of the
Management SMP
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3.2 KPI Reports

Name of Report Description Frequency Report Delivery
Timescales

KPI 10 To monitor and report on the accuracy and completeness of the information held in | Quarterly Within 10 Working Days

Contact Centre Service — | the CMDB and Asset Registers (expressed as a percentage). after the last day of the

CMDB Accuracy / The Contractor shall retain and present historical data from the Commencement SMP

Completeness Date in each report.

KPI 11 Performance To measure the timeliness of Performance Monitoring Reports delivery within an Per SMP Within 10 Working Days

Monitoring Reports SMP. after the last day of the

Delivery. The Contractor shall retain and present historical data from the Commencement SMP

Date in each report.

3.3 Take On and Transition Reports (Management Reports)

Report Name Description Frequency Report Delivery
Timescales

Take On Progress Report

Report on progress with Take On Deliverables and Milestones.

Per SMP during
the Take On
period

Within 5 Working Days
after the last day of the
SMP

Transition Progress
Report

Transition Programme progress reports, which presents as a minimum the
following:

a) progress against the Outline Transition Plan Milestones for each Business Group
b) progress against the Outline Transition Plan Key Milestones; and

) progress against the Detailed Implementation Plan.

Per SMP during
the Transition
period

Within 5 Working Days
after the last day of the
SMP

Contractor Transition
Performance Report

Report on Customer Authority satisfaction with the performance of the Contractor’s
Transition of Contact Centres and Users. The report shall as a minimum present:
a) satisfaction measures and scores for each Transition Group from the most
recent SMP Quarter
b) satisfaction measure and score trends for each Business Group on a per
SMP basis since the commencement of Transition.
¢) Incident trend reporting for Transition, including:

Per SMP Quarter
during the
Transition period

Within 5 Working Days
after the last day of the
SMP Quarter
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3.3 Take On and Transition Reports (Management Reports)

Report Name

Description

Frequency

Report
Timescales

Delivery

a. Number of open Transition Incidents, by severity level,
Aged profile of open incidents;
Number of Transition incidents opened and closed each SMP, by
severity level; and

d. Number of incidents accepted into passed into live and Known
Problems from Transition.

Transition Lessons Learnt
Report

Report on Lessons Learnt for each Transition Group, with Lessons Learnt, Actions
and Recommendations.

Upon completion
of Transition for
each Transition
Group during the
Transition period

Within 5 Working Days of
the Completion of the
Lessons Learnt session
for each Transition Group

Transition User and Site
Migration Progress

A progress report showing the numbers and details of Contact Centre Users and
Sites transitioned by the end of the SMP.

Every SMP during
the Transition

Within 5 working days
after the last day of the

Report period SMP
NB The report should be constructed in an Excel spreadsheet in such a manner that
allows the data to be “pivoted” to allow analysis of the data e.g. installed handsets
by specific location.
Legacy Handset and A cumulative progress report showing the numbers and details of all handsets and Every SMP Within 5 working days of

Contact Centre User
Services
Decommissioning
Milestone Report

Contact Centre User Services decommissioned by the end of the SMP.

NB The report should be constructed in an Excel spreadsheet in such a manner that
allows the data to be “pivoted” to allow analysis of the data e.g. decommissioned
handsets by specific location.

Quarter during the
Transition period

the end of the SMP
Quarter

Delay Report

A report presenting calculated Delay Payments for which the Contractor is liable
pursuant to Paragraph 12.2 in Schedule 5.1 (Charges and Invoicing)

Detailing each of the elements of the calculation set out Paragraph 11.2 in Schedule
5.1 (Charges and Invoicing) including (including all Users and Services not
transitioned, plus any such additional information as the Customer Authority may

Every SMP
Quarter, where a
Delay Payment
applies

Within 5 working days of
the end of the SMP
Quarter
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3.3 Take On and Transition Reports (Management Reports)

Report Name

Description

Frequency

Report
Timescales

Delivery

reasonably request to enable it to verify the accuracy of the Delay Payments
payable.
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APPENDIX 4: BILLING MANAGEMENT INFORMATION REPORTS

The tables below set out the Billing Management Information Reports that shall be prepared by the Contractor each SMP and within the timescales
set out in the Financial Management Policies and Procedures (Schedule 6.11).

4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource Report Type | Report Description Fields / Contents Frequency Report Delivery Timescales
Unit Group
Standard Activations in | Number of Standard RU Code Each SMP Within the timescales set out in the
Voice User the SMP Voice Users activated RU Name Financial Management Policies and
within the SMP SMP Procedures in Schedule 6.10 (Customer
. . Standards and Policies).
Site Location Code (SLOC) )
Site Name

User ID/Number for each User

Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Number of handsets requested

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Standard Deactivations | Number of Standard RU Code Each SMP Within the timescales set out in the
Voice User in the SMP Voice Users deactivated | RU Name Financial Management Policies and
within the SMP SMP Procedures in Schedule 6.10 (Customer

. ) Standards and Policies).
Site Location Code (SLOC)

Site Name
User ID/Number for each User
Business Unit
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Cost centre

Name of requestor

Telephone number of requestor
Number of handsets requested
Customer Authority Work Request
Reference Number

Work Request Reference
Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Standard
Voice User

Resource
Units
consumed in
the SMP

The number of Standard
Voice Users as at the
15th day of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name
Telephone Number

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Voice Agent
Services

Activations in
the SMP

Number of Voice Agents
activated within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Business Unit
Cost centre
Name of requestor

Customer Authority Work Request
Reference Number

Reference Request Mechanism
(Project, Request Special Service
Request, Service Request via the
Customer Portal, Service Request
via the RTPi process)

Voice Agent
Services

Deactivations
in the SMP

Number of Voice Agents
deactivated within the
SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Number of handsets requested
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Voice Agent
Services

Resource
Units
consumed in

Per Concurrent Agent —
4th highest instance of
Voice Agent Users
logged in on any day in

RU Code
RU Name
SMP

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

the SMP

an SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name
Telephone Number

Outbound
Agent

Activations in
the SMP

Number of Outbound
Agents activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Number of handsets requested

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Outbound
Agent

Deactivations
in the SMP

Number of Outbound
Agents deactivated
within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Outbound
Agent

Resource
Units
consumed in
the SMP

Per Concurrent Agent —
4th highest instance of
Concurrent Outbound
Agents logged in on any
day in an SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name
Telephone Number

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Web Chat
Agent

Activations in
the SMP

Number of Web Chat
Agents activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User
Business Unit

Cost centre

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Web Chat
Agent

Deactivations
in the SMP

Number of Web Chat
Agents deactivated
within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Web Chat
Agent

Resource
Units
consumed in
the SMP

Per Concurrent Agent —
4th highest instance of
Concurrent Web Chat
Agent Users logged in
on any day in an SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Work Force
Management
Agent

Activations in
the SMP

Number of WFM Agent
Users activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Work Force
Management
Agent

Deactivations
in the SMP

Number of WFM Agent
Users deactivated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Work Force
Management
Agent

Resource
Units
consumed in
the SMP

Per Concurrent Agent —
4th highest instance of
Concurrent Work Force
Management Agent
Users logged in on any
day in an SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID
Employee Name

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Work Force
Management
Supervisor

Activations in
the SMP

Number of Work Force
Management Supervisor
Users activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Work Force
Management
Supervisor

Deactivations
in the SMP

Number of Work Force
Management Supervisor
Users deactivated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Work Force
Management
Supervisor

Resource
Units
consumed in
the SMP

Per Concurrent Agent —
4th highest instance of
Concurrent Work Force
Management Supervisor
Users logged in on any
day in an SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Unique User ID
Employee Name

Blended
Outbound
Agent

Activations in
the SMP

Number of Blended
Outbound Agent Users
activated within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Blended
Outbound
Agent

Deactivations
in the SMP

Number of Blended
Outbound Agent Users
deactivated within the
SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Customer Authority Work Request

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource Report Type | Report Description Fields / Contents Frequency Report Delivery Timescales
Unit Group
Reference Number
Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)
Blended Resource Per Concurrent Agent — | RU Code Each SMP Within the timescales set out in the
Outbound Units 4th highest instance of RU Name Financial Management Policies and
Agent consumed in | Concurrent Blended Out SMP Procedures in Schedule 6.10 (Customer
the SMP bound Agent Users ) ) Standards and Policies).
logged in on any day in | Site Location Code (SLOC)
an SMP Site Name
Cost Centre
Business Unit
Unique User ID
Employee Name
Blended Web | Activations in | Number of Blended Web | RU Code Each SMP Within the timescales set out in the
Chat Agents the SMP Chat Agent Users RU Name Financial Management Policies and
activated within the SMP | gpmp Procedures in Schedule 6.10 (Customer

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,

Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Service Request via the Customer
Portal, Service Request via the
RTPi process)

Blended Web
Chat

Deactivations
in the SMP

Number of Blended Web
Chat Agent Users
deactivated within the
SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Blended Web
Chat

Resource
Units
consumed in
the SMP

Per Concurrent Agent —
4th highest instance of
Concurrent Blended
Web Chat Agent Users
logged in on any day in
an SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID
Employee Name

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

VR Reviewer

Activations in
the SMP

Number of VR Reviewer
Users activated within

RU Code

Each SMP

Within the timescales set out in the
Financial Management Policies and
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

the SMP

RU Name

SMP

Site Location Code (SLOC)

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Procedures in Schedule 6.10 (Customer
Standards and Policies).

Voice
Recording
Reviewer

Deactivations
in the SMP

Number of Voice
Recording Reviewer
Users deactivated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

RTPi process)

Voice
Recording
Reviewer

Resource
Units
consumed in
the SMP

The number of Voice
Recording Reviewer
Users as at the 15th day
of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Usage Hours

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Voice
Recording
Download

Activations in
the SMP

Number of Voice
Recording Download
Users activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Voice
Recording
Download

Deactivations
in the SMP

Number of Voice
Recording Download
Users deactivated within

RU Code
RU Name

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

the SMP

SMP

Site Location Code (SLOC)

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Standards and Policies).

Voice
Recording
Download

Resource
Units
consumed in
the SMP

The number of Voice
Recording Download
Users as at the 15th day
of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Usage Hours

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Voice
Recording
Quality
Management

Activations in
the SMP

Number of Voice
Recording Quality
Management Users
activated within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource Report Type | Report Description Fields / Contents Frequency Report Delivery Timescales
Unit Group

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request

Reference Number

Request Mechanism (Project,

Request Special Service Request,

Service Request via the Customer

Portal, Service Request via the

RTPi process)
Voice Deactivations | Number of Voice RU Code Each SMP Within the timescales set out in the
Recording in the SMP Recording Quality RU Name Financial Management Policies and
Quality Management Users SMP Procedures in Schedule 6.10 (Customer
M t deactivated within the ) ) Standards and Policies).

anagemen SMP Site Location Code (SLOC)

User ID/Number for each User

Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request

Reference Number

Request Mechanism (Project,

Request Special Service Request,

Service Request via the Customer

Portal, Service Request via the

RTPi process)
VR Quality Resource The number of Voice RU Code Each SMP Within the timescales set out in the
Management | Units Recording Quality RU Name Financial Management Policies and

consumed in | Management Users as SMP Procedures in Schedule 6.10 (Customer
the SMP at the 15th day of the Standards and Policies).

SMP

Site Location Code (SLOC)
Site Name
Cost Centre
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Business Unit
Unique User ID
Employee Name
Usage Hours

Standard
Historical Ml
Report

Activations in
the SMP

Number of Standard
Historical MI Report
Users activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Standard
Historical Ml
Report

Deactivations
in the SMP

Number of Standard
Historical Ml Report
Users deactivated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Standard
Historical Ml
Report

Resource
Units
consumed in
the SMP

The number of Standard
Historical Ml Report
Users as at the 15th day
of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Usage Hours

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Wall Board

Activations in
the SMP

Number of Wall Boards
activated within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Wall Board Business Owner
Name

Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Portal, Service Request via the
RTPi process)

Wall Board

Deactivations
in the SMP

Number of Wall Boards
deactivated within the
SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Wall Board Business Owner
Name

Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Wall Board

Resource
Units
consumed in
the SMP

The number of
Wallboards as at the
15th day of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Wall Board Business Owner
Name

Cost Centre
Business Unit

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Workforce
Management
Scheduling

Activations in
the SMP

Number of Workforce
Management
Scheduling and
Forecasting Users

RU Code
RU Name
SMP

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

and
Forecasting

activated within the SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Workforce
Management
Scheduling
and
Forecasting

Deactivations
in the SMP

Number of Workforce
Management
Scheduling and
Forecasting Users
deactivated within the
SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Workforce

Consumption

The number of
Workforce Management

RU Code

Each SMP

Within the timescales set out in the
Financial Management Policies and
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Management
Scheduling
and
Forecasting

in and SMP

Scheduling and
Forecasting Users as at
the 15th day of the SMP

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Usage Hours

Procedures in Schedule 6.10 (Customer
Standards and Policies).

Outbound
Campaign
Manager

Activations in
the SMP

Number of Outbound
Campaign Manager
Users activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Outbound
Campaign
Manager

Deactivations
in the SMP

Number of Outbound
Campaign Manager
Users deactivated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor
Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Outbound
Campaign
Manager

Resource
Units
consumed in
the SMP

The number of
Outbound Campaign
Manager Users as at the
15th day of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Usage Hours

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Speech
Analytics

Resource
Units
consumed in
the SMP

The number of Speech
Analytics interactions
as at the 15th day of the
SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

48



CONTACT CENTRE SCHEDULE 6.6 (RECORDS PROVISION) v4.4

4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Usage Hours

Central
Services
Configuration

Activations in
the SMP

Number of Central
Services Configuration
Users activated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Central
Services
Configuration

Deactivations
in the SMP

Number of Central
Services Configuration
Users deactivated within
the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource
Unit Group

Report Type

Report Description

Fields / Contents

Frequency

Report Delivery Timescales

Portal, Service Request via the
RTPi process)

Central
Services
Configuration

Resource
Units
consumed in
the SMP

The number of Central
Services Configuration
Users as at the 15th day
of the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
Site Name

Cost Centre

Business Unit

Unique User ID

Employee Name

Usage Hours

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Central
Activity
Monitor

Activations in
the SMP

Number of Central
Activity Monitor Users
activated within the SMP

RU Code

RU Name

SMP

Site Location Code (SLOC)
User ID/Number for each User
Business Unit

Cost centre

Name of requestor

Telephone number of requestor

Customer Authority Work Request
Reference Number

Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).

Central
Activity
Monitor

Deactivations
in the SMP

Number of Central
Activity Monitor Users
deactivated within the
SMP

RU Code
RU Name
SMP

Each SMP

Within the timescales set out in the
Financial Management Policies and
Procedures in Schedule 6.10 (Customer
Standards and Policies).
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource Report Type | Report Description Fields / Contents Frequency Report Delivery Timescales
Unit Group
Site Location Code (SLOC)
User ID/Number for each User
Business Unit
Cost centre
Name of requestor
Telephone number of requestor
Customer Authority Work Request
Reference Number
Request Mechanism (Project,
Request Special Service Request,
Service Request via the Customer
Portal, Service Request via the
RTPi process)
Central Resource The number of Central RU Code Each SMP Within the timescales set out in the
Activity Units Activity Monitor Users RU Name Financial Management Policies and
Monitor consumed in | as at the 15th day of the SMP Procedures in Schedule 6.10 (Customer
the SMP SMP ) ) Standards and Policies).
e Site Location Code (SLOC)
Site Name
Cost Centre
Business Unit
Unique User ID
Employee Name
Usage Hours
Standard IVR | Consumption | Volume of calls using Number of Calls Each SMP Within the timescales set out in the
in the SMP standard IVR during the Financial Management Policies and
SMP Procedures in Schedule 6.10 (Customer
Standards and Policies).
Advanced IVR | Consumption | Volume of calls using Number of Calls Each SMP Within the timescales set out in the
in the SMP the Advanced IVR Financial Management Policies and
during the SMP. Procedures in Schedule 6.10 (Customer
Standards and Policies).
Speech Consumption | per Call Hour Volume of | Peak Hour Call Volume, Time, Each SMP Within the timescales set out in the
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4.1 Billing Management Information Reports (Resource Unit Consumption)

Resource Report Type | Report Description Fields / Contents Frequency Report Delivery Timescales

Unit Group

Analytics in the SMP call imported for Date Financial Management Policies and
analysis during the SMP Procedures in Schedule 6.10 (Customer

Standards and Policies).

PTAS Consumption | Total seconds Cost Centre Associated with Call | Each SMP Within the timescales set out in the

Outbound in the SMP consumed during the Site Location Code (SLOC) Financial Management Policies and

Minutes SMP by tariff type for Procedures in Schedule 6.10 (Customer

PTAS Outbound Calls.
Tariff types include:
Mobiles

Local Geographic
National Geographic
Local Non Geographic
National Non
Geographic
International

0370 Numbers

0345 Numbers

0333 Numbers
Directory Enquires
Premium Rate Numbers

Source Number
Destination Number
Tariff Group
Tariff/Service Type
Time of Call

Time Band

Date of Call

Call Duration
Distance Band

Call Charge

Standards and Policies).

4.2 Billing Management Information Reports (Management Reports)
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Report Name | Report Description Fields / Contents Frequency | Report Delivery
Timescales

BILLING ACCURACY REPORTS

Invoicing A report of all invoicing queries raised in the current SMP. Unique Reference Weekly Within 2 calendar days

Query Log Date Query was received after the last working day of

Originator of Query

Query Description

KPI Error Code

Investigator (person dealing
with query)

MI Report Reference (Ml Report
that contains the query)
Owner of Query (Company
Name)

Issue older than 20 days (Y/N)
Issue resolved within 20 days
(Y/N)

Query Status (Open/Closed)
Conclusion

Resolved (Y/N)

Contractor Error (Y/N)
Included within KP1 04 (Y/N)
Reason for excluding from KPI

the week
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4.2 Billing Management Information Reports (Management Reports)

Report Name

Report Description

Fields / Contents

Frequency

Report Delivery
Timescales

Open issues
from earlier
SMPs

A report of all unresolved invoicing queries from prior periods.

Unique Reference

Date Query Received
Originator

Query Description

KPI Error Code

Investigator

MI Report Reference

Report issue date

Issue older than 20 days (Y/N)
Issue resolved within 20 days
(YIN)

Query Status (Open/Closed)
Conclusion

Resolved (Y/N)

Contractor Error (Y/N)
Included within KP1 04 (Y/N)
Reason for excluding from KPI

Weekly

Within 2 calendar days

after the last working day of

the week

Billing
Accuracy KPI
Report

Report setting out the calculation of billing accuracy. This report is
used to measure KPI8 on Schedule 2.3 (Service Levels and Related
Remedies).

Total invoices raised in SMP
Total Contractor Errors
Success Rate (%)

KPI Target Success Rate (%)
Variance from Target (%)

Each SMP

Within 10 working days of
the end of the SMP

TOTALITY OF CHARGES
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4.2 Billing Management Information Reports (Management Reports)

Report Name | Report Description Fields / Contents Frequency | Report Delivery
Timescales

Total Invoices | A listing of all invoices raised in respect of the SMP. SMP Each SMP | Within 10 working days of
Report Invoice Date the end of the SMP

Invoice Number

Work Request Reference (PO,

SR, SSR, PWO, CSR)

Net Value (£)

VAT (£)

Gross Value (£)
Outstanding Details of all charges for which the Contractor is unable to deliver a Report SMP Each SMP | Within 10 working days of
Charges valid invoice. RU Code the end of the SMP
Report RU Name

Comments

Anticipated SMP in which
invoice will be issued

SMP Charges Billed or Issue
Cleared

Time Outstanding (<2 months,
3-6 months, over 6 months)
Added this SMP (Y/N)
Periodic Analysis (Financial
Year/SMP)

Total Value Un-invoiced (£)
Comments
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4.2 Billing Management Information Reports (Management Reports)

Report Name | Report Description Fields / Contents Frequency | Report Delivery
Timescales
SMP to SMP | A reconciliation of the total Resource Unit charges raised in the SMP | SMP Each SMP | Within 10 working days of
Reconciliation | to the volume of activations and de-activations in the SMP. RU Code the end of the SMP
RU Name
Volume of Resource Units for
Previous SMP
Activations in SMP
De-Activations in SMP
Total RUs for current SMP
(Previous SMP + Activations —
Deactivations)
RUs invoiced in current SMP
Variance
Explaination for variance
Delay Report | A report presenting calculated Delay Payments for which the Every SMP Quarter, where a Each SMP | Within 5 Working Days of
Contractor is liable pursuant to Paragraph 11.2 in Schedule 5.1 Delay Payment applies Quarter the end of the SMP
(Charges and Invoicing) Quarter
Detailing each of the elements of the calculation set out Paragraph
11.2 in Schedule 5.1 (Charges and Invoicing) including (including all
Users and Services not transitioned, plus any such additional
information as the Customer Authority may reasonably request to
enable it to verify the accuracy of the Delay Payments payable.
Site Services | A report presenting the volume of Services consumed at each Site See Appendix 3 section 4.3 Each SMP | Within 10 working days of
Matrix during each SMP including where Services have been deployed or below. the end of the SMP
otherwise ceased within the SMP.
Site A report presenting the volume of activations and deactivations for See Appendix 3 section 4.4 Each SMP | Within 10 working days of
Qﬁgvations Services at each Site during each SMP. below. the end of the SMP
Deactivations
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4.4 Site Activations and Deactivations Matrix
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APPENDIX 5: CONTACT CENTRE STANDARD HISTORICAL MI REPORTS

5.1 Standard Historical MI Data Requirements

The table below sets out the Standard Historical Ml data and metric field requirements that the Contractor Central Activity Monitor shall support.
These data field requirements may vary for the configuration and operation of the Services and for any new Services introduced
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% Actual Agent Availability

Inbound Consult Time

Actual Work Time

% Available Time

Inbound Hold Count

% Calls Answered in 45 Seconds (Answered)

% Inbound ACW Time

Inbound Hold Time

% Calls Answered in 60 Seconds

% Inbound Hold Time

Inbound Ring Time

% Calls Answered in 60 Seconds (Answered)

% Inbound Talk Time

Inbound Talk Time

% Calls Answered in 90 Seconds

% Occupancy

Learning & Development AUX %

% Calls Answered in 90 Seconds (Answered)

% Occupancy Including Processing

Learning & Development AUX Count

% Contacts Completed

% Outbound ACW Time

Learning & Development AUX Time

% Contacts Made

% Outbound Hold Time Login Time % Dial Attempts Dropped
% Outbound Talk Time Lunch AUX Count % Dropped Calls
% Productivity Lunch AUX Time % Dropped Calls (adjusted)

% Short Answered Calls

Non Customer Related AUX %

% Fax Modem

% Time in Aux 1 and Aux 2

Non Customer Related AUX Count

% Forecast Calls Variance

% Time in Other Aux

Non Customer Related AUX Time

% No Answer: Rang more than 15 seconds

% Utilisation Non Telephony % % NU Tone

% Utilisation (telephony only) Non Telephony AUX Count % of Total Calls

Activities Time as % of Login Non Telephony Time % Other

ACW State Count Number of Logins % RTNR

Available Count Outbound ACW % of CHT Abandonin 2 to 5 seconds
Available Time Outbound ACW Time Abandon over 5 seconds

Average Inbound ACW Time

Outbound AUX Count

Abandon upto 2 seconds

Average Inbound Call Duration

Outbound AUX Time

Actual Agent Count

Average Inbound CHT

Outbound Conference Count

Agency Count

Average Inbound Hold Time

Outbound Conference Time

Agents Logged Out Message

Average Inbound Talk Time

Outbound Consult Count

Answer Location

Average Outbound ACW Time

Outbound Consult Time

Answer Location Count

Average Outbound Call Duration (Non-Dialler)

Outbound Dial & Ring Time

Answer Point

Average Outbound CHT

Outbound Hold Count

Answer Type

Average Outbound Hold Time (Non-Dialler)

Outbound Hold Time

Answer Type Count

Average Outbound Talk Time (Non-Dialler)

Outbound Talk Time

Answered Calls

Breaks AUX %

RONA Count

Average Ans Calls Per Unique Caller

Breaks AUX Count

Schedule Adherence

Average Answer

Breaks AUX Time

Short Answered Calls

Average Answer (Secs)

Calls Answered

Sum of Activities Time

Average Call Duration (Intelligent Network)

Communications AUX %

Sum of AUX Code Time

Average Campaign ACW

Communications AUX Count Telephony AUX % Average Campaign Call Handling Time
Communications AUX Time Telephony AUX Count Average Duration
Conference Time Telephony AUX Time Average Duration (Secs)

Connected Outbound Calls (Non-Dialler)

Unallocated ACW Time

Average No of Calls per Caller

Consult Calls

%

Average Outbound Call Duration

Consult Time

% Abandoned from Queue

Average Refresh Time

Default AUX %

% Answer Machine Detected

Average Repeat Call Ratio

Default AUX Count

% Answered from Agent Queue

Average Speed of Answer (Inbound)

Default AUX Time % Busy Average Time to Abandon (Inbound)
Inbound ACW % of CHT % Calls Answered in 20 Seconds (Answered) |Blocked (Call Plan)
Inbound ACW Time % Calls Answered in 20 Seconds (Offered) [Blocked (QPort Capacity)

Inbound Conference Count

% Calls Answered in 30 Seconds

Blocked Calls % (Central Voice Media)

Inbound Conference Time

% Calls Answered in 30 Seconds (Answered)

Blocked Calls % (Intelligent Network)

Inbound Consult Count

% Calls Answered in 45 Seconds

Blocked Calls % (Total)
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Blocked Calls (Central Voice Media)

Dropped and Short Abandon

No of Document Refreshes

Blocked Calls (Intelligent Network)

Dropped Calls

No of Successful Jobs

Blocked Calls (Total)

Dropped Calls (adjusted)

No of Unsuccessful Jobs

Busy Message (Central Voice Media)

Duration of Refresh

Non Adherent Time

Busy Message (Intelligent Network)

Edit Review

Number of Actions

Busy Tone (Central Voice Media)

Emergency Message (Central Voice Media)

Number of Actions (Voice Recording)

Calendar Date

Emergency Message (Intelligent Network)

Number of Answer Machine Detected

Call Agency Code

Failed Calls

Occ

Call Agency Name

Failed Calls %

Open Contact

Call Attempts

Failed Calls % (Total)

Open Reviews

Call Duration

Failed Calls (exc RTNR)

Opening Hours Demand (Central Voice Media)

Call Duration (Intelligent Network)

Failed Calls (exc RTNR) %

Opening Hours Demand (Intelligent Network)

Call Duration (Secs)

Failed Calls (Total)

Opening Hours Demand (Total)

Call Type Percentage

Flag Contact

Out of Hours Calls (Central Voice Media)

Calling Number

Flag Reviews

Out of Hours Calls (Intelligent Network)

Calls Abandoned at Entry (Voice Interaction Senvice)

Forecast Agent Count

Out of Hours Calls (Total)

Calls Abandoned from Agent Queue

Forecast Call Count

Out of Schedule Non Adherent Time

Calls Answered (IA)

Forecast Calls

Outbound Calls

Calls Answered from Agent Queue

Forecast Calls Variance

Outbound Hold Occurrences

Calls Answered in 20 Seconds Inbound Demand (Central Voice Media) Playback
Calls Answered in 30 Seconds Inbound Demand (Intelligent Network) Queue Time Max Reached
Calls Answered in 45 Seconds Inbound Demand (Total) Reason

Calls Answered in 60 Seconds

Inbound Hold Occurrences

Refresh Duration

Calls Answered in 90 Seconds

Inbound Number -

Remove Contacts

Calls Ended in IVR (Voice Interaction Service)

Ineffective Caller Early Release

Remove Reviews

Calls Offered

Ineffective CNB Engaged

Repeat Callers CLI

Calls sent to live operator

Ineffective EET

Repeat Callers CLI%

Closed Divert

Ineffective Engaged

Repeat Calls (CLI)

Completed Without Agent

Ineffective Equipment Engaged

Repeat Calls (CLI) %

Contacts Completed

Ineffective OOS

Repeat Calls (Inc No CLI)

Contacts Made

Ineffective Other

Repeat Calls (Inc No CLI) %

Count

Ineffective RTNR (Intelligent Network)

Repeat Dropped Call in 72 Hours

Customer Line Identifier (CLI)

Ineffective Unknown

Ring Duration

DDI Block - Temporary Cease

Input Call Type

Ring Duration (Secs)

Default Call Type

Input Call Type %

Scheduled Agent Count

Default Call Type %

Last Login Time

Scheduled Call Time

Delete Quality Login Scheduled Work Time
Delete Review Long Wait & Terminate Message Search
Delivery Agency Max Duration Send

Delivery Location

Max Duration (Secs)

Service Line (Central Voice Media)

Delivery Location Count

Max Refresh Time

Service Line Network

Delivery Service Line

Maximum Time to Abandon

Short Abandoned Calls at Queue

Dial State Time

Maximum Time to Answer

Site Code (Intelligent Network)

Dialled Label

Memorial Message (Central Voice Media)

Start Time

Dialled Location

Memorial Message (Intelligent Network)

Strike Message (Central Voice Media)

Dialled Number

Never Connected

Strike Message (Intelligent Network)

Dialler Dial Attempts

No answer: rang less than 15 seconds

Submit Reviews

Disabled

No answer: rang more than 15 seconds

Successful Calls % (Central Voice Media)

Download

No answer: total

Successful Calls % (Intelligent Network)
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Successful Calls % (Total)

Voice Recording Call Direction

Successful Calls (Central Voice Media)

Voice Recording Contact Id

Successful Calls (Intelligent Network)

Voice Recording Customer Number

Successful Calls (Total)

Voice Recording Delivery No

Supervisor Account Name

Voice Recording Form Name

Supervisor Display Name

Voice Recording User Id

Supervisor id

Worst Answer

Supervisor Search Name

Worst Answer (Secs)

Target Number of Contacts

Total Callers in Period

Total Callers Repeat Calling

Total Calls

Total Effective Calls

Total Ineffective Calls

Total repeat calls reported (excluding calls from unidentified lines):

Total Scheduled Time

Total Times Called

Unique Callers

Unique Callers

Unsuccessful Calls % (Intelligent Network)

Unsuccessful Calls % (Total)

Unsuccessful Calls (exc RTNR) (Intelligent Network)

Unsuccessful Calls (Intelligent Network)

Unsuccessful Calls (Total)

Upgrade Message (Central Voice Media)

Upgrade Message (Intelligent Network)

Voice Recording Action

Voice Recording Agent Name

Voice Recording Application

Total Inbound NVR Calls

Total Answered from Agent Queue (Null
CLI only)

% NVR Inbound Calls

Unique Callers (Central Voice Platform)

Successful Id

Unique Callers Inc. Null CLI (Central
Voice Platform)

Detect Failed

Repeat Calls Inc. Null CLI (Central
Voice Platform)

Detect Partial

Repeat Calls CLI (Central Voice
Platform)

No Speech Input

% Answered from Agent Queue (Null
CLI Only)

Technical Failure

% Repeat Calls (Inc Null CLI)

Total Times Called

Average No. Callers
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5.2 Standard Historical Ml Report Template Requirements

5.2.1 Standard Historical Ml Report Templates

The attached spreadsheet below sets out the Standard Historical Ml Report Templates including associated data field requirements that the
Contractor shall make available to the Customer Authority.

Metrics by Report -
Amended 16062015.;

5.2.2 Standard Historical Ml Report Descriptions

The table below describes the report purpose for each Standard Historical MI Report Template.

Standard Historical Ml Reports

Report Name

Report Description

STATISTICS REPORTS

Agent Performance

Provides detailed statistics for agent call activity, a summary broken down by service line, and an analysis of not-ready
states. This report prompts for a list of agents, and presents data for each agent over the selected date period.

Team Performance

Provides detailed statistics for agent call activity, a summary broken down by service line, and an analysis of their not-
ready states. This report prompts for a team name, and presents the data at both team and agent level over a selected
date period.

Team Interval

Provides similar detailed statistics to Team Performance report, broken down into hourly and 15-minute segments.

Team Call Type

Provides the same summary statistics for agent call activity by service line from Team Performance report, and breaks it
out further by call outcome.

Site or Segment Performance

Provides detailed statistics for agent call activity, a summary broken down by service line, and an analysis of not-ready
states. This report prompts for a site hame (or segment name for CMG), and presents the data at site, command and
team level over a selected date period. For agencies with SBR (site-based reporting), there are also statistics about
answered and abandoned calls and KPlIs at this site.

Site or Segment Interval

Provides similar detailed statistics to Site or Segment Performance report, but broken down into hourly and 15-minute
segments.

Site or Segment Call Type

Provides the same summary statistics for agent call activity by service line from Segment Performance report, and
breaks it out further by call outcome.

Region or Area Performance

Provides detailed statistics for agent call activity, a summary broken down by service line, and an analysis of not-ready
states. This report prompts for a region name (or area name for CSA/CMEC), and presents the data at both region and
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Standard Historical Ml Reports

Report Name

Report Description

STATISTICS REPORTS

site level over a selected date period. For agencies with SBR (site-based reporting), there are also statistics about
answered and abandoned calls and KPIs within this region.

Directorate or Agency Performance

Provides detailed statistics for agent call activity, a summary broken down by service line, and an analysis of not-ready
states. This report prompts for an agency name, and presents the data at agency, region and site level over a selected
date period. There are also statistics about answered and abandoned calls and KPIs within this agency.

Directorate or Agency Interval

Provides similar detailed statistics to Directorate or Agency Performance report, but broken down into hourly and 15-
minute segments. It also breaks down the statistics about abandoned and answered calls to 15-minute segments.

Directorate or Agency Call Type

Provides the same summary statistics for agent call activity by service line from Directorate or Agency Performance
report, and breaks it out further by call outcome.

Repeat Callers

Provides percentages of callers that have phoned through multiple times in the period specified for the report, by service
line.

Service Line CLI Analysis

Provides a ranked list and analysis of the top 10 Calling Line Identifiers of callers that phoned through multiple times in
the period specified for the report, for a prompted service line and location. Users are prompted for the low and high
boundaries for the number of times called, and can exclude specific CLIs.

CLI Analysis

Provides a ranked list and analysis of the top 10 Calling Line Identifiers of callers that phoned through multiple times in
the period specified for the report, broken down by service line. Users are prompted for the low and high boundaries for
the number of times called, and can exclude specific CLlIs.

Departmental Performance

Provides statistics about answered and abandoned calls and KPIs for all agencies (there is a prompt to exclude agencies
if required). It presents the data at agency level over a selected date period.

Outbound Campaign

Provides statistics about the results of call attempts by the Outbound Dialler, broken out by campaign name and dialling
mode, for the prompted date period and agency.

Outbound Campaign Performance

Provides statistics based on the outcome codes of Outbound Campaign calls that were handled by agents. The details
are displayed by region, but users can drill down to lower agent hierarchy levels.

OFCOM Compliance

Provides statistics on Outbound Campaign calls (dropped and repeat calls, length of time ringing if not answered), to
monitor compliance with OFCOM Dialler rules, over a 24-hour period starting at a prompted date and time. Data is
broken out by campaign name.

User Login Audit

Provides information by date about when each user in the prompted agency last logged on, and charts showing the
number of logins by day and hour. Results are broken down by day for the prompted date range.

Lapsed User Audit

This is in the form of a spreadsheet, which reports all account names where users have never logged in, or where the
account has been disabled.

Report Refresh Volume Summary

Provides summary counts of report refreshes per folder name, and total durations for each report for each user. This
report prompts for an agency, and details are broken down by day for the prompted date range.

Report Refresh Duration Audit

Provides average and maximum durations of reports run in public and private folders. This report prompts for an agency,
and details are broken down by day for the prompted date range.

User Report Detail Audit

For a specific prompted user, provides a list of the prompts and the durations of every report run in the prompted date
range.
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Standard Historical Ml Reports

Report Name

Report Description

STATISTICS REPORTS

User Activity Audit

For a specific prompted user, provides a list of reports run in the prompted date range, along with the number of times
each was run. Results are broken down by day for the prompted date range.

Voice Recording Agent ID

For a prompted date and agent name, reports supervisors with their actions and contact ids relating to that agent.

Voice Recording Contact

For a prompted date and contact id, reports supervisors with their actions and associated agent names.

Voice Recording Customer Number

For a prompted date and customer number list, reports supervisors with their actions and associated agent names.

Voice Recording Summary

For a prompted date and list of actions, displays supervisors and the number of each action utilised by them.

Voice Recording Supervisor

For a prompted date and supervisor, reports on each of the accounts used by the supervisor, showing associated
actions, forms, contact ids and agent names.

Voice Recording Supervisor Summary

For a prompted date and supervisor, reports the total numbers of the various types of action.

Agency CLI Breakdown

Show for the selected Agency(s) and on or between the chosen dates, CLIs which have called multiple times but are not
in the selected exclusion category. The excluded calls will also be shown in a separate report tab.

Agency Service Line CLI Breakdown

Show for the selected Agency(s) and on or between the chosen dates and for the selected service lines, CLIs which
have called multiple times but are not in the selected exclusion category. The excluded calls will also be shown in a
separate report tab.

Agency CLI Volume Exclusion

Show for the selected Agency(s) and on or between the chosen dates, CLIs which have called multiple times and above
the minimum call volume. The excluded calls will also be shown in a separate report tab.

Intelligent  Network CLI

Breakdown

Agency

Using the Intelligent Network data to show for the selected Agency(s) and on or between the chosen dates, CLIs which
have called multiple times. The excluded calls will also be shown in a separate report tab.

Intelligent Network Agency Service Line
CLI Breakdown

Using the Intelligent Network data to show for the selected Agency(s) and on or between the chosen dates, CLIs which
have called multiple times but are not in the selected exclusion category. The excluded calls will also be shown in a
separate report tab.

Intelligent Network Agency CLI Call

Volume Exclusion

Using the Intelligent Network data, to show for the selected Agency(s) and on or between the chosen dates, CLIs which
have called multiple times and are within the selected call volume ranges. The excluded calls will also be shown in a
separate report tab.

CLI Exclusion Report

Between chosen dates a list of CLI's which are in the current Exclusion list and the corresponding start date.

Repeat Call Summary

Show for the selected Agency(s) and on or between the chosen dates, Service line(s), Exclusion Category a summary of
calls which have called multiple times and key metrics including unique callers % repeat calls and average no of callers.
The excluded calls will also be shown in a separate report tab.

Directorate or Agency NVR Summary

Details the effectiveness of the Natural Language Call Steering call routing in the date range specified.

Central Voice Platform Agency Repeat
Call Analysis By Day

Queue Level Repeat Call Analysis by day
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Standard Historical Ml Reports

Report Name

Report Description

STATISTICS REPORTS

Central Voice Platform Repeat Callers

Queue Level Repeat Call Analysis within the period specified

Central Voice Platform Service Line CLI
Analysis

Queue Level Analysis of customer Origin (CLI) by Service Line

Central Voice Platform CLI Analysis

Queue Level Repeat Call Analysis
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APPENDIX 6: MISCELLANEOUS REPORTS

Name of Report Description Fields Frequency Report Delivery
Timescales
Service Utilisation Report | Identify the Users of the following services, where there has e Site Location Per SMP Within 10 working
been less than 5 log ins over 3 consecutive SMPs: Code (SLOC) days of the end of
e Blended Outbound User e Business Unit the SMP
e Blended Web Chat User e Telephone
e VR Reviewer User Number
e VR Download User e Unique User ID
e VR QM User e Employee Name
e Standard Historical Ml Report User e Hours of Usage in
e Workforce Management Scheduling/Forecasting SMP
e Outbound User
e Speech Analytics User
e Central Services Configuration
e Central Activity Monitor User
Night Time Calls Identify call misuse or call behaviour patterns which can be e Site Location Per SMP Within 10 working

changed/influence

Code (SLOC)
Directory Number

Employee Name
of DDI

Destination
Number

Call Date
Call Time
Call Duration
(hh:mm:ss)
Call Duration
(Seconds)
Call Cost

days of the end of
the SMP
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Name of Report Description Fields Frequency Report Delivery
Timescales
Top 100 Most Expensive Identify call misuse or call behaviour patterns which can be e Site Location Per SMP Within 10 working

Calls

changed/influence

Code (SLOC)
e Directory Number
¢ Employee Name

of DDI
e Destination
Number
e Call Date

e Call Time

e Call Duration
(hh:mm:ss) Call

days of the end of
the SMP

Duration
(Seconds)
e Call Cost
Top 100 Longest Duration | Identify call misuse or call behaviour patterns which can be e Site Location Within 10 working

Calls

changed/influence

Code (SLOC)
e Directory Number
e Employee Name

of DDI
e Destination
Number
e Call Date

e Call Time

e Call Duration
(hh:mm:ss) Call
Duration
(Seconds)

e Call Cost

days of the end of
the SMP
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Name of Report Description Fields Frequency Report Delivery
Timescales

RTPi Versus Customer Report all Customer Authority Service Requests made using Format to be agreed Per SMP Within 10 working

Authority Customer Portal | RTPi Catalogue which could have been ordered directly by the | during Take On. Quarter days of the end of

Requests Customer Authority Portal and automatically fulfilled without the the SMP
Contractor engineer intervention.

Security Impact Report Provide a Security Impact Report on request when notified of an | Format to be agreed Ad hoc Within 10  working
amendment to the Security Standard and Policies and / or the during Take On. days of the end of
security processes. the SMP

Security Reports To include: Format to be agreed On request Within 10  working

e intrusion attempts; during Take On. ?h&taySSI\/(ljli the end of
e number of unauthorised access attempts, privilege
escalations attempts and locked out accounts;
e data exfiltration attempts;
e Incidents;
e Resolutions;
e Service outages; and
e virus activity.
Capacity Reports Capacity Plans. Format to be agreed Quarterly Within 10 working
during Take On. days of the end of
the SMP
Support long term RU forecast management and funding Format to be agreed Per SMP Friday before the
Customer Authority PSN Connectivity Services. during Take On. NMCF meeting

Trend Reports Report on Problem and Incident trends and corrective actions Format to be agreed Per SMP Within - 10  working

taken. during Take On. days of the end of
the SMP

Report Problem volumes and trends in accordance with the Format to be agreed Per SMP Within 10  working

agreed Reporting Schedule. during Take On. days of the end of
the SMP

Project Status Reports Status of each Project in an electronic report. Format to be agreed Ad hoc As agreed

during Take On.
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Name of Report Description Fields Frequency Report Delivery
Timescales
OAT Report Operational acceptance test report. Format to be agreed Ad hoc As agreed
during Take On.
SMAT Report Service Management Acceptance Test report. Format to be agreed Ad hoc As agreed
during Take On.
Service Delivery Provide service delivery readiness reports in accordance with Format to be agreed Ad hoc As agreed
Readiness Report governance review gates. during Take On.
ITSCM Test Event Test Report. Format to be agreed Ad hoc As agreed
Closure Report during Take On.
Metrics and Volumetric Report on Service Level metrics and volumetrics to the SIAM Format to be agreed Per SMP Within 10  working
Service Tower Provider for Service Level validation purposes. during Take On. ?hayzl\/?li the end of
e
Problems Resolved by Report on the Problems resolved during the SMP categorised Format to be agreed Per SMP Within 10 working
Severity by Problem severity within the SMP, against trending data since | during Take On. days of the end of
the SMP
Commencement Date.
Incidents Linked to Report on the number and details of Incidents linked to Format to be agreed Per SMP Within 10  working
Problems Problems within the SMP, against trending data since during Take On. days of the end of
the SMP
Commencement Date..
Problems Where Fix has | Report on Problems where a fix has been: Format to be agreed Per SMP Within 10  working
been Identified and (a) identified; during Take On. days of the end of
the SMP
Planned (b) scheduled; and
(c) successfully implemented.
Changes Successfully Report on the number of Changes that have been successfully | Format to be agreed Per SMP Within 10 working
Deployed deployed without any service issues or disruption within the during Take On. days of the end of
. . . the SMP
SMP, against trending data since Commencement Date...
Incidents as a Result of Report on the number of Incidents that have occurred as a Format to be agreed Per SMP Within 10  working
Change direct result of change activity within the SMP, against trending | during Take On. days of the end of
. the SMP
data since Commencement Date.
Quarterly Patching Report | Report presenting the patching status of the software and Format to be agreed Per Quarter Within 10 working
hardware components used by the during Take On. ?haySSI\/(I)IfD the end of
e
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Name of Report Description Fields Frequency Report Delivery
Timescales
Service Level Mitigations Number of service level mitigations claimed. Format to be agreed Per SMP Within 10 working
during Take On. days of the end of
the SMP
Accessibility Case Summary and log of all cases handled by the Accessibility Format to be agreed Per SMP Within 10 working
Summary Report Advice Line as described in Schedule 2.1 Service Description — | during Take On. days of the end of
Enhanced Accessibility Support Service. the SMP
Summary to include:
e CaselD
e Customer Name
e Opened by person
¢ Received Date
e Closed Date
e Summary Description
Accessibility Case Details | Details of each individual case handled by the Accessibility Format to be agreed Per SMP Within 10  working
Report Advice Line as described in Schedule 2.1 Service Description — | during Take On. days of the end of
Enhanced Accessibility Support Service. the SMP
Contact history, including for each contact:
e Date and time
e Details and nature
e Next action agreed.
Accessibility Case Service | Summary of resolution times for incidents referred to the Format to be agreed Per SMP Within 10 working
Levels Report Accessibility Incident Service as described in Schedule 2.1 during Take On. days of the end of
Service Description — Enhanced Accessibility Support Service. the SMP
Accessibility Commodity Summary of the number of Service Requests received for Format to be agreed Per SMP Within 10 working

ltem Request Report

Accessibility Commodity items as described in Schedule 2.1
Service Description — Enhanced Accessibility Support Service,
broken down into each different Accessibility Commodity item.

during Take On.

days of the end of
the SMP
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Name of Report Description Fields Frequency Report Delivery
Timescales
Sustainability Plan and Sustainability Plan and Sustainability Policy Statement in Format to be agreed Within six (6) Within 10 working
during Take On. months after days

Sustainability Policy

accordance with Schedule 8.1 (Sustainable Development

Statement Requirements). the Effective
Date and
annually
thereafter.
Diversity and Equality Diversity & Equality Delivery Plan in accordance with Schedule | Format to be agreed Within six (6) Within 10 working

Delivery Plan

7.2 (Diversity and Equality).

during Take On.

months after
the Effective
Date and
annually
thereafter.

days

Workforce Monitoring
Data

Workforce Monitoring Data in accordance with Schedule 7.2
(Diversity and Equality).

Format to be agreed
during Take On.

Within six (6)
months after
the Effective

Within 10 working
days of the end of
the SMP

Date and
annually
thereafter.
Sub Contracting Report Compliance with the targets set out in clauses 22.12.1 and Format to be agreed On the Within 10  working
22.12.2. during Take On. Effective Date, | days of the end of
the SMP
and on each
anniversary
Apprenticeships & Skills Apprenticeships & Skills Report in accordance with Schedule Format to be agreed Within six (6) Within 10 working

Report

7.3 (Apprenticeship and Skills).

during Take On.

months after
the Effective
Date and
annually
thereafter.

days of the end of
the SMP
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Name of Report

Description

Fields

Frequency

Report Delivery
Timescales

HMG Baseline Personnel

Contractor’s Declaration in accordance with HMG Baseline

Format to be agreed

Within four (4)

One Month of the

Security Standard - Personnel Security Standard - A Guide for DWP Contractors. during Take On. weeks after end of each calendar
Contractor’s Declaration the Effective year i.e. by 31st
Date and January.
annually
thereafter.

Special Service Requests | A measure of the number of Special Service Requests received | Format to be agreed Per SMP Within 10 working
and percentage of complete Special Service Request proposals | during Take On. days of the end of
provided by the Contractor to the Customer Authority within the the SMP
SMP that were provided within the contracted timescales.

The Contractor will retain and present historical data from the
Commencement Date in each report.
ITSCM Risks Raised Number of ITSCM risks raised as a result of root cause analysis | Format to be agreed Per SMP Within 10 working

and service threat assessments.

during Take On.

days of the end of
the SMP

Customer Portal Users

Names of Customer Authority staff with Customer Portal
accounts, including related permissions levels.

Format to be agreed
during Take On.

Upon Request
from the
Customer
Authority

10 Working Days
from the point of the
Customer Authority
request
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