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Call-Off Schedule 20 (Call-Off Specification) 
[bookmark: _heading=h.gjdgxs]This Schedule sets out the characteristics of the Deliverables that the Supplier will be required to make to the Buyers under this Call-Off Contract
This has been inserted as provided at tender stage.

1. [bookmark: _Toc368573027][bookmark: _Toc96937465]Purpose
1.1 [bookmark: _Toc296415791]The Standards and Testing Agency (The Authority) is an executive agency of the Department for Education (DfE). The Authority is responsible for primary assessments and the General Qualifications Logistics Service (GQLS).
1.2 The GQLS covers all secondary and further education establishments in England and provides a single means for Examination Officers to despatch packages of completed exam scripts for marking.  There is activity in all months, but the major peak is the annual summer examination series which runs across May and June.
1.3 The current GQLS contract expires on 31 August 2022 so the Authority is procuring a new contract to commence from 1 September 2022. The attention of tenderers is drawn to the Transfer of Undertakings (Protection of Employment) Regulations 2006(TUPE). As the Department would be neither transferor nor transferee of the employees in the circumstances of any contract awarded as a result of this Invitation to Tender, consideration of the application of TUPE in this particular case is not a matter of direct concern to the Department. It is the responsibility of the tenderer to consider whether or not TUPE applies in the circumstances of this contract and tender accordingly. Please see Attachment 3 Appendix A – TUPE Anonymised Data for further details.
2. [bookmark: _Toc368573028][bookmark: _Toc96937466][bookmark: _Toc297554773][bookmark: _Toc296415805][bookmark: _Toc296415793]Background to the Contracting Authority
2.1 The Authority is responsible primarily for the development and delivery of the National Curriculum Assessments in England, under statutory instruments, on behalf of the Secretary of State for Education. Further information can be found on Gov.UK (https://www.gov.uk/government/organisations/standards-and-testing-agency/about). 
2.2 The Authority’s wider remit includes the General Qualifications Logistics Service.
3. [bookmark: _Toc368573029][bookmark: _Toc96937467]Background to Requirement/Overview of Requirement
3.1 [bookmark: _Toc297554774]The GQLS was piloted in the 2004/2005 academic year and introduced fully from September 2005. It was part of the Exams Modernisation Programme that was conducted across this period.
3.2 The service aims to minimise the risk of lost packages, reduce the administrative burden on exams officers, and provide value for money.  Activity takes place throughout the year but peaks during the timetabled examination series.  The Joint Council for Qualifications sets the timetable for GCSE and GCE summer and autumn series, with the Awarding Organisations determining other series.  
3.3 The service handles approximately 860,000 packages each academic year with the majority processed during the summer examinations series running from May to June. The service principally covers the collection of GCSE and GCE scripts but also caters for other large volume qualifications such as functional skills, vocational and technical qualifications.
3.4 Prior to the establishment of the GQLS, the Awarding Organisations (AOs) were responsible for the arrangements for collecting their own script packages.  Their provisions ranged from contracted services to devolving responsibility to the examination centres, who often defaulted to standard Royal Mail postage or using couriers. Where centres offered examinations from several AOs, examination officers had to follow different procedures for each.  It was therefore determined that a centralised script collection service was necessary in order to reduce the burden on examinations officers and ultimately reduce the risk of package losses. 
3.5 The AOs are key stakeholders for this service. They provide all the examination materials and script despatch stationery to the centres prior to the exams taking place and are responsible for marking the pupils’ scripts and returning the results. The GCE and GCSE results days in August each year are nationally significant events. The GQLS is a vital link in the chain of activity that enables this to occur.
3.6 By the time this new contract commences, the participating AOs should include AQA, Pearson, OCR, WJEC, NCFE and City & Guilds. However more AOs may participate over the course of the contract. All parties using the service do so under the terms of an agreed service user Memorandum of Understanding (MoU), which will be updated and agreed post contract award. The service is managed on a day-to-day basis by the Authority. 
3.7 PPN06/20 – Taking account of social value in the award of central government contracts – will apply to this procurement. The policy outcome, Effective Stewardship of the Environment, has been incorporated into the ITT’s Technical envelope in order to secure wider environmental benefits over the lifetime of the contract. 
4. [bookmark: _Toc96937468][bookmark: _Toc368573030]Definitions 
	Expression or Acronym
	Definition

	Advance Tracking Information
	Advance tracking information comprises the data of all packages to be collected from each Exam Centre, usually in the coming week, and includes delivery addresses and postcodes.  It also includes the date of each exam (if paper is a set date) and windowed assessment dates.

	AO
	Awarding Organisations – they are responsible for designing the programmes of study and developing the examination materials for each qualification they offer. They produce the exam papers and deliver them to the centres, along with the packaging to dispatch scripts for marking. Centres can purchase examinations services from as many AOs as they wish. 

	AQA
	Assessments and Qualifications Alliance, one of the AOs

	C&G
	City and Guilds, one of the AOs

	DfE
	Department for Education

	DSAM
	Departmental Security Assurance Model (DfE)

	Exam/Examination Centre
	A school, Further Education college, employer or other organisation that has registered through the NCN process so they can administer examinations.

	Exams/Examination Officer
	Employed by each centre and have responsibility for planning and delivering that centre’s examination activities, including packaging the scripts for despatch for marking.

	Failed Collection
	Collections not attempted or failed as not collected during agreed collection window.

	FTP
	File Transfer Protocol - is the standard network protocol used for the transfer of computer files between a client and server on a computer network.

	GQLS
	General Qualifications Logistics Service

	GQLA
	General Qualification Logistics Application - a system owned and managed by the Authority to generate a package volume forecast report (i.e. an estimate of the number of packages to collect daily across the defined time period) and a participating centres lists (i.e. contact details and days when administering exams) which is sent to the Supplier to plan collections.

	JCQ
	Joint Council for Qualifications – a membership organisation representing the eight largest national awarding bodies offering qualifications in the UK. These qualifications include GCSEs and A levels, as well as vocational and technical qualifications. They publish the guidance Examination Officers follow to administer the exams and other information for centres, such as the joint exams timetables for General Qualifications.

	KPI
	Key performance indicator

	LiL 
	Logistics Incident Log – the STA-maintained system that the supplier, AOs and Authority use to log incidents as defined in the Incident Management Plan and monitor their resolution.

	MI
	Management Information

	NCFE
	One of the AOs, formerly the Northern Council for Further Education.  The letters are not an acronym.

	NCN
	The National Centre Number (NCN) is a unique number granted to Exam Centres who have been vetted by Oxford, Cambridge and RSA Examinations (OCR) on behalf of the Joint Council for Qualifications (JCQ).  The NCN Register is used by the unitary awarding bodies to maintain centre data.

	OCR
	Oxford, Cambridge and Royal Society of Arts, one of the AOs

	Pearson
	One of the AOs

	Supplier
	The potential GQL service provider throughout the term of the contract

	RAID log
	Risk, Assumptions, Issues and Dependencies log

	SB
	Scanning Bureau

	SOR
	Statement of Requirements

	STA
	Standards and Testing Agency

	Terminally lost date
	Dates agreed between parties, after which a missing package is considered terminally lost

	Windowed
assessments
	Any form of assessment, e.g. coursework, that can be completed within a date range during a series rather than on a particular day.

	WJEC
	Welsh Joint Education Committee, one of the AOs 


5. [bookmark: _Toc96937469]Scope of Requirement 
5.1 The Authority is seeking a single supplier to provide a courier network, helpdesk, web services, and account management capacity and capability, for an initial 3-year term from September 2022 until August 2025 (with the Authority’s reserved option to extend the contract by a further 2 years - i.e. on a 1+1 basis). The first 12 months of this term will be made up of mobilisation. This is detailed in paragraphs 6.68 – 7.2. This will ensure the timely collection across the year of over 860,000 packages of students’ completed examination scripts from c.6,500 registered Exam Centres located across England, and their delivery, without loss or damage, to one of the 7 scanning bureaus (number subject to change - see Section 19 for details), the markers’ residential addresses located around the country or, on occasion, to international addresses (see point 6.1.2).
5.2 The Qualifications that are eligible for the Service are subject to periodic reviews by the DfE.  There is an ongoing qualifications review, which is due to be completed by 2025-26. The current list of qualifications eligible for the service is as follows:
5.2.1 Vocational and Technical Qualifications (VTQs)
5.2.1.1 T Levels 
5.2.1.2 Applied general qualifications (with externally assessed written exams) 
5.2.1.3 Cambridge Technical
5.2.1.4 Advanced Extension Awards (AEAs) 
5.2.1.5 Cambridge Nationals 
5.2.1.6 Principal Learning Qualifications 
5.2.1.7 Functional Skills Qualifications 
5.2.2 General Qualifications
5.2.2.1 GCSEs  
5.2.2.2 GCEs (A and AS levels) 
5.3 The service operates continuously throughout the year, with peaks of activity during the formal summer examination series.  The Joint Council for Qualifications (JCQ) defines the scheduling for the GCSE and GCE examinations as follows. The frequency and timing of these exam series are subject to change. 
	Series
	Starts
	Ends
	Description

	Autumn
	October
	November
	VTQs in October; GCE and GCSEs in November.

	Spring
	January
	March
	VTQs only

	Summer
	May
	June
	All qualifications



5.4 In addition to the formal exam series, On Demand Functional Skills (ODFS) assessments run continuously.  The centres register examination sittings with a minimum 2 weeks’ lead time on a rolling basis.  The AOs provide the Authority with updated exams entry data every two weeks.  ODFS exams generate a consistent low volume (approximately 2000-3000 packages per month).

5.5 Out of scope
5.6 The following services are provided by the AOs and are out of scope of the Authority’s requirements for this procurement:
5.6.1 The collection of examination entry data. The AOs sell their examination services to Centres so the number of Centres and pupils registered for each examination is out of the Authority’s control.
5.6.2 The production and delivery of the examination papers, answer scripts and other materials in advance of the examinations.
5.6.3 The production and delivery of script transit packaging and labels. 
5.6.4 The scanning operations to digitise scripts for marking, the marking of student answer scripts, and the return of results to the centres.

6. [bookmark: _Toc368573031][bookmark: _Toc96937470]The Requirement
6.1 The Supplier shall have a courier services network that can:
6.1.1 Provide all necessary capability and capacity to collect packages of completed student exam scripts from participating GQ Exam Centres around England, and deliver them, to either designated markers’ residential addresses or Scanning Bureaus (SBs), as requested by the AOs, throughout the UK.  
6.1.2 Deliver a small number of packages (e.g. 99 in the 2019/20 academic year) to overseas destinations e.g. the Channel Islands, Eire, or European countries (see section 9 for details of historic package volumes).
6.2 ACCOUNT TEAM
6.3 The Supplier shall provide a dedicated service account team to manage the operations of the service and plan the collections for each exam series and the ongoing On Demand Functional Skills in conjunction with the Authority and the AOs;
6.4 The Supplier shall maintain good relations with the AOs and SBs and have an understanding of how their businesses work, in order to facilitate smooth deliveries.
6.5 The Account team will work with the Authority, AOs and SBs to:
6.5.1 Agree the arrangements for pre-sorted deliveries for the SBs
6.5.2 Agree the delivery schedules for the SBs
6.5.3 Provide the AOs with the initial parcel tracking data so they can produce the script despatch labels for the centres
6.5.4 Resolve any service exceptions and issues, e.g. loss, damage, failed deliveries, contested deliveries, packages delivered to the wrong scanning bureau
6.6 The Supplier shall make available the resources to establish access to the services for any new AOs, as identified by the Authority.
6.7 The Supplier’s Account team will co-ordinate with other parts of their business that may be needed for the smooth operation of the service, e.g. finance, security, so that related issues or queries raised by the Authority can be resolved.
SERIES PACKAGE COLLECTION AND DELIVERY FORECASTS
6.8 The Supplier shall produce a package collection and delivery forecast for each exam series.  The source data for this will come from the GQLA system, which is managed by the Authority. GQLA can be tailored to meet the Supplier’s operational requirements.
6.9 The Supplier shall populate the forecast with actuals and supply to the Authority on a daily basis as Management Information to evidence progress.
6.10 The Supplier shall also produce a package collection and delivery forecast for the ongoing On Demand Functional Skills and shall populate the forecast with actuals, which will be supplied to the Authority on a weekly basis as Management Information to evidence progress. 
COLLECTIONS MANAGEMENT
6.11 The Authority will provide the Supplier with details of all centres that are due to administer examinations.  These details are derived from the examination entry data provided to the Authority by the AOs.  For the formal examination series, the data is available from the exam entry deadlines which are usually 2-3 weeks before the series commences. The ODFS data is refreshed every two weeks. 
6.12 The Supplier must agree the approach to arranging collections for each Series with the Authority and then either:
6.12.1 Where centres have three or more exam sittings in any week during a Series, use their helpdesk to call these centres to arrange scheduled collection slots throughout the series; or
6.12.2 Provide centres with the means to book collection slots, via the helpdesk or through a website (both options must be offered).
6.13 The Supplier shall make all collections in the timeslots booked by, or with, each centre.  The exams run to set timetables so early arrival risks no packages being ready to collect and late arrival risks the packages being put into storage by the Exams Officers while they administer other exams.
6.14 Where a collection slot is missed, the Supplier must contact the centre to agree a new collection booking.
6.15 The Supplier will ensure its drivers complete the Dispatch Log with each centre on collection of their packages.
6.16 The Supplier shall provide the means for centres to amend or cancel collection bookings via the helpdesk and the web booking system.
6.17 Drivers will be expected to be identifiable as genuine couriers by the centres, for example present themselves in their Supplier’s uniform, be driving the approved liveried vehicle and/or be carrying the appropriate ID to confirm who they are.
PACKAGE HANDLING
6.18 It is imperative that no packages are lost, damaged or misdelivered.  The Supplier must be able to account for all packages from initial collection from the Exam Centres, at key points within their network, through to confirmation of delivery at the designated address. This must be evidenced by Management Information and proof of delivery.
6.19 The Supplier shall scan all package labels on collection and provide a full track-and-trace service for all collections and deliveries, complete with supporting MI and proof of delivery in line with the requirements set out in this document.
6.20 The Supplier shall, where requested by the AOs or the Authority, provide advice about the optimal packaging design to minimise the risk of loss or damage during transit through their network. 
6.21 It is the AOs’ responsibility to issue the centres with all the packaging, guidance and stationery required to despatch their scripts for marking.   This includes the address labels containing the tracking numbers. 
6.22 The Supplier shall ensure their network can safely handle and process packages presented in the following formats: 
6.22.1 Average package dimensions will be c.50cm x c.40cm x c.5-15cm. The largest packages should not usually exceed 50cm x 40cm x 20-25cm. 
6.22.2 The average weight of a package will usually be in the 1-5 kg range, with a maximum weight of approximately 8kg.
6.22.3 Approximately 10% of packages for formal examinations, and the majority of ODFS packages, will be very thin and light because they will contain few scripts, sometimes only individual booklets, i.e., they will be less than 3cm thick and weigh less than 0.5kg.   
6.22.4 Based on a planning assumption of 860,000 packages collected annually, the approximate breakdown of package volumes by weight and destination is below.
	Weight
	Proportion
	Scanning bureaus
	Residential markers

	Less than 0.5kg
	10%
	77,400
	8,600

	0.5kg to 4.99kg
	80%
	619,200
	68,800

	5kg to 10kg
	10%
	77,400
	8,600



6.22.5 The outer packaging is currently AO-branded poly-bags to which the centres affix the address label.
6.22.6 The majority of student exam scripts will be A4 size, but a script may comprise of a single sheet of paper, a 30-page document, or comprise electronic media such as a USB drive or CD/DVD.  Centres are advised to place these media in a separate sealed inner bag and apply a label.
6.23 The Supplier must document and share with STA their process for investigating packages that go missing for any reason after they’ve been accepted into the Supplier’s network.
SCANNING BUREAU DELIVERIES
6.24 The Supplier must ensure continuous throughput and delivery of packages to each scanning bureau. The Supplier shall analyse the daily forecasted volumes for each scanning bureau before each collection round commences, and either: 
6.24.1 Where the package volumes merit it, arrange to pre-sort and consolidate deliveries to each SB, with deliveries to each SB at a time to be agreed with each SB and AO (please see section 19 for details of the preferred delivery times).  Usually this will only require one delivery per day but it can be multiple during the summer exam series; or  
6.24.2 Deliver from the nearest Supplier facility provided it can process the daily throughput of packages (i.e. no backlog of packages must build up in the Supplier’s network).
6.25 The Supplier shall agree the timing and presentation of materials for delivery, e.g. palletised or in cages etc. with the SBs, AOs, and the Authority in advance of each quarter.
6.26 The Supplier must be able to evidence and itemise all packages delivered to each Scanning Bureau in the form of a delivery manifest.  The timing, presentation, and content of each manifest must match the agreement made with each scanning bureau about their deliveries.   Each Scanning Bureau will require this information so they can verify receipt of packages and query any they identify as missing.  As a minimum, the manifest must contain the parcel tracking numbers for all packages being delivered to each SB each day and be issued electronically before the first trailer arrives. Some SBs would prefer this split out by packages per trailer or even packages per container per trailer. 
6.27 The Supplier will work with the AOs and SBs to resolve any exceptions identified following delivery of the packages including redirecting any packages delivered to an incorrect SB or investigating disputed deliveries.
6.28 The Supplier must have contingency delivery arrangements in place, should an event arise that prevents them completing a whole or part delivery to one or more Scanning Bureaus.
RESIDENTIAL MARKER DELIVERIES
6.29 The Supplier shall make deliveries to markers’ residential addresses Monday to Friday 09:00-17:00hrs, and Saturday mornings 09:00-13:00hrs.  
6.30 The Supplier must obtain and record a valid proof of delivery, e.g., signature from the recipient or photograph.
6.31 If a package cannot be delivered, the Supplier shall ensure that instructions are left at the delivery address so the marker can arrange another delivery attempt or make an alternative delivery arrangement, e.g., selecting a day and time for the redelivery, entering an alternative address, or any other alternatives the Supplier can offer.  
6.32 The Supplier shall securely hold packages that cannot be delivered after 3 delivery attempts at the Supplier’s depots for up to 16 days, or as otherwise agreed with the AOs.  Thereafter, the Supplier shall redirect the packages to the respective AO.
6.33 The Supplier shall comply with the agreed GQL Service Incident Management Plan – see Annex B and shall investigate and resolve operational exceptions, e.g. missing packages, should any occur. They will also use the Authority’s Logistics Incident Log to record the steps that have been taken to locate the package.

DATA REQUIREMENTS
6.34 The Supplier shall provide each AO with unique parcel tracking number ranges, which they can apply to address labels to facilitate the tracking of packages through the Supplier’s network, by the date agreed with each AO. 
6.35 The Supplier shall provide and manage the means to exchange parcel tracking data with the AOs, e.g. the AOs could upload the Advance Tracking Information to inform the Supplier of the allocation of tracking numbers to each centre, and shall:
6.35.1 Share their data and file exchange specifications with the Authority and the AOs. 
6.35.2 Provide the resource and expertise to work with each AO to establish and test the data exchange processes and confirm the address labels produced by the AOs function as intended.
NETWORK BRIEFING, TRAINING AND COMMUNICATIONS
6.36 The Supplier will provide communications and (where required) training to every depot in advance of the first collection to ensure that all points of contact understand the requirements for handling the Authority’s GQL packages. 
6.37 The Supplier shall share all training material issued to depots and staff with the Authority. The material shall ensure that all drivers are clear on the specifics of the Authority’s requirements.
6.38 The Supplier shall provide the Authority with a Dispatch Log that it will make available via Gov.uk for Exam Centres to download and collect a signature from the courier driver as proof of collection.
6.39 The Supplier shall work with the Authority to prepare communications, detailing key information for each exam series, which the Authority will issue to Exam Centres.
6.40 The Supplier shall ensure that their internal communications and website reflect the latest information and processes.
CENTRE AND MARKER SUPPORT VIA A HELPDESK
6.41 The Supplier shall provide a helpdesk, Monday to Friday 08:00-18:00hrs except bank holidays, to resolve service queries, issues and complaints raised by Examination Centres or Markers.  The helpdesk will also make outbound calls (e.g., see Arranging Scheduled Collections below). 
6.42 The Supplier shall ensure the helpdesk has sufficient call handling capacity for the expected inbound and outbound calls for each period.  Historic helpdesk call volumes can be found in section 9.7 and Annex A, noting the peak in volumes from May to June each year.  Below are examples of the main call categories:
· Collection Request;	
· Collection Due Today;
· Report Failed Collection;	
· Time Window Query;	
· Scheduled Centre Queries;	
· Chasing Delivery;	
· Redelivery / Redirection;	
· Depot Queries;	
· Labels / Packaging;	
· Dispatch Log;	
· Examiner Address Change;	
· Cancel Collection;	
· Complaints;	
· AO Feedback;
6.43 The Supplier shall provide all of the infrastructure, staffing and training to operate the helpdesk including telephony, customer relationship management software, frequently asked questions logs and access to the collection booking systems.
6.44 The helpdesk must provide good customer service by ensuring:
6.44.1 IVR levels are kept to the absolute minimum, e.g. “Caller” or “Marker”
6.44.2 98% of calls received are answered within 15 seconds
6.44.3 98% of calls received are not abandoned
6.44.4 No more than 5 formal complaints are received by the Supplier about the helpline’s quality of service
6.44.5 98% of issues raised are responded to within 4 hours
6.44.6 100% of issues responded to within 6 hours
6.44.7 80% of issues resolved within 24 hours
6.44.8 100% of issues resolved within 48 hours
FACILITY FOR CENTRE-BOOKED COLLECTIONS
6.45 The Supplier shall provide Exam Centres with the facilities to make, amend or cancel collection bookings via the helpdesk and an online booking system. 
6.46 The Supplier shall offer centres collection slots to book between 08:30 and 16:30 Monday to Friday excluding bank holidays, and each slot must be no more than 3 hours in length.
6.47 The Supplier shall share the information it gathers by either means with its package collection operations and ensure their drivers attend the centres during each booked collection slot.
6.48 The Supplier’s booking system, as used by their helpdesk and the online version accessible by centres, must: 
6.48.1 Comply with current accessibility standards
6.48.2 Keep the data it contains secure as per the Security requirements below and current legislation, e.g. centres must only have access to their own information.
6.48.3 Accept and upload the National Centre Number Database (Annex H) extract with no manipulation by the Authority;
6.48.4 As a minimum, the supplier must import the following fields from the NCN Database extract:
a. NCN number;
b. Centre name;
c. Address 1;
d. Address 2;
e. Postcode;
f.            Phone;
g. Email.
6.48.5 Allow the user to record their contact information against the booking, should it be different from the NCN information;
6.48.6 Validate and retrieve a centre’s information using the NCN number and postcode;
6.48.7 Allow the user to book a specific date and time slot, and record special delivery instructions;
6.48.8 Allow a user to specify the number of parcels they will have for collection;
6.48.9 Allow the user to amend or cancel a booking;
6.48.10 Generate a confirmation email for the centre.
6.49 The Authority are provided with the latest NCN Excel spreadsheet on a weekly basis.  The Supplier shall make provision to update their collection booking system weekly to ensure the NCN information is current; 
6.50 The Supplier shall provide daily MI to the Authority, showing all collection bookings made by day against the total number of centre-booked collections and the total number of collections made each day. 
ARRANGING SCHEDULED COLLECTION SLOTS WITH EXAM CENTRES (SUMMER SERIES ONLY)
6.51 The Supplier shall use its Helpdesk to call each Exam Centre eligible for scheduled collections as per the Depot Reports provided by the Authority, noting new centres may be identified with each iteration of the Depot Report.
6.52 The Supplier shall:
6.52.1 Start calls a minimum of one week before the collections for the series commence
6.52.2 Attempt the calls during standard Centre opening times 08:30 to 16:30 Monday-Friday
6.52.3 Make up to 3 calls per Centre per series to book the scheduled collections slots. If contact is made and a collection time is agreed on the first attempt, the further 2 attempts are not required.
6.52.4 Offer each Centre 3-hour collection timeslots up to one per day (08:30 to 16:30, Monday to Friday except bank holidays) throughout the series, or until the date agreed with each centre.
6.52.5 Allow the Centres to amend or cancel any collection slots booked.
6.53 If the Supplier is unable to make contact with the Exam Centre within 3 call attempts, the Exam Centre will be required to arrange its own collection bookings either via the helpdesk or the online booking system. 
6.54 The Supplier shall make daily collections (Monday to Friday) during the exam series, within the agreed timeslot.
6.55 The Supplier shall make all collections in the agreed timeslot for each centre.

RISK AND INCIDENT MANAGEMENT
6.56 Key risks
6.56.1 From the Authority’s perspective, the principle risks relating to the General Qualifications Logistics Service are:
· Exam script packages are not collected from exam centres and delivered to scanning bureaus or markers in a timely manner, 
· accidental or malicious loss, damage or destruction of student scripts in transit to marking means that their work cannot be assessed. 
6.56.2 If the above risks manifest, then the consequences – all of which are unacceptable to the Authority – could include: 
· delays to the AOs’ marking operations, with consequential delays to the return of exam results to students,
· Adverse impact on students - if student scripts are not delivered to marking bodies on time, then there may be the need to delay return of results, impacting on future studies or job opportunities; or if security of scripts is compromised during transit, students will not receive marks for their work and the award of qualification grades becomes a significant challenge for AOs. Any requirement to invalidate exam results would result in undue burden and distress to exam centres, and especially to the students concerned.
· Negative financial impact to centres and the public purse – centres pay for students to take examinations and the centres’ budgets are largely provided by the DfE.  Centres may need additional financial support if students are required to sit additional exams as a result of service delivery failures through this contract.  
· Reputational damage – any large scale or complete delay to the return of results, or substantial loss of packages, for the GQ or VTQ examinations series could cause considerable national interest, particularly for the summer examinations.  Significant delivery failures in other DfE programmes have resulted in Public Inquiries and Parliamentary Education Select Committee scrutiny, which required Supplier attendance. Such events would likely result in considerable cost and financial loss to the Authority, which would be recovered from the Supplier through the appropriate contractual means.

Risk and Issue Management by the Supplier
6.57 Effective risk and issue management by the Supplier shall form an important part of project management for the services and shall support the Supplier in meeting its service level agreements / KPIs. 
6.58 The Authority follows the HM Government Management of Risk (MoR) methodology and will require the appointed Supplier to do likewise.  The Supplier shall complete and maintain the RAID log (see Annex E).  
6.59 The Supplier shall identify and mitigate risks that may prevent its successful delivery of the service.  The Supplier shall record its risks in a Risk and Issues Log, which it will share with the Authority as part of the Governance arrangements for this contract.
6.60 Where risks eventuate and become issues, or unforeseen issues arise, the Supplier will document these and the measures it will and has implemented to resolve the issue.  
6.61 The Authority can provide a risk and issue log template that aligns with the Authority’s approach to risk and issue management, along with guidance on how to complete the template.
6.62 Following identification of a risk:
· The Supplier shall assess the likelihood of each risk occurring and its potential impact.  
· The Supplier shall look to formulate responses to each risk that should focus on prevention and reduction; however, it may be necessary to consider transferring, sharing or retaining a risk.  
6.63 The responses to each risk should be included in the planning of activities by the Supplier and implemented prior to each risk's proximity date. 
Incident Management
6.64 The Supplier shall work with the Authority, who will act for the AOs, to define and document its approach to managing foreseeable operational delivery incidents in an Incident Management Plan, which will include contact details and chains of communication along with the actions required by the parties involved (for an example/template, see Annex B – Incident Management Plan).
6.65 The Supplier and AOs shall use the Authority’s Logistics Incident Log (LIL) reporting tool as a collaborative reporting and management tool for missing packages. This will ensure missing packages are appropriately tracked, communicated and escalated, which will be of particular benefit to AOs.
6.66 The Supplier shall escalate issues to the Authority, ensuring full details are provided of any incidents involving sensitive/confidential test/exam materials. 
6.67 The Authority must be notified of any incident within 2 hours of identification or by 09:00hrs on the next working day (Monday to Friday, excluding bank holidays) should the incident occur outside of normal business hours.
6.68 MOBILISATION / IMPLEMENTATION
6.69 There will be a period of mobilisation/implementation for the GQL services between Contract commencement in September 2022 and package collections commencement on 1st September 2023. To facilitate collections from this date, most elements of the Supplier’s service offering will need to be ready no later than 1 July 2023, for example the data exchanges with the AOs for label production or the centre collections booking services, along with corresponding Management Information reports for the Authority.  Any remaining mobilisation activity must be approved by the Authority as complete by 14 August 2023. 
Authority mobilisation
6.70 The Authority will set up accounts and finance arrangements to ensure accurate reporting and timely payment of invoices.
6.71 The format of data exchanges will be agreed to ensure package volume and examination centre data can be produced and shared by the Authority.
6.72 The format of MI reports will be agreed following contract award to ensure service progress can be monitored and KPIs measured on a quarterly basis. The MI reports required are detailed in Section 8.
6.73 The Authority will arrange and advise of any required governance meetings.
6.74 The Supplier shall create/supply any supporting documents that the Authority requires to publish on Gov.uk, e.g. Dispatch Log etc.  The full list of products is published here on the Gov.UK website (https://www.gov.uk/government/publications/dispatch-of-exam-scripts-yellow-label-service).
6.75 The Authority will upload the Supplier’s depot postcodes to GQLA (Annex G) in the agreed format or amend the system as required and test GQLA outputs e.g. Package Volume report (Series Forecast) and the Depot Report (participating examination centres).
6.76 The Supplier shall familiarise themselves with and use the Authority’s Logistics Incident Log. The Authority will work with the Supplier to provide access to this system and to train staff on this system post-award.
6.77 The Supplier shall build/configure Management Information reports and provide these to the Authority for sign-off. 
6.78 The Authority and Supplier will agree an Incident Management Plan (see Annex B for an example), consisting of procedures and appropriate escalation levels.
6.79 The Authority will co-ordinate contract-mandated documentation, including BCDR, Information Assurance, DSAM and any others set out in the contract Terms and Conditions.
Awarding Organisation mobilisation
6.80 The Supplier shall, in conjunction with the Authority, make contact with the AOs to establish working relationships and plan mobilisation activities.
6.81 The Supplier shall establish the communication channels and IT system links with the AOs during mobilisation so that parcel tracking number ranges can be provided to the AOs and, in return, the AOs provide notification of the tracking numbers they have used to produce labels for each centre back to the Supplier.  This will ensure packages can be tracked through the Supplier’s network upon collection and can be allocated to the appropriate account for reporting to the Authority.
6.82 The Supplier shall provide the address label design and specification to the AOs so they can print and issue Exam Centres with labels to be used when dispatching student scripts - which will: 
· Allow the Supplier to track and trace script packages once received into its network; and to 
· Allow the Supplier to share real-time script package tracking information with the Authority on request.
6.83 The Supplier shall demonstrate that they have conducted testing and assurance activity with each AO to demonstrate the integrity of the data exchange processes and that the labels produced by the AOs continue to function from collection through to delivery.
6.84 The Supplier shall advise the AOs about the design of packaging to ensure packages can be scanned and tracked through their network.
6.85 The Supplier will work with the AOs to develop a repatriation process to ensure a package is redirected should it be delivered to an incorrect SB.
6.86 The Supplier shall work with the Authority and AOs to plan and execute contract implementation activities.
6.87 The Supplier shall ensure that management systems/processes between itself and the AOs are linked to ensure that labels can be printed and advance tracking information is provided.
6.88 The Supplier shall agree the timing and presentation of materials for delivery, e.g. palletised or in cages etc. with the SBs, AOs, and the Authority in advance. 
The Supplier shall test the labels the AOs will print to demonstrate they can apply the correct tracking information and are in the correct format for the Supplier.
Centre-facing services
6.89 The Supplier will mobilise an Exams Helpdesk to allow exams centres to book collections and raise queries.
6.90 The Supplier will set up a collection booking website that can be updated proactively with the latest NCN list for Exam Centres to make collection bookings.

7. [bookmark: _Toc368573032][bookmark: _Toc96937471]Key Milestones and Deliverables
7.1 The following Contract milestones/deliverables shall apply during the Mobilisation phase:
	Milestone
	Description
	Due Date

	1
	Readiness to Mobilise

With reference to the Mobilisation requirements and Schedule 13, the Supplier must evidence its readiness to mobilise through the provision of the Implementation and Testing Plans, which must be agreed with the Authority and the AOs.

Delivery of a Mobilisation Strategy
The Mobilisation Strategy must be sufficient to assure the Authority of the Supplier’s plans and timescales to mobilise each element of the service to be ready for operations commencing 1 September 2023.  At a minimum this must include:
· Helpdesk mobilisation
· Website set-up
· Network mobilisation
· Authority mobilisation
· AO mobilisation
· Data exchanges
· Operational testing
Account team established and contact details shared with the Authority
Risk log updated to describe the risks to mobilisation identified by the Supplier

Completion of an MSAT (Modern Slavery Assessment Tool - Supplier Registration Service (cabinetoffice.gov.uk))
	Within 1 month of contract start





























	
	
	




Completed within 3 months of contract award

	2
	Mobilisation with the AOs
1. Planning meetings held
2. Data and label specifications shared
3. Data exchanges tested and all defects rectified
4. Label and package test runs completed
5. Exceptions handling processes agreed
6. AOs ready for live label production and data exchanges by the agreed dates for each AO
	Between 1 September 2022 and 14 August 2023

	3
	Authority to Operate
Completion of the security assessments, e.g. BSAM / DSAM, and rectification of any issues
All testing and assurance activities complete with no remaining major or significant defects
	30/06/2023

	4
	Centre-facing services go live
1. Helpdesk telephony, IT infrastructure, CRM systems and FAQs designed, built and tested so that no defects remain
2. Helpdesk agents recruited and trained
3. Collections booking system designed, built, and tested so no defects remain and moved to the live environment so centres and the helpdesk can make bookings through it.
	01/07/2023

	5
	Mobilisation with the Authority
1. Systems access set up
2. Operational MI designed, built and tested
3. Provision of data sets to the Authority required for operation of its GQLA forecasting tool.
4. Documents and templates required for Gov.UK shared with the Authority
	31/07/2023

	6
	All mobilisation activities complete - Ready to go live
	31/08/2023



7.2 The Supplier shall agree an Operational Delivery Plan for all activities after service go live that takes into account the key dates identified by the Authority, the AOs, JCQ or other stakeholders.  While the examinations usually occur in the same months every year (though this is subject to change), the exact dates vary and operational delivery must align. See Annex C for example key dates of peak volumes and Annex I for examples of operational key dates from 2019.
8. [bookmark: _Toc368573033][bookmark: _Toc96937472]MANAGEMENT INFORMATION/reporting
8.1 The table below details Management Information (MI) and the frequency that it is required.
8.2 MI should be provided to a dedicated service email address or SharePoint area, which will be supplied upon contract award. 
8.3 The Supplier shall supply sample MI templates, based on the Authority’s requirements, following contract award.

	Report 
	Description
	Action 
	Frequency

	Risks, Assumptions, Issues and Dependencies (RAID) Log 
	A living document updated regularly with risks, assumptions, issues and dependencies for the GQ service
	Complete template supplied
	Completed and reviewed in weekly project meetings.

	Collections Quality of service report
	A report showing a summary of the weekly collections and their progress against the delivery KPIs for deliveries day 1, 2 and 3, broken down by residential, scanning bureau, and international deliveries
	Format to be agreed
	Weekly

	Package volume report
	A report showing the daily package volume forecast vs the actuals broken down by AO
	Format to be agreed
	Daily / weekly depending on time of the year

	Collection bookings MI
	A report detailing:
Scheduled centre bookings (centres plus collection slots booked)
Centre-booked collections: the daily number of collection bookings via the helpdesk and website 
	Format to be agreed
	Daily / weekly depending on time of the year

	Scanning Bureau deliveries Quality of Service report
	A report detailing the progress of scanning bureau deliveries against the KPI
	Format to be agreed
	Weekly

	Residential Markers deliveries Quality of Service report
	A report detailing the progress of residential deliveries against the KPI
	Format to be agreed
	Weekly 

	Helpdesk performance report
	A report detailing the daily inbound calls vs the forecast, the quality of service and the reason for the call
	Format to be agreed
	Daily / weekly depending on time of the year

	Exception report
	A report detailing the daily number of processed packages, those held and those missing. Detailed info for those missing will be required.
	Format to be agreed
	Daily

	Proof Of Delivery sample data (residential & scanning bureau)
	Supplier to provide packages tracking data with the Statements of Work.  The STA will select a 5% sample of the total consignments processed for the corresponding quarter
	Format to be agreed
	Quarterly



9. [bookmark: _Toc368573034][bookmark: _Toc96937473]Volumes
9.1 For information - previous booking volumes as follows.  Please note, the figures are from 2019 as these reflect a typical year with no impact from COVID-19.
9.2 From the third Contract Year, in any given Contract Year, in the event that the Contract Year Charge (the Charges paid in the previous Contract Year) for the previous Contract Year is below the 2.5% Notional Annual Charge (2.5% of the total cost as set out in the pricing schedule of the Call-Off Tender and incorporated into Call-Off Schedule 5 (Pricing Schedule)), the Buyer will pay an amount equal to the difference between the 2.5% Notional Annual Charge and the Contract Year Charge. The Supplier will invoice the Buyer for this amount, if applicable, annually in arrears in the second quarter of the Contract Year. 
9.3 For bid-planning purposes, a notional annual figure of 860,000 packages will be applied to the financial proposal for the service but this is subject to change. This figure consists of the series-based examinations but also the through-year On Demand Functional Skills exams of which there are between 2000 and 3000 packages processed per month.
9.4 These packages should be collected from the designated Exam Centres and delivered to designated marker residential addresses (which represent 10% of consignments) or scanning bureaus (which represent 90% of consignments) (note these apportionments are subject to change). 
9.5 Below are the actual figures for the 2019/20 exam series.  Please note that for the summer series the package amounts can be as high as 50,000 per day and 160,000 per week:

	Exam series
	Duration
	No. of packages 
	Saturday package deliveries (to markers)

	November 2019
	2 weeks
	23,185
	2051

	January - March 2019
	13 weeks
	32,161
	1446

	Summer 2019
	14 weeks
	795,467
	179,304


*Volumes and Exam Series are indicative and subject to change.

9.6 Please see Annex C for 2019 volumes, Annex F for the Long-Term Forecast and Annex D for 2019’s split between centre-booked and scheduled bookings. 
9.7 Helpdesk Volumes – actual, weekly call volumes over the 2019 summer peak period were as follows (see also Annex A – Helpdesk daily inbound calls volumes summer): 
	Week commencing
	Calls received

	15-Apr
	7

	22-Apr
	42

	29-Apr
	54

	06-May
	38

	13-May
	499

	20-May
	301

	27-May
	57

	03-June
	259

	10-June
	160

	17-June
	158

	24-Jun
	85

	01-July
	14

	08- July
	16

	15- July
	4

	TOTAL
	1694



9.8 Collection bookings – actual 2019 volumes were as follows.  
	Term
	Number of Bookings

	November 2019
	3091 centres booked 10,281 collections

	January to March 2019
	2780 centres booked 10,782 collections

	Summer series 2019
	5968 centres booked 206,149 collections



10. [bookmark: _Toc368573035][bookmark: _Toc96937474]Continuous Improvement
10.1 The Supplier will be expected to continually improve the way in which the required Services are to be delivered throughout the contract duration and will develop a Continuous Improvement Plan to demonstrate this.
10.2 The Supplier should present new ways of working to the Authority during contract review meetings. 
10.3 Changes to the way in which the Services are to be delivered must be brought to the Authority’s attention and agreed prior to any changes being implemented.
10.4 Following the summer examination series, a service users satisfaction survey is issued to gauge satisfaction of the service. The level of satisfaction % is to be measured by the count of stakeholders returning fairly, very and extremely satisfied categories/total number of respondents.  The service users' (e.g. centres, AOs) level of satisfaction with the quality of service offered by the Supplier is to be maintained or improved compared to the performance period in the preceding year. If not, the results must be analysed and a rectification plan completed and agreed upon by both Parties to address any issues raised.
11. [bookmark: _Toc96937475]Sustainability
11.1 The Authority follows the Greening Government Commitments and aims to minimise its operational and procurement environmental impacts.  As such, a question focusing on the effective stewardship of the environment has been incorporated into the ITT’s Technical envelope. 
12. [bookmark: _Toc368573036][bookmark: _Toc96937476]Quality
12.1 The Supplier shall have sufficient quality standards in place or be working towards accreditation. This would, at a minimum, be ISO 27001 (Information Security) and ISO 9001 (Quality Management) attained within 6 months of contract award.
12.2 The Supplier shall undertake a self-assessment against, and comply with the Departmental Security Assurance Model (DSAM) https://www.gov.uk/government/publications/government-supplier-assurance-framework. This will be instigated by the Authority following contract award and must be renewed periodically, as set out in the security policy guidance. 
13. [bookmark: _Toc368573037][bookmark: _Toc96937477]Price
13.1 Prices are to be submitted via the eSourcing suite, using Attachment 4 – Price Schedule. Prices are to exclude VAT and include all other expenses relating to contract delivery.
13.2 From the third Contract Year, in any given Contract Year, in the event that the Contract Year Charge (the Charges paid in the previous Contract Year) for the previous Contract Year is below the 2.5% Notional Annual Charge (2.5% of the total cost as set out in the pricing schedule of the Call-Off Tender and incorporated into Call-Off Schedule 5 (Pricing Schedule)), the Buyer will pay an amount equal to the difference between the 2.5% Notional Annual Charge and the Contract Year Charge. The Supplier will invoice the Buyer for this amount, if applicable, annually in arrears in the second quarter of the Contract Year. 

14. [bookmark: _Toc368573038][bookmark: _Toc96937478]Staff and Customer Service
14.1 The Supplier shall provide a sufficient level of resource throughout the duration of the Contract to consistently deliver a quality service.
14.2 The Supplier’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract to the required standard. 
14.3 The Supplier shall ensure that staff understand the Authority’s vision and objectives and will provide excellent customer service to the Authority, as measured through the relevant KPIs, throughout the duration of the Contract.  

15. [bookmark: _Toc368573039][bookmark: _Toc96937479]Service Levels and Performance
15.1 The Supplier will be required to demonstrate that they meet the quality requirements and shall supply evidence of their performance to the Authority.  This will be monitored using the MI described in Section 8. The Service Level Ratings/KPIs, which are detailed in the KPI table below, will be measured and reviewed on a Quarterly basis.

15.2 The following KPIs and their ratings will be reported to the Cabinet Office for publication under the Transparency agenda:  
15.2.1 KPI 3 Failed collections
15.2.2 KPI 4 Lost, unrecovered or damaged packages
15.2.3 KPI 5 Scanning bureau deliveries
15.2.4 A lead Social Value KPI, which will be decided post-contract award.
15.3 The frequency of the MI required is detailed in Section 8.
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	KPI ref
	KPI Measure
	Evidence
	Performance
(Rating achieved >= %)

	
	
	
	Good
	Approaching Target
	Requires Improvement
	Inadequate

	1
	Scheduled collections: The Supplier's helpdesk must make a minimum of 3 call attempts, Monday-Friday between 09:00-16:00hrs, to book scheduled collections with the centres that qualify for them (as confirmed by the Authority)

Performance % = (The number of centres with bookings + the number of centres with 3 contacts but no booking) / The number of centres requiring Scheduled collections
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	Collection booking MI demonstrating the Centres requiring scheduled collections (from the report supplied by the Authority), the number of contact attempts per centre, the number of centres with confirmed bookings and the number of collection slots booked.
	99.500%
	99.00%
	98.50%
	<98.50%




	2
	Centre-booked collections: the supplier's helpdesk and web booking system must be available throughout the performance period at the required times to enable centres to arrange collection bookings.

Performance calculation: 
1. Total planned hours = Total planned opening hours for the web service + total planned opening hours for the helpdesk
2. Total outage hours = Total outage hours for the web service + total outage hours for the helpdesk
3. Performance % = (Total planned hours – total outage hours) / total planned hours

The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1) Collection booking MI demonstrating the Centres which need to book collections (taken from the report provided by the Authority), the Centres with bookings and the number of collection slots booked per centre.
2) The Collections Booking Data, demonstrating each booked collection by centre
3) MI detailing Helpdesk and web booking system availability
4) Complaints from centres
5) Centre satisfaction survey results
6) Notifications from the supplier about any outages
	99.500%
	99.00%
	98.50%
	<98.50%

	3
	Failed collections: No more than 0.5% of the total collections over a corresponding quarter are reported where the driver did not arrive to attempt a collection or the collection could not be completed because the driver arrived outside the agreed 3-hour collection slot.

Performance % = (Total collection slots booked - Reported Failed Collections) / Total collection slots booked
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1)  MI for the number of collection slots booked for both scheduled and centre-arranged collections and the number of collections reported as failed via the helpdesk
2)  MI comparing the parcel tracking data to the booking slots (i.e., first seen scan compared to booking time)
	99.500%
	99.00%
	98.50%
	<98.50%

	4
	Lost, unrecovered, or damaged packages: Packages confirmed as collected/received into the Supplier's network are delivered to their intended recipient, free from damage that renders the content unusable by the corresponding Milestone date for each performance period.

Performance % = The total number of packages confirmed collected by the Supplier - (Total lost packages + the total unrecovered packages + the total damaged packages) / the total number of packages confirmed as collected by the Supplier
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1) Supplier MI/data confirming each package has both a scan to receive it to the network and a delivery scan
2) Supplier MI about package delivery exceptions including loss of packages within their network, failure to deliver to the intended recipient and the package(s) cannot be recovered, damage to packages, security breaches that lead to loss or damage of packages
3) Incident reports from SBs about damaged packages or contested deliveries
4) Incidents reported by AOs through the incident reporting process
	99.998%
	99.995%
	99.992%
	<99.992%

	5
	Scanning Bureau Deliveries: Deliveries are made to the Awarding Organisations' Scanning Bureaus in line with the delivery schedules agreed with each SB

Performance % = Total count of delivery slots where >=98.5% of forecast packages are delivered/total delivery slots
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1) Supplier MI detailing forecast quantity of packages to be delivered to each SB per delivery slot, the actual number of packages delivered to each SB in each delivery slot
2) Any issues reported by SBs, e.g. deliveries not on time
	98.50%
	98.00%
	97.50%
	<97.50%

	6
	Residential Marker Deliveries Day 1: Packages for residential deliveries are either delivered or attempted to be delivered on the next day after collection (excludes Sundays and bank holidays).

Performance % = Packages delivered or attempted on Day 1/packages collected
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1) Supplier MI detailing the parcel tracking information that confirms the time and date of collection and the time and date of delivery for each package.
2) Photos or other evidence of delivery attempts.
	98.00%
	97.50%
	96.50%
	<96.50%

	7
	Residential Marker Deliveries Day 2: Packages for residential deliveries are either delivered or attempted to be delivered by the second working day after collection.

Performance % = Packages delivered or attempted on Day 1 + Packages delivered or attempted on Day 2/Packages collected
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1) Supplier MI detailing the parcel tracking information that confirms the time and date of collection and the time and date of delivery for each package.
2) Photos or other evidence of delivery attempts.
	99.00%
	98.50%
	97.50%
	<97.50%

	8
	Residential Marker Deliveries Day 3: Packages for residential deliveries are either delivered or attempted to be delivered by the third working day after collection

Performance % = Packages delivered or attempted on Day 1 + Packages delivered or attempted on Day 2 + packages delivered or attempted on Day 3/Packages collected
The Service Level Performance Measure for this KPI shall be the figure stated in the ‘Good’ column of this table within Annex A of Part A of this Schedule
	1) Supplier MI detailing the parcel tracking information that confirms the time and date of collection and the time and date of delivery for each package.
2) Photos or other evidence of delivery attempts.
	99.99%
	99.90%
	98.50%
	<98.50%




Social Value KPI(s) will be decided post-contract award.
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15.4 [bookmark: _Toc368573040]Critical service level failures
15.5 The Supplier shall be deemed to have caused a critical service failure if they:
15.5.1 Fail to meet the success criteria for any Mobilisation deliverable by the milestone in the Implementation Plan plus 10 working days
15.5.2 Achieve a performance rating % below the highest possible Inadequate score for any one of the following KPIs during any three consecutive KPI reviews (i.e., most recent plus two prior):
· KPI 3 Failed collections
· KPI 4 Lost, unrecovered, or damaged packages
· KPI 5 Scanning bureau deliveries
15.5.3 Fail to achieve a performance rating of at least Approaching Target during any six consecutive KPI reviews (i.e., most recent plus five prior), for any one of the following KPIs:
· KPI 3 Failed collections
· KPI 4 Lost, unrecovered, or damaged packages
· KPI 5 Scanning bureau deliveries
· KPI 6 Residential marker deliveries Day 1
15.6 Call Off Schedule 14 – Service Levels will apply, as detailed in Attachment 5.
16. [bookmark: _Toc96937480]Security and Confidentiality Requirements
16.1 To ensure that the risk of any accidental or other loss of any confidential materials is mitigated against, and to safeguard the confidentiality of the GQ materials, the Supplier shall:
16.1.1 Demonstrate how they will protect all packages while in their care, from collection to delivery, so that the risk of damage of any kind (e.g. handling or exposure to weather), loss, theft or Data Protection loss is minimised;
16.1.2 Provide, as part of the service, a mechanism for the tracking of all packages throughout the (collection/delivery) logistics process;
16.1.3 Comply with the security controls and information handling requirements as defined in HMG Security Policy Framework  (https://www.gov.uk/government/publications/security-policy-framework) , and specific Official – Sensitive handling requirements;
16.2 The Supplier will comply in full with the requirements of:
16.2.1 The Authority’s DSAM security assurance model (https://www.gov.uk/government/publications/government-supplier-assurance-framework.); and,
16.2.2 Her Majesty’s (HM) Government’s Supplier Assurance Framework (SPF) and;
16.2.3 Report any incident (actual or near miss) affecting security, following the appropriate Incident Management Plan, within 2 hours of the incident or 09:00hrs the following day if discovered outside of normal business hours. This is subject to review and agreement of the service Incident Management Plan(s) between The Authority and the Supplier.

17. [bookmark: _Toc96937481][bookmark: _Toc368573042]Payment and Invoicing 
17.1 The Authority complies with Cabinet Office guidelines for paying sub-contractors known as the “Prompt Payment Policy” (see Prompt payment policy - GOV.UK (www.gov.uk))
17.2 The Authority will issue the Supplier with Purchase Orders (PO) which will describe an estimated value of work for a given period but do not constitute a commitment to expend the entire value.  The Supplier must ensure their invoices and credit notes contain reference to the relevant PO number and any other payment references requested by the Authority, which may change from time to time.
17.3 Invoices and credit notes must be sent as pdfs to REDACTED TEXT under FOIA Section 40, Personal Information for matching and payment.  The Authority does not accept paper-based invoices or credit notes.
17.4 A copy of each invoice and credit note should be sent electronically to a designated Authority contact for information.
17.5 From the third Contract Year, in any given Contract Year, in the event that the Contract Year Charge (the Charges paid in the previous Contract Year) for the previous Contract Year is below the 2.5% Notional Annual Charge (2.5% of the total cost as set out in the pricing schedule of the Call-Off Tender and incorporated into Call-Off Schedule 5 (Pricing Schedule)), the Buyer will pay an amount equal to the difference between the 2.5% Notional Annual Charge and the Contract Year Charge. The Supplier will invoice the Buyer for this amount, if applicable, annually in arrears in the second quarter of the Contract Year. 
Mobilisation
17.6 The Supplier will be able to submit an invoice for mobilisation work following agreement with the Authority that the Supplier has achieved a mobilisation milestone.
Routine invoices
17.7 The Supplier and Authority shall agree the frequency for invoicing, e.g. weekly or monthly, and the period of time each invoice will cover.
17.8 Before issuing any invoice, the Supplier must issue the Authority with a Statement of Work within 5 working days of the agreed invoicing period.  The Statement must set out the value of work completed evidenced by the number of packages delivered for each AO per day, itemised by destination (i.e., SB or residential marker), service type, and identifying the quantity of packages where surcharges apply.  The Statements must also include an extract of the Supplier’s parcel tracking data for the packages.  The Authority will compare the Statement to the other MI provided by the supplier and seek any necessary corrections before agreeing the value of the work conducted.  
17.9 The Authority will receipt the agreed value to the relevant PO.  The Supplier must then issue the invoice for that value to the DfE Central Payments Team, at REDACTED TEXT under FOIA Section 40, Personal Information. Valid invoices will be paid within 30 working days of receipt.  
17.10 Invoices issued to any other email address, without the correct payment references, or without the correct value could be rejected or put on hold and so delay payment.
Credit notes
17.11 Following KPI analysis at the end of each month, any service credits due must be offered by the Supplier to the Authority as credit notes.
17.12 Any credit notes issued must only relate to one area of work and quote the relevant PO number and any other payment references requested by the Authority. 
18. [bookmark: _Toc96937482]Contract Management 
18.1 The Supplier will be required to accommodate and participate in the following governance sessions to ensure the smooth running of the service and contractual compliance. Attendance at meetings shall be at the Supplier’s own expense.

	Meeting
	Agenda
	When
	Who
	Where

	Service Checkpoint Calls
	Mobilisation
Centre communications and collections bookings
Progress reports
Forecasting
Risks and issues
Review of exceptions, incidents and actions
	Minimum weekly. Frequency could be increased if required.
	Authority and Logistics Provider representatives
	Teleconference

	Service Management Calls
	Risks and issues
Finance
Contract/commercial matters
Continuous improvement
	Monthly
	Authority,
Logistics Provider
	Teleconference

	Joint Lessons Learned with Awarding Organisations and Logistics Provider
	Review of performance
Identification of risks and lessons learned to inform future series
Continuous improvement
	Once per contract year (usually September)
	Authority,
Logistics Supplier and
AO
representatives
	Authority / Logistics Provider Premises

	KPI Finalisation
	Review of quarterly KPIs.
	To be completed once the terminally lost dates for all exam periods within the relevant quarter have elapsed
	Authority and Logistics Provider Representatives
	Teleconference



19. [bookmark: _Toc368573043][bookmark: _Toc96937483]Location 
19.1 The services will be carried out from c.6,500 skills exam centres located across England (only).
19.2 Deliveries are primarily made to designated ao sbs and c.50,000 individual examiners’/markers’ residential addresses located throughout the uk, with a small number of deliveries to overseas destinations including the Channel Islands, and eire, and a small number of deliveries to other european destinations.
19.3 There are currently 7 sbs located across England - the following table sets out sb addresses and preferred delivery times (the number, addresses and preferred delivery times of sbs are subject to change):
	Delivery time
	SB
	Address

	Pre-09:00hrs
	Restore Document Management
	REDACTED TEXT under FOIA Section 40, 
[bookmark: _GoBack]Personal Information

	06:00hrs*
	EDM
	REDACTED TEXT under FOIA Section 40, 
Personal Information

	05.45hrs*
	DRS
	REDACTED TEXT under FOIA Section 40, 
Personal Information

	07.30hrs+
	DRS
	REDACTED TEXT under FOIA Section 40, 
Personal Information

	09:00hrs*
	AQA Guildford
	REDACTED TEXT under FOIA Section 40, 
Personal Information

	06:00hrs*
	Pearson Hellaby
	REDACTED TEXT under FOIA Section 40, 
Personal Information

	08:00hrs*
	EDM
	REDACTED TEXT under FOIA Section 40, 
Personal Information



* Delivery times are designed to fit in with the start of designated SB shifts. 
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