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RM6100 Technology Services 3 Agreement  
Framework Schedule 4 - Annex 1 

Lots 2, 3 and 5 Order Form 

 
Order Form 

 
This Order Form is issued in accordance with the provisions of the Technology Services 3 
Framework Agreement RM6100 dated 16th June 2021 between the Supplier (as defined below) and 
the Minister for the Cabinet Office (the "Framework Agreement") and should be used by Buyers 
after making a direct award or conducting a further competition under the Framework Agreement. 

The Contract, referred to throughout this Order Form, means the contract between the Supplier and 
the Buyer (as defined below) (entered into pursuant to the terms of the Framework Agreement) 
consisting of this Order Form and the Call Off Terms. The Call-Off Terms are substantially the terms 
set out in Annex 2 to Schedule 4 to the Framework Agreement and copies of which are available 
from the Crown Commercial Service website: 
http://ccs-agreements.cabinetoffice.gov.uk/contracts/rm1234. The agreed Call-Off Terms for the 
Contract being set out as the Annex 1 to this Order Form. 
 
The Supplier shall provide the Services and/or Goods specified in this Order Form (including any 
attachments to this Order Form) to the Buyer on and subject to the terms of the Contract for the 
duration of the Contract Period. 
 
In this Order Form, capitalised expressions shall have the meanings set out in Schedule 1 
(Definitions) of the Call-Off Terms  
 
This Order Form shall comprise: 
 
1. This document headed “Order Form”;  
2. Attachment 1 – Services Specification; 
3. Attachment 2 – Charges and Invoicing; 
4. Attachment 3 – Implementation Plan;  
5. Attachment 4 – Service Levels and Service Credits;  
6. Attachment 5 – Key Supplier Personnel and Key Sub-Contractors;  
7. Attachment 6 – Software;  
8. Attachment 7 – Financial Distress; 
9. Attachment 8 - Governance  
10. Attachment 9 – Schedule of Processing, Personal Data and Data Subjects; 
11. Attachment 10 – Transparency Reports; and  
12. Annex 1 – Call Off Terms and Additional/Alternative Schedules and Clauses.  
 
The Order of Precedence shall be as set out in Clause 2.2 of the Call-Off Terms being: 
 
.1.1 the Framework, except Framework Schedule 18 (Tender); 

.1.2 the Order Form; 

.1.3 the Call Off Terms; and  
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Attachment 1 – Services Specification  
 

The Service Specification is provided for information purposes only and will be superseded by the 
Statements of Work which the Parties will execute throughout the Contract Period. 
 

Digital Status 

Procurement Require  
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Attachment 2 – Charges and Invoicing  
 

PAYMENT AND INVOICING  

1. Pricing should be submitted on a capped time and materials basis using the Rate Card 
provided as Part B to Attachment 2.   

2. This Contract will be managed through SOWs for work that are agreed in advance with 
the Supplier. The Supplier will be asked to price against each SOW reflecting the service 
and structure required, its management and its level of support, tickets, events, and any 
ongoing CI. 

3. While the SOW will be reviewed and mutually agreed between Supplier and the Buyer 
there may also be discrete SOWs for continuous improvement (CI) and new capabilities 
agreed over the term. As the scope of CI and new capabilities over the next three years is 
not yet fully understood at this time, such SOWs could be priced on a fixed, capped time 
and materials or a time and materials basis in the future. Fixed price SOWs may be 
subject to a Gainshare Mechanism if agreed in a particular SOW. The pricing build-up for 
such new SOWs during the contract shall use the charging rates provided in Part B of this 
Attachment.  

4. Supplier day rates will be fixed for the three-year term. For the avoidance of doubt, 
following the initial three-year term or expiry of the initial contract value (which ever 
sooner), Supplier rates will be subject to indexation. Supplier fixed price SOWs will be 
subject to indexation as per Schedule 2 (Charges and Invoicing) of the Call-Off Terms.  

5. Payment can only be made following delivery of pre-agreed certified products and 
deliverables as per the acceptance criteria defined in the SoW.  

6. Before payment can be considered, each invoice must include a detailed elemental 
breakdown of work completed and the associated costs. All invoices and supporting 
information must include the purchase order reference number and contract reference 
number. 

7. Invoices should be submitted via email but if you are unable to submit invoices via email, 
please send by post to:  

 Home Office Shared Service Centre, HO Box 5015, Newport, Gwent, NP20 9BB 
United Kingdom  

e-mail: hosupplierinvoices@homeoffice.gov.uk  

8. For any queries regarding invoicing and payment, please contact the shared Service 
Centre by emailing Finance-ap-enquiries@homeoffice.gov.uk or call on 0345 010 0125 

 
 
  





 
 
 

16 
RM6100 Order Form – Lots 2, 3 and 5 

 

Risk Register     
 
Risk registers will be raised as part of individual Statements of Work 
 

 
Early Termination Fee(s) 

 
Work in progress will be chargeable until Supplier staff exit (for example, T&M SOWs will be charged on the rates defined in Part B, monthly service 
charge SOWs will be pro-rated for the period of the month that has been performed).
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Attachment 3 – Outline Implementation Plan 
 

Where requested by the Buyer within a Statement of Work, the Supplier will agree with the Buyer 
the Detailed Implementation Plan within 20 Working Days of the commencement of the applicable 
Statement of Work and in accordance with S1 Implementation Plan.  
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Attachment 4 – Service Levels and Service Credits 

 
The provisions of this Attachment 4 shall apply where the Parties agree within a Statement of Work 
that Service Levels and Service Credits are applicable. 

 
The provisions of this Attachment 4 are in draft and shall be finalised by the Buyer and Supplier 
during the first six months of this Call-Off Contract.  

 
Service Levels and Service Credits 
 

Service Points 
1. Service Points shall not apply for the first 6 months of service commencement.  
2. Service Points shall accrue for any KPI Failure and shall be calculated by reference to the 

number of Service Points accrued in any one Service Period, as set out in Annex 1. 
3. For each incident breaching the Resolution Time set out in Annex 1 (Service Levels and 

Service Credits) of this Appendix, Charges payable to the Customer as Service Points must 
be deducted from the next valid invoice. 

4. If the level of performance of the Supplier during a Service Period achieves the Target 
Performance Level in respect of a KPI, no Service Points shall accrue to the Supplier in 
respect of that KPI. 

5. If the level of performance of the Supplier during a Service Period is below the Target  
Performance Level in respect of KPI1 and KPI2, Service Points shall accrue to the Supplier 
every one hour outside SLA in respect of that KPI as set out within Annex 1 of this  
Appendix. 

6. If the level of performance of the Supplier during a Service Period is below the Target 
Performance Level in respect of KPI3 and KPI4, and KPI5 Service Points shall accrue to 
the Supplier if the resolution target is not met for the month, in respect of that KPI as set out 
within Annex 1 of this Appendix. 

7. The annual total value of Service Credits is Capped at 5% of the Annual Service Cost. 
Annual Service Cost is defined as the total annual Charges in respect of the Fixed Support 
element of the Service only (as defined in the Fixed Support line item at Part A (Service 
Charges) of Attachment 2 – Charges and Invoicing) for one Contract Year. This includes 
the Support Team, on call costs, and call out costs as the Supplier submits them in 
Appendix E Sheet 2.3. 

8. The KPIs will be discussed during the monthly Contract Management meeting with the 
Supplier. 
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year. This includes the Support Team, on call costs, and call out costs as the Supplier submits 
them in Appendix D Sheet 2.3. 
 

Repeat KPI Failures 
 
If a KPI Failure occurs in respect of the same KPI in any three consecutive Measurement Periods, the 
third and any subsequent such KPI Failure shall be a “Repeat KPI Failure”.  
The number of Service Points that shall accrue to the Supplier in respect of a KPI Failure that is a 
Repeat KPI Failure shall be calculated as follows: 
 

SP = P x 2 
 
where: 
 
SP = The number of Service Points that shall accrue for the Repeat KP Failure; and 
 
P = The applicable number of Service Points for that KPI Failure as set out in Annex 1 
depending on or a failure to meet the KP Service Threshold. 

 
Example following the calculation above: 
If the failure is a Repeat Severe KPI Failure, that occurred in any three consecutive measurement 
periods the Service Points are doubled and therefore the Supplier will incur 8 Service Points for the 
Failure (SP=4 x 2). If in the next measurement period the Supplier achieves Service Availability of 
97%, the Supplier will again incur 8 Service Points. 
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Attachment 6 – Software 
 

.1.1 The Software below is licensed to the Buyer in accordance with Clauses 20 (Intellectual Property Rights) and 21 (Licences Granted by the 
Supplier). 

.1.2 The Parties agree that they will update this Attachment 6 periodically to record any Supplier Software or Third Party Software subsequently 
licensed by the Supplier or third parties for the purposes of the delivery of the Services. 

Part A – Supplier Software – Not Applicable 
 
The Supplier Software includes the following items: 
 

Software Supplier (if an Affiliate of the 
Supplier) 

Purpose Number of 
Licences 

Restrictions Number of 
Copies 

Type (COTS or 
Non-COTS) 

Term/ 

Expiry 
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Part B – Third Party Software – Not Applicable 
 
The Third Party Software shall include the following items: 

 

Third Party Software Supplier Purpose Number of Licences Restrictions Number of Copies Type (COTS or Non-COTS) Term/ 

Expiry  
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= Failure Score of 51 or 
above 

 Credit Rating Level 2 
= Failure Score of 11 to 50 

Greater Than Average Risk 

 Credit Rating Level 3 
= Failure Score of 10 or 
below 

High Risk 

Experian Credit Rating Level 1  
= 51 or above 

Low Risk 

 Credit Rating Level 2 
= 26 to 50 

Greater Than Average Risk 

 Credit Rating Level 3 
= 25 or below 

High Risk 

Companywatch Credit Rating Level 1 
= 36 and above 

Low Risk 

 Credit Rating Level 2 
= 26 to 35 

Greater Than Average Risk 

 Credit Rating Level 3 
= 25 or below 

High Risk 
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and administer site and System Access necessary for the staff to 
perform their roles and duties under the Contract. 

 
The Parties are Joint Controllers 
 
The Parties acknowledge that they are Joint Controllers for the purposes of  
the Data Protection Legislation in respect of: 
 
Not Applicable 
 
The Parties are Independent Controllers of Personal Data 
 
The Parties acknowledge that they are Independent Controllers for the  
purposes of the Data Protection Legislation in respect of: 
 

• Business contact details of Supplier Personnel including personnel in 
the Supplier’s supply chain. 

• Business contact details of any directors, officers, employees, agents, 
consultants, and contractors of the Buyer (excluding the Supplier 
Personnel) engaged in the performance of the Buyer’s duties under this 
Contract. 

 
e.g. where (1) the Supplier has professional or regulatory obligations in  
respect of Personal Data received, (2) a standardised service is such that 
the Buyer cannot dictate the way in which Personal Data is processed by 
the Supplier, or (3) where the Supplier comes to the transaction with 
Personal Data for which it is already Controller for use by the Buyer] 
 

Duration of the processing From the start date to the end date of this contract 

Nature and purposes of the 
processing 

The nature of the processing is retrieving, reading, and writing data to and 
from Authority (Home Office) data stores, including but not limited to the 
Person-Centric Data Platform, Common Services Data Platform, and Person 
Lookup Service. Retrieval, reading, and writing is done by components of the 
services. Generally, it involves maintaining current and accurate records of 
the immigration status of individuals, which are derived from the wealth of 
data held on the Person-Centric Data Platform and kept current by 
components that listen for any changes in other systems interfacing with the 
services, e.g. the issue of a visa by caseworking systems, that would result 
in a change to an individual’s immigration status.  
 
It also includes the ad hoc retrieval and manipulation of data on common tools 
for the purposes of obtaining management information and statistics about 
the performance of the services, the number of users of the services, etc. 
 
It also includes the ad hoc retrieval of specific information about specific  
individuals (on a case by case basis) with an immigration status for the  
purpose of resolving issues e.g. inaccuracies in the status that must be  
corrected, or to establish the validity of an individual’s use of the services. 
 
The purpose of the processing is: 
 

• To ensure the services present users (e.g. people who have been 
issued an eVisa or digital immigration status) with an accurate view of 
their own immigration status and personal details 
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• To ensure the services present third parties (e.g. employers or 
landlords) who must check the immigration status of individuals, with an 
accurate view of an appropriate subset of an individuals immigration 
status, e.g. the individual’s right to work in the UK 

 

• To ensure the services present users (e.g. other Government 
departments) which must check the immigration status of individuals, 
with an accurate view of an appropriate subset of information about their 
immigration status, e.g. their right to health care in the UK 

 

• To provide the Authority (Home Office) with management information 
about the use of the services e.g. the number of people who hold an 
immigration status, for planning and other governance purposes 

Type of Personal Data Personal data handled by the processor will include: 
 

• Biographic details e.g. Name, Date of Birth, Nationality 

• Identity document details e.g. Passport Number 

• Contact details e.g. email address, telephone number 

• Immigration details e.g. visa held, conditions of stay in UK 

• Face images 

• Other details related to an individual’s immigration status e.g. the 
progress they have made in an immigration application or enrolment 
process, their interaction with border staff 

 
Categories of Data Subject The scope of the personal data currently extends to individuals who: 

 

• Have applied for, or been granted status under the EU Settlement  

• Scheme 

• Have applied for, or been granted an eVisa under the Future Borders 
and Immigration System 

• Hold a Biometric Residency Permit (BRP) 

• Have a historic immigration status (including individuals who have since 
obtained British Nationality / Citizenship) 

 
Plan for return and 
destruction of the data once 
the processing is complete 
UNLESS requirement under 
union or member state law to 
preserve that type of data 

Data will be retained by the Processor for the duration of the Statement of 
Work. It will be held on Home Office secure network (POISE) and Amazon 
Web Services Cloud only, unless expressly authorised by Authority cyber 
security leads (e.g. for the purpose of transferring data files into a software 
tool required for data manipulation and filtering).  
 
After the expiry date of the contract, if not renewed, access to the Home Office 
secure network and cloud storage will be revoked, POISE equipment returned 
to the Authority, and any data files and other artifacts including personal data 
will have returned to the possession of the data controller. They will then be 
treated in line with Home Office information, and data management policy. 
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Attachment 10 – Transparency Reports – Not Applicable 
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Annex 1 – Call Off Terms and Additional/Alternative Schedules and 

Clauses 
 
 

1. RM6100 Lot 3d - Call Off Terms 

 

RM6100 Lots 2, 3 

and 5 Call Off Terms.p 
 

2. RM6100 Lot 3d - Additional and Alternative Terms and Conditions 
 

RM6100 Lots 2, 3 

and 5 Additional and A        
 
 
 
  



 

RM6100 Order Form – Lots 2, 3 and 5 

Annex 2 – Balanced Scorecard 
 

1. Balanced Scorecard Process 
 

Appendix F - 

Balanced Scorecard.pp 
 
2. Balanced Scorecard Template 
 

Scorecard 

Template.docx  




