Actica Consulting Limited
4 Sterling House

Sterling Road

Guildford

Surrey

GU2 7RF

Ref: CQC PSO 109
Date: 22™ May 2017

Dear Sirs,

1.

Revised Version 6 - August 2016

FRAMEWORK SCHEDULE 4

Part 1: P.ro Forma Letter of Appointment

CareQuality
Comm!ssmn

Care Quality Commission
Commercial and Contracts Team
6th Floor

Road, Guildford, Surrey GU2%
Road, London SW1W 95Zga
between the Minister for the

Supplier

We refer to the

« the Appendices shall form part of this Letter of Appointment.

This Letter of Appointment constitutes an Order for the provision by you to us of the Contract Services (specified
in Appendix 1) from the Effective Date (specified in Appendix 1) on the basis of the Day Rates / Contract Charges
(set out in Appendix 2} and, save as varied and / or supplemented pursuant to the provisions {set out in Appendlx
3} in accordance with the Call-Off Terms.

3. This Orderis placed under Lot number 1 of the Framework Agreement.

4. The Supplier's Represehtative with overall responsibility for the supply of the Contract Services is:

Actica Consulting Ltd
4 Sterling House



Sterling Road

Surrey Research Park
Guildford

Surrey

GU2 7RF

The Key Personnel assigned to the supply of the Contract Services are:

 Contract shall be escalated via the Customer’s Representative in the first instance.

the Contract Services will be performed is 151 Buckingham Palace Road, London l

71 The purpose of the overall contract is to provide Business Analysis and Change Management &
Delivery services, in order to enable and support the development of the Customer’'s targe
operating model by providing a mechanism and pool of specialist skills to upscale th
Customer's specialist teams, to meet the change needs of the organisation.

CQC’s ongoing change programme:
Business Analysis
* Business Process Modelling

+ Business Requirement Engineering

7.2 The Customer may require the following Additional Semces, which will be dlrectly linked t('
+ Business Analysis in an Agile setting .
2



Business Analysis in a Digital setting
Options Appraisal

Technical Assurance

Business Acceptance

Change Management & Delivery

e Change Analysis ‘
¢ Scoping and Planning
» Change Delivery

7.3 The Customer may require.the Additional Services in the following circumstances:
7.3.1 if, following the Initial Services the Customer considers that the Additional

Services are required on the basis of the outcome of the Initial Services and any
recommendations or identified requirements; and

7.3.2 the Customer obtains the necessary budget approvals for the A
Services

?.4 In the event that the Customer requires the Additional $
Appendix 1) the Parties agree the following:

7.4.1 the Contract Charges will remain the same as se
payable in accordance with clause 3 of th

7.4.2 The Parties will use the process con
Terms to vary the Order.

B. For the purposes of the Contract, the addre

« for the Customer:

Care Quality Commission

10. The Customer hereby confirms that the applicable law for this contract shall be the laws of England & Wales and,
if necessary, an appropriate alternative clause in the Call-Off Terms shall be activated accordingly. Where the
laws of Scotland/Northern Ireland have been stipulated, all references hereafter in this Letter of Appeointment or in
the attached Cali-Off Terms to legislation or regulations shall be read as if mention had been made of the
Scottish/Northern Irish -equivalent. Further, this Letter of Appointment and the attached Call-Off Terms shall be
construed as closely to the intention of the original wording as the chosen law so permits.



Please would you return the attached duplicate of this Letter of Appointment with the acknowledgemen'
signed by the appropriate authorised individual within your crganisation.

You should be aware that by signing and returning this Letter of Appointment you will have entered into j
legally binding contract with us to supply the Contract Services specified in Appendix 1 and represent an
warrant that you have carried out a conflict check in relation to such contract that revealed no conflicts of

interest. : : l

Yours faithfully

For and on behalf of the Supplier:

| hereby confirm receipt of the above Letter of Appointment and
Limited to provide to the Care Quality Commission the Contra
Appointment in accordance with its terms.

the agreement?gf, ctica Consulting
i s specifigd in the Letter of

Name and Title

Signature

Date

For and on behalf of the Custo

Name and Title

'Sig nature

Date

A .



Appendix 1
(Contract Services)

1.1.1

1.1.2

This Contract shall commence on 12 June 2017.

Delivery of the Initiat Call-Off Requirement (and any subsequent Call-Off requirements
identified} will occur within the duration of the overarching contract.

1.21

122

1.2 Expiry Date

1.2.1.1 11" June 2018

This Overarching Contract shall expire on:

unless terminated earlier pursuant to this Contract.

The Overarching Contract may be extended for a pefig
months, subject to satisfactory contractual performe

| twelve (12)
t by both parties.

(i)

*be developed by the Supplier and shared with the Customer in advance of
the delivery of each identified requirement commencing.

If so required by the Customer, the Supplier shall produce a further version of the
Implementation Plan in such further detail as the Customer may reasonably require. The
Supplier shall ensure that each version of the implementation Plan is subject to approval.
The Supplier shall ensure that the Implementation Plan is maintained and updated on a
regular basis as may be necessary to reflect the then current state of the implementation of
the Services. '

The Customer shall have the right to require the Supplier to include any reasonable changes
or provisions in each version of the Implementation Plan.

The Supplier shall perform its obligations so as to achieve each Milestone by the Milestone

iv)



.Date.
{v) Changes to the Milestones shall only be made in accordance with the variation procedure and
' provided that the Supplier shall not attempt to postpone any of the Milestones using the
variation procedure or otherwise (except in the event of a Customer default which affects the
Supplier's ability to achieve a Milestone by the relevant Milestone Date).
3.2 Milestones (including dates for completion)

The key milestones which form part of the overarching contract are detailed below:

Description Target Date Action to Achieve Milestone
Produce and agree a delivery | 1 week after call-off ‘kick Ensure plan is delivered and
plan including itemised and off meeting agreed between suppher and
| prioritised deliverables cQc

Delivery of each agreed Delivery by estimated - | Deliverable agreed beﬁeen
deliverable completion date as Bra

detailed in the delivery plan
Post-Delivery Review Within 2 weeks of

completion date

Please note that for both the initial call-off requirement and any othgy,
off from the overarching contract, requirement-specific milestones™wj
delivery planning between the Contractor and CQC.

3.2 Performance Monitoring

Both the overarching _
15 the responsible owner for
ntain the overall diligence of

milestones are met, delivery of; j ¢ S ithin defined budget parameters and the
identified outcomes/requirements=gre in i ‘Wlth the natended outcomes of the wider requirement for
“Business Analysis and Chay ' :

It is also envisaged
services arising ungl
Contractor and CQE;
the delivery

Bndertaken by weekly calls (as a minimum) between the
o%rgress provide feedback and review all expenditure arising in

Following camppletion o th% Il-off service (and any subsequent service requirements which are
to be delivered), the Contraciorewill attend a post contract review with CQC to review whether the
objectives of the re met, to review the benefits achieved and to identify any lessons learnt

y
policy)

Please refer to Schedule 1 (appended to the Call-Off Terms)
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Appendix 2: Contract Charges




Appendix 3: (Va‘riations and/or supplements to the Call-Off Terms)

1. REVIEW CLAUSE - ADDITIONAL SERVICES

1.1 The purpose of the overall contract is to provide Business Analysis and Change Management &l
Delivery services, in order to enable and support the development of the Customer's target operating
model by providing a mechanism and pool of specialist skills to upscale the Customer's specialis

teams, to meet the change needs of the organisation.

1.2 The Customer may require the following Additional Services, which will be directly linked to CQC’

ongoing change programme:

Business Analysis

Business Process Modelling
Business Requirement Engineering
Business Analysis in an Agile setting
Business Analysis in a Digital setting
Options Appraisal
Technical Assurance
Business Acceptance

Change Management & Delivery
» Change Analysis
e Scoping and Planning
e Change Delivery

1.3

1.4

es will use the process contained in clause 2.2 of the Call-Off
T&rms to vary the Order.

s
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Revised Version 2 January 2013
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1. DEFINITIONS AND INTERPRETATION
1.1 Definitions

In the Contract, unless the context otherwise requires, the following provisions shall have the meamngs given
to them below:

“Authorlty” means THE MINISTER FOR THE CABINET OFFICE (“Cabinet Office”) as represented by
Crown Commercial Service, being a separate trading fund of the Cabinet Office without separate Iega
personality, whose office is at the 9" ficor, The Capital, Old Hall Street, Liverpool, L3 9PP;

“Base Location” means the location, specified by the customer (in the Letter of Appointment), at which th
majority of the Required Services shall be delivered;

s’

“Call-off Term” means subject to Clause 8 (Termination), the term of this;
accordance with section 1 of Appendix 1 to the Letter of Appointment.

ntract as determined in

“Change of Control” means a change of control within the meaning of
Act 2010.

450 Sfithe Corporation Tax

~ “Commercially Sensitive Information” means the Confidenti
to time) in Framewoark Schedule 8 (Commercially Senmtwe@;
information:

-h

a) relatlng to the Supplier, its IPR or its businessgbr mfo i Chithe Supplier has indicated to the
Authority that, if disclosed by the Autharity, plier sighificant commercial disadvantag
or material financial loss; : ’

o’

b) that constitutes a trade secret;

“Confidential Information” means agithe cont ustomer's Confidential information andfor th;
Supplier's Confidential Information

"Contract” means the writteps nt between he Customer and the Supplier consisting of the Letter o'
Appointment, these Call-O il 1 ent varied by the Letter of Appointment) and any othe

documents incorporatedgnt

"Contract Chargesi.mean !?] (exclusive of any applicable VAT), payable to the Supplier by thl
%nd proper performance by the Supplier of the Contract Services;

aning set out in clause 23.2.5.1; ) - l
BTy idential Information” means all the Customer's Personal Data and any informationl

however it i veyed, that relates to the business, affairs, developments, trade secrets, know-how;

personnel, and suppliers of the Customer, including all Intellectual Property Rights, together with all

information derived from any .of the above, and any other information clearly designated as being confidenti
(whether or not it is marked "confidential”) or which ought reasonably be considered to be confidential;

ntracting Body named in the Letter of Appointment;

"Customer’s Personal Data"” means the Personal Data supplied by the Customer to the Supplier and, for th
purpeses of or in connection with the Contract; : ‘

"Customer’'s Representative™ means the representative of the Customer appointed by the Customer from
time to time in relation to the Contract and notified to the Supplier; l

“Day Rate” means the rate per day per grade tendered by the Supplier in the Supplier's proposal that shall
never be exceeded within this Contract, .

1
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“Deliverables™ means those deliverables listed in Appendix 1 of the Letter of Appointment;

- “Effective Date” means the date on which the Contract shall take effect as stated in paragraph 1 of

Appendix 1 to the Letter of Appointment.

“Equality Legislation” means the Equality Act 2010, the Part Time Workers (Prevention of Less Favourable
Treatment) Regulations 2000, the Work and Families Act 2006, the Human Rights Act 1998 and/ or other
relevant or equivalent Ieglslatlon against discrimination.

“Framework Agreement” means the framework agreement between the Authority and the Suppller referred
to in the Letter of Appointment /

“Fraud” means any offence under Laws creating offences in respect of fraudulent acts (including the
Misrepresentation Act 1967) or at common law in respect of fraudulent acts in relation to this Framework
Agreement or defrauding or attempting to defraud or conspiring to defraud the Crown;

“Good Industry Practice” means standards, practices, methods and prooedures conf ' ming to the Law and
the requirements of any Regulatory Body which is responsible for regulati % he Supp ar, andsthe degree of
Skl|| and care, drlrgence prudence and foresnght which would reasonably ar ‘Sgi%l ily B

he

2006 as amended and inciudes:

(a) poor performance or serious or persistent breac i .the early termination of a contract
between the Crown or any Contracting Body and the B : >

s subject of proceedings concerning a
contract between the Crown or any Contracting Bedy ant '%ﬁer; or

hin any legal jurisdiction), or

(d) misconduct which would b e% ed i anyTegulatory body for a trade or profession,
and for the purposes of : dipgs" includes arbitration proceedings which have been
commenced or court prog ter bafore action or a notice of claim has been issued);

________ to or affording protection similar to copyright, rights in databases, patents and
dlictor topography rights, service marks, logos, database rights, trade marks,
mes and website addresses and other rights in trade or business names, design
or qtherwise), Know-How, trade secrets and moral rights and other similar rights

& for registration, and the right to apply for registration, for any of the rights listed at (a) that
g registered in any country or jurisdiction; and ‘ .

c) all other rights whether registerable or not having equivalent or similar effect in any country' or
jurisdiction (including but not limited to the United Kingdom) and the right to sue for passing off,

“Information"” has the meaning given under section 84 of the FOIA

“Key Personnel” means any individuals identified as such in the Letter of Appointment and any
replacements for such individuals that may be agreed between the Parties from time to time in accordance
with Clause 2.3;

“Law” means any applicable Act of Parliament, subordinate legislation within the meaning of section 21(1) of
the Interpretation Act 1978, exercise of the royal prerogative, enforceable community right within the meaning
of section 2 of the European Communities Act 1972, rule of common law, regulatory policy, guidance or

11



industry code, judgment of.a relevant court of law, or directives or statute, bye-law, regulation, order,
regulatory policy, guidance or industry code, rule of Court or directives or requirements of any Regulato
Body, delegated or subordinate legislation; ryl

"Letter of Appointment” means the letter from the Customer to the Supplier dated {TBC] (including its
appendices) constituting the Order to provide the Contract Services;

“Material Breach"” means a material breach of this Call-Off Contract;

“Milestone” means an event or task described in the Implementation Plan which must be completed by thEl
corresponding date set out in such plan.

“Qrder” means an order for the provision of the Contract Services placed by a Customer with the Supplier ir'
accordance with the Ordering Procedures, substantially in the form as set out in the Letter of Appointmen
(including its appendices) ;

“Party" means the Supplier or the Customer and "Parties” shall mean bothsef them;”

“Persistent Failure” means any two (2} or more failures by the Su%g!ier insgny ralling c;! of twelve (12
months to comply with obligations in respect of the Contract Serviges trder théigo e, _ :

g

“Premises” means land or buildings owned or occupied by ¢

ofssuch government agencies
or departments or non-departmental public bodies that the i

n time to time may specify; '

“Prohibited Act” meahs;

{b) committing any offence:

(i} under the Bribery A 6%

D
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government departments and regulatory, statutory and other entities,
odies which, whether under statute, rules, requlations, codes of practice or
regulate, investigate, or influence the matters dealt with in this Contract an
construed accordingly;

Manag&ment Plan” means the Supplier's security management plan prepared pursuant t

Scheduléd Call-Off Terms as updated from time to time with the agreement of the Customer;

s el

“Security Policy” means the Customer's security requirements as set out in section 4.1 of the Letter of
Appointment and as outlined in Schedule 1 to these Call-Off Terms; l

"Service Levels" means the service levels set out in Annex 1;

“Sites’ [means any premises from which the Contract Services are provided or from which the Suppliel
manages, organises or otherwise directs the provision or the use of the Contract Services or where any part of
the Supplier System is situated or where any physical interface with the Customer's hardware, software and/o
telecommunications networks or equipment used by the Customer or the Supplier in connection with th’
Contract which is owned by or licensed to the Customer by a third party and which interfaces with the Supplie
System takes place; l
12



"Sub-Contract™ means the Supplier's contract with a Sub-Contractor whereby that Sub-Contractor agrees to
provide to the Supplier the Contract Services or any part thereof or facilities or services necessary for the
provision of the Contract Services or any part thereof or necessary for the management, dlrectqon or control of
the Contract Services; and

"Sub-Contractor” means any person appointed by the Supplier to cafry out any and or aII of the Supplier's
obligations under the Contract.

“Supplier” means the Supplier to whom the Letter of Appointment is addressed;

"Supplier's Confidential Information” means any information, however it is conveyed, that relates to the
business, affairs, developments, trade secrets, know-how, personnel and suppliers of the Supplier, including
all Intellectual Property Rights, together with information derived from the foregeing, and that in any case is
clearly designated as being confidential;

“Supplier's Representative” means the representative appointed by the Supptii

- from time to time with
overall responsibility for this Contract and notified to the Customer, :

under the Contract;

%n technipl lem used by the Supplier in
performing the Contract including any information, .gommunigation an i

provided by the Customer to the Supplier for the Supﬁ%

Contract. This shall not include however the Glistomers F
networks or equipment used by the Customersg %the Supp ar, i
by or licensed to the Customer by a third par‘(y &
nacessary for the Customer to receive

“Supplier System” means the information and communi

perforpance of its obligations under this
. software and/or telecommunications
ection with the Contract which is owned

“Working Day” means any day other’

1.2 Interpretation

The interpretation

g@:masculine include the feminine and the neuter,
ey \Glude”, “includes" and “including” “for example” and “in particular” and words of
similar<effgctare to be construed as if they were immediately followed by the words "without
limitation" and shall not limit the general effect of the words which precede them;

1.2.4 nces to any person shall include natural persons and partnerships, firms and other
incorporated bodies and all other legal persons of whatever kind and however constituted and
their successors and permitted assigns or transferees;

1.2.5 the Appendices, Annexes and Schedules form part of these Call-Off Terms and shall have effect
as if set out in full in the body of these Call-Off Terms and any reference to these Call-Off Terms
includes the Appendices Annexes and Schedules;

1.2.6 references to any statute, enactment, order, regulation, code, official guidance or other similar
instrument shall be construed as a reference to the statute, enactment, order, regulation, code,
official guidance or instrument as amended or replaced by any subsequent enactment,
modification, order, regulation, code, official guidance or instrument (whether such amendment or
replacement occurs before or after the date of the Contract);

13



\

127 headings are included in the Contract for ease of reference only and shall not affect the
interpretation or construction of the Contract;

128 references to "Clauses”, the “Appendices” the "Annexes” and “Schedules” are, unless otherwise
provided, references to the clauses of, the Appendices to, the Annexes to and the Schedules to
these Call-Off Terms and references to “paragraphs” are, unless otherwise provided, references|
to paragraphs of the respective Annexes in which the references are made;

1.2.9 terms or expressions contained in the Contract which are capitalised but which do not have a
interpretation in Clause 1.1 shall be interpreted in accordance with.the Framework Agreement; I‘rl

1.2.10 a reference to a Clause is a reference to the whole of that Clause unless stated otherwise; and

1.2.11 in the event of and only to the éxtent of any confiict between the Letter of Appointment, thesel
Call-Off Terms, any other document referred to in the Contract andgthe Framework Agreement,
the conflict shall be resolved in accordance with the following order of precedence: '

1.2.11.1 the Framework Agreement (excluding Framework'
and Call-Off Terms));

fAppointment

1.211.2  the Letter of Appointment together withg

1.2.11.3  these Call-Off Terms; and I '
1.2.11.4 any other document referred tg Gntract. SAYE THAT no changes to the Letter
of Appointment or the Call : iall operaté so as to amend or reduce th
effect of the Framewop&Agreeme GsCreate a conflict between the Framewora

one did not previously exist.

2. SUPPLY OF CONTRACT SERVICES

- Services to the Customer in accordance with th
provisions of th .

2.1.2 The Supplier

geasonable instructions given to the Supplier and its Staff by the
elation to the Contract Services from time to time, including reasonabl
reschedule or alter the Contract Services; 6l

ifimediately report to the Customer's Rebresentative any matters which involve or

uId potentially involve a conflict of interest as referred to in Clause 2.1.3.1; : l

“o-operate with the Customer and the Customer's other professional advisers in
relation to the Contract Services as required by the Customer; : !

comply with the Customer’s internal policies and procedures and Government code
and practices in force from time to time (including policies, procedures, codes and
practices relating to staff vetting, security, equality and diversity, conﬁdentialitl
undertakings and sustainability) in each case as notified to the Supplier in writing b
the Customer including where applicable, but not limited to, such policies,
procedures, codes and practices listed in section 2.1 of Appendix 1 of the Letter
Appointment; . D.

2.1.3 The Supplier shall not:

2131 knowingly act at any time during the term of the Contract in any capacity for anl
person, firm or company in circumstances where a conflict of interest between such
person, firm or company and the Customer shall thereby exist in relation to th
Contract Services; or . '

14



2.2

221

222

22

23

231

" The Supplier accepts that the Customer shall have the ri

Variation of Contract. Services

2.1.3.2  incur any expenditure which would result in any estimated figure for any element of the
Contract Services being exceeded without the Customer's written agreement, or

2.1.3.3 without the prior written consent of the Customer, accept any commission, discount,
allowance, direct or indirect payment, or any other consideration from any third party
in connection with the provision of the Contract Services,; or

2.1.34  pledge the credit of the Customer in any way; or

2.1.3.5 engage in any conduct which in the reasonable opinion of the Customer is prejudicial
to the Customer.

2.1.3.6  without the prior written consent of the Customer, introduce new methods or systems
which materially impact on the provision of the Ordered Services

Both Parties shall take all necessary measures to ensure the Healtt
Party’'s employees, consultants and agents visiting their premiggs.
tifation withsthe Supplier to
y% on engaged in the

pinion the performance or
in the public interest for

and safety of the other

require the removal from involvement in the Contrg%\S
performance of the Contract Services if in the Custgiier's
conduct of such person is or has been unsatisfa%jr_
the person to work on the Contract Services. 4

um, each firm that is a member of
ance of the Supplier's obligations

Where the Supplier is more than one fir
the consortium shall be jointly and
under the Contract.

The Customer may reque riati gintract Services at any time provided that such
variation does not amount

ation for the Supplier to assess the extent of the variation and
costs that may be incurred; and ’

imeframe within which the Supplier must respond to the request, which
Eonable, ‘

alid*unless in writing and signed by the Parties. Furthermore any written and signed
variatipn between the Parties shall be appended to the Letter of Appointment within Appendix 2
E#3. In the event that the Supplier .and the Customer are unable to agree to a proposed
1on including any change to the Contract Charges in connection with the requested variation
to the Contract Services, the Customer may agree that the Supplier should continue to perform its
obligations under the Contract without the variation or may terminate the Contract with immediate

. effect, except where the Supplier has already delivered part or all of the Order in accordance with

the Order Form or where the Supplier can show evidence of substantial work being carried out to
fulfil the Order, and in such a case the Parties shall attempt to agree upon a resolution to the
matter. Where a'resolution cannot be reached, the matter shall be dealt with under the Dispute
Resolution Procedure. ‘ :

Key Personnel

The Supplier acknowledges that the Key Personnel are essential to the proper provision of the
Contract Services to the Customer. The Key Personnel shall be responsible for performing such
roles as are ascribed to them in the Letter of Appointment and such other roles as may be

15



2B.

. 2B.2

2C.

necessary or desirable for the purposes of the Contract or as may be agreed between the Partues
from time to time.

232 The Key Personnel shall not be released by the Supplier from supplying the Contract Services
without the agreement of the Customer, except by reason of long-term sickness, maternity leave
paternity leave, termination of employment and/or partnership or other extenuating circumstances,

233 Any replacements to the Key Personnel shall be subject to the agreement of the Customer. Such
replacements shall be of at least equal status or of equivalent experience and skills to the Ke
Personnel being replaced and be suitable for the responsibilities of that person in relation to th
Contract.

2.34 The Customer shall not unreasonably withhold its agreement under Clauses 2.3.2 or 2.3.3. Suc
agreement shall be conditional on appropriate arrangements belng made by the Supplier t
minimise any adverse impact on _the Contract which could be ed by a change in Key

‘_"

Personnel. l
2.35 If requested by the Customer, the Supplier shall procure that ersonnel, attend transaction

review meetings at no cost to the Customer during nt%ﬁ%nd upon it

conclusion. . S'

2B.1 W:thout prejudice to any other right or remedy whlchaeCusto

Delivered) do any of the following:

2B.1.1 at the Customer's option, give th
remedy any failure in the perfm

ortunity at the Supplier's expense to either
s together with any damage resulting fro
gfailure is capable of remedy) and carry out an

2B.1.2 o1 1o rvices to be delivered by the Supplier but without an)l

. 2B1.3 ) 18RS expense any work necessary to make the Services comply with th’

2B1.4 ing théiGontract, itself supply or procure the suppiy of all or part of the Contracl
=t|I stigh time as the Supplier shall have demonstrated to the reasonable satisfaction o
""" atithe Supplier will once more be able to supply all or such part of the Contract

icesina ordance with the Contract;

2B1! ating the whole of the Contract, terminate the Contract in respect of part of the
Contract Services only (whereupon a corresponding reduction in the Contract Charges shall b
¥and thereafter itself supply or procure a third party to supply such part of the Contraq

“Services; andfor

the Customer (including any reasonable administration costs) in respect of the supply of any pa
of the Contract Services by the Customer or a third party to the exient that such costs exceed the
payment which would otherwise have been payable to the Supplier for such part of the Contrac‘

2B1.6 - charge the Supplier for and the Supplier shall on demand pay, any costs reasonably incurred bl

Services and provided that the Customer uses its reasonable endeavours to mitigate an
additional expenditure in obtaining replacement Contract Services.

Notwithstanding any of the provisions of this Clause 2B, in the event that the Supplier fails to compiy wit
Clause 2B.1 above and the failure prevents the Customer from discharging a statutory duty, the Customel
may terminate the Contract with immediate effect by giving the Supplier notice in writing.

SUPPLIER'S STAFF I
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2C1

2C2

2C3

2C.3

2C4

2C5

2C6

2C7

2C.8

EYR

- whether the Supplier has failed to comply with C

" The Supplier acknowledges that certain daysé3

The Supplier shall ensure that, where appropriate, Staff are paid at Ieast the national minimum wage in
accordance with the Naticnal Minimum Wage Act 1998.

The Customer may, by written notice to the Supplier, refuse to admit onto, or withdraw permission to remain
on, the Premises: .

2C2.1 ‘any member of the Supplier's Staff, or

2C2.2 any person employed or engaged by the Supplier or any member of the Staff, whose admission or
continued presence would, in the reasonable opinion of the Customer, be undesirable.

At the Customer's written request, the Supplier shall provide a list of the names and addresses of all persons
who may require admission to the Premises in connection with the Contract, specifying the capacities in which
they are concerned with the Contract and giving such other particulars as the Customer may reasonably
request.

The Suppller s Staff engaged within the boundarles of the Premises shall.goy ply wit such rules, regulations .

If the Supplier fails to comply with Clause 2C.3 within two (2} Mg of the,da he request, the Customer
may terminate the Contract, provided always that such term@% shall het, prejlidice or affect any right of
action or remedy which shall have accrued or shall therea et the C istomer

The decision of the Customer as to whether any pey

Customer may require or may specifi cally not r&|
communicated to the Supplier), and in i
specifically covered in the Contract.

g worke&e done under the Contract (which shall be
e the subjeet to agreement between the Parties, unless

Not used.

The Supplier shall procure m
the Contract Services re@gm

ervant§sof thégSupplier and the Supplier shall not be relieved of any statutory or
other responsibilities in re it

Supplierg; StaffgghalFat all times during their engagement in the provision of
Su;i%g Staff by virtue of this Contract.

31.3  The provisions of paragraph 7 of Framework Schedule 2 {Charging Structure) of the Framework
Agreement shall apply in relation to the Contract Services.

3.1.4 If at any time before the Contract Services have been delivered in full the Supplier reduces its
Framework Prices for any Services which are provided under the Framework Agreement in
accordance with the terms of the Framework Agreement and with the Law including that relating
to Public Procurement with the result that the Framework Prices are lower than the Contract
Charges, the Contract Charges for the Contract Services shall automatically be reduced so as to
be equal to the Framework Prices. '

315 The Supplier shall indemnify the Customer on demand and on a co'ntinuing basis against any
liability, including without limitation any interest, penalties or costs, which are suffered or incurred
by or levied, demanded or assessed on the Customer at any time in respect of the Supplier's
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3.2

33

Payment

3.21

322

3.2.3

324

3.25

3.26

327

332

failure to account for or to pay any VAT relating to payments made to the Supplier under the
Contract. Any amounts due under this Clause 3.1.5 shall be paid by the Supplier to the Custome

not less than five (5) Working Days before the date upon which the tax or other Ilablllty is payabl
by the Customer. ‘

The Customer shall pay all sums properly due and payable to the Supplier in respect of the
Contract Services in cleared funds by no later than thirty (30) calendar days after the date of
validly issued invoice for such sums. . 1

contains all appropriate references and a detailed breakdown of the Contract Services provide
and any disbursements and that it is supported by such other documentation as may reasonab!
be required by the Customer to substantiate the invoice.

The Supplier shall ensure that each invoice (whether submitted electronically or in a paper form*

The Supplier shall ensure that all invoices submitted to the Glistomer

sContract Services ar
exclusive of the Management Charge payable to the Authority

'ecto R%Co fract Services.
3 amc@%ual to such

The Supplier shall make any payments due to ik ;
way of set-off, counterclaim, discount, abatemg _ the Supplier has a vali
court order requiring an amount equal to SUCRAC T, paid by the Customer to th;
Supplier.

Subject always to the provisions of G ?ﬁse 1
of the Contract Services, it shall €nsure that % s i

requires payment to be made of al su%}d the Suppller to the Sub- Contractor within a
specified period not exce 'g%y (% ca days from the receipt of a validly |ssuecl

invoice, in accordance withithe term tract.

ue shall be made in cleared funds to such bank or building society account as th‘
y may from time to time direct in writing.

Wherever under the Contract any sum of money is recoverable from or payable by the Supplier
(including any sum which the Supplier is liable to pay to the Customer in respect of any breach o
the Contract), the Customer may unilaterally deduct that sum from any sum then due, or which a'
any later time may become due to the Supplier under the Contract

Any overpayment by either Party, whether of the Contract Charges or of VAT or otherwise, shall

be a sum of money recoverable by the Party who made the overpayment from the Party in receip
of the overpayment.
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41

LIABILITY AND INSURANCE

Liability

411

41.2

414

415

fully indemnify and keep indemnified the Customer on deman |n

Neither Party excludes or limits its liability for.
4111 death or personal injury; or
4112 fraud or fraudulent misrepresentation by it or its employees.

No_individual nor any service company of the Suppller employing that individual shall have any
personal liability to the Customer for the Contract Services supplied by that individual on behalf of
the Supplier and the Customer shall not bring any c¢laim under the Contract against that individual
or such service company in respect of the Contract Services save in the case of Fraud or any
liability for death or personai injury.

Subject to Clause 4.1, ‘I above and to the limits set out in Claf

=

p y of the Contract
igations under the
Ay advice given or omitted

Framework Agreement and the Customers finangiatrlass arlsmgf om
to be given by the Supplier, or any other lo sWhlch cause ;
Supplier. The Supplier shall not be responsﬂ% any‘%%gy Iosamage, cost or expense if
and to the extent that it is caused by thegneqgiige %;%or wilfiijymisconduct of the Customer or by
i optract.

way, limiting other catego i
Customer) be recoverable

08s of profits;
ss of business;

loss of revenue;

4154 loss of or damage to goodwill;
4155  loss of savings (whether anticipated or otherwise); and/or
4156 any indirect, special or consequential loss or damage.

No enquiry, inspection, approval, sanction, comment, consent, or decision at any time made or
given by or on behalf of the Customer to any document or information provided by the Supplier in
its provision of the Contract Services, and no failure of the Customer to discern any defect in or
omission from any such document or information shall operate to exclude or limit the obligation of
the Supplier to carry out all the obligations of a professional Supplier employed in a
client/customer refationship.
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4,2

5.1

5.2

53

417 Save as otherwise expressly provided, the obligations of the Customer under the Contract are
obligations of the Customer in its capacity as a contracting counterparty and nothing in th
Contract shall operate as an obligation upon, or in any other way fetter or constrain the Custome
in any other capacity, nor shall the exercise by the Customer of its duties and powers in any other
capacity lead to any liability under the Contract (howsoever arising) on the part of the Customer to
the Supplier. ‘ '

418 Subject always to Clause 4.1.1, and for the avoidance of doubt, both of the Parties agree that the
total aggregate liability (whether those liabilities are expressed as an indemnity or otherwise) o
each Party to the other Party for each year of this Contract shall be:

41.8.1 for all defaults resulting in direct loss or damage to the property of the other party
shall be subject to a limit of £2 million (Two Million Pounds) unless otherwis
stipulated by the Customer in the Letter of Appointment following a furthe
competition; >

4.1.8.2 in respect of all other defaults, claims, losses .05 damag swhether arising fro
breach of contract, misrepresentation (whether toRtiotis,or st gtort {including
negligence), breach of statutory duty or c%zise sha exceed the

greater of the sum of £2 million (Two MillioRgRoun
Hundred and Twenty-Five Per Cent (125%) of Co 1 t Char es paid or payabl

to the Supplier in the relevant year ofghéiContract:gg/culated at the date of the event
giving rise to the liability (estimateg, for the'# year l%%evgnt occurs in the first yea
of the Contract) unless a different™aggregate® r limits is otherwise stipulated b)'
the Customer in the Letter of Appointment follow ng a further competition.

ind” maintajn withza reutable insurance company a policy or policies ofl
insurance providing an adsguate level of COVelE respect of the rlsks whlch may be incurred b
the Supplier, arising Su of t ‘s pe

policies shall inglt
arising fromgany%a

otherW|se IN<E

Insurance

421 The Supplier shall effect

422 the Supplier to determine the amount of insurance cover that will be

versupplier to satisfy any liability arising in respect of the risks referred to i

4.2

reaon the Supblier fails to give effect to and maintain the insurances required b
e Customer may make alternative arrangements to protect its interests and mai'

424 ; V|S|ons of any insurance or the amount of cover shall not relieve the Suppller of anl
liabiiities under the Contract.

INTELLECTUAL PROPERTY RIGHTS : 7 '

All Intellectual Property Rights in the output from the Contract Services shall vest in the Supplier who shal

- grant to the Customer a non-exclusive, unlimited, irrevocable licence to use and exploit the same.

Subject to Clause 5.1 and save as expressly granted elsewhere under the Contract, the Customer shall nol
acquire any right, title or interest in or to the Intellectual Property Rights of the Supplier or its licensors and the
Supplier shall. not acquire any right, title or interest in or to the Intellectual Property Rights of the Customer ol
its licensors.

The Supplier. shall on demand fully indemnify and keep fuilly indemnified and hold the Customer and the
Crown harmless from and against all actions, suits, claims, demands, losses, charges, damages, costs an

20



expenses and other liabilities which the Customer and or the Crown may suffer or incur as a result of any
claim that the performance by the Supplier of the Contract Services infringes or allegedly infringes a third
party's Intellectual Property Rights (any such claim being a "Claim™).

5.4 If a Claim arises, the Customer shall notify the Supplier in writing of the Claim and the Customer shall not
make any admissions which may be prejudicial to the defence or settlement of the Claim. The Supplier shall at
its own expense conduct all negotlatlons and any litigation arising in connection with the Clalm prowded
always that the Supplier:

5.4.1 shall consult the Customer on all substantive issues which arise during the conduct of such
litigation and negotiations;

542 shall take due and proper account of the interests of the Customer;

54.3 shall consider and defend the Claim diligently using competent couns
to bring the reputation of the Customer into disrepute; and

el and in such a way as not

54.4 shall not settle or compromise the Claim without the prior writte e Customer (not to
be unreasonably withheld or delayed). -

55 The Supplier shall have no rights to use any of the Customer’sg emarks without the prior

written approval of the Customer. :

6. PROTECTION OF INFORMATION

6.1 Protection of Personal Data
6.1.1 With respect to the Parties’ rights igats Q&und e Contract, the Parties agree that the

Customer is the Data Controller ands ithe Sun%?r is the Data Processor in relation to the
Customer's Personal Data ,

6.1.2 The Supplier shall:
6.1.2.1 nal Data only in accordance with instructions from the
cific instructions or instructions of a general nature as

omer's Personal Data only to the extent, and in such manner, as is
or the provision of the Contract Services or as is required by Law or any

appropriate to the harm which might result from any unauthorised or unlawful
Processing, accidental loss, destruction or damage to the Customer's Personal Data
and having regard to the nature of the Customer's Personal Data which is to be
protected;

6.1.2.4  take reasonable steps to ensure the reliability of all members of the Suppllers Staff
who have access to the Customer's Personal Data;

8.1.25  obtain the Customers prior written approval in order to transfer all or any of the
Customer's Personal Data to any Sub-Contractors for the provision of the Contract
Services,

6.1.26  ensure that all members of the Supplier's Staff required to access the Customer's

Personal Data are informed of the confidential nature of the Customer's Personal
Data and comply with the obligations set out in this Clause 6.1,
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6.1.2.7 ensure that none of the Supplier's Staff publish, disclose or divulge any of the
Customer’'s Personal Data to any third party unless directed in writing to do so by th
Customer, 6\l

6.1.2.8 notify the Customer within five (5) Working Days if the Supplier receives:

(a) a request from a Data Subject to have access to the Customer's Personall
Data relating to that person; or

(b} - a complaint or request relating to the Customer's obllgatlons under the Datal
Protection Legislation;

6.1.2.9 ' provide the Customer with full cooperation and assistance in relation to any complain'
or request made relating to the Customer's Personal Data, including by:

(a) providing the Customer with full details of the compfaint or request;

[3s Ieva t'me cales set out in

(b) complying with a data access request wit
the Data Protection Legislation agd i
instructions;

providing the Customer with

{c)

(d)

6.1.2.10 permit or procure permis§ion for the Customer, i j

j d appro ate confidéntiality undertakings), to inspect an
2 cessmg agtivities (and / or those of its agents and Sub-
Pall reasonable requests or directions by the Custome
erify z8nd / or procure that the Supplier is in fulI
mdéfFthe Contract;

7=

6.1.2.11 ‘ofi the technical and organisational methods employed b!

the Customer's Personal Data {within the timescale

FEh-terms S the Customer in its dlscretlon thinks fit.

6.1.3 | plier shall. comply at all times with the Data Protection Legislation and shall not perforn'l

cknowledges that, in the event that it breaches (or attempts or threatens to breach)
its obggations relating to the Customer's Personal Data that the Customer may be irreparabl

2d (including harm fo its reputation). In such circumstances, the Customer may proceea
tly to court and seek injunctive or other equitable relief to remedy or prevent any furthe
breach (or attempted or threatened breach).

6.15 In the event that through any failure by the Supplier to comply with its obligations under th
Contract, Customer's Personal Data is transmitted or Processed in connection with the Contract is
either lost or sufficiently degraded so as to be unusable, the Supplier shall be liable for the cost o
reconstitution of that data and shall reimburse the Customer in respect of any charge levied for it
transmission and any other.costs charged in connection with such failure by the Supplier.
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6.2 Confidentiality

6.2.1 Except to the extent set out in this Clause 6.2 or where disclosure is expressly permitted
elsewhere in the Contract, each Party shall:

6.2.1.1 treat the other Party's Confidential Information -as confidential and safeguard it -
accordrngly, and

6.21.2 not disclose the other Party's Confidential Information to any other person without the
owner's prior written consent.

622 Clause 6.2.1 shall not appty to the extent that:
6221 such disclosure is a requirement of Law or any competent regulatory body placed upon

the Party making the disclosure, including any requirerients for disclosure under the
FOIA, Code of Practice on Access to Government Informalion or the Enwronmental

6222

6223

6224 such information was already in th

than by a breach of the Contgagt,,or

6225 it is independently deydl
Information.

6.2.3 The Supplier may only discl
Supplier's Staff who are d
to know the informatig , @

624
625 At thegwiitten régy
' Supplierig,Staff, |
626 ing 1 ontract shall prevent the Customer from disclosing the Supplier's Confidential

i clﬁing the Management Information obtained pursuant to clause 13 of the

ny Crown body or any other Contracting Body on the basis that the information is
confidential and is not to be disclosed to a third party which is not part of any Crown
body or any Contracting Body save as required by Law;

6.26.2 to any consultant, contractor or other person engaged by the Customer for any
purpose relating to or connected with the Contract or the Framework Agreement (on
the basis that the information shall be held by such consultant, contractor or other
person in confidence and is not to be disclosed to any third party) or any person
conducting an OGC Gateway TM review or any additional assurance programme;

6.2.6.3  for the purpose of the examination and certification of the Customer’s accounts; or
6264 for any examination pursuant to section 6(1) of the National Audit Act 1983 of the -

econcmy, efficiency and effectiveness with which the Customer has used its
resources.
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6.3

6.4

6.2.7 The Customer shall use all reasonable endeavours to ensure that any government department, .
Customer, employee, third party or Sub-Contractor to whom the Supplier's Confidential
Information is disclosed pursuant to Clause 6.2.6 is made aware of the Customer's obligations ofl

confidentiality.

6.2.8 Nothing in this Clause 6.2 shall prevent either Party from using any techniques, ideas or Know—l
How gained during the performance of the Contract in the course of its normal business to the
extent that this use does not result in a disclosure of the other Party's Confidential Information or
an infringement of IPR.

6.2.9 In order to ensure that no unauthorised person gains access to any Confidential Information or
any data obtained in performance of the Contract, the Supplier undertakes to maintain adequate
security arrangements that meet the requirements of Good Industry Practice.

6.2.10 - The Supplier shall, at all times during and after the performance d@e Contract, indemnify the
Customer .and keep the Customer fully indemnified against all I68ses, damages, costs o
expenses and other liabilities (including legal fees) incurred byga diagai
paid by the Customer arising from any breach of the Supplier

except and to the extent that such liabilities have gesuite & Customer's
instructions. ‘

6.2.11 No chénges shall be made by the Supplier in the™) i sor mark any Govemment
information under this Contract until those cha ‘ ifically agreed by the Authoritygs -
by means of a subsequent Variation. ‘ yI

Official Secrets Acts 1911 to 1989; section 182 of
6.31 The Supplier.shall comply with an
6.31.1 the Official Secrg

.6.31.2 section 182, of

Freedom of Information

6.4.1 stomer is subject to the requirements of the FOIA and the

th
n Reg%’ations and shall assist. and cooperate with the Customer t

o

ply with its Information disclosure obligations.
6.4.2 : X iz rocure that its Sub-Contractors shall:

ster to the Customer all Requests for Information that it receives as soon aj
iGdble and in any event within two (2) Working Days of receiving a Request for

rmation; . . |
ide the Customer with a copy of all Information relating to a Request for
Information in its possession, or control in the form that the Customer requires withi
five (5) Working Days (or such other period as the Customer may specify) of th*

Customer's request; and

6.4.23 provide all necessary assistance as reasonably requested by the Customer to enabl
the Customer to respond to the Request for Information within the time for complianc
set out in section 10 of the FOIA or regulation 5 of the Environmental Information
Regulations.

643 The Customer shall be responsible for determining in its absolute discretion and notwithstandinj
any other provision in the Contract or any other contract whether the Commercially Sensitive
Information and/or any other Information including Supplier's Confidential Information, is exem
from disclosure in accordance with the provisions of the FOIA or the Environmental lnformatiopnl

Regulations.
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6.5

6A.

6.44 In no event shall the Supplier respond directly to a Request for Information unless authorised in
writing to do so by the Customer.

6.4.5 The Supplier acknowledges that {notwithstanding the provisions of Clause 6.2) the Customer
may, acting in accordance with the Ministry of Justice Codes, be obliged under the FOIA or the
Environmental Information Regulations to disclose information concerning the Supplier or the
Contract Services:

6.4.5.1 in certain circumstances without consulting the Supplier; or

6.4.5.2  following consultation with the Supplier and having taken the Supplier's views into
account, _

provided always that where Clause 6.4.5 applies the Customer shall, in accordance with any
recommendations of the Code, take reasonable steps, where apptgpriate, to give the Supplier
advanced notice; or failing that, to draw the disclosure to the Suppli ttention after any such
disclosure.

6.4.6 The Suppher shall ensure that all Informatuon is retam 3

6.4.7

Transparency

6.5.1 Sany i .'rmaﬂon which is exempt from disclosure in

OlA, the‘%ontent of the Contract is_not Confldentlal

Information. The Customer Shall i
any of the content of the Contract is
the FOIA

6.5.2 Notwithstanding

Customer tQgpu g
any mformat exempt ftom disclosure in accordance with the provisions of the FOIA),

he Contract agreed from time to time.

653 IStOR uI W|th the Suppller to inform |ts dec:|5|on regardlng any redactions but
8.5 tgssist and cooperate with the Customer to enable the Customer to publish the
pplier shall comply, and shall procure the compliance of the Supplier's Staff, with the

ty Policy and the Security Management Plan and the Supplier shall ensure that the Security
Management Plan produced by the Supplier fully complies with the Securtty Policy.

6A.1

BA.2 The Customer shall notify the Supplier of any changes or proposed changes to the Security

Policy.
BA.3 If the Supplier believes that a change or proposed change to the Security Policy will have a

material and unavoidable cost implication to the provision of the Contract Services it may notify
the Customer. In doing so, the Supplier must support its request by providing evidence of the
cause of any increased costs and the steps that it has taken to mitigate those costs. Any change
to the Contract Charges shall then be agreed in accordance with the procedure set out in Clause
22
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7.1

6A.4 Until andfor unless a change to the Contract Charges is agreed by the Customer pursuant to
Clause 2.2 the Supplier shall continue to perform the Contract Services in accordance with it
existing obligations.

Security of Premises

B6A.5 The Customer shall be responsible for maintaining the security of the Premises in accordancel
~ with its standard security requirements. The Supplier shall comply with all reasonable security
requirements of the Customer while on the Premises and shall ensure that the Supplier's Sta
comply with such requirements. I‘

BA.6 The Customer shall provide the Supplier upon request copies of its written security procedures
and shall afford the Supplier upon request an opportunity to inspect its physu:al securit
arrangements.

6A7 Not used. !

BA 8 The Supplier shall provide the Customer upon request copje enksecurit procedures
and shall afford the Customer upon request an opp itsgphysical securit
arrangements. yI

WARRANTIES, REFRESENTATIONS AND UNDEﬁTAKING
The Supplier warrants, represents and undertakes to the Cut g l

7.1.1 it has full capacity and authority an
requlatory, contractual or otherwise)

licences, permissions (statutory
rm its obligations under the Contract; l

712 the Contract is executed by a duly aul ntative of the Supplier

7.1.3 in entering the Contract it I

7.1.4 it has not commi ice undefgthe Prevention of Corruption Acts 1889 to 1916, or th
Bribery Act 2010; i

an repri sentations contained in the «Supplier's tender or other
e award of the Contract Services are true, accurate and nol

the Customer of any fact, matter or circumstance of which it may
uld render any such information, statement or representation to be falsel

716 ‘ im is ol ‘Sserted and no litigation, arbitration or administrative proceeding is presently in

: the best of its knowledge and belief, pending or threatened against it or its asset
ght affect its ability to perform its obligations under the Contract;
717 iti { subject to any contractual obligation, compliance with which is likely to have an adverse
; on its ability to perform its obligations under the Contract; l
7.1.8 it has not done or omitted to do anything which could have an adverse effect on its assets,

financial condition or position as an ongoing business concern or its ability to fulfil its obligation
under the Contract;

of its knowledge, are threatened) for the winding up of the Supplier or for its dissolution or for th
appointment of a receiver, administrative receiver, liquidator, manager, administrator or S|m||a
officer in relation to any of the Supplier's assets or revenue;

719 no proceedings or other steps have been taken and not discharged or dismissed {nor, to the be§'

7110 it has taken and shall continue to take all steps, in accordance with Good Industry Practice, tl
prevent the unauthorised use of, modification, access, introduction, creation or propagation of any
disruptive element, virus, worms andfor Trojans, spyware or other malware into the computin
environment (including the hardware, software and/or telecommunications networks Oi
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7.2

7.3

74 .

7.5

8.1

equipment), data, software or Confidential Information (held in electronic form) owned by or
under the control of, or used by, the Customer; and

7.1.11 it owns, has obtained or is able to obtain valid licences for all Intellectual Property Rights that are
necessary for the performance of its obligations under the Contract and shall maintain the same in
full force and effect for so long as is necessary for the proper provision of the Contract Services.

The Supplier warrants, represents and undertakes to the Customer that:

7.2.1 it has read and fully understood the Letter of Appointment and these Call-Off Terms and is
capable of performing the Contract Services in all respects in accordance with the Contract;

722 the Supplier and each of its Sub-Contractors has all staff, equipment and experience necessary
for the proper performance of the Contract Services; and

7.2.3 it will at alt times:

7.2.31 perform its obligations under the Contract with alf r nd diligence

and in accordance with Good Industry Practi
7232 comply with all the KPls and meet or exgé
7.23.3  carryout the Contract Services withjn the ti
7.2.3.4  without prejudice to its obligaf] |

satisfaction of the Custorper t

perienced Suppliers andfor other Staff
ce of the Contract Services.

7.3.1 : i indngial standing and/or credit rating of the Supplier;
7.3.2 trol, and

7.33 e any Law, of any circumstances suggesting that a Change of

akany provision within the Contract is expressed as a warranty shall not
ithe Customer would have in respect of breach of that provision by the
s0 expressed.

and’'agrees that:

representations and undertakings contained in the Contract are material and are
752 egEiistomer has been induced into entering into the Contract and in doing so has relied upon
warranties, representations and undertakings contained in the Contract.

TERMINATION

Termination on Insolvency

8.1.1 The Customer may terminate the Contract with immediate effect by giving notice in writing to the
Supplier if:

81.1.1 a proposal is made for a voluntary arrangement within Pért | of the Insolvency Act

1986 or of any other composition scheme or arrangement with, or assignment for the
benefit of, the Supplier's creditors; or
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8112 a shareholders', members' or partners’ meeting is convened for the purpose of
- considering a resolution that the Supplier be wound up or a resolution for the winding
up of the Supplier is passed (cther than as part of, and exclusively for the purpose of
a bona.fide reconstruction or amalgamation); or

8.1.1.3  a petition is presented for the winding-up of the Supplier (which is not dismissed withir]
five (5) Working Days of its service) or an application is made for the appointment of &
provisional liquidator or a creditors' meeting is convened in respect of the Supplier
-pursuant to section 98 of the Insclvency Act 1986; or l

8.1.1.4  a receiver, administrative receiver or similar officer is appointed over the whole or an
part of the Supplier's business or assets; or ’

8115 a creditor or encumbrancer attaches or takes possession of, or a distress, execution
sequestration or other such process is levied or enforged on or sued against, the
whole or any part of the Supplier's assets and such attaghment or process is no
discharged within ten (10) Working Days;

8.1.t.6  an application is made in respect of the Supplier & Eargth gppointment of an

i |st|%r is appointed, o

5
iz
[

8.1.1.7 = if the Supplier is or becomes in
Insolvency Act 1986; or

(=1
=]
—
wn
1]
23
=
=
—
N
w
Q
—ry
—_

mai

8.1.1.8 the Supplier suspends or ceass
substantial part of his ine

a

8.11.9 2of thesCus er, there is a material detrimental change in

n

could reasonably be”expected to have an adverse impact on the Supplier‘!
wabilitys ply the' Contract Services in accordance with the Contract; or

liersggmerges into two or more firms, merges with another firm, incorporatesl
ise@nges its legal form and the new entity has or could reasonably be
o have a materially less good financial standing or weaker credit rating than

the Supplier being an individual dies or is adjudged incapable of managing his affairs
within the meaning of Part VIl of the Mental Health Act 1983; or

8.1.1.13 the Supplier being an individual or any partner or partners in the Supplier who together
are able to exercise control of the Supplier where the Supplier is a firm shall at any
time become bankrupt or shall have a receiving order or administration order madj
against him or them, or shall make any composition or arrangement with or for th
benefit for his or their creditors, or shall make any conveyance or assignment for the
benefit of his or their creditors, or shall purport to do any of these things, or appear
or appear unable to pay or to have no reasonable prospect of being able to pay &
debt within the meaning of section 268 of the Insolvency Act 1986, or he or they shall
become apparently insolvent within the meaning of the Bankruptcy (Scotland) Ac
1985, or any application shall be made under any bankruptcy or insolvency act for th’
time being in force for sequestration of his or their estate(s) or a trust deed shall b
granted by him or them on behalf of his or their creditors; or
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8.1.1.14 any event similar to those listed in Clauses 8.1.1.1 to 8.1.1.13 occurs under the law of
any other jurisdiction.

8.2 Termination on Material Breach, Persistent Failure or Grave Misconduct etc

8.2.1 The Customer may terminate the Contract with immediate effect by giving written notice to the
Supplier if: .

8211 the Supplier commits a Material Breach and if:
(a) the Supplier has not within ten (10} Working Days or such other longer period

as may be specified by the Customer, after issue of a written notice to the
Supplier specifying the Material Breach and requesting it to be remedied:

(i) remedied the Material Breach;-and
(i) put in place measures to ensure Bat, such Material Breach does not
recur, :

(b) the Material Breach is not, ingheapini mer, capable of remedy;

8212
8213
82.1.4 1, (Protection of Personal Data), Clause 6.2
“Secrets Acts 1911 to 1989), Clause 7
hdertakings), Clause 11 (Prevention of Bribery

WEscrimination), Clause 13 (Prevention of Fraud)
ontracting), or

8§22 .

'tl of such failure to pay. If the Customer fails to pay such undisputed
five (5) dar days from the receipt of a such notice, the Supplier may terminate
3 (10) Working Days’ written notice to the Customer.

Control

r may terminate the Contract by notice in writihg with immediate effect within six (6)

being notified in writing that a Change of Control has occurred or is planned or in
contemplation; or ‘

8312 where no nofification has been made, the date that the Customer becomes aware of
the Change of Control,

but shall not be permitted to terminate where the Customer’'s written consent to the continuation of
the Contract was granted prior to the Change of Control. '

84 Termination on Summary Notice

8.4.1 The Customer shall have the right to suspend the Contract with immediate effect at any time by
giving written notice to the Supplier and to terminate the Contract with immediate effect by giving
written notice to the Supplier at any time.
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8.5

8.6

9.1

9.2

9.3

94

- 912 the Customer shall take all reasonable steps to

Termination of Framework AQreement

Supplter if the Framework Agreement is terminated for any reason whatsoever.

8.5.1 The Customer may terminate the Contract with immediate effect by giving written notice to thsl
Partial Termination l
8.6.1 Where the Customer is entitled to terminate fhe Coentract pursuant to this Clause 8, the Customer
shall be entitled to terminate all or part of the Contract provided always that the parts of th
Contract not terminated can operate effectively to deliver the intended purpose of the Contract o
a part thereof.

CONSEQUENCES OF EXPIRY OR TERMINATION' ' l

Subject to Clausé 9.2, where the Customer terminates the Contract pursuant t&
then makes other arrangements for the supply of the Contract Services:
9.1.1 the Customer may recover from the Supplier the cost reasonab]
arrangements and any additional expenditure incurred by, the Cl
Services in accordance with the requirements of the -

lause 8 {Termination} and

9.1.3 no furthér payments shall be payable by the {
established the final cost of making thoseio
entitled to deduct an amount equal
payments then due to the Supplier.

awhereupon the Customer shall be
ch other arrangements from the furthe.

922 solely pursuant to (%%e B8%if term tion pursuant to Clause 8.5 occurs as a result ci
1

termination of th lga?éme tk Ag @@g&me

9.2.1 solely pursuant to Clause

[ 3 Contragtiunder Clause 8.3 or 8.4, the Customer shall indemnify th
Supplier against agygreasongble an%proven commitments, liabilities or expenditure which would otherwis

represent an unavoidabléy By, the Qgpplier by reason of the termination of the Centract, provided that the
Stepsito mitigate such loss. The Supplier shall submit a fully itemised and coste(i ‘

gs reasonably and actually incurred by the Supplier. Where the Supplie
all reduce its unavoidable costs by any insurance sums available.

diately return to the Customer all Confidential Information and the Customer's Personal Dat:

jossession or in the possession or under the control of any permitted suppliers or Sub‘

ctors, which was obtained or produced in the course of providing the Contract Services;

942 except where the retention of Customer's Personal Data is required by Law or regulator’
purposes, promptly destroy all copies of the Customer's Personal Data and provide writte
confirmation to the Customer that the data has been destroyed. '

9.4.3 immediately deliver to the Customer in good working order (but subject to allowance fo('
reasonable wear and tear) all the property (including materials, documents, information an
access keys but excluding real property and IPR) issued or made available to the Supplier by the
Customer in connection with the Contract provided to the Supplier;

944 vacate, and procure that the Supplier's Staff vacate, any premises of-the Customer occupied for
the purposes of providing the Contract Services; l
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9.5

96

10.

10.1

10.2

10.3

9.4.5 return to the Customer any sums prepaid in respect of the Contract Services not provided by the
: date of expiry or termination (howsoever arising); and

946 promptly provide all information concerning the provision of the Contract Services which may
. reasonahly be requested by the Customer for the purposes of adequately understanding the
manner in which the Contract Services have been provided or for the purpose of allowing the

Customer or any replacement Supplier to conduct due diligence.

Not used'

Save as otherwise expressly provided in the Contract:

9.6.1 termination or expiry of the Contract shall be without prejudlce‘%g%any rights, remedies or
obligations accrued under the Contract prior to termination or expifgtion and nothing in the
Contract shall prejudice the right of either Party to recover an Jtitstanding at the time of
such termination or expiry; and : g

termination of the Contract shall not affect the contiguingzei edie or dbligations of the

@Clause 6.4 (Freedom of
n); 13 (Prevention of Fraud);

g ﬁ%{Governing Law and Jurisdiction)
ision of the Contract which expressly or by
termination or- expiry shail survive the

actors shall not, make any press announcements
eP's prior written approval and shall take reasonable
ional advisors comply with this Clause 10. Any such
Clause 10 shall remain subject to the rights relating to

The Supplier shall not, and shall
or publicise the Contract in any w
steps to ensure that the Su%p
press announcements or puf
Confidential Information

gg‘ing or permit to cause anything to be done, which may damage the reputation
tstomer into disrepute.

give, or agree to give, to any employee, agent, servant or representative of the Customer,
any Contracting Body or any other public body or any person employed by or on behalf of the
Customer any gift or other consideration of any kind which could act as an inducement or a
reward for any act or failure to act in relation to the Contract; or

11.1.2 engage in, and shall procure that all the Supplier's Staff or any person acting on the Supplier's
behalf shalt not commit, in connection with the Contract, a Prohibited Act under the Bribery Act
2010, or any other relevant laws, statutes, regulations or codes in relation to bribery and anti-
corruption.
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11.5

12.

12.1

12.2

The Supplier warrénts, represents and undertakes that it has not:

11.21 paid commission or agreed to pay commission to the Customer, any Contracting Body or anyl
other public body or any person employed by or on behalf of the Customer in connection with the
Contract; and

11.2.2 entered into the Contract with knowledge, that, in connection with it, any money has been, or wiII
be, paid to any person working for or engaged by the Customer or any other public body or any
person employed by or on behalf of the Customer in connection with the Contract, or that a
agreement has been reached to that effect, unless details of any such arrangement have bee[l
disclosed in writing to the Customer and the Authority before execution of the Contract. '

The Supplier shal; _ l

11.3.1 in relation to the Contract, act in accordance with the Ministry of .Justiﬁe Guidance;

11.3.2 immediately notify the Customer if it suspects or becomes awa Riof any brgach of this Clause 11; l

11.3.3 respond promptly to any of the Customer's enquiries regarding : , e- tial breach o
suspected breach of this Clause 11 and the Suppliersha T, N vany mvestlgatmn an*
allow the Customer to audlt Supplier's books recor N1 elevant documentation i

11.3.4 if so required by the Customer, within twenty (28) Working,Days oféthe commencement date o
the Contract, and annually thereafter, cerify.to the¥¢ ustomelghb riting of the compliance with this
Clause 11 by the Supplier and all perso with ‘it¥or its Sub-Contractors or othe
persons who are supplying the S‘gg%es i with the Contract. The Supplier shali
provide such suppoerting evidence @ficomplian omer may reasonably request; and

policy (which shall be disclosed to the Customer o

11.35 have, maintain and enforcezaig
ﬁ%ﬁer yaof thesSupplier's Staff or any person acting on th

request) to prevent the
- Supplier's behalf from _gommitti

ation to the Contract or any other contract with the Customer or any
p?gson employed by or on behalf of the Customer or a public body |rl

11.5.1 the"amount of value of any such gift, consideration or commission; and

NON-DISCRIMINATION

The Supplier shall not uplawfully discriminate within the meaning and scope of any Law, enactment, order o
Tegulation relating to dlscrlmmatlon (whether in race, gender, religion, disability, sexual orientation, age o
otherwise).

11.5.2 any other loss sustained by the Customer in consequence of any breach of this Clause 11. l

The Supplier shall take all reascnable steps to secure the observance of Clause 12.1 by all the Supplier’l
Staff employed in the execution of the Contract. :
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13.

13.1

13.2

133

14.

141

14.2

14.3

14.4

14.5

 the Customer may recover in full from the Supplier and the Supplier shall

PREVENTION OF FRAUD

The Supplier shall take all reasonable steps in accordance with Good Industry Practice, to prevent any Fraud

. by the Supplier and any member of the Supplier's Staff.

The Supplier shall notify the Customer immediately if it has reason to suspect that any Fraud has cccurred or
is occurring or is likely to occur save where complying with this provision would cause the Supplier or any
member of the Supplier's Staff to commit an offence under the Proceeds of Crime Act 2002 or the Terrorism
Act 2000. :

If:
13.3.1 the Supplier'breaches any of its obligations under Clause 13.1 and Clause 13.2; or
13.3.2 the Supplier or any member of the Supplier's Staff commits any Fra@id in relation to the Contract

or any other contract with the Customer or any other person,

he Customer
elevant breach or
ther arrangements
ustomer in relation

in full against any and all losses sustained by the Customer in go
commission of Fraud, including the cost reasonably incurred by the Ct
for the supply of the Contract Services and any additional ex

thereto.

TRANSFER AND SUB-CONTRACTING

of, or in any other way dispose of,

The Supplier shall not assign, novate, enter into a,
[ jent. The Customer has consented to the

part thereof to:

14.3.1 any other Contractij

14.3.2 yed by the Crown or under statute in order substantially to perform any of

pre if%sly been performed by the Customer; or

ccessor body to the Customer

If the rights and obligations under the Contract are assigned, novated or otherwise disposed of pursuant to
Clause 14.3 to a body which is not a Contracting Body or if there is a change in the legal status of the
Customer such that it ceases to be a Contracting Body (in the remainder of this Clause any such body being
referred to as a "Transferee");

14.561 the rights of termination of the Customer in Clause 8 shall be available to the Supplier in the event
of, respectively, the bankruptcy or insolvency, or default of the Transferee; and
14.52 the Transferee shall only be able to assign, novate or otherwise dispose of its fights and
obligations under the Contract or any part thereof with the previous consent in writing of the
Supplier.
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14.6

14.7

15.

16.1
15.2
15.3

16.

17.

18.

18.1

18.2

19.

20.

201

202

The Customer may disclose to any Transferee any Confidential Information of the Supplier which relates to
the performance of the Supplier's obligations under the Contract. In such circumstances the Customer sha
authorise the Transferee to use such Confidential Information only for purposes relating to the performance o

the Supplier's obligations under the Contract and for no other purposes and shall take all reasonable steps to
ensure that the Transferee gives a confidentiality undertaking in relaticn to such Confidential Information.

For the purposes of Clause 14.5 each Party shall at its own cost and expense carry out, or use all reasonale
endeavours to ensure the carrying out of, whatever further actions (including the execution of further
documents) the other Party reasonably requires from time to time for the purpose of giving that other Party th
full benefit of the provisions of the Contract. I

WAIVER

The failure of either Party to insist upon strict performance of any prbvision of the Contract, or the failure ol

‘either Party to exercise, or any delay in exercising, any right or remedy shall n%onstltute a waiver of that

right or remedy and shall not cause a diminution of the obligations established by th ntract. I

No waiver shall be effective unless it is expressly stated to be a waiver an
in writing in accordance with Clause 22.

2] to the other Party

[l not constitute

the Contract are cumulative and may be exercis; d congl re v parately and the exercise of any on

Except as otherwise expressily provided by the Contract=a S es available to either Party for breach o e'
FURTHER ASSURANCES l

Each Party undertakes at the request cost of the requesting Party to do all acts and

execute all documents which ma effeéct to the meaning of the Contract.

SEVERABILITY l
If any provision of the C%t : - Zillegal or unenforceable for any reason, such provision shall b
severed and the reg of Favisions hereof shall contlnue |n fuII force and effect as if the Contract ha

In the evenfs ot ygso fundamental as to prevent the accomplishment of the purpose of thj
Supplier shall immediately commence good faith negotiations to remedy suc

At all tiffies duringithe term of the Contract the Supplier shall be an independent contractor and nothlng in th;
f,

between the Paries and, accordingly, neither Party shall be authorised to act in the name of, ar en behalf o
or otherwise bind the other Party save as expressly permitted by the terms of the Contract.

ENTIRE AGREEMENT : ) I
referred to in them constitute the entire agreement and understandlng between the Parties in respect of th

matters dealt with in them and supersede, cancel and nullify any prewous agreement between the Parties i
relation to such matters.

The Contract, together with a completed, signed and dated Framework Agreement and the other document;

Each of the Parties acknowledges and agrees fhat in entering into the Contract it does not rely on, and shal
have no remedy in respect of, any statement, representation, warranty or undertaking (whether negligently or
innocently made) other than as expressly set out in the Contract. I
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20.3

204

20,5

21.

211

21.2

213

22.

22.1

22.2

- person which exists or is available otherwise than pursuan

The Supplier acknowledges that it has:

20.3.1 entered into the Contract in reliance on its own due diligence alone; and

20.3.2 received sufficient information required by it in order to determine whether it is able to provide the
Contract Services in accordance with the terms of the Contract.

Nothing in Clauses 20.1 and 20.2 shall operate:
20.4.1 to exclude Fraud or fraudulent misrepresentation; or '

204.2 to limit the rights of the Customer pursuant to clause 31 of the Framework Agreement (Rights of
Third Parties).

The Contract may be executed in counterparts each of which when executed an#idelivered shall constitute an

original but all counterparts together shall constitute one and the same instrument
CONTRACTS (RIGHTS OF THIRD PARTIES) ACT

A person who is not a party to the Contract has no right under the Sontf; it hird Parties) Act 1999
i isi implicaj on him, without the prior

written agreement of the Parties, provided that this Clause y right or remedy of any

No consent of any third party is necessary for any reggi icluding ény release or compromise
t or more Clauses of it.
nder clause 31 of the Framework

Without prejudice to the Customer's rights :
dnay enf%%a any of the provisions of the Framework

Agreement, the Supplier agrees that the Custo.
Agreement referred to in clause 31.2 (witl

NOTICES

Except as otherwise ex
the other shall have any™ali
Party sending the ¢

Any notice

22.2.1 i ) (sent by hand, post or a recorded signed for delivery service), facsmile or
; nail confirmed by tetter; and

22. other Party acknowledges receipt of such communication at an earlier time, be
wve been given:

if delivered personally, at the time of delivery;

22222 ifsent by pre-paid post or a recorded signed for service two (2) Working Days after the
day on which the letter was posted provided the relevant communication is not
returned as undelivered;

22223 if sent by electronic mall two (2) Working Days after posting of a confirmation letter;
and

22224 if sent by facsimile, on the day of transmission if sent before 16:00 hours on any
~ Working Day and otherwise at 9:00 hours on the next Working Day and provided that
at time of transmission of the facsimile an error-free transmission report is received by

" the Party sending the communication.
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22.3

224

225

23.

2341

23.2

For the purposes of Clause 222, the address, email address and fax number of each Party shall be the
address, email address and fax number specified in the Letter of Appointment. l

Either Party may change its address for service by serving a notice in accordance with this Clause 22.

For the avoidance of doubt, any notice given under the Contract shall not be validly served if sent b'
electronic mail (email} and not confirmed by a letter.

DISPUTES AND LAW : : l
Goverming Law and Jurisdiction
The Contract shall be governed by and interpreted in accordance with the Laws of England and Wales an’

the Parties agree to submit to the exclusive jurisdiction of the English courts any dispute that arises i
connection with the Contract.

Dispute Resolution

23.21 The Parties shall attempt in good faith to negotiate a settlement, to™a
arising out of or in connection with the Contract withip;, %D

. notifying the other of the dispute and such efforts gh#il"involveithe
level of representative of each Party specified in tfje of APBQi

2322 Nothing in this dispute resolution procedure sha
of competent jurisdiction an interim orgep

Party from doing any act or

sua lause 23.2.1, the Parties shall refer I
i %;%e 23.2.5 unless:

i€idisput@is not suitable for resolution by mediation; or l

2323 If the dispute cannot be resolved by;
fo mediation pursuant to the proced

23.2.3.1 the Customer
23.2.3.2 the Sup ieN
2324

théstontract shall not be suspended, cease or be delayed bl
iatiohand the Supplier and the Supplier's Staff shall comply fully

2325

aneutral advisSer or mediator (the “Contract Mediator") shall be chosen by agreemenl
effigen the Parties or, if they are unable to agree upon a Contract Mediator withi
en (?ﬁa Working Days after a request by one Party to the other or if the Contract
@gdiator’ agreed upon is unabie or unwilling to act, either Party shall within ten (10
Morking Days from the date of the proposal to appoint a Contract Mediator or withi
(10) Working Days of notice to either Party that he is unable or unwilling to act,
apply to the CEDR to appoint a Contract Mediator, c.

the Parties shall within ten (10} Working Days of the appointment of the Contra
Mediator meet with him in order to agree a programme for the exchange of all
relevant information and the structure to be adopted for negotiations to be held.
considered appropriate, the Parties may at any stage seek assistance from the CED
to provide guidance on a suitable procedure;

23.2.5.3 unless otherwise agreed, all negotiations connected with the dispute and ar:,
settlement agreement relating to it shall be conducted in confidence and witho

prejudice to the rights of the Parties in any future proceedings,
23.2.5.4 if the Parties reach agreement on the resolution of the dispute, the agreement shall b'

reduced to writing and shall be binding on the Parties once it is signed by their duly
authorised representatives; . : l
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23.2.55 failing agreement, either of the Parties may invite the Contract Mediator to provide a
non-binding but informative opinion in writing. Such an opinion shall be provided on a
without prejudice basis and shall not be used in evidence in any proceedings relating
to the Contract without the prior written consent of both Parties; and

23.2.56 if the Parties fail to reach agreement in the structured negotiations within sixty (60)

’ Working Days of the Contract Mediator being appointed, or such longer period as
may be agreed by the Parties, then any dispute or difference between them may be
referred to the courts.
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1.

ANNEX 1 — PART 1
SERVICE LEVELS

SCOPE

1.1 This Annex 1 sets out the method by which the Suppllers performance of the Services will be
' monitored.

1.2 Performance will be managed in two, inter-linked ways:

1.2.1  at Framework level by the Authority, by:

1.2.1.1 the monitoring of performance against KPls

1.2.1.2 by review of Contracting Body Satisfaction Survey§

1.2.2  at Contract level by the Customer receiving the Serviges:

delivery of the Services;

1.2.2.2 In support of 1.2.2.1, the Suppli
in conjunction with thﬁusm :
template included in An

require. For long tef

completion of P

) Asmgnrﬁent Review, (PAR), using th
ex 1 (Pait, 2) @ other format as the Customer ma
3, CallOff Gontracts the Customer may reqmre perlodlc

1.3

T,
T
b
5
T
s sem Tem

Services are delivered to a consistent quality standard that meet the requirements
1er;

Aty 'the Supplier to meet the Service Levels and to remedy any failure to meet the Serwc’
Levels expedlhously _

SERVICE LEVELS ‘ I

31 The Supplier shall measure the performance of each and every Service provided pursuant to this
Contract using the Post Assignment Review template in Annex 1 (Part 2) or such other format as th
Customer may require. The Supplier shall report this to the Customer, within ten (10) days from th
completion of the Services (or other agreed milestone). The Customer and Supplier shall review the
outcomes of the PAR and agree any arising actions. '

3.2 The Supplier shall achieve:

3.21 a performance score of at least 2 (Satisfactory} for every measurable criteria within Part 4 ol
the PAR,
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4.

322

Failure to achieve this measure will deem the entire Service as inadequate.

SERVICE PERFORMANCE REVIEW

41

As required by the Customer, the Supplier and Customer shall review the performance against
required Service Levels specified in the Letter of Appointment (including Appendices) and, where
applicable, the outcomes of the PAR at a reasonable time to be agreed. These reviews shall, unless

411

412

413

otherwise agreed:

take place at such location and time (within normal business hours) as the Customer shall
reasonably require unless otherwise agreed in advance

be attended by the Supplier's Representative and the Customer's Representative

be fully minuted by the Supplier {unless otherwise agreed}. prepared minutes will be
circulated by the Supplier to all attendees at the relevant meeting and also to the Custormer's
Representative and any other recipients agreed at th wi
Working Days from the meeting and will be agreed a f
Representative and the Customer's Representatives
date of the meeting. .
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ANNEX 1 - PART 2
POST ASSIGNMENT REVIEW TEMPLATE

Part 1 - Assighment Details

T

Nameleff€listomer

Nemme ef Preel e minEmt
Suppliegreferencel(ifany)
ElistomegRererenceXigany)y

atefoHcompletionoRSeIce](CRotheRmileStone)
applicable)]

Dete PAR Slaned 6
Sered off for uppiker by
e o (or CUNGTSS by
COREUERaRONE L6l Used

Part 2 - Post Assighment Review Scoring

Each part of the Post Assignment Revie"gu_f%
Customer. The scoring scheme belgy@shall b
rated at the lowest score attributed by*either

SkFew scoring criteria met

Most scoring criteria met - satisfactory with’ some weaknesses

All scoring criteria met - satisfactory with some strengths

All scoring criteria met & some examples of best practice
outcomes

5 Excellent All scoring criteria exceeded - all demonstrate best practice
' outcomes

i-Y
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Part 3 — Overall PAR Summary

Minimum)
acceptable

Total Customer Score Achieved (from Part 5)

MaXimam fxveiEnE :

Total Combined Score() Achieved
llctal AVaIlabIe '

Part 4 - The Supplier’s Performance

Category Performance Scoring Criteria
Measure

. 1.1 Supplier did have
Requirement the necessary
understanding and
expertise to meet
Customer

expectations.

1.2 Supplier's
proposal is
ustomer's key requirements - Proposal

provides a solution that is sustainable and
levant to the particular Customer

Supplier meets procurement timelines - Supplier
ensures that procurement is engaged at the right

time in the process - The right channels are used
- Supplier does not work without a PO/ '
procurement sign off - No need for retrospective
contracting

1.4 Supplier identifies | Supplier demonstrates innovation in approach to

opportunity for delivering the outcomes - Supplier is proactive in
innovation and identifying opportunities to join up cross-
added value. Customer organisational/cross public sector

activity - Supplier takes the opportunity to
constructively challenge the Customer's.
assumptions & expectations
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2. Commercial | 2.1 Payment is linked | Different payment structures suggested in

to benefit delivery proposal

2.2 Supplier is open Efforts made to minimise expenses - Prices are
and proactive in in line with market expectations - Supplier is
optimising costs open in explaining price breakdown and working
with the Customer to identify opportunities to
reduce cost - Invoices provided in line with

Customer requirements

2.3 Supplier is Supplier is proactive in identifying and allocating
proactive in identifying | risk ownership - Supplier supports Customer |
and managing risks | assigning and managing risks - Supplier is

proactive in assessihg impact of risks tﬁ%m

. the project and raising issues as g prop
3 : 3.1 Supplier
Engagement & | engagement with the
Relationship | Customer is ‘
éppropriate and
focused on Service

delivery

3.2 Supptier
establishes effective

working - Demiggstratés a knowledge of

relationships with ulture EManages engagement issues

the Customer
2Stipplier b %’ds good relationships with internal

taff in both Customer’s business and
o%brciai teams - Supplier does not take
vantage of position within the Customer

organisation

Consuitant staff are constant throughout the

4. Project
Managementg: duration of the Services - The Supplier explains
how project team has been put together to
deliver the Services - Resource reqhirement
remains in line with that included in the proposal
- Focus on Service delivery is maintained -
Supplier demonstrates value of wider

.| organisational resource over and above

individual Customers

42 Roles and Supplier provides clarity as to the roles and
responsibilities of responsibilities of each consultant engaged
consultant team are

clear

.Y
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4.3 Supplier Lead consultant was clearly identified - Issues

governance and were raised as soon as possible and solutions
project management | offered - Delivery plan was developed and

is effective in ensuring | agreed with the Customer at the outset -

the assignment is Progress against milestones was reported
successful ' regularly and in line with Customer requirements
- Customer satisfaction with defivery was
monitored by the Supplier

4.4 Original scoping | The scope and resource requirement remained
was robust in line with initial proposal - Initial proposal wag
accurate and did not need to be amended

4.5 Benefit delivery Benefit realisation plan adhered to

is effectively planned
and managed

5. Value for 5.1 Delivery on time
Money (% variance +/-)
5.2 Delivery on
budget

(% variance +/-)

5.3 VFM

(% achieved) i speg
6. Skills 6.1 Skills transfer Loppbfftnities for skills and
Transfer - Supplier delivered trénsfer
7. Exit 7.1 Project cI ool flected exit strategy requirements in
Strategy - proposal - The projebt was closed off with

: fstanding dependencies

8. Lessons [ﬁ@ﬁ L T
learned S

.

1. Reqire 1.1 Consultancy Customer shares relevant elements of the

assignment is business case with the Supplier - The link
supported by a between the assignment and wider business
robust Business objectives in clear - Expected benefits are clearly
case - defined and means of measurement is identified

- Business case is used as a reference point

throughout the assignment




1.2 Specification is
outcome based and
enables Suppliers
tb respond with a .
VFM proposal

Specification is outcome based and includes

means of measuring delivery and success -
Customer has a good understanding of their
requirement and has communicated it clearly -
Customer expectations of consultancy support

are clear

1.3 Procurement
approach supports
the delivery of a
VFM solution

The appropriate procurement route has been

used (framework etc) - Procurement timescales
enabled Suppliers to respond in full -

Procurement documentation is succinct - The,
right questions are asked and all information

requested is used - Where available stﬁ%‘ 8

1.4 Customer is
open to, and
supporting of,
Supplier innovation

in delivering value

templates are used - Evaluation ¢fiteria ar%c :

Customer is open to innovati

2. Commercial

2.1 Payment is
linked to benefit

delivery

2.2 Customer
demonstra%%goo

%[issues and contract terms are

propriate (liability, IPR) - Customer manages

solution of commercial issues - Customer
understands business needs - invoices paid on

time

23
und &?tands and
ges risks

effectively

Customer understands risk profile and is able to
allocate risk to the party best able to manage it -

Risks are managed on an ongoing basis and

mitigating action taken as soon as possible

3. Engagement
& relationship

3.1 Customer

ensures that its

_engagement is with

the Supplieris
effective

Customer ensures that the Supplier has access

to Customer staff as and when needed -
‘Customer communicates need for engagement
with the Supplier to the wider Customer
organisation

F-N
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3.2 Customer
establishes
effective working
relationships with
the Supplier

Customer provides information in a timely
manner - Questions are answered as fully as
possible - Customer staff work with the Suppiier
in a constructive manner - Customer does not
take advantage of Sﬁpplier in its role as
Customer

4. Project
management

4.1 Customer
ensures that the
internal resources
are availablé at the
right place and time
to support benefit
delivery

Tight time - Customer managed wider business

Customer ensured that the right quality and

quantity of internal resource was available at the

engagement and participation as needed

4.2 Roles and -
responsibilities of
Customer team are
clear

Customer provides clarity as

responsibilities of interna

4.3 Customer
governance and
project
management is
effective in ensufjf§

the assignmen

sgompliance was monitored

Ashion Qg,resolved in an open and

1structive way - Communication and reporting
requirements were clarified at the outset and

mangged by the
gstomer where

necessary.

Customer specification was suitable and did not
require change during the project - Where

changes were needed an assessment of the
benefit and impact on the overall project was
done - All changes could be linked to improved
delivery of project and wider business objectives

4.5 Customer
monitors benefit
delivery against

Customer identified delivery milestones in

specification and measured compliance

agreed plan
5. Value for 5.1 Delivery of As business case and Customer roles &
Money Customer responsibilities

obligations on time
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5.2 Good Customer
budget
manégement

As business case and specification

5.3 VFM

To what extent were the final benefits required
the same as those identified at the outset?

6. Skills transfer

6.1 Skills transfer

Customer considered opportunities for skills
transfer in specification - Skills transfer

. requiréments and the means of delivery were
clearly communicated - Customer made the rights, 8 i
staff available to receive transfer - Skil
was written into Customer's objeglives

7. Exit strategy

7.1 Project closure

and project met

8. Lessons
learned

8.1 What could the
Customer have

done better?

Bl{eXHrEeSponse




“Contractor Software” means software which is proprietary to the Contractor, including

SCHEDULE 1 - SECURITY REQUIREMENTS and PLAN

INTERPRETATION AND DEFINITION

- For the purposes of this Schedule, uniess the context otherwise requires the following provisions shall have the

meanings given to them betow:
“Breach of Security” means the occurrence of unauthorised access to or use of the Premises, the Premises, the
Services, the Contractor System, or any ICT or data {including Authority Data) used by the Authority or the Contractor
in connection with the Contract.

“Contractor Equipment” means the hardware, computer and telecoms devices and equipment supplied by the

- Contractor or its Sub-Contractor (but not hired, leased or loaned from the Authority} for the provision of the Services,

are which is or will be

used by the Contractor for the purposes of providing the Services.

“ICT” means Information Communications Technology and includes a di
resources used to communicate, and to create, disseminate, store and
Internet, broadcasting technologies (radio and television), and telephony.

gical tools and
Gluding computers, the

in an Appendix to this Schedule.
“Software” means Specially Written Software, Contragle

“Spécially Written Software” means any so
Contractor) specifically for the purposes of thigig

1. INTRODUCTION
This Schedule covers:

1.1

1.2

1.3

1.4

156

2. PRINCIPLES OF SECURITY

2.1 The Contractor acknowledges that the Authority places great emphasis on confidentiality, integrity and-
availability of information and consequently on the security of the Premises and the security for the

Contractor System. The Contractor also acknowledges the confidentiality of Authority Data.

22 The Contractor shall be responsible‘ for the security of the Contractor System and shall at all times
provide a level of security which:

2.21 isin accordance with Good Industry Practice and Law,

222 complies with Security Policy Framework; and
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223 meets any specific security threats to the Contractor System.
2.3 Wrthcut limiting paragraph 2.2, the Contractor shall at all times ensure that the level of  security employed i
the provision of the Services is appropnate to maintain the following at .acceptable risk levels (to be defined by
the Authority):
2.31 loss of integrity of Authority Data; I
2.3.2 loss of confidentiality of Authority Data; I
2.3.3 unauthorised access to, use of, or,interference with Authority Data by any person or
organisation;
2.34 unauthorised access to network elements buildings, the Premises, and tools used by the I
Contractor in the provision of the Services; £
2.3.5 use of the Contractor System or Services by any third party in order to gain l
to any computer resource or Authority Data; and
236 loss of availability of Authority Data due to any failure or compromi l
2.3.7 processing and storage of authority data within the UK or by exgep: .
processing outside of the UK must be subject to specific app j ‘ l
3. SECURITY PLAN
3.1 The Contractor shall develop, implement and rr i3 i
{and after the -end of the term as applicab i
accordance with this Schedule.
32 Prior to the Commencement Date the T I' er tothe uthority for approval the final Securitl
. Plan.
33 If the Security Plan is approvghi; by o
approved by the Authority {
from the Authority and re-sub i 18 Auth pproval The Parties wiII use all reasonable endeavours
to ensure that the appfé) I i
Working Days  (or guch o ) Hties may agree in writing) from the date of its first submission
to the Authorrty ot approve the Security Plan following its resubmission, the matter wi
be resolved macco- ' ' gsl2 (Dispute Resolution). No approval to be given by the Authority
pursuant t 3 unreasonably withheld or delayed. However any failure to approve the
Security Pl does not comply with the requirements set out in paragraphs 3.1 to 3.
shall be deaf
3.4 rl
a
3.51 the provisions of this Schedule; l
3.5.2 the provisions of Schedule 1 relating to security; I
353 the Information Assurance Standards;
3.5.4 the data protection compliance guidance produced by the Authority; l
3.5.56 the minimum set of security measures and standards required where the system will be  handling
-~ Protectively Marked or sensitive information, as determined by the Security Policy Framework; l
366 any other extant national information security requirements and gurdance as provided by the Authority’s IT
security officers; and l
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357

3.5

38

3.7

3.8

41

4.2

4.3

5.1

52

53

5.4

appropriate ICT standards for technical countermeasures which are included in the Contractor System.

The refereﬁces to Quality Standards, guidance and policies set out in this Schedule shall be  deemed to be
references to such items as developed and updated and to any successor to or replacement for such Quality
Standards, guidance and policies, from time - to time.

If there is any inconsistency in the provisions of the above standards, guidance and policies, the Contractor
should notify the Authorised Representative of such inconsistency immediately upon becoming  aware of the
same, and the Authorised Representative shall, as soon as practicable, advise the Contractor which provision
the Contractor shall be required to comply with.

The Security Plan will be structured in accordance with ISO/IEC27002 and ISO/ EC27001 or other equivalent
policy or procedure, cross-referencing if necessary to other schedules  of the Contract which cover specific
areas included within that standard. -

The Security Plan shall not réference any other documents which are not either in possession of _the

Authority or otherwise specified in this Schedule.
AMENDMENT AND REVISION

The Security Plan will be fully reviewed and updated by the Col to time to

reflect:
4.1.1 emerging changes in Good Industry Practicé;

412 any change ar proposed change to the Contr,
processes;

4.1.3 any new perceived or changed threats t&

4.1.4 changes to security policies intrd

: s of such reviews as soon as reasonably
practicable after their compl \ AMEl acurity Plan at no additional  cost to the Authority.

) proposes to make to the Security Plan (as a result of an
jie 1 or otherwise) shall be subject to a CCN and shall not be

ct tests of the processes and countermeasures contained in the Security Plan
nual basis or as otherwise agreed by the Parties. The date, tlmlng content and
ests shall be agreed in advance with the Authority.

ority sha%l be entitled to send a representative to witness the conduct of the Security Tests. The
Hiprovide the Authority with the results of such tests (in - an Approved form) as soon as
practicable after completlon of each Security Test. '

Without prejudice to any other right of audit or access granted to the Authority pursuant to the Contract, the
Authority shall be entitled at any time and without giving notice to the Contractor to carry out  such tests
(including penetration tests) as it may deem necessary in relation to the Security Plan and the Contractor's
compliance with and implementation of the Security Plan. The Authority may notify the Contractor of the
results of such tests after completion of each such test. Security Tests shall be designed and implemented
so as tominimise the impact on the delivery of the Services.

Where any Security Test carried out pursuant to paragraphs 5.2 or 5.3 reveals any actual or potential security
failure or weaknesses, the Contractor shall promptly notify the Authority of any changes to the Security Plan
(and the implementation thereof) which the Contractor proposes to make in order to correct such failure or
weakness. Subject to Approval in accordance with paragraph 4.3, the Contractor shall implement such
changes to the Security Plan in accordance with the timetable agreed with the Authority or, otherwise, as soon
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6.1

6.2

6.3

6.4

71

- as reascnably possible. For the avoidance of doubt, where the change to the Security Plan to address
non-compliance with the Security Policy Framework or

a

- security requirements, the change to the Securit

Plan shall be at no addittonal cost to the Authority. For the purposes of this paragraph, a weakness mean
vulnerability in security and a potential secunty failure means a possible breach of the Security Plan o

security requirements.

BREACH OF SECURITY

Either Party shall notify the other immediately upon becoming aware of any Breach of Security mcludmg,

not limited to an actual, potential or attempted breach, or threat to, the Security Plan.

bu

Upon becommg aware of any of the circumstances referred to in paragraph 6.1, the Contractor shall
immediately take all reasonable steps necessary to:

6.2.1 remedy such breach or protect the Contractor System against any such pgetential or attempted

breach or threat; and

6.2.2 prevent an equivalent breach in the future;

6.2.3 collect, preserve and protect all available audit data relati

request to the Authority,

6.2.4 investigate the incident and produce a detailed repg

discovery of the incident

Such steps shall include any action or changes reas
in response to a breach that is determined by,
obligations of the Contractor under the Cont

The Contractor shall as soon as re S0
reporting mechanism as may be specif

Upon termination of tH
Contractor will either ret

at the time of tminét

early termination or completion of the Contract then th
to the Atthority or provide a certificate of secure destruction using a

on

e T N I R S Ey Ea

). Destruction or return  of the data will be specified by the Authorit

-_
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Appendix A to Schedule 1 — Security Policy for Suppliers

The Customer treats its information as a valuable asset and considers that it is essential that information mdst be
protected, together with the systems, equipment and processes which support its use. These information assets may
include data, text, drawings, diagrams, images or sounds in_electronic, magnetic, optical or tangible media, together
with any Customer's Perscnal Data.

In order to protect Governmental information appropriately, Suppliers must provide the security measures and
safeguardé appropriate to the nature and use of the information. All Suppliers of services to the Customer must
comply, and be able to demonstrate compliance, with the Customer's relevant policies and standards.

The Chief Executive or other suitable seriior official of the Supplier must agree in v
and standards. Each Supplier must also appoint a named officer who will act

Customer for security issues. In addition all Staff working for the Supplier afid, w

Personnel Security

Staff recruitment in accordance with

Portable Media
The use of

must at all ply with the Data Protection Act 1898.

Premises Security
Security of premises and control of access.

Security Incidents
Includes identification, managing and agreed reporting procedures for actual or suspected security breaches.

All suppliers must implement appropriate arrangements which ensure that the Government's information and any
.other Governmental assets are protected in accordance with prevailing statutory and central government
- requirements. These arrangements will clearly vary according to the size of the organisation.
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It is the Supplier's respensibility to moniter compliance of any Sub-Contractors and provide assurance to th
Customer.

e

Failure to comply with any of these policies or standards could result in termination of the Contract under Clause

B.21.1.

o,

- VEn R T EE B S B O S O B B G A N B am



“supporting CQC to esta I'|sh how the 5 year change ambitions can be translated into business process and

SCHEDULE 2 - STATEMENT OF REQUIREMENTS
1. Executive Summary
A key element of CQCs strategy for 2016-2020 (http://www.cqc.org.uk/content/our-strateqy-2016-2021) is

to reduce our revenue expenditure from £236 million, to £217 million by 2020. To deliver this we need to
significantly reduce the cost of our organisation.

A large part of this reduction, ¢ £15 million will be delivered by improving the efficiency of our operation.
CQC expect to reduce staff numbers by approximately 300 over this period of time, whilst at the same time
delivering a new Information Management &Technology ({IM&T) strategy that has a digital focus ensuring
that we are more efficient and our interactions with providers are more effective.

Havmg learned from other organisations that have been through this type of trané?matlon we recognise
the need to address key capability and capacity gaps, business process mapping, chiange management
and change delivery.

To achieve our digital vision requires us to be clear on our existing bu%s proce how they can’
be improved as a result of new technologies. Our process knomgjé‘is vagied ¢

weakness for us as we look to deliver our ambitions over future

‘i8)the cornerstone of our new medium term
ed will be delivered by more efficient
to achieve that reqmres us to urgently

plan and strategy implementation plan (SIP). T
ways of worklng and supported with new _-

off” contract that is of zero value (i.e. no

g in the appropriate capacity and capability as
equired if we are to make significant headway in meeting
lementation of an ambitious digital strategy.

requirements, nd.informy the structure of the strategic change programme.

2. The Requirement

For clarity, requirements are split into 2 sub-sections; the overarching contract and the initial call-off
reqwrement

Requirements for the overarching contract:

Over the last 2 years, CQC has begun to realise the value and benefit of having a documented operating
model and how this feeds the underpinning business architecture of the organisation. The first call-off from
this contract, below, will detail the requirements of how CQC intends to fill the gap in its existing business
process knowledge, create our existing operating model and support CQC in defining our target operating
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CQC does not have the capability or capacity within its existing headcount to adequately undertake and '
complete this complex and large scale exercise within the timescales required. It is also important to also
emphasise that an organisation of the size of CQC would never seek to retain the level of capability and
capacity to undertake a task of this scale and nature as it would not represent value for money to retain that
skillset. Delivering the scale of change set out in the Strategy Implementation Plan from Q1 of 2017/18
means this work is critical to ensuring those changes are reallsed and more broadly the execution of CQC’s
strategy in the subsequent years. I

model.

The overarching contract will enable and support the development of CQCs target operating model by
providing a mechanism and pool of specialist skills to be able to upscale CQCs small specialist teams to l
meet the change needs of the organisation.

CQC requires the following skill sets to be called on an ad-hoc basis through a call-ofg,arrangement, where .
each call-off will be directly linked to a change project or programme:

A. Business Analysis

I.  Business Process Modelling
ii. Business Requirement Engineering
iil.  Business Analysis in an Agile setting
iv.  Business Analysis in a Digital setting
v.  Options Appraisal
vi.  Technical Assurance

vii.  Business Acceptance

B. CAh.ange Management & Delivery
~i.  Change Analysis

ii.  Scoping and Planni
ii.  Change Delivery &

terms and cbnditions will.apply to both the initial call-off : l
t e%—off requirements that are sought via the overarching contract.

all-off requirement: : l

plan to ensure thos
operation.

o -nges are made safely in a way that will minimise impact on the |mportant business

The timing of this work is also critical as delays to commence the work will result in a failure to meet the I
savings target forecast for 2017 and beyond. The following gaps must be addressed urgently to ensure
organisational priorities are met from Q1 of next year;

« Business process mapping - CQC is not able to define or map the necessary changes that need .
to take place in order to meet strategic ambitions. This is because the organisation has a
considerable number of gaps in process knowiledge across its core operating model services l
(Register, Monitor, Inspect & Rate, Enforcement and Independent Voice) and as such there is little
by the way of baseline information that can be used to determine the impact of changes, nor their .
future direction (to be business processes/requirements). If this gap is not addressed there is a

w
i Y
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-

significant danger that CQC’s strategic change programme will proceed at risk with a strong
likelihood that costly implications will materialise downstream, notably that the organisation will not
be able to respond quickly enough with changes that will enable it to fulfil its regulatory responsibility

- within a reduced financial envelope. An example of this would be the process definition that is
required around risk within the Monitor function in order to drive a more cost effective and
sustainable inspection model. At present CQC does not have any of its processes within Monitor .
documented and it is therefore difficult to determine the necessary changes to enable this ambition
to be achieved.

« The second and linked gap focuses on the necessity to map ‘to be’ business processes to
capabilities and supporting technology. CQC’s efficiency targets over the next 5 years will only
be achieved through the introduction of enabling technology and fully digitalised ways of working.
However, the current lack of definition around business processes and reg uurements makes this
allgnment impossible to achieve. We also know that this level of informatiofjs pre-requisite for all
IM&T discovery phases in alignment with Government Digital Service (GDS)® nCIpIes The risk that
this misalignment presents is that CQC will deliver technology solutighig; [

- change programme that are not fit for purpose and do not meethe n

mternal capability, capacity or experlence to delwer a,program is nattire or scale and as such would
E0° o Fagtivity through which we would expect

to see a transfer of skills and knowledge to CQC itioRing them to be able to continue

W|th the delivery of the programme post com [ -

process knowledge.

Key output:

Key output:
i. Meodel the gaps within the present state operating model
i. Document the gaps in present requirements in order to provide the organisation with a baseline of
information against which to impact future changes
ii.  Model the current customer journey

C. Understand CQC’s change ambifions over the next 5 years and support CQC teams to translate
this into a set of business requirements and supporting processes (our target operating model).
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i.  Model the future state business processes for the key areas of delivery as detailed in our Strategy l
Implementation Plan

Key output:

ii. , Model the future state flows of information between actors, systems and processes | | I
ii. Model the future state flows of messages between actors . . I
iv. Modei the future customer journey

v. Understand CQC's change ambitions over the next 4 years and translate this into a set of future l
state business reqwrements '

D. Support CQC in the alignment of future business requirements and proce
capabilities in order to inform the priority of delivery and overall stri
change programme.

gs to appropriate l
f'the strategic

Key outputs:

i.  Matrix that aligns CQC requirements and processes

ii. A plan that depicts the priority and phasing of the n

its strategic priorities.
3. Service Levels & Volumes
CQC will:

Respond to requests for i :e__:" atl A tion and supply the required information or

Provide updatés on progress regarding delivery of outputs by 09:00 on Monday morning, every '
. Monday (weekly) during the duration of the contract.

b) Provide updates on progress relating to costs incurred to date, by 09:00 on Monday morning, every l
second Monday (fortnightly basis) during the duration of the contract. .

¢) Propose a format for the business process outputs and supply an example document for CQC to
review and agree by the end of the first week that the contract is operational.

d) Provide CQC with names of all staff that require access to CQCs business requirement repository
{cloud based system) by 23,59 of the second working day that the contract is operational.

e) Provide CQC with the contractor's expert view on the present gaps in documented business
processes within the operating modei (Primary CQC functions only, Register, Monitor, Inspect &
Rate, Enforce, Independent Voice) by 09:00 on the 6" working day of the contract being operational
(must include full breakdown of deliverables).

f) Provide CQC with the approach the contractor proposes to take regarding addressmg the present l
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gaps in documented business processes within the operating model (Primary CQC functions only;
Register, Monitor, Inspect & Rate, Enforce, Independent Voice) by 09.00 on the 7" working day of
the contract being operational.
- g) Provide estimates for when each individual deliverable is expected to be delivered (to an agreed

standard) by 09:00 on the 11" working day of the contract being operational.

h) Deliver each deliverable by the agreed milestone.

i) Transfer knowledge on a regular basis (frequency to be determined) to relevant CQC employees as
individual deliverables or sets of related deliverables are completed

Please note:

All times are expressed in GMT;
All progress updates are to be sent via email to the contract owner by the specmed day and time;
and
» All deliverables and requests are to be sent via email (phone is acceptable
with an email) to the Call off Working Group. Names, email address
supplied during.the kick off meeting.

must be followed up

Exéeptions to deadlines:
Where a deadline is specified as a Monday, where that Mon
deadline will be the specified time but on the following workin

4. Cost Envelope

Cost Envelope

Overarching contract — zero value call-off c8 ad-hoc basis to support the peaks

in capacity demand of CQCs change progta mmek

Initial Call-Off requirement

Subsequent Call-Offs fof; ! ants — to be confirmed upon identification of requirements
and agreement of available 1 st ofwhich will be determined in line with the Pricing Schedule
sof this tender exercise)

Anticipated Start Date* M_Ar\thi:ipated End Date” Extension (if Applicable)*

For Overarchin For Overarching contract:
contract:

For Overarching contract:

30t April 2018 Potential for contract extension up to

30" April 2019

1t May 2017

The overarching contract which CQC intends to award will cover an initial period of twelve months, which is
anticipated to commence towards the end of April 2017 / start of May 2017 (subject to agreement and
finalisation of contract).

There will be the potential opportunity for this to be extended for up to an additional twelve months, subject

to satisfactory contractual performance and agreement by both parties.

* Please note that the commencement date of the overarching contract is currently anticipated, and
is subject to change/agreement.
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Delivery of the Initial Call-Off Requirement (and any subsequent Call-Off reqwrements identified) will occur
within the duration of the overarching contract.

6. Authority Responsibilities

* Appoint a CQC representative to act as the contract manager.

» Provide access to relevant CQC offices.

+ Provide relevant data to allow contract delivery.

 Provide contact details of required stakeholders

s Attend regular contract management & service delivery meetings.”

» Ensure all milestone payments are made promptly in line with the contrac

« Provide CQC templates and ‘good quality’ examples to |IIustrate expectations
of deliverables

» Provide office space for services to be delivered on-site ;
» Provide hardware in order to access CQC systems and doc ﬁ’aen

format and quality l

7. Contractor Responsibilities

* Appoint a Contract Manager to oversee, co-ordmate th age the*Contractor's resources l
and liaise with the CQC Business Lead.

» Attend regular meetings to discuss contrac eli l
* Produce regular status reports as requiredif) C¥Businesstlead.
» Perform quality assurance on all asp

¢ Provide CQC with timely and ongo q ityassurance information relating to the l

work
» Provide updates on costs inJi %ﬂh sefvice levels. -~ : '
» Adhere to CQCs policies 4 proced re g%ﬁe duratlon of the contract including undertaking

any required mandatogy tr

"0it,& Business Improvement (or equivalent), as the responsible owner for '
QC. The nominated individual will maintain the overall diligence of both
ntractor under the initial call-off requirement and any subsequent call-off '

ged that ﬁ'ﬁ“onthiy meetings are to be held for governance purposes and to ensure agreed
; @ellvery of the project takes place within defined budget parameters and the
identified outcomes/requirements are in line with the intended outcomes of the wider requirement for
Business Analysis and Change Management & Delivery. l

It is also envisaged that the monitoring of the initial call-off requirement and any subsequent call-off
services arising under this Contract will be undertaken by weekly calls (as a minimum) between the
Contractor and CQC, to update on progress, provide feedback and review all expenditure arising in the
delivery of the service(s).

Following completion of the initial call-off service (and any subsequent service requnrements which are l
to be delivered), the Contractor will attend a post contract review with CQC to review whether the
objectives of the contract were met to review the benefits achieved and to identify any lessons learnt

for future projects l
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9. Key Performance Indicators

Indicator Measured by Reference Point or Target

Detail level of deliverable is agreed | Review meeting between CQC Start and mid-point of the agreed

and in line with expectations and supplier delivery timeframe

Completion of agreed deliverable(s) | Review meeting between CQC Target = 100% - assessed at end-
applicable for each contract call-off | and supplier point of the agreed delivery timeframe
Production of delivery plan Delivery plan submitted to CQC | Target = 100% - to be produced within
including agreed itemised and for review 1 week of contract call-off 'kick-off
prioritised deliverables meeting

Payments to be made following Review meeting between CQC Estimated completion date of itemised
agreement of successfully and supplier. Deliverable to be deliverable as detailed within supplier
completed deliverables agreed as successfully ' produced delivery plan

completed by the estimated
timeframe for that deliverable
Delivery Timescales - Services to | As part of routine progress
be delivered in accordance with . | reporting and contract
agreed timelines and any change is | management meetings, and
raised and agreed by the relevant | review at end of delivery of
CQC representative services

Security Requirements - Services | To be monitored on an
to be delivered in accordance with basis throughout lifecyc
information security, data protection | delivery, and revie
and any confidentiality agreements. | delivery of service

) 100%, - throughout agreed
ielivery tiigframe for provision of

Evaluation, Learning and
Skills/Knowledge Transfer -
evaluation and learning will be
completed at the end of each
deliverable, and any identified
improvements flagged along with
an action plan for development.
Skills and knowledge fransfer a
specified in section 12.

ilarget = 100%

Quality of Expertise - Cont%%or be mofijjored on an ongoing | Target = 100%
to ensure that individualg deliver) )asis throughout lifecycle of
work under the contra g , and review at end of

stated in their tender respgnsexey elivepy of services
an equivalently giaifiag, individua

10. Milestones-

Action to Achieve Milestone

Description Target Date

Produce and agrée=a delivery plan | 1 week after call-off ‘kick off Ensure plan is delivered and agreed
including itemised and-prioritised meeting between supplier and CQC
deliverables ‘ . :
Delivery of each agreed deliverable | Delivery by estimated Deliverable agreed between CQC and
completion date as detailed in supplier as satisfactorily complete
the delivery plan
Post-Delivery Review Within 2 weeks of completion Date of post-delivery review meeting to
date be agreed as part of delivery plan

Please note that for both the initial call-off requirement and any other subsequent requirements called off
from the overarching contract, requirement-specific milestones will be jointly agreed as part of delivery
planning between the Contractor and CQC.
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11. Skills and Knowledge Transfer

A core aim of this activity is to upskill CQC colleagues in the areas of business analysis and change
delivery so that individuals possess the necessary knowledge and skills required to continue effectlve
delivery of the strategic change programme post completion of this work.

Knowledge transfer from the contractor to CQC should take place at regular intervals through the
development of the required outputs, explicit frequency to be determined.

S
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SCHEDULE 3 - SUPPLIER RESPONSE

_ F Commission

Care Quality Commission Q CareQuaIity

CQC reference: CQC PSO 109

' BUSINESS CHANGE CONSULTANCY - STRATEGIC CHANGE

SPECIALIST PROFESSIONAL SERVICES FOR ORGANISAT:
PROCESS MAPPING AND CHANGE BELIV{

TENDERER RESPONSE DOCUMENT -

s} 0 BIE CONAPL .
ANDIURIOARERIONTCHIHHEARHQUMIINVICON VISSIONSTES

ENDERER: Actica Consulting Ltd.
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RESPONSE TO TECHNICAL EVALUATION
REQUIREMENT STATEMENTS

Response to Requirement Statements

Tenderers must provide responses to the Technical Evaluation Requirement
Statements below, to describe how they will meet the requirements of the contract.
Questions should be answered in full and should not refer to other documents or
appendices (unless otherwise instructed).

rming responses,

Tenderers are referred to the Statement of Requirements when fg
and reminded that the Technical Evaluation will account for 60% of“their total tender

aspects of the proposal.

| eting material or
Y S rting documents
' submission)

Please note; Tenderers mus
any other documents (ot
requested by CQC as paF

Response:
Please see foh’o. This response
: is not
evaluated and
should be
used to
contextualise
the
Tenderer’s
response,
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Overview

Executive Summar

We are delighted to submit this proposal to support the Care Quality Commission to deliver your
2016-2020 strategy.

You face a challenging and exciting time over the next few years as you seek to deliver your new
IMT&T strategy, develop a new operating model, move towards intelligence-led regulation and utilise
data and resources more efficiently and effectively to drive up quality.

There are numerous external challenges for the quality agenda in the health %social care sectors.
Incredible resource pressures threaten quality, sustainability and operational peformance across a
range of social care, hospital and primary care providers. Also, the movgitg,increased system-based

rather than on a per-site or per-organisation basis.

ccounts Committee
sproach to managing

You are awaiting a reboﬂ from the National Audit Office an

the pressures that you are confronted by today, deliverii
strategy, and do so in a way that delivers value for money

This contract is a critical enabler for this. It will

tailored to your needs. The first call-off require j soniponent of this in;

» Understanding your current vements needed to manage today’s

challenges;

»  Understanding the longg

+ Balancing both driyéF

For this contract to succeed,

range of specialisms inclgl g
téchnical assuranc OCEeSS

Our resionse covers the four iuestions of the ITT and the fee proposal. _
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Contact Information

Tenderer's Name:

ConEstend Aduti o hfemealeon

Actica Consuiting Ltd.

Address:

4 Stirling House, Stirling Road, Surrey
Research Park, Guildford, Surrey, UK,
GU2 7RF ' '
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Method Statement for Ovwverall Contract Requirement
(Busi Analysi i Ci M t/Deali )

Please describe (with specific reference to the overarching
requirements as described within the ‘Statement of
Requirements’ document) how it is intended to deliver the
overall contract requirements for Business Analysis and
Change Management & Delivery.

Evaluation Intention - this criterion seeks to establi
Tenderer has:

requirements,;
» Identified and proposes suitable rr
delivery risks;
o Described a quality assura
measures and assures qugli
e Successfully undertaken
and can provide sup 20
- 20%
Please note: The reo pported by providing .
examples/evidence gfisimil Vi eviously delivered on behalf
of orgamsatlons 0 : CQC (in S|ze/prof"|e), who
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Method Statement for Overall Contract Requirement
(Business Analysis and Change Management/Delivery)

M Approach

This is a challenging and exciting time for the Care Quality Commission. You are delivering an
~ ambitious change agenda to develop intelligence-led and cost effective regulation whilst
championing quality across the health and social care sector. You manage a complex workload
delivering five core services (Registration, Monitor, Inspect and Rate, Enforcement, and Independent
Voice), across the adult social care, hospitals and primary medical services domains.

The health sector is rapldly changing, and as a result, you not only need to%“pdly drive up quallty

greater

In the background of these system-wide drivers, you alséiface a |
ensure you are demonstrating effective control of uahty
are well prepared for the
swith.a feasible plan for demonstrating

ed balance is needed between improving
guality today and dg . 3 ate: t will improve quality for tomorrow.

e The risk that any
flexible enough,t
volatile issue.

r-changing sector where quality is always a politically

thl|l- o ensure that you can deliver your strategy in a way

P 8%‘

Thetrek that multiple different changes are delivered to provide varicus “quick wins” that
do not coherently support the longer-term agenda. A coordinated approach is needed to
align delivery plans across the matrix organisation.

This contract is a key component in mitigating these nsks by providing you with right support across
a number of areas:

e Deep analytical and technical insight to develop genuinely “intelligent” processes
supported by the right systems.

e Understanding of the health sector and the ability to navigate this climate in developing
a flexible operating model that delivers value both today and tomorrow.
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¢ Understanding of the regulatory regime and processes to ensure that the approaches
developed are the right ones, and can be adopted and embedded inte your business.

e Understanding your users and customers (inspectors,'clinicians, providers and patients)
to ensure that changes are having the desired impact on the sector.

This support needs to include the right combination of end-to-end strategic support in order to scope,
mobilise, and support the delivery of an overall change roadmap, as well as practical hands-on
support to individual improvement projects at all stages in their lifecycle.

: As leading experts in our
w on a range of technical approaches, tools and experiences, but we
s all approach Instead we will roll our sleeves up and work with you in

Our techn pertise includes the two broad skill sets defined in your requirement (Business
Analysis and Change Management and Delivery), and a few examples of the tools, methodologies
and frameworks that demonstrate our Business Analysis and Change Management skill sets and
can be deployed to support you are shown below:
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Our values

We will apply these skills pragmatically across our partnership to deliver a leading, tailored response
to any needs you face on this contract. We are confident we can achieve this because of the
following:

e  Our management approach (Q4). We have a common approach to managing this
contract and engagements within it which ensures the right skills, right experience and
right approach for you, when you need it — this is described in more detail in Question 4.

e  Our joint values. We have a common value across-all of our organisations, and we are
comfortable working partnerships to deliver success.

e Our skills and experience. Between us we have experience of delivering complex
change across a number of high profile health, regulatory and operating model
transformations.

We are customer-focused organisations and all exist to help makifyg a la 7 Sour clients.
Whilst we each bring unique areas of experience, expertise andfbcus te Al

are excellent in our respective areas of focusg

e Act independently — we are imparti

%cted by ownership or an
alternative audit arm that creates C(%Li
it

r advice.

» Work in partnership, building gk ,
knowledge and understanding. We igpartnership with. others to build best of
breed solutions drawing on i

69



Our skills and experience

We have all of the required skills and experience as demonstrated frorh the handful of projects our
peaple have delivered. These are described in more detail and mapped against the skills listed in
the overarching contract requirements below.




Our Approach

The Results

Complex programme delivery

The Results

Our team understands the complex regulatory environment in which the CQC works, and have
experience in delivering change in similar settings. We worked at [ ] tc establish
effective ways of working to drive improved ||l performance within the complex statutory |
frameworks they face. We also led the transformation programme [l to ensure successtully
launch in line with the Health and Social Act becoming law.
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Regulatory transformation

Our Approach

'| The Results

Complex programme delivery

Our Approac

The Results




We have deep experience in delivering Operating Model transformation across multiple sectors. This
includes the design and definition of an enterprise wide Target Operating Model ﬁ the design
of an integrated Health and Wellbeing Programmeﬁand the establishment of a new
organised crime unit ‘

We have defivered TOM programmes for large public service
providers

An operating model definition and design that set the foundation
for a major transformation programme

Our Approach

The Results
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Undertook a major transformation I

undertaking a major transformation programme
to enable to deliver services with greatly reduced funding
levels. The Transformation Programme was based on

transforming the way that direct services were delivered.
Our Approach

Actica provided a team of business and technical architects to support all aspects
transformation programme.

The support Actica provided to -ran for a period of
as needed to meet the requiremghts
The Results

Business ProcessT@ht : e Review for major transformation




The Results

.

We have delivered end-to-end digital transformation
includes

rogrammes for a number of clients. This

We have delivered Level 1 Transformation

Omni-Channel Transformation _for || GGG

Our Approach
Our work was pioneering for the industry —

focus on benefits reaisation
The Results

delivered an end-to-end digital transforiatibn, i o

ents
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, delivering
transformation from a paper based to a digital organisation

Qur Approach

The Results

We are expefts in providingiflexibie call-off contracts to public sector customers. We provided -

Our Approach




Our Approach

The Results




M Further Examples

A number of further examples aré provided below to demonstrate the breadth of our experience. If
further detail on any of these is required, we would be happy to provide this on request.




Quality Assurance

Actica’s quality assurance system is & japtiWith International Standards 1SO 9001:
2008 by TUV UK QA N uality policy is to maintain our reputation
for excellence by providing SFSAWi 3l and efficient consultancy service that meets
their requirements effectivel i IE plying planning, independent review and audit
to all work, by presentingéger ( Si 3 ofessional standards and by providing a suitable
working environment, trainitig ant :

Besses will'Bg,applied to all of the work undertaken under this contract to
gfeed timescales and budget and produce deliverables that meet

of the Q as applied to this project are as follows:

The keygf8ature

Full details of the Actica QMS can be provided on request.




— - ,
Mﬂm—m:mmmm—wi isational P Manpi  CI Deli )

Please describe (with specific reference to the elements of the
initial call-off requirement and the outcomes expected, as
described within the Statement of Requirements) how it is

l

intended to deliver the intended outcomes for Organisational
Process Mapping and Change Delivery.

h Y

Evaluation Intent:on - this criterion seeks to estabhsh thatythe
Tenderer has: 2

specific remit; :
» Described and detailed the resourg
their areas of relevant expertlse

%e organised and
ork, and how the

Please note: ' nse will be cross-referenced with the
Pricing Tab al, Costs for Initial Call-Off Requirement) to

_identified is appropriate and sufficient for

20%
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" model, to enable you to understand the impact of future changes, to mapsthe

Method Statement for Initial Call-Off Requirement
(Organisational Process Mapping and Change Delivery)

Approach

You have set an ambitious strategy for the next 4 years to deliver a more targeted, responsive and
collaborative approach to regulation, to enable more . people to receive high-quality care. We
understand the risks you are managing to deliver this given the pressures on providers to achieve
improvements in quality whilst budgets are reducing.

We understand that the outcome of the initial Call Off is to develop a basgline current operating
“to be” business

process to the supporting technology and to provide support to struct)
delivery of the future programme. This will mitigate your key risks arot;
technologies not being well designed, or taking too tong to adapt, and"
collect or process the information needed to deliver an intelligene:

understanding of how to carry out operating model desig delivery programme in
parallel with the GDS Service Design Manual pr s togdesign angd develop new digital and
technology services through our work as part of the Fnation Support team.

information as part of a GDS Discovery ¢ advise carrying out a full Discovery
across all of your services ahead of déi . ropt” design approach is at odds with the
agile design principles described with vice Mahtal. However, there is a need for “just

enough” design to support developrient ofia strategic change programme which reflects
the dependencies between t '
“just enough®, design challe

There is also a risk that yo

\ le to deliver the changes set out in your strategy due to being
unable to agree or ‘

hes with partner crganisations, including promoting a shared




Our plan for the work is shown below. We confirm that we will meet all of the contractor requirements
set out within Section 3 of the SOR. Further detail in our approach for each phase is shown in the
following sections. .
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The outcome of this phase is [

We will provide you'with a list of all staff that require access to your business requirements repository
within 2 days of contract award for the framework. We understand that you will provide access to
your repository and example process diagrams within a further 3 days, therefore we propose that
the initial call-off work formally starts no less than a week after contract award to reduce the risk of
downtime waiting for information.

On day one of the initial call-off work we will hold an initial kick-off meeting witl, the project team and
key stakeholders at CQC. The aim of the meeting will be to:

e confirm the terms of reference; scope and objectives e

e agree the stakeholder groups to be actively 4
contact details;

 agree the project management ari Y be taken in the assignment;

e confirm our understanding g status of the assignment, and any key

e transfer any other relevant bcumentation and information.

> such as Register, Enforcement and Independent
. Social Care, Primacy Medical Care and Hospitals.
%ga antnmpate significant differences between the processes
08§

the gap analysis work. We ass
Voice are likely to be com
However, given the g

ese provider groups.
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We, i im diagnostic
delivering a

We will adopt appropriate techniques to collect
information on your IM&T architecture and
current business processes that  will
supplement and validate our existing
knowledge. These techniques could include:
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Phase 1 B -

We proposed to work on Requirements B and C in parallel with half of the team documenting the
current operating model/customer journey and the other half understanding CQC'’s change ambitions
and modelling the future customer journeys and processes. This parallel stream of work will provide
visibility of the gaps between current and future, and enable us to prioritise Phase 2 to develop the
most important future business processes in enough detail.

Current operating model

We will use a combination o analyse the current
operating model in each of the areas shown below. You have not asked for a review of issues

\

We will seek
a holistic view;

Completion of this assessment will aliow the documentation of the present requirements, which can
be used to determine the impact of future changes. At the end of this stage we will provide:
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Understand Strategy and Vision, and Initial Target Operating Model Development

We supported to improve both their
understanding of their current business
processes and how the processes are supported
by their current application portfolio,

In order to ensure that the TOM meets yo
operating needs, we will

I

Initial plan and backlog

ityrf each area include the time to realise benefits, cost of changes,
risk associated with change.

gest improvements can be most easily made. We will
| as described in the project plan, aiming to deliver the

: y by Following
- kei stakeholders will be briefed for approval and sign off i

At the end of this stage, we will provide:
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" out research with a cross section

Phase 2 —

We will carry out a number of Discoveries,
prioritised by you, to test areas of uncertainty in
the target operating model and plan. The GDS
approach to Discovery covers both
understanding and mapping out the user journey
and developing a proposal for Alpha  We
ropose to

ollowing aspects:

A key feature of Discovery is normaily,

rather than generating assumptj
needs based on engagements

prighte
stakehglders.

utilised by the public sector, using a risk
re technologies over the most innovative

This appigach aims t

[T{ed J &L R OdC0iiss

e output o (N

»
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The second stage of discovery is normally to plan for_

The analysis of the current Operating Model and design of the Strategic Level TOM will have
identified the processes that are to be added, replaced or amended in ordergiransition to the new
way of working. The new/amended processes need to be developed in a cohgrent, consistent way,
and documented such that they are intuitive and understandable to evegyone. '

We use a combination of methods as appropr%%e 0 the
consideration. For immature processes, analy ] ce models can provide a good
point to start, especially in combination ment workshop or set of interviews

with those involved. On the other ha __ se%‘égat need further developm 1
developed using workshops and interviéws. yr methods can be seen above.

tions for describing processes, including BMPN,
ails of the processes are captured and represented
consistently, coverin o4 ogical elements.

We are happy nd we will agree with you the balance between number of
services and :

% s will work With you during this phase to understand your capability
the programme of work over the life of the programme including your

At the en o 2 we will have captured the information required to feed into Phase 3, which
updates the Targét Operating Model and populates the plan.
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The outcome of this Phase is an updated Target Operating Model (C), a consolidated set of
requirements (or epics) and an updated plan (D).

We will update the initial TOM developed at the end of Phase 1 with the learning and the additional
detail captured during Phase 2 discoveries. The scenarios developed as

to test that the improved TOM achieves satisfactory end to end service.

I _ ,

ing of the changes necessary

We will update the Change Plan, which depi
carried out during Phase 2 to

for CQC to deliver its strategic priorities Thi

A key aspect of the Change Plan will besag {fc]s t phasing of changes and approaches to
transition. We believe that the ke: ahning and transition is knowing the main factors
for achieving a successful o i ese into requirements that drive the right CQC
and third party supplier be] Y eritical path must be clearly identified and progress
itori 1 &itg highlight any issues in the execution of the plan.

for moving to new operating models is dependent on the
ms. Key elements that need to be factored into the transition plan
mahagement, clear service definition, technical and commercial legacy
anagement, and joint planning.

ce of the assignment, we have chosen a high calibre and extremely experienced
team of consultants to perform the work. The team consists of highly gualified professionals who
have significant experience working with regulatory bodies and have carried out Business Change
projects for various local health and government organisations. Full CVs can be found in our
response to Question 3. Further details on any of this information can be provided on request.
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Engagement lead - ||
with overg

and Digital public sector transformation progra
of the initial call-off. cal and commercial expertise
to develop outputs-for a range of stakeholde erstanding of the key risks and
issues in- delivering major servi nﬁ§ orgam%ghonal change within the public
sector. Wleads the agile delivegyzpractice within Actica and has expertise in developing agile
delivery models for complex programmes with iy arallel delivery streams. _ghas a
particular interest in supporting piiblic and Digital teams to build their internal

capability and develop new waygrof
ssiginments for ma'|or Technoloii and Diiitai

ince of delivering Technology
ately responsible for delivery

) experienced
in leading and i) iscipli eams comprising Acfica, customer staff and other
suppliers to V§ currently provides SME support on operating model

change and |n|t1 tion to the GDS Transformation Support team, advising a wide range
of publi isatlg Ardelivery of digital transformation programmes.

“experie %ed strategic advisor and transformation leader. -expertise is in working with
Board and e teams to understand and articulate their ambitions and mobilise the action

achieve them. -has extensive healthcare experience working with leaders across the NHS to make
lasting changes happen. having previously worked at
has led numerous strategic

engagements across hospitals, commissioners and regulators as well as in the transport and
telecommunications sectors. These roles have focused on business strategy, operating model
design and performance improvement to better achieve organisational goals.

most recent experience has been balanced across the provider and regulator spaces in the
health sector. He has led improvement planning initiatives following CQC inspections, financial
turnaround projects in numerous Trusts and worked with London’s heaithcare regulators to develop
more coordinated ways of working to drive system performance. His clients include N
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_a passionate communicator who enjoys building high
performing client teams that can sustainably deliver. 7
Change & Delivery [

1a||smg Im ||-ena!|e! c!ange, pO!OlIO

.is a business transformation consultant who spent

developed a broad consulting skill set, spec

‘management; and delivering large transformation programmes across multiple industry sectors.
I is 2 committed team player who is able to quickly build and participate in high performing
teams with the ability to influence at all levels. : :

Previous roles at [lllhave included for a pan-
European IT transformation, and supporting a global IT transformation and outséurcing project for a
multinational PR and advertising company.

Principal Business Analyst || NNEGEGE

- is an experienced change management consultan
end transformation and performance improvement.
sectors in both Whitehall and industry focusing on
stakeholder management and communications, orda
and behavioural change.

ffocusing on end-to-
ross a wide range of
pability and improvement,

Key healthcare engagemen

of business analysis for a regulatory body,

iptions and documentation for “
_ , ensuring that new processes developed
cts weresfully integrated and consistent with the new operating

fat Actica with a background in medical sciencés and research.
ge and analytical skills and combines them with a business focus to
solution for a business need. '

has worked in projects providing business process modelling and
requirem eering support in agile environments. ias a keen understanding of
stakeholder maiggement, and is adept at extracting the information needed to successfully facilitate
change programmes. Il is a strong team player with excellent communication-focused on
providing Business and Organisational Change services in a way that delivers value.

_wiII provide access to their network of over 120 ex-clinician consultants with
expertise across the full range of providers regulated by you. Example pen portraits are shown
below. -

was also the
for just under a year' has extensive experience as a clinician. senior cli :

i d
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I - t_
T e 2 s a member of a new executive team

who have helped restore public confidence in the hospital. Il has worked with all the stakeholders
to ensure the hospital is delivering safe, high quality service and is accountable to the public it serves.
Bl as worked with regulators including Monitor, CQC, SHA, PCT and the emergent CCGs to

improve services for patients. _
— has over 24 years of profeggional experience in health as an effective and highly

skilled director, clinician and change agent. past roles and successes have seen her deliverin
significant results in the NHS and private health sector, at operational and strategic level.
has expansive knowledge and experience of the transformational change, regulatory and political
agenda and public sector policy in the complex environment of health. is a skilled leader

taking people through difficult change by harnessing their best qualities and developing them further. .

- o has extensive knowledge and practical experience of the vital parihat the appointment
of suitable staff, training of staff, employment policies and procedures, .and stafféand organisational
development play in the meeting the requirements of the CQC.

_ is an experienced healthcare professional who sp'alise
management and regulation. [l has worked as a consultant fgfssixt

. and regulation at
provides consultancy services in:nursing workforce plah
improvement, strategic planning and policy devel , healthcare registration and
regulation. ‘

B s 2 highly energetic senior

with extensive experience in the planning an linical and healthcare services

ursin
across HM Armed Forces and the civilia N wing ‘%é? ars with the NHS and private sector
primarily as a clinician within the seco e arena il oined NN
i 'moved into primary health care service

Ith Doctor and brings extensive experience of clinical
provider-and commissioner settings. Jllhas a track record of
1t and performance improvement. has particular interest
integrated health and care systems. [llis currently

having previously held a similar
position at M — . He also works at

clinical leadership, cha
in the design and leade

N nationa
roles
has supported whole system design programmes in
He

provided specialist advice He has recently advised

I s = experienced execiitive level health and social care leader with [Jffyears of sector
experience. As a clinician specialising in mental health as held a series of senior managerial
positions culminating in He was
responsible for developing and delivering His
role was instrumental in the successful merger of two previous Trusts and the successful Foundation

Trust accreditation of the merged organisation. From November 2008 to August 2011 was
SN 715 v role focussed on
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- with your staff for the duration of the Contract.

ing in

|
Our proven Wn used and refined over many years on large scale
contracts, including # We will use this approach to provide a flexible and
responsive means for you to access and deploy high-capability business analysis, change
management and delivery resources where needed. hpproach and the
associated governance procedures, which will be used throughout both the Initial Call Off

Requirement, and the Overall contract, are described in detail in our response to Question 4.

We are committed to maintaining effective ongoing engagement, communic% ion and collaboration

working;

e Discuss and test our emerging fipding ations with your staff, in
particular the project sponsor, on e ular bagis 1 re that the project is progressing
in the required dlrectlon and that y havefull\@%lty "of our work. We strive to ensure

I

it formallyisubmitting project deliverables;

® we identify them. In this way we can
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AT

A plan of our regular formal engagement and communic tion l,vities is n in the indicative
project plan. We will provide updates on progress_gach k b;% .00 Monday, and fortnightly
updates by 09:00 Monday on costs incurred to date :

Our team is committed to clear and coher@nt comm Q;!q;atlo vith you in a range of formats
throughout the project. As well as engagemer?ﬁ? _____ étings*and workshops, we strive for excellence
of written outputs. The final format ofn:% ation produced is tailored for the audience,
ranging from very high level for the ¢ uni % ey hessages for upper management, down
to detailed plans for process mapagers, and Users. 4

independent expert prior to releaséThis8psures high quality, and that all outputs conform to your
requirements.

Our preferred engagement: isgphe of'p artnership and collaboration, as we have found that this
provides the best outcome Tagbothipa 3 our only interest is to help our clients to achieve their
objectives. This apa»h % """"" widely recognised by our clients, resulting in long term
extend ovek a decade. Our customers often comment on:

e are doing accordingly, whether scaling our support up or down or
ent skill sets; ‘

Unless otherwise advised, we will use our document and presentation templates which produce high
quality documents in open source or Microsoft formats, and provide these templates for use by you
as additional resources for the duration of the contract. Actica Consulting's quality management
system is certified as compliant with International Standards 1SO 8001: 2008 by TUV UK QA
{certificate number GB00201). Our quality assurance processes will be applied to all of the work
undertaken under this contract to ensure that we deliver to agreed timescales and budget, and
produce deliverables that meet or exceed your expectations. In addition, we are able to provide
business facilities, such as meeting rooms and workshop facilities, to facilitate the highest quality
output for you. '

w0
=~

dility - if the needs of the programme change, then we are happy to
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Experience & Resource

individual(s) whose responsibility will be to ensure that the
requirements are delivered, and the team who quI be
responsible for delivery.

Evaluation_Intention — this criterion seeks to establish that the
Tenderer has evidenced appropriate resource, expertise and
experience relevant to both the overarching requirement ang, the
initial call-off requirement, in order to ensure successful deliver

experi'ence and skills.

Please provide details of the expertise and experience of the

Response:
Please see following pages.

10%
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‘Experience and Resource

Bl Introduction

Our team brings in-depth experience of delivering best practice public and private sector operatin
i i , organisational design and business transformation. ﬂ

For the initial call-off requirement engagement

For the overarching requirement, we will supplement this
to meet your needs.

This team represents a best partnership of experts across a common goal oféthe range of services
and expertise you require, who are united by the desire to help cllents with~their most strategic
challenges. Our proven Managed Service approach is described in quegti X

have access to the right support from this partnership, when you need it
and through the life of the framework.

We have described below our team structure, and provided G\
and our extended team of support.

gple who deliver the work.
practical know-how to apply the

Ultimately the success of any consulting engagemen
You need to be confident they have the experti ghex

Team Structure

+

Our proposed team structure f
Nuring the initi

For the overarching rei antion would be to

| PeEETR NPREEmERG Teem |

]
1
i
|

[{o]
(2]




Qur proposed core and extended team is included in the table below, followed by one page CVs. .
Our clinical SMEs span a range of domains that supplement the experience and leadership of our
team. A short bic is provided for each in our response to Question 2.

Core Team for Initlal Call Off
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Core Team Resources

s a Director at Actica Consulting with over ears’ experience of delivering Technology
and Digital public sector transformation programmes. is adept at combining her business,
technical and commercial expertise to develop outputs for a range of stakeholders, and has a good
understanding of the key risks and issues involved in delivering major service and organisational
change within the public sector. leads the agile delivery practice within Actica and has
expertise in developing agile delivery models for complex programmes with % ltiple parallel delivery
streams. as a particular interest in supporting public sector Techndlpgy and Digital teams
to build their internal capability and develop new ways of working with suppliers'®

B 25 oclivered a number of successful assignments for major T&eh hd Digital
change programmes within the public sector including

is experienced

in leading and working in multi-disciplinary teams compiy it
o deliver successful outcomes. currently proyides
and advising

-combinesafirst class academic backgro ejjﬁr:ica alytical an nagement skills
with an enthusiastic approach to problem 1anaging teams. has hands-on
experience of the full project lifecycle ramine and project initiation to project review
and evaluation. :

Example assignments
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achieve them. He has extensive healthcare ex
lasting changes happen.

strategic engagements across !ospitals,

sport and telecommunications sectors. These
model design and performance improvement to

!ea“! sector. He hasgiédsimprie: planning initiatiyes_following financial

turnaround projeets.in Fand worked with 0 develop
i | wavs oftworkingté drjve em performance. His cli i
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- is a business transformation consuita
He has developed a broad consultii B spet -enabled change, and portfolio
cross multipte industry sectors.

B is a2 committed teamgp s a ickly build and participate in high performing
teams with the ability to i vels.

Key engagements




-is an experienced change management consultafit.a

end transformation and performance improvemen
sectors, in both Whitehall and industry focusing ot
stakeholder management and communications,gbrga
and behavioural change.

Example assignments

ocusing on end-to-

d across a wide range of
_ apability and improvement,
evelopment, operational efficiency
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-s a proactive consultant at Actica with a
brings Illtechnical knowledge and anajyti

sts providing business process modelling and
hlas a keen understanding of

V‘Enments.
_ : ing the information needed to successfully facilitate
change programmes. I tFo mplayer with excellent communication focused on
providing Business and Organi
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Extended Team Resources

innovative initiatives
l%gry environment. -has
de\ﬁmg the requirements for

also has a strong and

Example assignments
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-is a Principal Consultant experienced in providing advice
development and procurement of technology and Informatio
extensive experience of using Enterprise Architecture meth %19
development and delivery, with a strong emphasis
transformational ohjectives. - is committed to pro

providing useful con¢lusions to his clients that lead

Example assignments

-scale agile yution

iitecture to enable
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- is an experienced IT consuitant, technical expert ‘ € with [llyears’

experience delivering big data, search and analytics soluticfig intg e ang,open environments

from an Agile and Waterfall perspective. Jllmain interestiig in the ® (1<

and integration of applications, databases and search solutiegs for réglisation of business outcomes.
has a wide range of experience delivering softwazasfor govi rnmenﬁ%ﬁgents including the Bank of

England, British Transport Police and the FCO. : '

 Example assignments




s a Business Analyst who excels at rationalising cgmplex informiation{g make it accessible
to a wide range of stakeholders. [JJlllsupported a rafige of Goyernm al and Technolog
programmes and projects for customers including the

as a strong understandinggof thi ges Involved with working on a large

agile programme in an often Waterfall focusediGovernmént depafifiient and the role of the Business
Analyst supporting that culture change with “tise %ﬂd bisiness stakeholders. [ 2 good
understanding of the Government Digi Jefa tanda%nd the Government Service Design
Manual.

Example assignments
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- programme assurance.

-is an experienced programme leader and business transformation specialist. _
years' advisory and delivery experience on major programmes and projects across a range of

“industry sectors.

A Founder-Director of _previously was a consultant at

leading and supporting successful delivery of major organisational change timany of the UK’s
leading businesses and government bodies. [lllspecialist areas of po :
management expertise include: target operating model design, and

portfolioc management, PPM capability enhancement, perf‘

- has worked extensively across both the public and
engagement teams on high-profile transformation progga tinuously delivered
strong year-on-year business development growth | 3 anaging client teams,_He
has advised and delivered for public sector clients ingliiding |

Example assignments
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4 £

experienced business leader and a qualified medical doctor with expertise
in developing and managing business transformation projects. He has consulting and technology
experience from iand outsourcing experience from delivering services to several acute
NHS Trusts. : -

Example assignments

is an experienced strategy and business transformation consultant with a background
working across the full cycle of complex change programmes, particularly in the public sector.




experience of consulting in the public, private and third sector focussing on strategy
development, programme definition and porifolio management, most recently leading an MCA
Award Finalist engagement for a Local Health Economy in turnaround. ' -
Prior to

mspem six years delivering strategic change programmes for a
number ¢t health economies, tocussing on unscheduled care demand management, pathway
redevelopment, and pg is i i i i i
organisations such as

Example assignments
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q experience working in the public sector, as a civil servant, an auditor and as a
consultant. has extensive experience of change programmes, procurement exercises and value
for money projects, seeing these through from analysis to implementation. has specialised in
finance and cost management, change management and programme management in the public
sector. In recent years, mainly worked on business cases, options appraisal and economic
analysis. Over the last few years, n?ost of work has been in the health and social care sector.

Example assignments

healthcare clients and worked at ail levels within the England health
B NHS Trust and commercial providers, GP-ownéd companies,
Commissign Suppaqrt Providers, CCGs, SHAs _PCTs, NHS Connecting for Health and the NHS
. Institute) andywi HS Wales Health Board. _has focused on provider strategy and
productivity, commissioning, organisational development, medical training and the development of
integrated whole system solutions. directed work across all functions, including operations
and information management and technology, has led initiatives from their inception through to
delivery and the realisation of benefits, and undertaken key assurance reviews.

Example assignments
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-a management consultant and programme dif;
organisations in both the public and private sector
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Emnamme.ﬂ.eﬂnm&i.mﬂ_&.umum_uanagmm
Please provide details of the proposed support for delivery of

the requirement and overall account management
arrangements

Evaluation Intention - the Tenderer should demonstrate (with
reference to relevant examples from past engagements) how they
will provide a broad and deep level of support frofr
organisation’s capability pool to underpin the contribution
individuals and provide a level of assurance arot
programme direction and delivery. '

This should include a detailed breakdow
management, including: -

10%

112



The key features of the Managed Service approach are:

Programme Delivery Support and Account Management

Introduction

We recognise the importance of successful delivery of both the initial call-off requirement and the
overarching framework requirement and therefore the need for a robust Programme Delivery
Support and Account Management process. :

Our proven Managed Service approach has been used and refined over many years on large scale
contracts across multiple sectors. We will use this approach to provide a flexible and responsive
means for CQC to access and deploy high-capability resources where needed.

We commit to fully meeting

Flexible resource structure to meet your needs

ts a flexible resource structure that ensures we are providing
he right time in order to deliver the best quality outcomes. The figure
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» The Account Management Team is responsible for the overall management of the
service, including senior stakeholder engagement, developing and agreeing delivery
plans for the work, reporting and quality assurance. The Account Management Team
also ensures that the service is working on the tasks and activities where there is greatest
need, whilst retaining focus on the overall goals of the depariment.

s The Core Team are regularly employed on tasks and activities with the client and will flex
in size and resources according to the demands of the work. The Core Team will develop
a robust knowledge of the client programme and its operating environment in order to
provide independent advisory support and to design and undertake targeted
interventions as required. .

e« The Extended Team is a pool of additional resources and subject matter experts that can
be called upon for specific tasks or activities.

Given the nature of your requirements, we recognise the relatively sma sof theteamgificreases

+ Robust contingency and handover procegd R ement of resource(s) are -

of availability for the core

QOur overall commitment o quality client satisfaction

ity li ) _ L ager will ensure that service
delivery and delivera : ' ghest standard. have credentials and client

testimonials ent to quality at all points of our engagements.

We have a pf “ d refined templates, tools and processes that allow the Account

o continue™to exceed our clients’ expectations [IIGzINENENGNGNGEGEGEGEGEGEGE
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Our client's success is at the heart g le capture reliable quantitative and
qualitative client feedback. Since ou

Report'ing and Service Revi

We commit to holdin . re\new The primary meeting channel will be ad-hoc informal
meetlngs and week Vi g progress on open tasks, management of near-term risks
and issues, and fevi ] tasks since the last meeting. Any areas where escalation to -
¥ i ,also be identified as soon as possible. We also recommend a
is meeting, attended by the client manager, lead resource, and
the overall service performance will be discussed and reviewed.
progress on open tasks, identification of any KPI issues, a review of
ussion of future resourcing. A short report will be produced outlining:

xecutiye summary narrative;
of progress on each open activity;
e KPI summary for the month;
»  Financial summary:
- Amount to be invoiced in month;
- Cumulative value invoiced;

- Committed expenditure and remaining budgets.
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Knowledge Transfer

Knowledge Transfer and improving your capability is a key component of our Managed Service
Process and a critical part of our value proposal. We understand that a consultant’s role is temporary
and that we will employ our standard approach, tailored to ensure it meets the specific requirements
of CQC. This allows you to benefit from methodologies proven and refined over many assignments
while not being “one size fits all’. It will be managed by the Managed Service Core Team, but
implemented by all of our consultants to ensure you continue to experience value after completion
of the contract.

Our knowledge transfer activities are focussed on two parallel streams of work:

¢« Ensuring that the outputs developed can be used, devéloped and. exploited by you once
they have been delivered and at closure of the task;

¢ Developing individual staff member's capability across ti@
change management services to ensure that the- pro
-capabilities to support delivery-on an ongoing basis
the contract and closure of call-offs.

In addition, in order to maximise ad hoc skills transfer, a | vill adopt an “open door”

stance to questions from your staff. The consultants will éRdeavou 0 ans %all guestions asked or
put the staff member in direct contact with an appropti j atter expert who can answer the
question. C

working, good documentation and tr.
efficiently from the start of their involve]

In addition to the regular knowledgedians ing meetings, we propose that knowledge transfer
objectives are identified and j# h requirement. This will aliow CQC and us to
' ‘ what is being delivered by each member of the
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CONFIDENTIAL

Our clients’ success is both our professional focus and our very real business °
imperative. We are confident in our differentiated approach and our clients frequently
attest to this. Some recent client quotes are below.

-TOM  Design and
- Implementation

‘I have worked with many of the largest consultancies over the years, however this has
been the only experience where a consultant teamn has genuinely rolled up their sleeves
and proactively sought to lighten the workioad on us. This definitely stands out as unique
and has made a challenging transformation experience much easier to manage.”

Transition : Lead,
Distribution & Online

Enterprise wide TOM Definition &
Detailed Design

“We are a heavily people-focused business and the team's abilfity to relate to our own
people and blend seamlessly into our organisation is a genuine differentiator. The final
TOM design was delivered to a very, very high standard and their willingness to inject
creativily into the process, rather than purely following a prescriptive "methods-baséd”
approach is a massive strength of the overall teams approach.”

Group CEO

Pharma Baltics Region, TOM
Detailed Design

“provided excellent support with a real hands on approach that was highly appreciated
by the whole team. Their professionalism, genuine engagement and dedication to the
task and experience allowed us to deliver our demanding project in an excepnonally fast
timeframe, to an extremely high quality.”

Baltics Region
General Manager.

Recognition

and awards

We have won numerous awards for both our quality and our service style. These include;
5 x winner at the UK Digital Experience awards 2016; 2016 Young Company of the
Year, Amazon Growing Business Awards; APM Project Management Company of the
Year 2016 — Finalists; Managing Parther Forum 2016 — Leadership in Innovation Award
Winner;, Best Business Awards 2015 — Best New Business; National Business Awards
2015 — New Business and Business Enabler of the Year categories — Finalist; CMI
Awards — Women in Business Award — Final
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CONFIDENTIAL

SCHEDULE 4 — PRICING SCHEDULE (OVERARCHING REQUIREMENT)

CQC PSO 109 - Pricing Table A (Sub-Weighting = 30%):

Overall Rates (applicable to Overarching Contract for Business Analysis and
Change Management & Delivery)

Roles Sub-Weighting per Role | Consultancy One Daily Rate
Offered (%) (for purposes of Framework Rates offered
Evaluation) - Lot 1 (inclusive (inclusive of
of VAT) (£) VAT) (£)
Partner f
2%
Director - -
Managing
2%
Consultant : - -
Principal
4%
Consultant : ‘ : - -
Senior :
Consultant % ' - -
Consuitant | 9% - -
Junior
' 4%
I I

Additiona!l details of any discounts offered (if applicable):

Please note:

¢ Tenderers must detail their prices as inclusive of VAT

¢ In line with the provisions of Consultancy ONE RM1502/Lot 1, all
Daily Rates offered are to be based on a working day of eight (8)
hours (excluding breaks) and shall be inclusive of travel and related
expenses,
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CONFIDENTIAL

SCHEDULE 5 - PRICING SCHEDULE (INITIAL CALL-OFF REQUIREMENT)

Total cost for Initial Call-Off Requirement (OrganiSationaI Process Mapping and Charige

Delivery):

Task Total Fee for
asks each Task
(note: {inclusive of
Tenderers  to | Total Days for Consultants VAT) (£)

complete and

add more lines | Junior Senior Principal | Managing Partner /
below if { Consultant | Consultant | Cons. Cons. Consultant | Director |
necessary) :

Tt (3 AT GV

119





