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INTRODUCTION

This Schedule sets out the procedures for dealing with
« Service Requests;

. Special Service Requests;

. Project Requests; and

« Consultancy Services Requests.

All Requests shall be managed in accordance with Service Request Management
Policies and Procedures (RTPi) as described in Schedule 6.10 (Customer Authority
Standards and Policies).

Each Party shall be responsible for its own costs incurred in proposing, preparing,
discussing, negotiating and agreeing any Request.

The Contractor shall ensure that the immediate vicinity, adjacent to (and including) an
area where a Request has been undertaken, is left in the same physical or better
condition as found.

Any Charges applicable to any Request shall be payable in accordance with
Schedule 5.1 (Charges and Invoicing).

The Customer Authority shall pay all invoices in relation to Requests issued by the
Contractor in accordance with the provisions of Schedule 5.1 (Charges and
Invoicing).

SERVICE REQUESTS

A Service Request enables the Customer Authority to order items from the
Contractor’'s Call-Off Service Catalogue where no variations are required to the
Catalogue Item or the lead time stated in Appendix 1 of this Schedule 6.11.

The Contractor shall also provide the Customer Authority with the capability to use
either the Customer Portal defined in Schedule 2.1 to perform self service fulfilment or
otherwise submit a Service Request in accordance with the Service Request
Management Policies and Procedures (RTPi) as described in Schedule 6.10
(Customer Authority Standards and Policies).

221 The costs for the Customer Authority performing self-service fulfilment and
the Contractor costs for the interfaces used shall be recovered through the
Resource Unit Charges for standard Services.

222 The costs for the Contractor fulfilling Service Requests in accordance with
the Service Request Management Policies and Procedures (RTPi) as
described in Schedule 6.10 (Customer Authority Standards and Policies)
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2.3

2.4

2.5

2.6

2.7

2.8

and any Contractor costs for the interfaces used shall be recovered
through the Resource Unit Charges for standard Services.

The Customer Portal shall perform self-service fulfilment in ‘real time’ or ‘near real
time’. Specifically, no delay shall be imposed through the need for intervention by
Contractor personnel to fulfil a self-service request and the request shall be
completed in a timely manner, as determined by the processing capacity of the
Customer Portal, central configuration and control service and other supporting
Services. A timely manner shall be considered as being less than 10 minutes.

Appendix 1 of this Schedule 6.11 identifies which actions the Customer Authority shall
be able to perform through the Customer Portal.

Each Service Request submitted by the Customer Authority shall as a minimum:

251 be executed by a person authorised on behalf of the Customer Authority to
submit a Service Request;

25.2 state the type and quantity of the Services which the Customer Authority
wishes to order;

2.5.3 state the date for the delivery of the relevant Services, consistent with the
lead times stated in Appendix 1 of this Schedule 6.11;

254 state the location for delivery;

2.5.5 include a valid cost centre, Site or location codes or business unit, and
contact point information; and

2.5.6 include any other information that is reasonably required by the Contractor
in order to execute the Service Request and deliver the Services.

Upon receipt of the Service Request, the Contractor shall promptly check that the
Service Request complies with the provisions of Paragraph 2.5 and (insofar as it
does) acknowledge receipt to the Customer Authority within one (1) Working Day, at
which point the Service Request shall be deemed to be accepted by the Parties and
constitute an agreed Service Request.

If the Service Request submitted to the Contractor in accordance with Paragraph 2.1
does not comply with the provisions of Paragraph 2.5, the Contractor shall notify the
Customer Authority within one (1) Working Day of receipt, rejecting and returning the
relevant Service Request.

In relation to each Service Request accepted in accordance with Paragraph 2.6:
2.8.1 subject to Paragraph 2.1 the Contractor shall achieve the date for the

delivery of the Services in accordance with the lead time set out in
Appendix 1 of this Schedule 6.11;
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2.9

2.10

2.11

2.12

3.1

2.8.2 lead times set out in Appendix 1 of this Schedule 6.11 commence from the
time the Customer Authority submits the Service Request;

2.8.3 if there are any Charges applicable to the Services set out in the Service
Request these shall be payable in accordance with Schedule 5.1 (Charges
and Invoicing) after the relevant Services are Consumed by the Customer
Authority.

The Contractor shall provide regular status updates to the Customer Authority for the
purpose of tracking, managing and closing Service Requests in accordance with the
Service Request Management Policies and Procedures (RTPi) as set out in
Schedule 6.10 (Customer Authority Standards and Policies).

The Contractor shall notify the SIAM Service Tower Provider of any financial
implications resulting from the cancellation of a Service Request, and co-operate with
the Customer Authority to minimise any adverse effects.

The Contractor shall co-operate and work closely with Third Party Service Providers
and/or Other PSN Services Contractors in satisfying any cross-tower Service
Requests and in so doing comply with the Service Request Management Policies and
Procedures (RTPi), as listed in Schedule 6.10 (Customer Authority Standards and
Policies) for the delivery of such cross-tower Service Requests.

The Contractor shall ensure all of the Registers, as well as any including asset,
licensing and/or Configuration Management information is updated within 24 hours of
the installation or movement to reflect the changes which have resulted from the
installation or movement of assets and initiation of Services, in accordance with the
Service Asset and Configuration Management Policies and Procedures as described
in Schedule 6.10 (Customer Authority Standards and Policies), and KPI 10 (Contact
Centre Service — CMDB Accuracy / Completeness), as defined in Schedule 2.3
(Service Levels and Related Remedies). The Contractor shall ensure all Request
related activities are co-ordinated to optimise use of resources.

SPECIAL SERVICE REQUESTS
A Special Service Request shall apply where:

311 variations are required to the specification of products or Services as set
out within the Catalogue;

3.1.2 lead times other than those specified in Appendix 1 of this Schedule 6.11
are required,;

3.1.3 volume requirements exceed any threshold specified within Appendix 1 of
this Schedule 6.11;

3.14 products and / or Services are required that are not contained within the
Catalogue (see Appendix 3);
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3.2

3.3

3.4

3.5

3.6

3.15 the request is non standard for other Third Party Service Providers or
PSN Service Providers.

Where the Customer Authority wishes to conclude a Special Service Request, the
Customer Authority shall submit a Draft Special Service Request to the Contractor, in
accordance with the procedure set out in Paragraph 3.3 below.

Each Draft Special Service Request submitted by the Customer Authority shall as a
minimum:

3.3.1 be executed by a person authorised on behalf of the Customer Authority to
submit Special Service Requests, as notified to the Contractor from time to
time;

3.3.2 state the type and quantity of products and / or Services required,

providing the information set out in Paragraph 2.5 in relation to any
elements of the Service for which standard Resource Units exist;

3.3.3 detail any required variation which the Customer Authority is requesting to
the relevant products and or Services as set out in the Catalogue and /or
Appendix 1 of this Schedule 6.11;

3.34 state the requirements of the Customer Authority (if any) for any additional
products and or Services; and

3.35 set out a proposed timetable for the delivery, performance and / or
implementation (as appropriate) of the products and or Services.

The Contractor shall acknowledge receipt of a Draft Special Service Request within
one (1) Working Day of receipt from the Customer Authority.

Where the Contractor considers that a Draft Special Service Request received does
not comply with the provisions of Paragraph 3.3, the Contractor shall inform the
Customer Authority of that fact within three (3) Working Days and shall return the
Draft Special Service Request in question to the Customer Authority for correction
and re-submission.

Where the Draft Special Service Request does comply with the provisions of
Paragraph 3.3, the Customer Authority and the Contractor shall then seek to agree
the final form and content of the Special Service Request in question as soon as
reasonably practicable unless the Customer Authority withdraws the Draft Special
Service Request. The Contractor shall submit to the SIAM Service Tower Provider its
proposal in response to each Draft Special Service Request within:

3.6.1 five (5) Working Days where no Site survey is required; or

3.6.2 fifteen (15) Working Days where a Site survey is required.
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3.7

3.8

4.1

4.2

Where a Draft Special Service Request received by the Contractor relates to any one
or more Draft Special Service Requests received by one or more Service Tower
Providers or Other PSN Services Contractors , the Contractor shall reasonably
cooperate with the SIAM Service Tower Provider and the Customer Authority for the
purposes of reaching agreement between the Customer Authority, the Contractor and
the relevant Service Tower Providers or Other PSN Services Contractors of the final
form and content of each related Special Service Request in question.

The Contractor shall proactively monitor and provide information as reasonably
requested by the Customer Authority on the progress of Special Service Requests, in
accordance with the Service Request Management Policies and Procedures (RTPi)
listed in Schedule 6.10 (Customer Authority Standards and Policies).

PROJECTS

The Customer Authority may from time to time during the Term issue a Project
Request to the Contractor which shall initiate the process of developing a Project as
described in Paragraphs 4 of this Schedule ("Project Initiation Process").

A Project Request shall include the following (to the extent relevant):

42.1 a brief context, identifying the positioning of the Intended Project in the
Customer Authority's IT strategy, targets, timescales and objectives;

4.2.2 a detailed statement of the Customer Authority's requirements for the
Intended Project (including scope);

4.2.3 the objectives and goals of the Intended Project and its contribution to the
Customer Authority's business objectives;

4.2.4 the charging basis proposed by the Customer Authority for the Intended
Project (which may be fixed price or time and materials) by reference to
Paragraph 5 or Paragraph 6 of Schedule 5.1 (Charges and Invoicing) and
any guidance, which the Customer Authority wishes the Contractor to
consider, in respect of pricing mechanisms;

4.2.5 details of any standard estimating tool that the Customer Authority
proposes be used by the Contractor for estimating resources;

4.2.6 any known technical, time or any other constraints;

4.2.7 key assumptions and any known risks;

4.2.8 the Milestones and Test Success Criteria proposed for the Intended
Project;

4.2.9 details of the Project Test Strategy (if any) relevant to the Intended

Project;
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4.3

4.4

4.2.10 the desired level of progress reporting; and

4211 those parts of the Gated Review Process which the Customer Authority
anticipates shall apply to the Intended Project.

The Customer Authority may at its discretion, at any time prior to the execution of a
Project Work Order terminate the Project Initiation Process for such Intended Project
by providing written notice to that effect to the Contractor.

The Contractor shall provide the Customer Authority within two (2) Working Days with
written details of any failure of a Project Request to comply with the requirements of
Paragraph 4.2 and the Parties shall seek to agree the most appropriate means of
remedying such failures.

PROJECT PROPOSALS

4.5

4.6

The Contractor shall provide to the Customer Authority in response to each Project
Request received by the Contractor which complies with the requirements of
Paragraph 4.2, a Project Proposal within fifteen (15) Working Days or such other time
period as is reasonably requested by the Customer Authority (taking into account the
nature and complexity of the Project Request in question).

Each Project Proposal shall be clear and unambiguous and set out all information
necessary, and in sufficient detail, to allow a preliminary assessment by the Customer
Authority of the relevant Intended Project, including the following information as a
minimum:

4.6.1 outline approach, work breakdown structure (i.e. the appropriate phases,
key deliverables, timescales and estimated number of each type of
resource required, based on any estimating tool referred to in Paragraph
4.2.5), and Implementation Plan;

4.6.2 an Outline Project Plan;

4.6.3 details of any Required Third Party Service in relation to the Intended
Project including:

4.6.3.1 the nature of the Required Third Party Service and anticipated
charges; and

4.6.3.2 the identity of the proposed third party supplier who shall
provide the Required Third Party Service;

46.4 key assumptions (including any cost assumptions) and anticipated risks;
4.6.5 Customer Authority Responsibilities specific to the Intended Project (if
any);

4.6.6 an assessment as to whether:
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4.7

4.6.7

4.6.8

4.6.9

4.6.10

4.6.11

4.6.12

4.6.6.1 any element of the Services which would be required in respect
of that Intended Project are already being provided by the
Contractor under this Call-Off Contract; and

4.6.6.2 the Intended Project is suitable for delivery by the Contractor,
another Service Tower Provider or a combination of Service
Tower Providers, or Other PSN Services Contractors . Where
the result of the Contractor's assessment is that the Intended
Project would be best delivered by an alternative means (for
example, by a Service Request), details of the Contractor's
recommendations as to the most appropriate means of delivery
for the Intended Project;

the options upon which the Contractor could price and charge for
undertaking the Intended Project (on such basis as may be agreed
between the Parties) and the charges which would be payable by the
Customer Authority in respect of the Project under each such option.
Such charges shall include the costs of complying with the Test Success
Criteria;

any proposals in respect of funding or alternative pricing or new pricing
mechanisms that the Contractor wishes the Customer Authority to
consider;

details of any proposed Reimbursable Expenses;

comments upon the Test Success Criteria proposed by the Customer
Authority for the Intended Project;

any comments of the Contractor upon the Gated Review Process, where
proposed by the Customer Authority for the Intended Project in question
including any additional review procedures of the Customer Authority of
which the Contractor is aware which the Contractor believes may apply
given the nature of the Intended Project; and

outline details of the possible impact of the Intended Project upon
Transition and/or of Transition upon the Intended Project together with
details of the Contractor's recommendations for addressing such possible
impact.

Where any Project Proposal fails to set out in sufficient detail the information required
by Paragraph 4.6 to enable the Customer Authority to carry out its initial assessment
of an Intended Project, the Contractor shall, to the extent reasonably practicable,
remedy any such failing within such time-scales as are reasonably requested by the
Customer Authority, or in the absence of such request, five (5) Working Days.
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PROJECT WORK ORDERS

4.8 Following review of a Project Proposal, the Customer Authority shall within a
reasonable period, and in any event, within thirty (30) days of receipt of the Project
Proposal from the Contractor, notify the Contractor whether it wishes to consider the
Project further, and if so shall authorise the Contractor to produce a draft Project
Work Order.

4.9 Following the notification under Paragraph 4.8, the Contractor shall within ten (10)
Working Days (or such other time period as may be agreed by the Parties), produce a
draft Project Work Order for agreement by the Customer Authority. As part of the
production of each such Project Work Order, the Parties shall also seek to establish
the impact of the Intended Project on any other Service Tower Providers, Other PSN
Services Contractors and / or other Intended Project and adjust the Intended Project
accordingly to reasonably take into account any such impact.

4.10 Each Project Work Order shall, unless otherwise agreed by the Parties, be in
accordance with the structure as outlined in Appendix 2.

4.11 Following production of a draft Project Work Order in accordance with Paragraph 4.9,
the Parties shall jointly establish (as appropriate) a Project Board which shall meet as
soon as practicable on a date agreed between the Parties ("Project Work Order
Meeting"). The Project Board shall establish the appropriate governance, risk
management processes and any specific reporting requirements for each Project. At
the Project Work Order Meeting the Parties shall further consider the Intended Project
and shall review the information set out in the draft Project Work Order with a view to
agreeing the final agreed contents of the Project Work Order in question, together
with any other issues relating to the Intended Project as are reasonably raised by
each Party.

4.12 Each Project Work Order Meeting may require changes to a relevant draft Project
Work Order to be considered at a subsequent Project Work Order Meeting. In these
circumstances the Contractor shall submit a revised Project Work Order as soon as
reasonably practicable after the meeting. This process shall be repeated as
necessary until a Project Work Order is agreed or the Customer Authority cancels its
requirement for the Project Work Order.

PROJECT COMMITMENT

413 Neither Party shall become contractually committed in respect of any Project unless
and until such time as a Project Work Order has been agreed between the Parties
and executed by both Parties.

PROJECT INITIATION

4.14 Following the agreement of a Project Work Order, a Project start meeting shall take
place (unless the Parties agree otherwise) between the Parties prior to any work
being undertaken on that Project.
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CHANGES TO AGREED PROJECT WORK ORDERS

4.15

5.1

5.2

5.3

Following the agreement of any Project Work Order, any changes to such Project
Work Order proposed by either Party shall only become effective once they have
been agreed by both Parties in writing. Any proposed change that would result in an
impact on the Call-Off Contract shall be processed by the Parties in accordance with
the Change Control Procedure.

CONSULTANCY SERVICES REQUESTS

From time to time, the Customer Authority may request that the Contractor makes
available to the Customer Authority the services of one or more of its Delivery
Support Specialists. The procedure set out in this Paragraph 5 shall, unless the
Parties agree otherwise, apply to all such requests made by the Customer Authority
and to the provision by the Contractor of Delivery Support Services.

Where the Customer Authority wishes to procure any Delivery Support Services, it
shall issue a draft Consultancy Services Request (in such format as is agreed
between the Parties from time to time) to the point of contact from time to time
nominated by the Contractor to receive the same. Each Consultancy Services
Request issued by the Customer Authority shall detail:

5.2.1 the type of Delivery Support Specialist requested by the Customer
Authority;
5.2.2 the number of individual Delivery Support Specialists requested by the

Customer Authority;

5.2.3 the number of days for which the Customer Authority requires the services
of each type of Delivery Support Specialist;

5.2.4 the specific nature of the Services and outcomes (“deliverables”) which the
Customer Authority requires each type of Delivery Support Specialist to
provide;

5.2.5 the dates upon which the Customer Authority requires the services of each

type of Delivery Support Specialist to be performed; and

5.2.6 the locations where the Customer Authority requires the services of each
type of Delivery Support Specialist to be performed.

The Parties shall use their reasonable endeavours to agree the initial format of the
Consultancy Services Request within three (3) months of the Effective Date provided
that nothing shall prevent the Customer Authority from issuing a Consultancy
Services Request that complies with Paragraph 5.2 prior to agreement of the initial
standard format of the Consultancy Services Request (in which case Paragraphs 5.4
and 5.5 shall apply).

10
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5.4

5.5

5.6

5.7

5.8

Where the Contractor is able to comply with, and agrees to, all of the requirements of
the Customer Authority as specified in any Consultancy Services Request, the
Contractor shall confirm to the Customer Authority in writing its acceptance of the
Consultancy Services Request in question and the provisions of Paragraph 5.6 shall

apply.

The Contractor shall provide to the Customer Authority in response to each
Consultancy Service Request accepted a proposal within fifteen (15) Working Days or
such other time period as is reasonably requested by the Customer Authority (taking
into account the nature and complexity of the Consultancy Service Request in
guestion).

Where the Contractor is unable to comply with all of the requirements of the
Customer Authority as specified in any Consultancy Services Request (whether due
to unavailability of Delivery Support Specialists of the type requested by the Customer
Authority or otherwise) the Contractor shall as soon as reasonably practicable inform
the Customer Authority of the reasons why it is unable to accept the Consultancy
Services Request in question. In such circumstances, the Parties shall discuss the
reasons for the Contractor being unable to accept the Consultancy Services Request
and where it is possible to overcome the concerns raised by the Contractor to both
Parties' satisfaction the Parties may seek to agree a revised Consultancy Services
Request which the Contractor is able to fulfil.

As part of the agreement of each Consultancy Services Request, the Parties shall
agree:

5.7.1 the charging basis applicable to the Delivery Support Services which are
the subject of the Consultancy Services Request (such charging basis
may be fixed price or time and materials);

5.7.2 the provision of any Required Third Party Service and the applicable
charges for that service;

5.7.3 any additional cost items and a spend profile for those items, including but
not limited to, software charges, hardware charges and any
Sub-contractor and supplier charges. The Contractor may only vary the
spend profile of additional cost items charged to the activity with prior
agreement of the Customer Authority (such agreement shall not to be
unreasonably withheld or delayed and shall be clearly documented and
logged in an updated version of the Consultancy Services Request);

574 details of any Reimbursable Expenses which may be applicable.

The Contractor shall fulfil each agreed Consultancy Services Request by making
available to the Customer Authority the type and number of Delivery Support
Specialists agreed with the Customer Authority, upon the dates and at the locations
agreed with the Customer Authority in the agreed Consultancy Services Request in
question.

11
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5.9

5.10

5.11

5.12

5.13

5.14

6.1

6.2

Once agreed by the Parties in writing, this Consultancy Services Request shall
become subject to Paragraph 5.6.

The Contractor shall be entitled to invoice the Customer Authority in respect of the
provision by the Contractor of Delivery Support Services to the Customer Authority at
any time on or after the end of each SMP in respect of the Delivery Support Services
provided by the Contractor in such SMP (unless the Parties agree different payment
terms).

The Customer Authority shall pay all invoices issued by the Contractor in accordance
with the provisions of Schedule 5.1 (Charges and Invoicing).

The Contractor shall ensure that each Delivery Support Specialist made available to
the Customer Authority pursuant to an agreed Consultancy Services Request:

5.12.1 carries out his or her responsibilities in a proper, professional manner and
exercises all due care and skill; and

5.12.2 possesses the requisite skills, experience and qualifications for the
applicable type of Delivery Support Specialist consistent with the
description of skills, experience and qualifications applicable to their grade
and experience.

The Customer Authority may exceptionally place a Consultancy Services Request (in
accordance with the procedure in Paragraph 5) to commission Delivery Support
Services from the Contractor to assist the Customer Authority in production of:

5.13.1 a Project Request; and/or

5.13.2 any revised Project Request which the Parties may agree should be
issued as a result of the operation of Paragraph 4.4.

The Contractor shall make available, at the request of the Customer Authority
Network Tower Lead and at no additional or direct cost to the Customer Authority,
any one of the types of Resource Unit as specified in Appendix 3 of Schedule 5.1
(Charges and Invoicing), unless otherwise agreed. Such non-chargeable time shall be
limited to a maximum value not exceeding £177,900.

AUDIT OF PROJECT OR DELIVERY SUPPORT SERVICES

The Customer Authority shall have the right to audit any Project or Delivery Support
Services consistent with the provisions set out in Clause 23 of the Call-Off Contract.

The Customer Authority reserves the right to verify throughout each Project that the
level of skill and experience of individuals assigned remains consistent with the grade
associated with the Contractor Personnel set out in Appendix 3 of Schedule 5.1
(Charges and Invoicing) upon which the Contractor bases its charges for the Project
prior to inception of the Project. The Contractor shall provide to the Customer

12
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7.1

7.2

Authority such information as the Customer Authority may reasonably request to
enable it to exercise its rights under this Paragraph 6.2.

SUB-CONTRACTORS AND SUPPLIERS

The Contractor may engage any Sub-contractor or third party supplier in relation to
any Project or Delivery Support Services subject to the terms of this Schedule and
otherwise in accordance with Clause 22.

In respect of each Sub-contractor or third party supplier engaged by the Contractor on
its own accord in relation to a Project or Delivery Support Services the Contractor
shall, at no cost to the Customer Authority, ensure that prior to the commencement of
any work by that Sub-contractor or third party supplier in relation to the Project or the
provision of Delivery Support Services such Sub-contractor or third party supplier is
given appropriate information in relation to the Project or Delivery Support Service
which shall include, at a minimum, the following information but only where such
information is relevant to the work to be undertaken by the Sub-contractor or third
party supplier:

7.2.1 an overview of the Contractor's and Customer Authority's respective
organisations including background and position in the market (in the case
of the Contractor) and the political landscape (in the case of the Customer
Authority);

7.2.2 an overview of the Business Groups of the Customer Authority's
organisation to which the Project or Delivery Support Services relates
and/or impacts;

7.2.3 an introduction to the Project or Delivery Support Services itself, including
the relevant background and its intended contribution to the Customer
Authority's business objectives;

7.2.4 the policies and procedures that are relevant to the Project or Delivery
Support Services;

7.25 an overview of the composition of the Project team (including the different
roles of each member or categories of members) and key stakeholders;

7.2.6 the specific roles, responsibilities and objectives of the Sub-contractor or
third party supplier in relation to the Project or Delivery Support Services
(including any relevant background material);

7.2.7 any relevant administrative requirements (e.g. charging approach, time
sheets, status reports and project meetings); and

7.2.8 any relevant Customer Authority or Contractor policies or procedures
specific to the Sub-contractor's or third party supplier's role.

13
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8.

9.1

9.2

PRECEDENCE

In the event and only to the extent of any inconsistency between any agreed term of
any Project Work Order or Consultancy Services Request and any term of this
Agreement then, subject to any written decision to the contrary from the Customer
Authority, the relevant term(s) of the Project Work Order or Consultancy Services
Request shall prevail.

CONFLICTS OF INTEREST

Where the provision or planning of any Project or Delivery Support Service involves
the selection of, or advice upon the selection of, alternative courses of action
(including refraining from a particular course of action) or the acquisition, or advice
upon the acquisition of goods, Services and rights, the Contractor shall make such
selection or acquisition or give such advice in an impartial, independent and unbiased
manner and in the best interests of the Customer Authority.

If the Contractor becomes aware of any conflict of interest in relation to any Project or
Delivery Support Services (whether such existed before the Effective Date or
thereafter) it shall, without undue delay, notify the Customer Authority in writing
providing full particulars of the conflict together with any additional information which
the Customer Authority may require in connection with such matter.

14
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APPENDIX 1

REQUEST CATEGORISATION AND LEAD TIME MATRIX

Nature of request Customer Contractor
Authority Delivered
Self-
Service .Il‘_ﬁﬁg Qty
(per
Servic
e
Reque
st)
Hardware
Delivery and installation of Catalogue hardware, No 10days | 1-99

computer and telecoms devices.

Service Request - General Configuration

Create a new Agent and configure the Yes 2 days 1-99
properties which define the identity, profile,
capabilities, password and access rights of this
Agent.

Create a number of similarly configured Agents Yes 2 days 1-10
(up to 500 simultaneously) and configure the
properties which define the identity, profile,
capabilities, password and access rights of
these Agents.

Modify the configuration for an existing Agent. Yes 2 days 1-99

Modify the configuration for a number of Yes 2 days 1-10
similarly configured Agents (up to 500
simultaneously).

Enable / disable an existing Agent such that Yes 2 days 1-99
they are active / inactive and remain configured.

Enable / disable a number of similarly Yes 2 days 1-10
configured Agents such that they are active /
inactive and remain configured.

Delete an existing Agent and perform any No 2 days 1-99
associated actions relating to routing, reporting
and Workforce Optimisation Services.

Delete a number of existing similarly configured No 2 days 1-10
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Nature of request Customer Contractor
Authority Delivered
Self-
Service .Il‘_ﬁﬁg Qty
(per
Servic
e
Reque
st)
Agents (up to 500 simultaneously) and perform
any associated actions relating to routing,
reporting and Workforce Optimisation Services.
Create a new Supervisor and configure the Yes 2 days 1-99
properties which define the identity, profile,
capabilities, password and access rights of this
Supervisor.
Modify the configuration for an existing Yes 2 days 1-99
Supervisor.
Enable / disable an existing Supervisor such Yes 2 days 1-99
that they are active / inactive and remain
configured.
Delete an existing Supervisor and perform any No 2 days 1-99
associated actions relating to routing, reporting
and Workforce Optimisation Services.
Create a new Administrator / Super User and No 2 days 1-10
configure the properties which define the
identity, profile, capabilities, password and
access rights of this Administrator / Super User.
Modify the configuration for an existing Yes 2 days 1-10
Administrator / Super User.
Enable / disable an existing Administrator / Yes 2 days 1-10
Super User such that they are active / inactive
and remain configured.
Delete an existing Administrator / Super User No 2 days 1-99
and perform any associated actions relating to
routing, reporting and Workforce Optimisation
Services.
Create a new Agent Group and configure the lhr 2 days 1-99
properties of that group.
Add an Agent to or remove an Agent from an Yes 2 days 1-99
Agent Group.
Add Agents to and remove Agents from an Yes 2 days 1-10

16



DECLASSIFIED ON 25TH JANUARY 2016: CONTRACTS FINDER PULICATION —

FOR INFORMATION PURPOSES ONLY

CONTACT CENTRE SERVICES — SCHEDULE 6.11 SERVICE REQUESTS, PROJECTS, AND DELIVERY SUPPORT v4.3

Nature of request Customer Contractor
Authority Delivered
Self-
Service .Il‘_ﬁﬁg Qty
(per
Servic
e
Reque
st)
Agent Group (up to 500 simultaneously).
Delete an existing Agent Group and perform any | No 2 days 1-99
associated actions relating to routing, reporting
and Workforce Optimisation Services.
Create a new Skill and perform any associated No 5 days 1-10
actions relating to routing, reporting and
Workforce Optimisation Services.
Add Skills to or remove Skills from an Agent or Yes 2 days 1-99
Supervisor.
Add Skills to or remove Skills from a number of Yes 2 days 1-10
Agents or Supervisors (up to 500
simultaneously).
Configure Skill Levels for an Agent, or Yes 2 days 1-99
Supervisor.
Configure Skill Levels for a number of or Yes 2 days 1-10
Supervisors (up to 500 simultaneously).
Delete an existing Skill and perform any No 2 days 1-99
associated actions relating to routing, reporting
and Workforce Optimisation Services.
Reset the password for all user types. Yes 2 days 1-99
Create a new AUX code or Call Outcome Code. Yes 2 Days 1-99
Delete an existing AUX code or Call Outcome Yes 2 Days 1-99
Code.
Service Request - Call Handling Configuration
Record a new message or message segment Yes 2 days 1-10
(non-studio recording).
Import an existing recorded message or Yes 2 days 1-10
message segment.
Create a new Announcement from an existing Yes 2 days 1-10
recorded message, number of recorded
message segments, entered text (TTS) and/or
dynamic content (including, but not limited to,
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Nature of request Customer Contractor
Authority Delivered
Self-
Service .Il‘_ﬁﬁg Qty
(per
Servic
e
Reque
st)
Estimated Wait Time or Queue Length).
Put into service and remove from Service an Yes 2 days 1-10
existing Queue Message.
Delete an existing (unused) Announcement. Yes 2 days 1-10
Create a new basic IVR Script. No 10days | 1-10
Modify an existing basic IVR Script. No 5 days 1-10
Delete an existing basic IVR Script. No 2 days 1-10
Change an existing Routing Threshold (note 1). Yes 2 days 1-10
Activate / deactivate a Treatment (note 2). Yes 2 days 1-10
Service Request - Reporting Configuration
Create a new real time reporting layout from an Yes 2 days 1-10
existing template.
Modify / copy an existing real time reporting Yes 2 days 1-10
layout.
Delete an existing real time reporting layout. Yes 2 days 1-10
Create a new historical reporting layout from an Yes 2 days 1-10
existing template.
Modify / copy an existing historical reporting Yes 2 days 1-10
layout.
Delete an existing historical reporting layout. Yes 2 days 1-10
Create a new historical reporting schedule. No 2 days 1-10
Modify an existing historical reporting schedule. No 2 days 1-10
Delete an existing historical reporting schedule. No 2 days 1-10
Service Request - Workforce Management Configuration
Configure an existing Agent or Supervisor to Yes 2 days 1-50
include information relating to the Workforce
Management Service including, but not limited
to, start date, end date, Salary, rank, holiday
entitlement, contract type.
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Nature of request Customer Contractor
Authority Delivered
Self-
Service .Il‘_ﬁﬁg Qty
(per
Servic
e
Reque
st)
Add and configure new operational and Yes 2 days 1-50
business objects relating to WFM including, but
not limited to, shifts, contracts, activities &
exceptions.
Modify existing operational objects relating to Yes 2 days 1-99
WFM including, but not limited to, shifts,
contracts, activities & exceptions.
Delete existing operational objects relating to Yes 2 days 1-99
WFM including, but not limited to, shifts,
contracts, activities & exceptions.
Add and configure new operational and Yes 2 days 1-50
business rules relating to WFM including, but
not limited to, time off, meals, breaks.
Modify existing operational and business rules Yes 2 days 1-99
relating to WFM including but not limited to, time
off, meals, breaks.
Delete existing operational and business rules Yes 2 days 1-99
relating to WFM including, but not limited to,
time off, meals, breaks.
Add and configure new thresholds and alerts Yes 2 days 1-50
relating to WFM including, but not limited to,
schedule adherence thresholds and alerts, and
forecast deviation thresholds and alerts.
Modify existing thresholds and alerts relating to Yes 2 days 1-50
WFM including, but not limited to, schedule
adherence thresholds and alerts, and forecast
deviation thresholds and alerts.
Delete existing thresholds and alerts relating to Yes 2 days 1-99
WFM including, but not limited to, schedule
adherence thresholds and alerts, and forecast
deviation thresholds and alerts.
Service Request - Outbound Configuration
Create and configure a new Calling List based Yes 2 days 1-10
upon templates containing mandatory fields
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Nature of request Customer Contractor
Authority Delivered
Self-
Service .Il‘_ﬁﬁg Qty
(per
Servic
e
Reque
st)
required by the Outbound Service.
Configure an existing Calling List. Yes 2 days 1-10
Import records into a Calling List from an Yes 2 days 1-10
external source or file.
Export records from a Calling List to an external Yes 2 days 1-10
source or file.
Delete an existing Calling List. Yes 2 days 1-10
Create and configure a new Outbound Yes 2 days 1-10
Campaign
Modify an existing Outbound Campaign. Yes 2 days 1-10
Delete an existing Outbound Campaign. Yes 2 days 1-10
Create and configure a new Outbound Yes 2 days 1-10
Campaign schedules.
Modify an existing Outbound Campaign Yes 2 days 1-10
schedule.
Delete an existing Outbound Campaign Yes 2 days 1-10
schedule.
Analytics Configuration
Create a new analytics transcription rule. Yes 2 days 1-10
Modify and existing analytics transcription rule. Yes 2 days 1-10
Delete an existing analytics transcription rule. Yes 2 days 1-10
Wallboard Service Configuration
Create a new wallboard message from entered Yes 2 days 1-10
text and/or dynamic content including, but not
limited to Agent statistics, Agent Group statistics
and Queue statistics.
Put into service and remove from service an Yes 2 days 1-10
existing message.
Delete an existing (unused) message. Yes 2 days 1-10
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Nete 11t is required that the Customer Authority shall be able to influence the Routing and
Queuing mechanism through the manipulation of Routing Thresholds. These thresholds will
have boundaries or limits defined by the Contractor within which the Customer Authority may
select any value(s) required to meet the business need. The inclusion of Routing Thresholds

in the Central Routing and Queuing logic is expected to be undertaken by the Contractor.
Example:
A call type is normally routed to Agents with a skill at level 10.

Due to high call volumes the Customer Authority decides to relax this criterion and allow
Agents with this skill at level 5 to handle calls of this type.

A Customer Authority User can change the Routing Threshold, within pre-defined
boundaries, to effect this change.

Note 2 Treatments are defined in Schedule 2.1 Section 5 - 1.2.1.2
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APPENDIX 2

PROJECT WORK ORDER

TEMPLATE PROJECT WORK ORDER (Reference Number: (Insert reference number.))

1.

11

1.2

13

14

15

INTRODUCTION

This Project Work Order ("PWQ") constitutes an addition (and to the extent detailed
in this Project Work Order a change) to the Call-Off Contract for Contact Centre
Services entered into on (date) (as amended by the Parties from time to time)
between the Secretary of State for Work and Pensions and the Contractor ("Call-Off

Contract").

Save as may be otherwise provided in this Project Work Order, defined terms and
phrases set out in the Call-Off Contract shall apply to this Project Work Order. In the
event of any contradiction between the terms of this Project Work Order and the Call-
Off Contract, the terms of this Project Work Order once signed in accordance with the
relevant procedures shall take precedence.

The Parties agree that Section 2 is included to assist the understanding of this Project
Work Order prior to signature and shall not form part of the Call-Off Contract nor
affect the interpretation of the Call-Off Contract or this Project Work Order.

The Parties further agree that other than in respect of Section 2, the provisions of this
Project Work Order shall constitute an addition (and to the extent detailed a change)

to the Call-Off Contract from the date of the execution of this Project Work Order.

In this Project Work Order, references to "Sections" are to sections contained within
this Project Work Order.

DESCRIPTION AND CONSEQUENCES OF PROJECT WORK ORDER

Title of Project Work Order (Insert title of Project Work Order.)
2. Originator (Insert name of originator.)
3. Date of (Insert date of original request.)
Request/Recommendation
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4, Customer Authority Lead (Insert name of Customer Authority
lead.)

5. Contractor Lead (Insert name of Contractor lead.)

6. Reason for Project Work Order (Insert brief details of reason for
Project.)

7. Details of Project Work Order (Insert brief details of Project Work
Order.)

8. Price or charges applicable to As set out in Section 7.

this Project Work Order and
terms of validity and payment

9. Customer Authority Reference
10. SI&M Reference N/A
11. Contractor Reference

APPLICATION OF THE CALL-OFF TERMS

Save as may be otherwise provided in this Project Work Order, the Call-Off Contract
shall apply to the Project undertaken by the Contractor pursuant to this Project Work
Order and all provisions in the Call-Off Contract applicable to provision of Services
and compliance with the Service Levels shall apply Mutatis Mutandis to the Services
under this Project Work Order.

TRANSITION

(Insert details of any impact of Transition upon the Project or of the Project upon
Transition and how this is to be addressed.)

ADDITIONS/AMENDMENTS TO THE CALL-OFF CONTRACT

(Insert details of the additions/amendments required to be made to the Call-Off
Contract as a result of this Project Work Order and whether such
additions/amendments are specific only to what is being provided by the Contractor
under this Project Work Order or the wider Services. This may include items such as

new defined terms, additions to application lists etc.)
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7.1

7.2

7.3

All changes referred to in this Section shall be processed by the Parties in

accordance with the Change Control Procedure.
APPLICATION OF THIS PROJECT WORK ORDER POST COMPLETION

(Insert details of any terms of this Project Work Order which will continue in/come into

force following completion of the Project.)

PRICE AND PAYMENT

The total price for this PWO is £ and to be provided on a fixed price basis.
(For time and materials-based PWOs alternative wording to be used)

A summary breakdown of the associated charges pursuant to this PWO is as follows (

).

All charges set out in this PWO are exclusive of VAT.

Invoicing shall be raised in accordance with Schedule 5.1 (Charges and Invoicing)
PROJECT PLAN

(Insert the Outline Project Plan (in substantively the format set out in the plan
template below) which will be developed over time into the Detailed Project Plan.
Provision needs to be included here as to what extent the dates in such timetable are
legally binding and if so, the consequences of failing to meet those dates (eg Service
Credits).)
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Milestone
(indicate if
Key
Milestone/
relevant to
a gateway
review)

Deliverables
(bulleted list
showing all
Deliverables (and
associated tasks)
required for each
Milestone)

Duration
(Working
Days/

Months)

Milestone
Date

Customer
Authority
Responsibilities
(if applicable)

Link to

ATP/CPP

Update Security
Plan (as necessary)

Update Call-Off
Operating Manual
(as necessary)

Information
Standards —
systems and
procedures to
ensure for areas of
control (updated as
necessary)

Version Control -
procedures to
control correct
release or version of
Deliverables (as
necessary)

Draft Detailed
Project Plan

Test Strategy (as
appropriate)

Test Plans
developed

Test Specification
developed

Acceptance Criteria
developed

Approve criteria

Testing (including
Fail Date)

ITSC Plan and DR
Plan (updated as
necessary)

Commencement
Date(s)

Service Level
Targets added or
amended (as
necessary) to
Schedule 2.3
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10.

11.

12.

13.

14.

SPECIFICATION

The specifications for the Project are set out in the Contractor's proposal ((insert

proposal reference number and date)).
(RISK MANAGEMENT)

The Contractor shall reasonably support the Customer Authority's risk management
approach, providing risks, planning mitigation and control and providing updates via

the agreed process.
(PROJECT REPORTING)

The Contractor shall report progress at the checkpoint meetings and update and

issue to the Customer Authority a report as agreed by the Parties.
(PROJECT GOVERNANCE)

The project governance arrangements shall be as agreed with the Customer
Authority.

(GATED REVIEW PROCESS)

The Contractor shall support the Gated Review Process as and when is reasonably
required. Where documentation and input is required, the Contractor would expect
the Customer Authority to define this in advance and in reasonable timescales to

enable such documentation to be produced.
TERMINATION

(Insert, where appropriate, the Project exit arrangements, in the event the Project is

terminated prior to completion.)

The Customer Authority shall be entitled to terminate this Project Work Order if any of

the circumstances set out in Clause 45.18 of the Call-Off Contract apply.
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15.

16.

17.

17.1

17.2

SUB-CONTRACTORS AND THIRD PARTY SUPPLIERS

(Insert, where appropriate, details of any Required Third Party Service to be used in
relation to the Project along with the identity of the third party supplier and the
applicable charges calculated in accordance with Paragraph 5 of Schedule 5.1

(Charges and Invoicing).)
OTHER PROVISIONS

(Insert details of other provisions not covered above which may be required for a
Project (to the extent not covered by the Call-Off Contract).)

APPROVALS
Purchase Orders for this PWO must be posted to: (Insert Contractor's address).

Signed copies of this PWO must be posted to FAO: (Insert Contractor's address).

The Customer Authority

Signed and agreed on behalf of the Customer
Authority:

Name:

Position:

Date:
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The Contractor

Signed and agreed on behalf of the Contractor:

Name:

Position:

Date:
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APPENDIX 3

Special Service Requests

The following table gives examples of requests not included in Appendix 1 of this document
but to be considered as Special Service Requests. This does not represent an exhaustive
list of Special Service Requests. The items to be considered as Special Service Requests
will be determined prior to the Effective Date based upon the requirements and operation of
the Contractor’s solution and appropriate lead times will be agreed between the Customer

Authority and the Contractor.

Nature Of Request

Lead Time

Call Handling

Create new Central Routing and Queuing rule

To be determined prior to the
Effective Date

Madify existing Central Routing and Queuing
rule

To be determined prior to the
Effective Date To be agreed post
contract award

Delete existing Central Routing and Queuing
rule

To be determined prior to the
Effective Date To be agreed post
contract award

Reporting Configuration

Create a new real time reporting template.

To be determined prior to the
Effective Date To be agreed post
contract award

Modify an existing real time reporting template.

To be determined prior to the
Effective Date To be agreed post
contract award

Delete a real time reporting template.

To be determined prior to the
Effective Date To be agreed post
contract award

Create a new historical reporting template.

To be determined prior to the
Effective Date To be agreed post
contract award

Modify an existing historical reporting template.

To be determined prior to the
Effective Date To be agreed post
contract award

Delete an existing historical reporting template.

To be determined prior to the
Effective Date To be agreed post
contract award
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