















Call-Off Schedule 15 (Call-Off Contract Management)
Call-Off Ref:
Crown Copyright 2023




Call-Off Schedule 15 (Call-Off Contract Management)

1. Definitions
1.1  In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	“Buyer Performance Indicators” or “Buyer PIs”
	the Buyer’s performance measurements and targets in respect of the Supplier’s performance under a Call-Off Contract;

	"Operational Board"
	the board established in accordance with paragraph 4.1 of this Schedule;

	"Project Manager"
	the manager appointed in accordance with paragraph 2.1 of this Schedule;




2. Project Management
2.1 [bookmark: _gjdgxs]The Supplier and the Buyer shall each appoint a Project Manager for the purposes of this Contract through whom the provision of the Services and the Deliverables shall be managed day-to-day.
2.2 The Parties shall ensure that suitably skilled, experienced, and capable, and security checked resource is made available on a regular basis such that the aims, objectives and specific provisions of this Contract can be fully realised.
2.3 Without prejudice to Paragraph 4 below, the Parties agree to operate the boards specified as set out in the Annex to this Schedule.
3. Role of the Supplier Contract Manager
3.1 The Supplier's Contract Manager shall be:
3.1.1 the primary point of contact to receive communication from the Buyer and will also be the person primarily responsible for providing information to the Buyer, including in relation to Supplier’s performance against the Performance Indicators set out in Paragraph 6; 
3.1.2 able to delegate their position to another person at the Supplier but must inform the Buyer before proceeding with the delegation and it will be delegated person's responsibility to fulfil the Contract Manager's responsibilities and obligations; 
3.1.3 able to cancel any delegation and recommence the position himself; and
3.1.4 replaced only after the Buyer has received notification of the proposed change. 
3.2 The Buyer may provide revised instructions to the Supplier's Contract Manager in regards to the Contract and it will be the Supplier's Contract Manager's responsibility to ensure the information is provided to the Supplier and the actions implemented. 
3.3 Receipt of communication from the Supplier's Contract Manager by the Buyer does not absolve the Supplier from its responsibilities, obligations or liabilities under the Contract.

4. Role of the Operational Board
4.1 The Operational Board shall be established by the Buyer for the purposes of this Contract on which the Supplier and the Buyer shall be represented.
4.2 The Operational Board members, frequency and location of board meetings and planned start date by which the board shall be established are set out in the Order Form.
4.3 In the event that either Party wishes to replace any of its appointed board members, that Party shall notify the other in writing for approval by the other Party (such approval not to be unreasonably withheld or delayed). Each Buyer board member shall have at all times a counterpart Supplier board member of equivalent seniority and expertise.
4.4 Each Party shall ensure that its board members shall make all reasonable efforts to attend board meetings at which that board member’s attendance is required. If any board member is not able to attend a board meeting, that person shall use all reasonable endeavours to ensure that a delegate attends the Operational Board meeting in their place (wherever possible) and that the delegate is properly briefed and prepared and that they are debriefed by such delegate after the board meeting.
4.5 The purpose of the Operational Board meetings will be to review the Supplier’s performance under this Contract. The agenda for each meeting shall be set by the Buyer and communicated to the Supplier in advance of that meeting.
5. Contract Risk Management
5.1 Both Parties shall pro-actively manage risks attributed to them under the terms of this Call-Off Contract.
5.2 The Supplier shall develop, operate, maintain and amend, as agreed with the Buyer, processes for:
5.2.1 the identification and management of risks;
5.2.2 	the identification and management of issues; and
5.2.3 monitoring and controlling project plans.
5.3 The Supplier allows the Buyer to inspect at any time within working hours the accounts and records which the Supplier is required to keep.
5.4 The Supplier will maintain a risk register of the risks relating to the Call Off Contract which the Buyer's and the Supplier have identified. 

6. Contract Management Performance Indicators
6.1 Where the Buyer has instigated a contract management process as set out in clause 3 of Framework Schedule 1 (Specification) the Supplier shall: 
6.1.1 comply with the Buyer’s PIs and aim to achieve the Buyer PI targets; and
6.1.2 establish processes to monitor its performance against the Buyer PIs. 
6.2 The Buyer reserves the right to use and publish the performance of the Supplier against the Buyer PIs without restriction.
6.3 The Buyer reserves the right to introduce. by written notice to the Supplier. new, set, or remove Buyer PIs throughout the Call-Off Contract Period.
6.4 [Buyer Guidance: The below Buyer performance indicators by which Buyer contract management performance could be reported against are for illustration and example only. Buyers may add to or remove Buyer PIs from the below table to reflect Buyer specific performance criteria] Supplier’s contract management performance will be measured by the following Buyer PIs:
	Buyer PIs
	Buyer PI Target (%)
	Measured By

	[Insert Buyer PI]

	[Insert Buyer PI Target]
	[Insert detail of how Buyer PI is to be measured, including outcome if Buyer PI is not me]


	[Performance to pay process
In accordance with an agreed performance to pay process, the Supplier to submit the following 'inputs':  
· accurate and complete supplier reports in a timely manner
· accurate and complete invoices in a timely manner 
· compliance to use of the Buyer’s payment e-portal
	100% of all inputs submitted
	· The Buyer based on information provided by the Buyer.

· All of the required actions and inputs are submitted in accordance with the performance to pay process timescales and contain accurate and complete information to suit Buyer’s requirements
· Confirmation of receipt and time of receipt by the Authority (as evidenced within the Buyer’s finance system)
· The Supplier to provide rolling-monthly Statement of Account to the Buyer. 

· Buyer PI Not met.  Supplier’s Project Manage to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]



	[Supplier Staff
· Successful and sufficient recruitment and placement of Supplier Staff or provision of facilities meets the planned Deliverables and contractual obligations under the Call-Off Contract. The Supplier pro-actively manages the resource skills to match the Buyer’s projects and contract management requirements. 
· The Supplier provides the Buyer with a rolling forward-looking path to completed approval for sufficient and suitably skilled, experienced, and capable, and security checked resource to match the Buyer’s planned projects timings. 
· The Buyer advising the Supplier of rolling pipeline of projects, planning, and forecasting. 
	100%
	· The Buyer and Supplier based on information provided by the Buyer and the Supplier.

· Targets met for all suitable resources 
· Forecast planning of suitably skilled, experienced, and capable, and security checked resource to match Buyer’s future projects/ Statement of Requirements needs, on a rolling-monthly basis.
· Compliance to Buyer’s behaviour standards policy (to be provided on request prior to the Start Date).
· The Supplier advises the Buyer of state of facilities by identifying issues early, and in a timely fashion, addressing any deficits with detailed action plan.  The Buyer to assess any impact to pipeline allocation implications. 

· Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]



	[Statement of Requirement and Statement of Works Compliance
· The Supplier to provide capacity to stand up a team within 4 weeks of receiving a Statement of Requirements (with a caveat for the Supplier to notify Buyer if this is not possible to allow for work to be allocated to another Supplier). 
· The Supplier’s Staff to match the Buyer Statement of Requirements in relation to availability, skills-set, capability, experience, and security clearance. 
	90% 
· Trend analysis to track any trends that may show below trends 90% on monthly basis.
· Supplier to show – including detailed communications, to the Buyer the change behaviours within 6-week rolling basis to achieve compliance to meet or exceed 90% target.
 
	· The Buyer based on information provided by the Buyer and the Supplier.

· Targets met for all suitable resources.
· Forecast planning of suitably skilled, experienced, and capable, and security checked resource to match Buyer’s future projects/ Statement of Requirements needs, on a rolling-monthly basis.
· Compliance to Buyer’s Statement of Requirements timeframes
· Supplier to create and provide to the Buyer trend analysis to track any trends that may show below trends 90% on rolling-monthly basis.

· Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]



	Buyer PIs
	Buyer PI Target (%)
	Measured By

	[Revenue pass through
· As indicated in the Order Form, 
· For the avoidance of doubt there are no expectations upon the Supplier to provide equal workshare amongst ecosystem partners, however, some revenue must flow through to at least 5 ecosystem partners.
· Prompt payment of the ecosystem partners (within 30-days of invoice date).
	· Volume of revenue passed through equal or above 30%.
· Number of ecosystem partners equal or above 5.
· ● 100% of payments made within 30-days of invoice date.


	· The Supplier will include within its report a section on a frequency no less than annually which details the revenue passed through in the aggregate, number of ecosystem partners and payment terms. 
· To be provided to the Buyer’s Contract Management team within the Supplier’s contract governance reporting pack, on the anniversary of the Start Date.

· Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]



[Social Value Buyer PI]
	Buyer PIs
	Buyer PI Target (%)
	Measured By


	[Tackling Economic Inequality Create new businesses, new jobs and new skills

     Activities to demonstrate and describe the Supplier’s understanding of employment and skills issues, and of the education and training issues relating to the contract. Illustrative examples include but are not limited to: demographics, skills shortages, new opportunities in high growth sectors, groups under-represented in the workforce (e.g. prison leavers, disabled people), geographic/local community and skills/employment challenges.
● Support for educational attainment relevant to the contract, including training schemes that address skills gaps and result in recognised qualifications.
● Activities to support relevant sector related skills growth and sustainability in the contract workforce. Illustrative examples: careers talks, curriculum support, literacy support, safety talks and volunteering.
● Delivery of apprenticeships, traineeships and ‘T Level’ industry placement opportunities (SFIA Level 2, 3 and 4+) in relation to the contract.
Reporting Metrics
● Number of full-time equivalent (FTE) employment opportunities created under the contract, by UK region.
● Number of apprenticeship opportunities (SFIA Level 2, 3, and 4+) created or retained under the contract, by UK region.
● Number of training opportunities (SFIA Level 2, 3, and 4+) created or retained under the contract, other than apprentices, by UK region.
● Number of people-hours of learning interventions delivered under the contract, by UK region
	· [XX] events supported
· {XX}% vacancies advertised through these diverse recruitment channels
· [XX]% increase in diversity stats for attendance at interviews


	· The Supplier will include within its report a section on a frequency no less than annually.
· To be provided to the Buyer’s Contract Management team within the Supplier’s contract governance reporting pack, on the anniversary of the Start Date
· Including but not limited to:
○ timed action plan
○ use of metrics
○ tools/processes used to gather data
○ reporting
○ feedback and improvement
○ transparency


Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]

	[Fighting climate change - Additional environmental benefits

Activities that demonstrate and describe the Supplier’s existing and or planned:
● Understanding of additional environmental benefits in the performance of the contract, including working towards net zero greenhouse gas emissions. Illustrative example include but are not limited to: conducting pre-contract engagement activities with a diverse range of organisations in the market to support the delivery of additional environmental benefits in the performance of the contract.
● Collaborative way of working with the supply chain to deliver additional environmental benefits in the performance of the contract, including working towards net zero greenhouse gas emissions.
● Delivery of additional environmental benefits through the performance of the contract, including working towards net zero greenhouse gas emissions. Illustrative examples:
○ Enhancing the natural environment such as habitat creation, increasing biodiversity such as increased numbers of pollinators.
○ Green space creation in and around buildings in towns and cities, e.g. green walls, utilising roof tops for plants and pollinators.
○ Improving air quality.

	· [XX]
	· The Supplier will include within its report a section on a frequency no less than annually.
· To be provided to the Buyer’s Contract Management team within the Supplier’s contract governance reporting pack, on the anniversary of the Start Date
· A timed project plan and process, including how you will implement the Supplier’s commitment will be implemented and by when.  Monitoring, measuring and reporting on the commitments and the impact. To include but not be limited to:
· timed action plan
· use of metrics
· tools/processes used to gather data
· reporting
· feedback and improvement
· transparency

Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]

	[Equal opportunity

Activities that demonstrate and describe the tenderer’s existing or planned:
● Understanding of the issues affecting inequality in employment, skills and pay in the market, industry or sector relevant to the contract, and in the tenderer’s own organisation and those of its key sub-contractors.
● Measures to tackle inequality in employment, skills and pay in the contract workforce.

Illustrative examples may include but are not limited to:
○ Inclusive and accessible recruitment practices, and retention-focussed activities.
○ Offering a range of quality opportunities with routes of progression if appropriate, e.g. T Level industry placements, students supported into higher level apprenticeships.
○ Working conditions which promote an inclusive working environment and promote retention and progression.
○ Demonstrating how working conditions promote an inclusive working environment and promote retention and progression.
○ A time-bound action plan informed by monitoring to ensure employers have a workforce that proportionately reflects the diversity of the communities in which they operate, at every level.
○ Including multiple women, or others with protected characteristics, in shortlists for recruitment and promotions.
○ Using skill-based assessment tasks in recruitment.
○ Using structured interviews for recruitment and promotions.
○ Introducing transparency to promotion, pay and reward processes.
○ Positive action schemes in place to address under-representation in certain pay grades.
○ Jobs at all levels open to flexible working from day one for all workers.
○ Collection and publication of retention rates, e.g. for pregnant women and new mothers, or for others with protected characteristics.
○ Regular equal pay audits conducted.

	· 4 webinars delivered (rolling quarterly basis)
	· The Supplier will include within its report a section on a frequency no less than annually.
· To be provided to the Buyer’s Contract Management team within the Supplier’s contract governance reporting pack, on the anniversary of the Start Date
· A timed project plan will be implemented and process, including how you the suppliers commitments will be implemented by and when. Monitoring, measuring and reporting on the commitments and the impact. To include but not be limited to:
· timed action plan
· use of metrics
· tools/processes used to gather data
· reporting
· feedback and improvement
· transparency

Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]

	[Wellbeing

Activities that demonstrate and describe the tenderer’s existing or planned:
● Understanding of the issues affecting inequality in employment, skills and pay in the market, industry or sector relevant to the contract, and in the tenderer’s own organisation and those of its key sub-contractors.
● Measures to tackle inequality in employment, skills and pay in the contract workforce.

Illustrative examples may include but are not limited to:
· Inclusive and accessible recruitment practices, and   retention-focussed activities.
· Offering a range of quality opportunities with routes of progression if appropriate, e.g., T Level industry placements, students supported into higher level apprenticeships.
· Working conditions which promote an inclusive working environment and promote retention and progression.
· Demonstrating how working conditions promote an inclusive working environment and promote retention and progression.
· A time-bound action plan informed by monitoring to ensure employers have a workforce that proportionately reflects the diversity of the communities in which they operate, at every level.
· Including multiple women, or others with protected characteristics, in shortlists for recruitment and promotions.
· Using skill-based assessment tasks in recruitment.
· Using structured interviews for recruitment and promotions.
○ Introducing transparency to promotion, pay and reward processes.
○ Positive action schemes in place to address under-representation in certain pay grades.
○ Jobs at all levels open to flexible working from day one for all workers.
○ Collection and publication of retention rates, e.g. for pregnant women and new mothers, or for others with protected characteristics.
○ Regular equal pay audits conducted.
	· 4 webinars delivered (rolling quarterly basis)
	· The Supplier will include within its report a section on a frequency no less than annually.
· To be provided to the Buyer’s Contract Management team within the Supplier’s contract governance reporting pack, on the anniversary of the Start Date
· A timed project plan and process, including how the Supplier’s commitment will be implemented by and when. To also include monitoring, measuring and reporting on the commitments and the impact. To include but not be limited to:
· timed action plan
· use of metrics
· tools/processes used to gather data
· reporting
· feedback and improvement
· transparency

Buyer PI Not met.  Supplier Project Manager to provide and track an action plan, agreed by the Buyer to achieve Buyer PI within an agreed timescale.]




Annex: Contract Boards
The Parties agree to operate the following boards at the locations and at the frequencies set out below:
[bookmark: 30j0zll][bookmark: 1fob9te][Guidance note: Details of additional boards to be inserted.]
Framework Ref: RM	                                           
Project Version: v1.0	 	
Model Version : v2.9		
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Framework Ref: RM6335
Project Version: v1.0	 	
[bookmark: _2et92p0]Model Version: v3.1
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