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This document is for Post Ofﬁc use omly@ and mhwld ncﬂ % mdwtnbuted mtemally ofl extema!ly without the
written permsss:on of the Post Office! IT Proat ? e NS

| i n the 'SISD contract. It is designed
to be used in conjunction with tha ost Offm@ way% of \Aforkmg fe c@ gunde for those involved in
managing the delivery of the Service ime@ra"hon and Service Desk Services. This document is not intended to
replace, supplement or supersede any part of ontract and in all instarices the contract shall have priority
over this document.

ty should any issues arise regarding
the contract.
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Foreword

This Service Integration and Service Desk Contract Handbook provides
an overview of the key elements of the contract and is designed to be

, used in conjunction with Post Office ways of working as a reference
OFF]CE ‘ guide for those involved in managing the delivery of the Service
Integration and Service Desk Services.

POST

Whilst a handbook cannot replace the contract, attempting to manage a
complicated portfolio of services directly from the contract often proves
to be impractical and ineffective.

Therefore to manage these services effectively requires that the key
service information within a contract can be made available to users.

This handbook should be read in conjunction with the original
agreement. If in doubt seek assistance from Post Office IT Procurement
Team or for specific guidance on interpretation see Post Office internal
Legal.

The intention of producing this handbook is to provide a reference tool
enabling Post Office to quickly and more fully obtain the operational and
commercial benefits from the newly negotiated contract.

Usage of these handbooks has enabled other organisations to
experience a step change in their ability to deliver high-quality services to
their business users.

Topics

v' The Services thatthe Supplier provides to Post Office.
v' The terms under which these services are provided.

v' The financial and commercial arrangements under which the services will be provided,
including value for money commitments.

v' The service management controls and service level arrangements in operation between the
Supplier and Post Office.

v' The change categories and processes.
v' The key governance frameworks (and interactions) between Post Office and the Supplier.

v" The timescales in which the Supplier will implement and deliver the new capabilities and
process changes.
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1.1 Navigating the Handbook

Handbook Overview
The handbook is divided into 9 sections (1 to 9), with this section (1) being an introduction to the content, and section 9 being the appendix.

The detailed content is contained in sections 2 to 8, and this covers key information associated with the management and operation of the services
provided by the Supplier and the associated terms and conditions.

For Version Control of the Handbook see Appendix E. The content in this version of the handbook reflects the contract as at the signing date of
26™ September 2013. Changes to the contractual terms that may have been agreed subsequent to this date are not included but can be obtained
from the Post Office IT procurement team.

Section Structure

Each section of the handbook has a contents page that sets out the topics covered within the section and a summary page which describes the
documentation, principles and other key concepts relating to the topics described including, where applicable, outputs and management
information reports.

Following the introduction to the section, there are process pages that set out in more detail the process steps and supporting concepts that relate
to the content being covered. The structure of each of the process pages varies according to the exact detail being described, however a general
format for these pages has been followed as set out below.

Contract Reference
Reference to the contract
clause or schedule and
paragraph to which the page
relates.

ey Points

ey points boxes capture the

ost important elements of
he topic in a highly
ummarised format.

Tables
The tables provide selected

information and metrics from
the contract which are key to
the operation of the
services.

Diagrams @

The diagrams provide a
visual representation of key
processes or concepts

9 within the contract.

Overview
At the start of each section, 1.1 Contract Handbook Content "
this provides an overview of
the topic and the objective of Overview

the processes being covered L o
within the section.

o0 208 X

Body Text

006 106 KX 1908 KIOCI00C KX 00X K06 KK 1000 KOO8 2006 KK 300

006 106 K00X 30X K06 J0OL XXX 00X K06 KX X006 KO0K X006 KX 300X

Body Text pengeecoenend
The body text on each page 100 00K K00 00K IO 00K KK 00K 0K 00 0K X0 100K KKK 00K
describes the topic being o o o s ok s o o o o e o
A
r '/ ” XK «

covered in more detail.

Call Out Topic Boxes
Specific key concepts or
supporting information is
captured within call out boxes.

Obligations Call Out Box
Particularly notable
obligations for Post Office or
Supplier described within call
out boxes.

Implementation

The content within the handbook mostly focuses on the Future Mode of Operation (FMO - see A.1.1 for a description of FMO) and assumes that
no material changes will occur to the agreed services and mechanisms during the delivery of the implementation projects to establish the services.
Changes to scope that may be agreed during implementation or thereafter are not reflected within this document. Where applicable, a brief
summary is provided at the end of sections describing how the key capabilities and processes described in the section are expected to change
over the term of the contract. These sections describe the mechanisms through which change may occur.

Interpretation and Terminology

References to Clauses, Schedules and Paragraphs are references to the contractual agreement. Unless expressly stated otherwise references to
sections, appendixes or section numbers, tables and figures without schedule prefixes refer to content within this handbook.

Users of the handbook should seek legal assistance at the earliest opportunity should any issues arise regarding the interpretation of the contract
and at the appropriate point in relation to any proposal to amend the contract.

Terminology and defined terms used throughout the handbook are aligned with that in the agreement with the notable exception for readability of
‘!yéig dbook’s use of “Supplier” to refer to ATOS IT Services UK Limited rather than “Contractor” as used in the agreement.

Qﬁtlc ® 9 In Confidence
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1.2 Stakeholder Map

Stakeholders interested in the
handbook

The stakeholders interested in the SISD contract and for
whom the handbook has been prepared are depicted
and have been grouped as in Figure 1.2

There may be other stakeholders interested in the SISD
contract (e.g. Tower Suppliers or Potential future SISD
suppliers). These groups could also consider why they
need this document and use the following pages to
guide them to the section they require.

ThLLL e

The handbook and PO ways of working
This handbook provides an overview of the key elements
of the contract and interactions with the SISD as a
reference guide for those involved in managing the
delivery of the Service Integration and Service Desk
services. Many of the mechanisms and interactions
described should be used or undertaken by authorised
personnel only, thus it is important to also consult the
Post Office ways of working.

W i
mmlo e

Stakeholders’ interest in the handbook
The identified stakeholders anticipated interest has been
described in Table 1.2 along with their allocation to
stakeholder groups.

Table 1.2 Stakeholde

Stakeholder lnter‘est‘ Stakeholder Group h

“Interested in the entlrety of the contr t as they\ ave day to day responSIblhty for :
ensuring contract compllance management of nsk relaﬂonshup management with the
‘Supplier, and alignment of new IT contracts with use of the SISD and Post Office’'s
target IT supply chain operating model. -

ocurementand

POL Contract Management CQTJ" erekl

Interested in the entirety of the contract as they hold responsibility for ensuring that

POL Legal Post Office is not legally exposed. Commercial
- : Focus is on the parts of the contract that have HR implications for Post Office =
POL HR employees (Schedule 9.1). With a wider interest in Implementation dates and ongoing ‘Cor‘nme‘rcial :

responsibilities and obligation.

Interested in the parts of the contract that describe the scope of the services
provided, the supporting processes and Performance Management as they will have

Service Management

responsibility for ensuring that Post Office is receiving the SISD services to the
agreed quality.

CTO Organisation

Operation

Interested in the parts of the contract that describe the scope of the services provided
and the supporting processes and also parts detailing facilities for delivery of change
as they will have responsibility for facilitating and maintaining technology change.

Change Management

Operation

Project Delivery

Interested in the parts of the contract that describe the Change Control processes.

Project‘Ma:I\jagérs

Project Delivery

Interested in the degcription of Change and the resource augmentation service

_provided by the Supplier and information from these processes that could inform their

business cases and budgets.

P rojec{t;Dél\ive:ry

POL Finance

Interested in the parts of the contract that describe the services and associated
charges to Post Office, the processes for charging and invoicing, the performance
metrics and financial penalties for failures and the potential financial consequences if
Post Office wished to terminate the contract.

Finance

Post
QReficer
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1.3 Handbook sections for Stakeholder
Groups

Handbook sections of interest to Stakeholder groups

Foe 3t @r-those-dntereste d-i-Wperations

Figure 1.3.1 Handbook sections of interest to thojse‘in “the‘ Operational Stakeholder group

1 }gn(milucuon

: 11 NavlganngThaHindhook : 9
o ?rw:dssebnéfmwwnfwstmuﬂeamﬁhaﬂmonk =3

4.2, Stakeholder Map S 10
- Destiibina the stakeholers who are sxpeded tafind e -
Handbookusetut and introduces stakeholder groupings

21 Contract Structure i
% wwﬁmemﬂw@ﬂfm\%mtﬂﬂﬂaﬂ anmvsasswaimi
Schedules
S Stalrelwldssamtcunlmctskuclme 18

Sets Out the Sertions of the Coritract that dfferert srakenumevs
- oroups maybe mostinierestedin.

3 Finance and Commercial

3.1  Section Contents 23
Sets out the structure of the finance and commercial section

3.2 Finance and Commercial Summary 24
Summarises the content contained within the finance and
commercial section of the handbook

3.3 Commercial Framework 2
Covers selectedt torms and:Condiions fromthe. agresment that
e mMpotant o the Bperation af the eonract::

3.4 Financial Management 31
Summarises the key financial management concepts including
the charges, payment mechanisms and invoicing

3.5 Value for Money 35
Summarises the processes that exist within the contract for
supporting the delivery of value for maney from the services

3.6 Operating the Financial Model 36
Summarises the contents of the Financial Model, how it should
operate and how it can be amended

3.7 HowFinance and Commercial Change 37
Over The Term

Summarises how the financial and commercial aspects of the

agreement change over time.

People fo:cueed\on:
Operations Service Management

Should primarily be interested in:
parts of the handbook that describe the scope of the
services provxded governance and Performance ‘
Management (as hrghlrghted in pink below).

4 The Services \: : i

4.1 Section Contents 3 #

‘Setsit the STGETLrS of the: sarwc&ssEEhEm

~:The Services summary 2 = 42

Sumanses the seivices and the key infamation
re!almg tate sevces putined inthe coriract

43 TM Structiire Of The Services
Litsthe Tier 7 e inr each e | cotegory.

4.4 How sowlcas Change over Ths Term 44
Suromarises the rned;amsqsmmugﬁwmmlhe Services: -

Ean ma fige. over fime.

5 Perrormancs Managemont

 Section Contents | ;: 49

Sztsoultnz petformance mamgemenl semoﬂ :truclure

5.2 Pemumance Management Surnmary
Sunmarises the: content:contained within the pifarmancs
rianagement SECtioe with e key principles, nutpUts
supnomm; manﬁgement mvovmanan an nmesses

5.3 Servlce Levels and Credi :
Summanises e Sevices and Key: Ah[orm:mun tefating o the:

51

Senvice Levels and credit regime. Hﬂ‘mducmgl‘.‘omptﬂent and:

sharad Service L.evels

54 sl Cnmpﬁnen(sarvice Levels ‘and 53

KPIs 3
Surnoarises the camponent Serice Levels and KPJs for
Sewvice ntegration withili the confract at evecutin

5.5 SD Component Service Levels

54

Summarises the tomponEnt Service Levels fof. serwda ek

withi Hie-contract at exstution

5.6 - Shared Service Levels

55

‘Summarises the shared Service Levels mithin the tomract at

xecution

5.7 Seryice Credit Calculations

56

Provides an overview of how e Service Credits are calcilated

and aperate

5.8 How Performance Management
Changes Over The Term

58

Surpmanises the mechanistis and tngoers for chiange within -

performiance management

& Change Control

6.1  Section Contents 63

Sets out the structure of the change control section. It highlights
that this section is limited to discussion of the change control of
SISD services i.e. it excludes the wider change management that
the SISD sewvices themselves support

6.2 Change Control Summary 64
An overview of the types of change processes, principles and

service documentation that support change

6.3  Standard Change Procedure 65

Description of the standard change process and key steps to

agree changes to the SISD services

6.4 Other Change Procedures 66

How other types of change, including 'Fast-Track' and

‘Emergency Change' are managed

6.5 Project Work Order Process 67

How the project work order process operates

6.6 How Change Control Changes 68
Over The Term

Summarises how the ‘Change Control processes’change over
time

70 Governance:

74 SectionContents o

SEUS UL the SHGctline of the: governance seanon

7.2 Governance Summary g
The QUG Brinciples fram whith the: Gavemance processes
‘gl fatums Have fisen derived and thie key risetngs conducted
and mznagememmiumﬁbun and outpins that are produced,

7.3 ‘I’he Sllppliw Account Team: 74
The key rolps that are respansible for ranaging and delverng:
e ontract and e Post Office dghts over them:

74 The Supplier Performance Review 75

‘Sete out e prgaing perormance managerient activities =

suchias Mestirigs anil reponing used

7.5 - Issue and'Dispute Management. 76

Overview of the provisians that apply:in the event of & Dispute:

atissiie betvyeen parties

7.6 How Governance Changes Over The 77
Term

Suritarise s How the: Governance arangerments chatige over:

§- 7 Otherkey: p(inciéles S

A
‘B Bupply Chan Model
¢

8.1 . Section Contents &
Setsou e ructine of the secton

8.2 OtherKey. pnnmples \i 82
Sats bt stheriey prncples uhdemINING the Eontact

83 ‘Cuoneratid 1 and Collaboration.
S bt e renrerents amornl sty Snnyainde
Supply cham. o3

8.4 Business ontlnuny

S msasterRecnvery 3 o
The obliganions and the details of reporming required orfhe
nterrial ﬁusme&;ﬁ)ﬂlmﬂlly snd the disaster reenveztmsnng
Tundertaken on the Services.

85 IPR. Dataand Confidentiality 85
Oulie oy clses abigaons ot e Supale 3 Pt
efﬂcemane(arexuvPRﬁataansc iy

9 Appendix

9.1  Appendix - Contents 89

Provides selected matenial in support of other sections of the
Handbook and.a glossary. of terms
Irplementation. detals - B

st Office Approval / Agreement Req«lred & incident
Severty

Glossary

Handbook Version Control

mo

See Section

What is the process when a service transitions bétween operational modes?

How do the authorised Post Office personnel change the current Service Levels?

What are the consequences of repeated serwce Ievel fallures’?

How does an ICT or technical issue that has not been solved get escalated?

P:ost
QReficer
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1.3.2 Handbook sections for those interested

In Project Delivery

Handbook sections of interest to Stakeholder groups

Those within the Project Delivery stakeholder group are recommended to read the sections highlighted within the following figure:

Figure 1.3.2 Handbook sections of int‘erestfto fthosegin ihe‘ bejébt Delivery Stakeholder group

1 1 Navlgatlng The Handboak 9

. Provides 3 briet averview Of e Struckire of fha Handbpok

andlm ok snﬁons fo stakqholdor 11
Gmups & =

Waps St which secto snfmehandﬁuuk e ahnmsnu the.
- vanious: staxehnlder gmups uienuﬁeu N

- .22 Stakeholders and Contract Structure - 18

Sets out the sectionis of the Connm that differert stakeholders
rougs may b st ioterested

3 Finance and Commercial

3.1 Section Contents 23

Sets out the structure of the finance and commercial section.

3.2 Finance and Commercial Summary 24
Summarises the content contained within the finance and
commercial section of the handbook

3.3 Commercial Framework 25
Covers selected terms and conditions from the agreement that
are important to the operation of the contract

3.4 Financial Management 31
Summarises the key financial management concepts including
the charges, payment mechanisms and invoicing

3.5 Value for Money 35
Summarises the processes that exist within the contract for
supporting the delivery of value for maney from the services

3.6 Operating the Financial Model 36

Summarises the contents of the Financial Model, how it should
operate and how it can be amended.

3.7 HowFinance and Commercial Change 37
Over The Term

Summarises how the financial and commercial aspects of the

agreement change over time.

3 Lmsths rerlserw:es um!ev eav:fﬂaer 1 catagcfy S

People focused on:

Project Delivery

Should primarily be interested in:
parts of the handbook that describe the scope of the

services prov:ded and how changes are mtroduced (as
h:ghllghted in pmk be[ow)

. The Services

41 Section Contents e

- Setsuiitthe shuctire of the sepyies seefion= T
4:2 . The Services Summary = L4
Surmmatices the Senvices and the key inforation 0
TefRing 1 he seviss cutined oo 3
43 Tho smmum or The servlcns 43

44 Howswm;e: chanm Over The Term 44

- Surarices e rechanisors hiotigh Whith the Serviees =

Ean chiange overtime.

5 Performance Management

5.1  Section Contents 49
Sets out the performance management section structure.

5.2 Performance Management Summary 50
Summarises the content contained within the performance
management section with the key principles, outputs
supporting management information, and processes

5.3 Service Levels and Credits 51
Summarises the services and key information relating to the
Service Levels and credit regime. Introducing component and
shared Service Levels

5.4 Sl Component Service Levels and 53
KPIs

Summarises the component Service Levels and KPIs for

Service Integration within the contract at execution

5.5 SD Component Service Levels 54

Summarises the component Service Levels for Service Desk
within the contract at execution

5.6 Shared Service Levels 55

Summarises the shared Service Levels within the contract at

execution

5.7 Service Credit Calculations 56

Provides an overview of how the service credits are calculated

and operate

5.8 How Performance Management 58
Changes Over The Term

Summarises the mechanisms and triggers for change within
performance management

W

‘SBMCE uucumen{mn Hhiat suumm cha"&e

6. Change Confrol - 2 S

6.4 Section Contents 63

Sets il e stuture of the thange cortrol Secoon (L hgnights
thit tits Section i ivited 16 discussion of the change: Cantrol of
SiShiservioes i iEexeludes the vider change msnagement that
e S50 seivices thernselves sugport 5

6.2 I:hange Control Snmmary ed
Ar qverview:af the types of change piocesses; prmc{ples and
6.3 stnmlard Change F Procedura ‘\ 65

‘Desenption ot the Standard change pricess an key Steps o
agre chanies o the S50 services;

84 ~Dther§change Pru(edurq; 66

Howother types of thange, ricluding Fast-Track and

EmErgEm:y TChange! are maaged o o0 e

B 5. Project Work Order Pmcass S 8T

“Haw e frojact wrk order pn::ess mperatesi

6.6 How Change Control changes 68
Over The Term :

‘Surfmanses how e Criangs Conmrol processes change ber
‘BmE

7 Governance

7.1 Section Contents 7
Sets out the structure of the governance section

7.2 Governance Summary 72
The guiding principles from which the govemance processes
and forums have been derived and the key meetings conducted
and management information and outputs that are produced

7.3 The Supplier Account Team s

The key roles that arerespan sible for mariaging and delivering
the tantract and the Post Office nghts over them ~

7.4  The Supplier Performance Review 75
Sets out the ongoing performance management activities
such as meetings and reporting used
7.5 Issue and Dispute Management 76
Overview of the provisions that apply in the event of a Dispute
or issue between parties
7.6 How Governance Changes Over The 77

Term

how the

change over
time

8.3 Cnupe?aﬁun and cnlhbnration

k3 Other key principles

8.1 Section Contents 81
Sets out the structure of the section

8.2 Other Keyynnuj)[es
Sets ot other key prdciples undefpmmngme convact

Gers bt the (equemanks amind gosiye wating acysss he
Supply£h

8.4 Business Continuity 84

& Disaster Recovery
The obligations and the details of reporting required on the
intemal business continuity and the disaster recovery testing
undertaken on the services

8.5 IPR, Data and Confidentiality 85
Qutiine of any clauses or obligations on the Supplier and Post
Office that relate to IPR, data and confidentiality.

9 Appendix

9.1 Appendix - Contents 89
Provides selected material in support of other sections of the
Handhook and.a glossary of terms
Iplemeptation dslals
‘Spply Chan Model 3
Post Office Approval / Agreement Raq«lred & incident
Severty

Glossary

Handbook Version Control

mo

Example queries and where
See Section
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1.3.3 Handbook sections for those interested
in Commercial matters

Handbook sections of interest to Stakeholder groups

Those within the Commercial stakeholder group are recommended to read the sections highlighted within the foliowing figure:

Figure 1.3.3 Handbook sections of inter“est‘to those in the Commercial Stakeholder group

i %

| 'Stakeholders|

21 Contract Structure . ‘ 17
o Seisgumemuremm wcmma:lammsassmatm
scheiles

- Stakeholders and Contmct Structure: 18
Sets autthe seriions of the Canitact that iferent Stakehaiders
euasmsyhe rmstmwesrzn i 5 a2

Fm ance ann Commemal

3.1 $ecllon contsnts 23
- Sets sut the stucture of the fmance ond conereroial section

3.2 Finance and Commercial Summary 24
 Summanses the content cantained vithi the fivancs and
commercial section of the figndiiook

33 Commercial Framework 25
Covers selected terms:and conditions frao the: agresrment m
: - “are inporant 1o the operation of the-contract

3.4 Financial Manngement 31
Sur Key fifancialt conicepts mcmumq
e eharges, payment méchaniss and javoicing

35 Valuo for Monay 35

Summarises the processes that existwithin the contract for
sSugpoiting the defivery of vaive for maney from the services.

3.6 Operating the Financial:Model 36,
cantents o the How i Shiul
operate and haw  can be amerided:
3.7 HowFinance and hange 37
Over The Term
how the financial and cts of the

gremment change ver time

5 Performance Nianagethent 5

Sets ouf the peﬁarmance manﬂgsment sewon s1mcv.ure

= anagement sechion with the key prnciples, RS

53

People focused on:
Commercial matters

Should primarily be interested in:
parts of the handbook that descrxbe the commermal \

4 The Services

4.1 Section Contents
Sets out the structure of the services section

4.2 The Services Summary
Summarises the services and the key infommation
relating to the services outlined in the contract

4.3 The Structure Of The Services
Lists the Tier 2 seraces under sach ter | catedary.

4.4 How Services Change Over The Term
Summarises the mechanisms through which the Services
can change over time.

M«

42

514 Section Contents ~ 49

5.2 Performance Management sumnwy
Summarises the content contalned within the perfamance

Stpporting managemerit infomation. and processes

Bormdrises the services and key infarmatan rela gt e

“Service Levels and C}edits‘i s

- Service Levels and credi fegume, frtrodlcing componeht anc:

shared Service Lavels:

54 st Cnmpnnent Service Levels and:
KPIs S

Summarisesthe tomponent Servics Levels and KPS far:
Semice litsgcation wthin the contiact at Bxecutini

5.5 'sD Component Service Levels

Surrnatises the comparient Service Lavels for S:ewu:e sk
it the Contract 3t exetiition

5.6 Shared Service Levels

 Sutmmarines e shared Senace Levels within the Eontratt a6

Execition:

5.7 Service Credit Calculations

53

54

55

56

Provides an oveiviewof how the: Senviceicredits are calciilated:

and operate.

5.8 How Performance Management
Changes Over The Term

58

Bumdiarises the: mechanisrs and mggers for charige within

Performance managenent:

1 Are there services that the SISD has exclusivity for?

& Change Control

6.1  Section Contents 63

Sets out the structure of the change control section. It highlights
that this section is limited to discussion of the change control of
SISD services i.e. it excludes the wider change management that
the SISD sewvices themselves support

6.2 Change Control Summary 64
An overview of the types of change processes, principles and
service docurnentation that support change

6.3  Standard Change Procedure 65
Description of the standard change process and key steps to
agree changes to the SISD services

6.4 Other Change Procedures 66
How other types of change, including 'Fast-Track' and
‘Emergency Change' are managed

6.5 Project Work Order Process 67
How the project work order process operates

6.6 How Change Control Changes 68
Over The Term

Summarises how the ‘Change Control processes’change over
time

77 Gouemance

7.4 Section Contents - s ST
Setaaut the sctiie of the ovematice section X
7.2 Bo vamanusummary 3 g

The guiding: principles from whith the govemance pracesses
andforums fiave et denverd and the key resbngs conducted -
“anid imanag efect infarmatinn and pulpits that are produced:

7.3 ThesupplierAccountTeam 74

Thie ey rales that ave resporsibte for managirig and delivering
theicontractand the Post Office mohts over tem:

7.4 The Supplier Performance Review: 75

Setq out the:angoing: perfarmarice tatiagement activiies

Suchas restings anid reporting used:

7.5 Issue and Dispuite Management 76

Overview of the prowsians that apply:io the:event of & Dispute:

arissiie between parties

7.6 How Governance Changes Over The 77
Term

Surfimiarises how the Governance aiangernents change over:
B

3 Other key principles

8.1 Section Contents 81
Sets out the structure of the section

8.2 OtherKey pnnci];les Py
‘Sets it other key princples undeminning the conract

83 cuopwa“dnaﬁlfc‘omnraﬁmi
Ses ot e requrerrents amund pstive working aross e
supply- ehiar:

8.4 Business Continuity 84

& Disaster Recovery
The obligations and the details of reporting required on the
intemal business continuity and the disaster recovery testing
undertaken on the services

8.5 IPR, Data and Confidentiality 85

Qutiine of any clauses or obligations on the Supplier and Post
Office that relate to IPR, data and confidentiality.

9 Appendix
9.1 Appendix - Contents 89

Provides selected material in support of other sections of the
Handbook and.a glassary.of ters.

“A implementaion detalls -

B Supply Chain Model

C. Post Office Approval / Agreement Required & Incident
Severity

D Glossary

E. Handbook Version Control

See Section

How often can Post Office Audit the Supplier's compliance with its responsibilities?

| When and how can Post Office start benchmarking of the services?

PoSt
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1.3.4 Handbook sections for those interested
In Financial matters

Handbook sections of interest to Stakeholder groups

Those within the Finance stakeholder group are recommended to read the sections highlighted within the following figure:

Figure 1.3.4 Handbook sections of interest to those in ihe‘Fihanciél Stakeholder group

Sl

\lntrg\(lyctiqn SR

11 Navlgaﬁng The Handhook 9

- Provides s briel overview of thS Structie of (e hiandbook

StakeholﬂglMap; g 10
‘Destrbing the stakeholters whio are exyeasd fafodthe
Fandbeok usetu aod |n1.mduc§ sukehmdgy g

13 Handlw ok sccnons tor shkeholder 11

i Sets autthe S!ruﬁmedf\he newcemnam{n: asmmted &
Schedufes:

stak&lnldeis and Contract Structure 18

 ntereste

Flnance an(l cummercial

34 sactlon Comants 3 23
“iSelsputthe suguxmeﬁif»e financearid commrciaf sectinn.

3, Finance and Commercial Summary. 24

- Sumiriarises the. contertt contained within the finance and
commercial section of the: mndhoak

33 Commerclal Framework 25
Covers seledted terms and: conditions from mz agreement. ml
“are PORANT 16 1he Gperation of the-contrac

34 Financial Manugement 31

Sumrmarises the key financial ranagement concepts ncluding
lhe :haroes naymeﬂl rmdlamsms and. lnvm\:mg

3 5 Value lov Monay ‘ 35

- Summanses the arocesses that: exst withini the contract for.
Suppaiting the defivery. f value for tioney from the senvices.

3.6 Operating the Financial Model 36
Sumniarises the corterits of the: Finantsa) Model, ow it should
‘oparate and how tcan be amended.

3.7 HowFinance and Commercial Change 37
Over The Term

how the firancial and
agmernent change over ime:

i AtpactS of the:

Example quenes and whe e appropriate guidance c

Query

People focused on:
Financial matters

Should primarily be interested in:
parts of the handbook that describe the flnanmal

4 The Services

4.1 Section Contents 1
Sets out the structure of the services section

4.2 The Services Summary 42
Summarises the services and the key infommation

relating to the services outlined in the contract

4.3 The Structure Of The Services 43
Liststhe Tier 2 services under each tier 1 category

4.4 How Services Change Over The Term 44

Summarises the mechanisms through which the Services
can change over time

5 Performance Management

5.1  Section Contents 49
Setsout the performance maragement section stucture

82 Perfurmancemnagementsummary 50

Surnmatises the: content:contalied withif the perfrmance’
‘management section witthe Key'pmciples; gitputs -
supparting management mmrmzaan and nmcnsss

5.3 Service Levels and cred|ls~ 51

Surrrarises the services and keyintarmation relating to e

. Sewvice Levels and credlit regime: [nvoducing companent and.

‘shated Service Levels:

5.4 Sl Component Service Levels and 53
KPIs

Summarises the component Service Levels and KPIs for

Service Integration within the contract at execution

5.5 SD Component Service Levels 54

Summarises the component Service Levels for Service Desk
within the contract at execution

5.6 Shared Service Levels 55
Summarises the shared Service Levels within the contract at
execution

5.7 Service Credit Calculations 56

Provides:an overiew of how the se vice predits are calcul ated:

ang operats:

5.8 How Performance Management 58
Changes Over The Term

Sunrriarises e mechanisos ard ggers for thay nge Withir:
Pperiormarice managemer:

How do the 80/20 charges for Completion Payments work?

What is the Erocesé for Supplier invoice delivery to Post Office?

& Change Control

6.1  Section Contents 63

Sets out the structure of the change control section. It highlights
that this section is limited to discussion of the change control of
SISD services i.e. it excludes the wider change management that
the SISD sewvices themselves support

6.2 Change Control Summary 64
An overview of the types of change processes, principles and
service docurnentation that support change

6.3  Standard Change Procedure 65
Description of the standard change process and key steps to
agree changes to the SISD services

6.4 Other Change Procedures 66
How other types of change, including 'Fast-Track' and
‘Emergency Change' are managed

6.5 Project Work Order Process 67
How the project work order process operates

6.6 How Change Control Changes 68
Over The Term

Summarises how the ‘Change Control processes’change over
time

7 Governance

7.1 Section Contents 7
Sets out the structure of the governance section

7.2 Governance Summary 72
The guiding principles from which the govemance processes
and forums have been derived and the key meetings conducted
and managerment information and outputs that are produced

7.3 The Supplier Account Team 74

The key roles that are responsible for managing and delivering
the contract and the Post Office rights over them

74  The Supplier Performance Review 75

Sets out the ongoing performance management activities

such as meetings and reporting used.

7.5 Issue and Dispute Management 76

Ovetview of the provisions that apply in the ‘event of & Dispute:

arissue betwsen parties.

7.6 How Governance Changes Over The 77
Term

‘Surrimanise s how the. Goverriance anangenients change aver.

e

3 Other key principles

8.1 Section Contents 81
Sets out the structure of the section

8.2 - oﬂwerxey]mncgptes S
Sets out her key principles underpinnig the cortract

8.3 Cooperation and Collaboration 83
Sets out the requirements arund positive working across the
supply chain

8.4 Business Continuity 84

& Disaster Recovery
The obligations and the details of reporting required on the
intemal business continuity and the disaster recovery testing
undertaken on the services

8.5 IPR, Data and Confidentiality 85
Qutiine of any clauses or obligations on the Supplier and Post
Office that relate to IPR, data and confidentiality.

9 Appendix

9.1 Appendix - Contents 89

Provides selected material in support of other sections of the

Handbook and a glossary of terms

A Implementation details

B. Supply Chain Model

C. Post Office Approval / Agreement Required & Incident
Severity

D Glossary

E. Handbook Version Control

See Section

34.3

344

| How is the Financial Model constructed and how might it be changed?

Post

82

14 In Confidence
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This section provides an
_overview of the contract
structure and its component
parts. It should be read by all
users who want to gain an

i ns:ght into the topics covered in
‘the new contract.

. @@c@%n%agt @na has been refined
/rthe procurement
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2.1 Contract Structure
Overview Key Points

On 26" September 2013 Post Office Limited (“POL” or “Post Office”) and = In the event of conflicts the following descending order of
ATOS [T Services UK Limited (“Supplier”) entered into an agreement for the | precedence applies:

supply of Service Integration and Service Desk (“SISD”) services. An initial
term of 4 years from that date with two potential extensions of one year i.e.
4+1+1, was agreed.

- Main Terms and Conditions (i.e. Clauses) and Definitions;

Schedules 2.1. Services and 2.2 Service Levels;

This followed the completion of an OJEU Competitive Dialogue Procedure to Any other Schedules and their Annexes (except 4.1);

appoint the SISD provider during which the SISD contract, originally based
upon the OGC model contract, was developed and refined.

hedulé 4.1 (Clause 15.8 says it is baseline narrative
~ only, & assumptions not in Schedule 3 have no effect)
The agreement and establishing an SISD role is a key part of the wider ~ also 4.1 Part B takes precedence over 4.1 Part C; then

transformation of Post Office’s IT Supply Chain (see Appendix B). p:ny 6thér ddcurﬁent referred to in the Agreement or

The agreement, depicted in Figure 2.1, is constituted of the Main Terms and attached to the Agréement.
Conditions, and schedules further describing various aspects. ‘ “

Figure 2.1 Contract Structure’

: Main Terms and Conditions — 78 x Clauses

Schedul
( Service Leve
S

Schedule 1
(Definitions)

Schedule 2.1
(Service Requirements)

Schedule 15
(EU Model Clauses)

Schedule 2.3 Schedule 2.5 . ccheduer1 N ( COmrSnf:;ig;/f gfnsmve
(Standards) (Security Management) (Q‘j‘?a‘r“ge‘s‘“a;‘,‘d Invoicing) | information)
Schedule 2.6 Schedule 3 Schedule72 Schedule 4.3

(POL and SCM

(Insurance Requirements) Responsibilies) (Payments on Terminatior ) B (Subcontractors)

Schedule 5.1 & 5.2
(Software & IPR, and
Licence Terms)

Schedule 8.4 . schedkers
(Records Provision) _ (Value For Money)

Schedule 8.2
(Change Control Procedure)

Schedule 8.3

Schedule 8.6 .

; o Schedule 9.3 . Schedule74 . .
(Business Continuity and e T (Dispute Resolution
Disaster Recovery Plan) (Key Personnel) . (Fmancla[ Sy Procedure)

Schedule 12 . Schedule 7.5
(Project Work Order Sche::;z :{14 t(ig::g;mon  (Financial Model and User ( Ex?tCI\DZ?vglee?ﬁin £
Process) P . _ Guide) g

Schedule 11

Schedule 8.1 (Non -Disclosure Agreement)

Schedule 10 (Inventory of Data Room Documents)

Schedule 13 (Control Documents)

Schedule 4.1 ‘ ‘ Schedule 9.1
(Contractor Solution) ‘ (Staff Transfer)

Contract Key

Service Commercial Commercial - " Note: Schedule
- - Transition ]
Operations Operations Framework 2.4 is not used.

folC ® 17 In Confidence
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2.2 Stakeholders and the Contract Structure

2.2.1 Overview

Overview ContractiReferences

As previously described in Table 1.2, Post Office stakeholder groups

have different areas of interest and many will focus on more than one ] Throughout the Handbook,
area of the SISD contract, which is shown in Figure 2.2.1 below. Fr— references are given to the

contract clause or schedule
and paragraph to which the
page relates.

Main Terms and Conditions — 78 x Clauses

Schedule 2.1 Schedule 2.2 OQ Schedule 15
(g‘;;:g;c‘)"f;) (Service (Service Levels| (EU Model
Requirements) ‘ ’ Service Credits) Clauses)

Schedule 7.1} | Schedule 4.2
(Charges (Commercially
and Invoicing) Sensitive Information)

Schedule 2.5
(Security
Management)

(Standards)

Schedule 2.3 i

Schedule 7.2|
(Payments|

Schedule 3
(POL and SCM
Responsibilities)

Schedule 2.6 |
(Insurance |
Requirements) |

Schedule 4.3
(Subcontractors)

on Termination)|
Schedule 7.3 O Schedule 5.1 8 5.2
checule (Software & IPR, and

Value For M
(Value For Money)| Licence Terms)

Schedule 7.4| Schedule 8.3
inanci ity (Dispute Resolution
(Financial Stability)| Procedura)

Schedule 8.2| D Schedule 8.4
(Change | (Records
Control Procedure) Provision)

Schedule 8.6 |
/(Business Cont. and
’ DisasterRecovely) ‘

0‘ Schedule 12 Schedule 14| Schedule 7.5| Schedule 8.5
‘ (Project Work Order (Common (Financial Model (Exit Management)

Process) Assumptions) and User Guide)

Schedule 9.3
(Key Personnel)

Schedule 8.1| | /\ Schedule 11
(Governance)| o) isclosure Agreement)

Schedule 10 (Inventory of Data Room Documents)

- —
Schedule 13 (Control Documents)
I
Schedule 6.1 (Implementation)

Schedule 4.1
(Contractor
Solution)

Schedule 6.2
(Testing
Procedure)

Schedule 15 OQ
(Workforce Schedule 9.1

Assumptions) Q.O (Staff Transfer)

~ To the left is an outline version of the stakeholder map, shown in;FigDré .
1.2. This has been used above to show the stakeholder groups that are
interested in each area af the contract. -

QfﬂC ® 18 In Confidence
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2.2.2 Contract Structure

Listed in the table below, along with descriptions, is the contract structure including additional annexe’s not shown on Figure 2.1.

Document or Schedule

Main Terms and Conditions Outlines the key Terms and Conditions of the SISD agreement. Sets out the clauses.

1. Definitions Defines the contractual terms used throughout the agreement.

2.1. Service Definitions Defines contractual terms used only in Section 2.1.

2.1. Service Requirements Sets out the key objectives of Post Office’s IT Supply Chain Operating Model and the Service
Requirements for the SISD. -

2.1. Annex A SCM matrix Matrix describing the relationship between the S| and other Supply Chain Members.

Part A (Service Level Management) — general principles applicable to performance.

Annex to Part A (Service Levels Tables) — descriptions and definitions of the Service Levels.

Part B (Performance Management System) — obligations for managing Services.

Part C (Service Credit Regime) — Service Points that will apply and Service Credits payable.
Descriptions and definitions of the Service Levels e.g. details of categorisation as KPI, commencement,
expected service levels, measurement periods and calculation methods.

2.2. Service Levels

2.2 Service Level Table Annex A

2.3 Standards The Standards which the Supplier is required to comply with in delivering the Services.
2.5 Security Requirements The security requirements relating to the suppliers contractual obligations.

2.5 Annex A Supplier's Security Management Plan. This is now a controlied document.

2.6 Insurance Requirements Outlines the required insurances that the Supplier should have and maintain.

Sets out Post Office and other Supply Chain Members responsibilities that have been expressly allocated
3.0 POL and SCM Responsibilities as “Post Office Responsibilities” i.e. obligations breach of which may trigger a 'Post Office Cause' or a
‘Supply Chain Member Cause’ and the relief/compensation mechanisms.
Describes the supplier's solution to the requirements. = =
= - S Part A — Lists speclflc aspects of the solution that the Supplrer cannot change wrthout change control
4.1. Contractor Solution _ Part B — Includes clarifications received post ISFT which supersede some of Part A. -
= = e s Part C — Supplier’s solution, included for information. Does not supersede other schedules. -

- = 3 Note: Part B exists as POL chose not to ask for resubmission with the clarification updates.
4.1. Contractor Solution Schedules containing the suppliers detailed solution. (documents as listed in Table 2.2.3 (a))
4.2 Commercially Sensmve Identifies the Information thatis commermally sensrtrve and the drsclosure of whrch would be contrary to the

informaton - public interest. i
4.3. Subcontractors Control document that should be kept current W|th key and regular sub-contractors
5.1 Software and IPR Details Post Office and suppliers IPR and details how the contract deals with Software.

The Standard Licence Terms granted to Post Office and each Service Recipient in respect of the supplier’'s
IPR and Software.
Requirements for Implementation. including: responsibilities on the SISD with respect to the implementation

5.2 Licence terms

6.?1 lnoo!ementari‘ont programme, Completnon Payments payable for delivery of it, governance procedures and a breakdown of
e . theindividualinitiatives, timelines and completion criteria.
6.1 Annex 4 SISD Implementation Plan. Operational detail supporting the implementation programme.

1.0 ATF Tools & Networks, 2.0 Service Management, 3.0 Service Management Centre, 4.0 Governance &

6.f Annex & Implermentation Assurance, 5.0 Business & Project Office, 6. 0 Commercral & Fmancral Management 7 0 Enterprrse

Initiatives Architecture, and 8.0 Service Desk.
6.1 Annex 6 ;he programme management scheme for managing and monltorlng the performance of the Implementation
rogramme.
6.2 testing Procedure The Testing procedures to demonstrate that Services have been successfully implemented.
7.1 Charging and Invoicing The principles and procedures that govern charging for the SISD services.
7.2 Payments on termination The calculation of payments that may be paid upon termination of the agreement. : -
73 Value for Mone The benchmarking exercises that will be undertaken in order to determine whether the Supplier is providing
. y - h
market competitive services.
7 4 Financial Stability Describes assessment of Supplier financial standing and trigger events with consequences.
7.5 Financial model & User Guide How the Financial Model is constructed and managed throughout the contract term.
8.1 Governance The Governance structures that will be used. o

8.2 Change Control procedure The configuration and the proposed management of the change control procedure.
8.3 Dispute resolution procedure  The process of dispute resolution.

8.4 Records Provision Sets out how records of processes and decisions should be managed.

8.5 Exit Management How exit from the contract will be managed and who is responsible for the specific activities.

gs Business Confinuity and The requirements in relation to the Supplier's BCDR Plan and how this will be managed through the term.
isaster Recovery

9.1 Staff Transfer The rights and obligations in relation to the application of the Employment Regulations.

9.3 Key Personnel List of suppliers key personnel and their responsibilities.

10 Inventory of VDR : Inventory of Data Room Documents.

11 Non-Disclosure Agreement The standard Non Disclosure Agreement.

12 Project Work Order Process The Project Work Order Process and the accompanying Work Order Process Form.

13 Control Documents Lists control documents and defines process to manage such control documents.

Assumptions incorporated after ISFT having been issued so bidders would tender on the same basns
Clause 2.4 sets out how material inaccuracies may lead to changes.
15 EU Model Clauses Signed separately to main contract. Related to offshore data access. See Maln Clause 48 7

Part A. The Workforce Assumptions paper that PO published at ISFT.

14 Common Assumpttons

16 Workforce Assumptions ~ Part B. The additional People Assumptions that were made by ATOS in their bid.
- Clause 2.3 sets out how inaccuracies in these assumptions may lead to changes.

folC ® 19 In Confidence
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2.2.3 Contract Structure Supplier Solution
and Control Documents

removed here for clarity)

SISD_Schedule_4 1_Contractor_Soluti0n__lSFT_FinaI__V .0.DOC
SISD_Schedule_4 1_Contractor_Solution_ISFT_Final SOLUTION BLUEPRINT V1.0.doc

Schedule 4.1 Annex C Compliance Matrix_V1.0.DOC

Schedule 4.1 Tier 2 Response Template - 5.1 service desk services
People Strategy V1.0.doc

Schedule 4.1_0.4 Tools V1.0.DOCX;

Schedule 4.1_0.5 Refresh and Technical Currency V1.0.DOCX;
Schedule 4.1_0.6 Innovation V1.0.DOCX;

Schedule 4.1_0.7 Quality Assurance V1.0.DOCX;

Schedule 4.1_1.1 Supply Chain Member Management V1.0. DOCX
Schedule 4.1_1.2 Issue Resolufion V1.0.DOCX:

Schedule 4.1_1.3 Contract Compliance Management V1.0.DOCX;
Schedule 4.1_1.4 Performance Analysis V1.0.DOCX;

Schedule 4.1_1.5 IT Services Risk and Compliance Management V1.1.DOCX;
Schedule 4.1_1.6 Onboarding V1.1.DOCX

Schedule 4.1_1.7 Offboarding V1.1.DOCX;

Schedule 4.1_2.2 Financial Management V1.0.DOCX;
Schedule 4.1_2.3 Service Portfolio Management V1.0.DOCX;
Schedule 4.1 2.4 Demand Management V1.1.DOCX

Schedule 4.1_2.5 Business Relationship Management V1.0. DOCX
Schedule 4.1_2.6 Customer Satisfaction and Survey Management V1.0.DOCX;
Schedule 4.1_3.1 Service Catalogue Management V1.0.DOCX;

Schedule 4.1_3.2 Service Level ManagementV1.0.DOCX; =~ =
Schedule 4.1_3.3 Capacity Management V1.1.DOCX;
Schedule 4.1_3.4 Availability Management V1.1 DOCX-
Schedule 4.1_3.5 IT Service Continuity Management V1.1.DOCX

Schedule 4.1_3.6 Information Security Management V1.1.DOCX

[Schedule 4.1_4.1 Service Asset and Configuration Management V1 1.DOCX;
Schedule 4.1 4.2 Change Management V1.1.DOCX; . =

Schedule 4.1_4.3 Transition Planning and Support V1.1. DOCX
Schedule 4.1_4.4 Transition Services v1.2. DOCX
Schedule 4.1_4.5 Knowledge Management V1.1. DOCX
Schedule 4.1_5.1 Service Desk V1.1.DOCX -
Schedule 4.1_5.3 Problem Management V1.1.DOCX
Schedule 4.1 5.4 Facilities Management V1.1.DOCX
Schedule 4.1_5.5 Technical Management V1.1.DOCX;

[ Schedule 4.1_6.0 Continuous Service Improvement V1.1.DOCX;
Schedule 4.1_7.1 Solution Design Governance V1.1.DOCX;
Schedule 4.1_7.2 Programme Office Standards V1.1.DOCX
Schedule 4.1_7.3 Project Execution Services Function V1.1.DOCX
Schedule 4.1_7.4 Project Iimplementation Services V1.1.DOCX
Schedule 4.1_7.4 Project Implementation Services V1.1.DOCX
Schedule 4.1_7.5 Requirements Development and Design V1.1.DOCX
Schedule 4.1_8.0 Resource Augmentation V1.1.DOCX;

Control Documents

Schedule 13 lists Control Documents and defines process to manage these.
Table 2.2.3 (b) shows those that were listed as at execution of the Contract. See | Control Documents
Schedule 13 for the latest list. Notably the Authority Matrix is to detail who can ¢ ‘ : Wienfs ot Execution

approve changes to Control Documents. Authority Matrlx 5 ;

Document Operational Procedures

Post Office Obligations

At the Effective Date, the list of controlled documents is not complete. Post  fional Governance Model
Office needs to work with the Supplier to firm up the list by two months after [ing Level Agreements or other agreement between the Contractor
the effective date. and Supply Chain Members

tar's Security Management Plan

Change control procedures are to be used to add / remove documents after

that.
Post Office to nominate who can approve changes to which control anagement Note
equest note

documents by completing the Authority Matrix. Drder Process template

QfﬂC ® 20 In Confidence
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This section should be read by
users with an interest in
understanding the key financial
and commercial aspects
‘underpinning the contract
between the Supplier and Post

: %e%t both parties through

ton yanage the contract.

‘%Tf% %f(e;/f‘n n

e Charges mvoucmg .

Nt hmarkmg is the main
mechanism used for price control
of the SI3D services to ensure the
Supplier is providing market
;cdmpetmve rates.
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3.1 Section Contents

Section Overview
The Finance and Commercial section covers a broad range of topics spread across numerous schedules as outlined in the contents below.

Finance and Commercial - Contents ‘
Section « . o ¢ : : : ori i Schedule(s)  Page

3.1 Section Contents Sets out the structure of the Finance and Commercial section.

. . Provides an overview of the content of the Finance and Commercial
Finance and Commercial o - ) 21,
3.2 section, highlighting key principles, outputs and the supporting 24
Summary ) ) 71
management information.

3 Covers selected terms and conditions fmmthe agreement that are
S lmportant to the operation of the contract including;

- *Minimum Commitments and Excluswrty
_ +Termination and Cancellation;

; -General Obhgations regardlng aspectssuch as audrt overarching
S obhgations and co-operation; S S

= ‘-Delays and Post Oﬁ‘ ice Responsrbﬂmes and

}:-Exﬂ Planmng

Summarises the key financial management concepts including:
*Service Charges Introduction;

3.4 Financial Management *Types of Charges; 71 31
*Payment Types; and

+Invoice Delivery & Management.

;‘Value for Money = Summanses the Benchmarkmg process that exlsts wrthm the contract -

. (Benchmarkmg) - for supportmg the dellvery of value for money from the serwces
Operating the Financial Summarises the contents of the Financial Model, how it should operate
3.6 ) 75 36
Model and how it can be amended.
- s ‘ - Summarises factors that will give rise to changes in the results of the 71,
How Finance and Commercial ; ;
37 Finance and Commercial aspects of the agreement and others that 7.3, 37
Changes Over the Term :
may cause recourse to the Change Control Procedures. 75

Post
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Schedule

'/ Paragraph
Finance and Commercial Introduction ‘

This section of the handbook covers a broad range of topics
relating to the financial and commercial provisions within the
SISD contract.

here are no minimum revenue guarantees in the contract and no

. minimum commitments for volume based charges but Post Office have
comml'cted to certain Periodic Service Charges and implementation related

This section will provide, at a manageable level of detalil, a . \

description of commercial levers available to Post Office and

the Supplier to manage the contract as well as the necessary

financial management documentation, processes and

mechanisms to provide visibility and control of Post Office’s

spend with the Supplier.

= The Supplier is granted ékclUsivity for a sub set of services subject to
. conditions and exceptions e.g. exclusivity does not apply where Post Office
siders it uneconomical or no longer in their best interests.

= For Completion payments 20% of the charge is not due until all

There is significant detail in the contract that sits behind the  Acceptance Certificates have been issued for all FMO Services.

finance and commercial aspects of the SISD contract. This
includes the actual charges for the service Post Office will
receive. Whilst not all stakeholders of the contract require an
up-to-date knowledge of these charges it will be of benefit to
understand where these charges are represented and how
they change through the term of the contract.

» The charges are detailed in the Financial Model that will be maintained by
_ the Supplier, made visible to Post Office and supplied to Post Office each
_fime it is updated through change control.

= Delayed completlon of implementation or projects can lead to Delay Cred:ts
_ which reduce the amount due from Post Office.

The Charges are made up of various Types of Charges (see = Pos :Ofﬂce must pay within 30 days of receiving a valid & f | invoice.

3.4.2 Types of Charges), including Service Charges) each of
which may be paid for using one or more of the available
Payment Mechanisms (see 3.4.1 and 3.4.3).

After 3rd September 2015 Post Office may initiate Benchmarkmg Reviews
2 Services and its Charges

Service Structure and its use in Finance and Commercial Provisions

Prior to understanding how each service might be charged for, leveraged, exited etc. it is important to understand how services are structured in
the contract (and the surrounding terminology).
*There are nine Totals/Tier 1 Service categories (numbered 0 to 8) grouped into:
- 0: Overheads.
- 1-6: SISD Services.
- 7, 8: Projects & Resource Augmentation.
*The SISD services are structured using a Tier 1, Tier 2 and Tier 3 hierarchy.
*A Charges hierarchy table lists all of these Services and can be found in Schedule 7.1, Appendix 1:
- Each Tier 1 service category comprises a number of Tier 2 Services.
- Tier 3 is only shown to explicitly detail the requirements within a couple of Tier 2 Services where clarity has been requested.
- Service Charges are not mapped to Tier 1 or 3 Services. They only map to Tier 2 Services.
*The specific services charges are detailed in the Financial Model that will be maintained by the Supplier (see 3.6 Operating the Financial Model

*Schedule 7.1 Appendix A, identifies the charging type and mechanism applicable for each service.
+Additionally during exit there are Termination Services (scope to be specified in the Termination Notice). Additional charges for Termination
Services may be agreed through the Change Control Procedure in circumstances specified in Schedule 8.5.

Supporting Documentation

The material contained in this section of the handbook is a
summary of:

*Main Terms and Conditions;

*Schedule 2.1 (Service Requirements);

*Schedule 7.1. (Charges and Invoicing);

*Schedule 7.2 (Payments on Termination);

+Schedule 7.3 (Value for Money);

*Schedule 7.5 (Financial Model);

+Schedule 8.5 (Exit Management); and

+Schedule 6.1 (Implementation).

In addition to the contract Schedules, further detail supporting the
finance and commercial topics is available within

*Operations Manual (provided and maintained by the Supplier);
and

+SISD Financial and Commercial Principles Summary (Developed

p&gsf Office during procurement)

Financial and Commercial Principles

The capabilities and processes captured in this section have been
designed based on a set of principles and objectives. An appreciation
of these principles and objectives will provide an insight into many of
the processes and ways of working which underpin the delivery of the
contract. They are as follows:

*Market pricing (and benchmarking) is the best form of cost control.
*Services should be defined as IT Service Outcomes: i.e. a unit that
accrues business benefit and not an IT, predecessor input.
+Payment should be based on the volume of used IT services. Where
practical, utility principles should apply i.e. the service is entirely priced
via incremental units of consumption.

*Best value is derived through acceptance of industry standard
services.

+ldeally, Suppliers own the Service Assets.

ira®
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3.3 Commercial Framework
3.3.1 Minimum Commitments & Exclusivity

Overview Schedule T8
There are relatively few obligations on Post Office in terms of minimum ause —

commitments and exclusivity. However, commitments have been made ‘ R
that should be observed and will need to be considered by Post Office | Key Points
when making procurement decisions.

Minimum commitments

Post Office has made no commitment to purchase any volume or

minimum order of services from the Supplier but it has committed to: . p ef Office have commlﬁeﬁ to certain Periodic Ser\nce Charges
+All Periodic Service Charges up to the end of the Initial Term; .

*All Completion Payments (in respect of the Implementation); and nd lmplementaﬁon febled chges
*The first three months of Implementation Management, i.e. the project = The Supplier is granted exclusivity for a sub set of services

in which the SISD provider will manage the stand-up of the other Tower ’ Sub]ect to conditions and exceptions e.g. exclusivity does not
Suppliers and the exit of selected Incumbents. | apply where Post Office considers it uneconomical or no longer

Exclusivity | i their best mterests

The contract with the SISD provider is primarily based on the premise of

non-ex'c!us'ivity, offering greater ﬂexibili’gy to Ppst Office. However, | Qervi ubject tO Exclus:wty
exclusivity is provided for the services listed in Table 3.3.1 for the L e

duration of the initial term, with this exclusivity commencing from exit j _ Payment Mechnlsm
from the relevant Incumbent Supplier or the date of receipt of the 4.2 Change Management Services Volume-based
Acceptance Certificate for that FMO Service, whichever is later. 15.1_Incident Management Services Volume-based

To limit its exposure, Post Office included a number of carve outs from [5.1 RequestFulfilment Services ~  Volume-based

the exclusivity provisions: 15.1 Access Management Services Volume-based

»  Exclusivity will not apply to services or similar services provided by a third party entered into between Post Office and/or Royal Mail Group
Limited for the benefit of the Royal Mail Group, and such third party prior to the effective date.

+ Exclusivity ceases upon the service of a notice of termination of the SISD Agreement by either party for any reason whatsoever, or during exit
management. Exclusivity ceases if Post Office has a right to terminate (but has not exercised that right).

» The key carve out relates to circumstances where Post office considers (in its absolute discretion) that provision of the proposed exclusive
services by the SISD would be uneconomical or otherwise not in the best interests of Post Office. This broad carve out was designed to
mitigate the impact of exclusivity.

Exclusivity applies strictly in Supplier’s capacity acting as a Service Integrator under the Supply Chain Matrix.

The Supply Chain Matrix is a spreadsheet that indicates where a relationship exists between the SISD and a particular third party supplier (see
Figure 3.3.1 & Appendix B.3.). The rows list individual services, whilst the columns list each individual third party supplier. The matrix
indicates via a tick where there is a relationship between the SISD and the relevant supplier in respect of that service.

Therefore to ascertain whether the exclusive services are in scope for any individual supplier, we have to refer to the matrix to see whether there
is a relationship between that supplier in respect of the services listed in Table 3.3.1 (e.g. Change Management). If there is a tick against the
service, the SISD will be the exclusive service integrator fort that service in respect of that supplier.

Figure 3.3.1 Supply Chain Matrlx

An excerpt is shown here of the Third party suppliers e.g. Towers/Frameworks/Other suppliers

Supply Chain Matrix from Annex A of .
Schedule 2.1 as at execution. N s s ‘ T sERvices INCUMBENT SUPPLERS

TOWERS f FRAMEWORKS Not maniaed (No anFanE WOTKInE)
isrequirad, Purchaxe order covar i
| andsarvices sca promirad as rags

Fegured

fFower stood up e[l
paroa |

Wansged oukside ITAC (deckion)

Sl Services
Process Setup And Refresh & Governan:
The rows of the matrix list the . S0 S0

Tools

Tier 2 Se ices tha‘[ the Si Retresh And Technical Currency
- . Innovation
Quality As
WI“ prowde as per the i i A i i el
=5 . = = = ‘Supply Chain Mernber Management
Issue Resolution

Performance Analysis
T Servicss Risk & Compliance Managem
Onbaarding
Offboarding

Strategy Management
Financial Management
Senvice Portfolio Management
Demand Menagement
= R
%
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3.3.2 Termination & Cancellatlon

| Schedule | Schedule .
| Paragraph | Paragraph |

Overview Key Points

The contract provides mechanisms by which to terminate services. These may I Schedule 8.5 péragraph 6 pfovideé a set of termination
be used under different scenarios, each have specific pre-conditions and services and obligations that the Supplier should comply
implications in terms of process, notice and cost. The different types of

ith if any type of termination is invoked.
termination are summarised in Table 3.3.2. and outlined in detail within the Wi iam p i
agreement including in the Main Terms and Conditions, Schedule 7.2 . Schedule 7.2 outlines the payments due to either party
(Termination Payments) and Schedule 8.5 (Exit Management).  upon the termmatlon of the contract, dependant on the

mchmstances in which it was terminated.

Table 3.3.2 Termination Type.
Description . - . ; : __ Costimplications
Example situations where Termlnatlon for Cause can apply ‘
include the Supplier: :
scommits an irremediable material breach of the agreementor . past Office will not be liable to pay any costs if
. fails to remedy a material default. .~ . . ferminating for cause.
. -fails to achieve a Service Adjustment to which termmatnon for speciﬁed .
cause applies (as identified in Schedule 6.1)or falis to com | it wiritter :
forCanse h Cpp t( PI 334 ): By gg:ix:ﬁeq completion payments (including any TMO
 with a Correction Plan (see ) ~ - = > completion payments) which fall within a 12
ails to achieve a project milestone to which ter o required ~month window preceding the termi
cause applies (as identified in the Project quk Orden).. - cause date.
- sperformance results in a Critical Service Failure (see 5.7.2). -
~ See Main Terms and Conditions Clause 62 for details. o -

Post Office will be entitled to reclaim any

Amount of notice affects the payments due.

None -
specified, Paymants. cover:
for Post Office can terminate the whole agreement or any partof ~ but notice  *Termination payment;
Convenience  the agreement at any time and at their discretion. given - Unrecovered costs;
affects the - Breakage costs; and
payments.

-Compensatlon payment (see call out below)

Post Office may termmate the agreement by written notice -
for Chang‘ of without penalty if there is a change of control within the Suppher By wntten No penalty If there is sufflclent evudenc of the
Control ~ which Post Office reasonably consnders may have a matenally notlce effect on the service. . .

- adverse effect on the Services. S 2

Post Office have the right to invoke partial termlnatlon of

Partial services where the Supplier cannot or will not remedy a default.
Termination The Supplier will not be entitled to an increase in other charges
if partial termination arises

7

One month  As for Termination for Cause.
prior written Agreement and change control for changes to
notice. other charges.

The amount of notice given affects the
. payments due. Payments cover:
The Supplier can terminate the contract where undisputed — «Termination payment:
charges in excess of £200,000 have become due and have 45 days
remained unpaid by Post Office for more than ninety days

Términation by
Supplier - Unrecovered costs;
- Breakage costs; and

«Compensation payment (see call out below).

for Continuing 30-60 days
. Post Office may terminate the agreement if a Force Majeure depending .
Force Majeure ST ) ) Each party bears the costs they incur.
Event Event affects part of the services it receives. on service
affected.

Compensation Payment ( For Convenience ) | | Compensation Payment ( By Supplier )

Compensation Payment is calculated as being equal to the Supplier's | | compensation Payment is calculated as equal to the Supplier’s
Forecast Profits that would have been earned for the ‘shortfall period’. | | Forecast Profits that would have been eared for the ‘shortfall period’.

(See Forecast Profits definition in Schedule 1.1) | (See Forecast Profits definition in Schedule 1.1)

In this case, the ‘shortfall period’ is the difference between 6 months | ||, this case, the ‘shortfall period’ is between the date on which the
and the actual number of months notice of termination given by Post | | gypplier’s right to terminate is exercisable and the date on which
Office. | termination takes effect (up to a maximum of 6 months).

Supplier’s Financial Stability

Schedule 7.4. outlines the responsibilities the Supplier has to itself and its contractors regarding their financial standing. It also outlines the
trigger events relating to changes in financial standing, such as credit rating dropping below a specified level. If these trigger events occur the
F%@S:tie specifies consequences including the potential need to construct and follow a Financial Stability Service Continuity Plan.
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3.3.3 General Obhgatlons Summary

Overview Key i : ‘
Whilst all aspects of the agreement are important, this section describes |« Up to twice per contract year, Post Office may conduct audits for
selected terms surrounding key topics that have significant relevance to  Shecfepimoses sich e A L

the business as usual operation of the services. _ accuracy of information and compliance with standards.

The Supplier’'s Overarching Obligations Compliance of the Supplier and any key sub-contractors with audit
. obligations should be free of charge.

The Supplier is obliged to provide the defined services to Post Office

not only in accordance with the Service Levels, service descriptions and * The Supplier is obliged to be open, co-operative and provide

broader contract terms but also in line with applicable legislation and _ reasonable assistance to third parties providing services to Post
Good Industry Practice. __ Office where there is an interaction in the services delivered.
The Supplier also needs to use all reasonable endeavours to comply = Schedule 3, sets out responsibilities that have been expressly
with Post Office’s IT policies and business principles. In practice the _ allocated as “Post Office Responsibilities” i.e. obligations breach

Supplier may comply with its own internal policies where Post Office
agrees that this provides protection which is above their own internal
policies.

In turn Post Office has general obligations described throughout the
agreement and specific responsibilities in Schedule 3 breach of which
may trigger a 'Post Office Cause' or a 'Supply Chain Member Cause'
and the relief/compensation mechanisms. See Section 3.3.4.

_ of which may trigger a 'Post Office Cause' or a 'Supply Chain
. Member Cause’ and relief/compensation mechanisms. Many of
. these are summansed wnthm this handbook but f ni tanty with the

Co-operation Requirements

The Supplier is obliged to be open, co-operative and provide reasonable liga \ gger the rehef/cempensanen mechamsms
assistance to any third party providing services to Post Office where

there is an interaction or overlap in the services delivered. As part of
this, where the interaction or overlap presents a material relationship
between the services, the Supplier has primary responsibility for liaising ‘Key‘ Sub-Contractors
with the necessary supply chain members. Any disputes or
disagreements with other supply chain members must be notified to
Post Office, but the Supplier should use reasonable endeavours to
resolve these.

+ A key subcontractor is described as follows:
— Any sub-contractor which performs a business critical role in

the provision of the services; or
— Any sub-contractor with a sub-contract that has a contract
In the event that co-operation requires the use of additional resource, value in excess of 10% of the aggregate charges.
the Supplier is entitled to make incremental charges. It would need to
demonstrate that additional resource was required as a result of co-
operation and agree these through change control.

The Supplier needs approval from Post Office prior to appointing
a material subcontractor;

Requests for approval should be supported by basic due
Audit diligence information describing the sub-contractor;

Notified key sub-contractors (and regular sub-contractors) must
be maintained in Schedule 4.3; and

It should be noted that a percentage mark-up applies to materials

As part of the audit clause, the Supplier and each key subcontractor has
a set of responsibilities with respect to providing access to the
information, sites, systems and personnel, that fall within the scope of

the audit. Post Office (not more than twice a contract year — unless a or services proyided by subcnntractors incorporated into a
regulatory body imposes otherwise ) may conduct an audit for purposes Change or Project. The maximum percentage mark-up that the
such as to review: Supplier can charge Post Office can be found in Schedule 7 Part

the accuracy of the service charges and Management Information; F paragraph 14.3.3.

«the integrity, confidentiality and security of Post Office data; and
the Supplier's compliance with obligations including performing them in accordance with standards and practices listed in clause 15.3;
Or to Fulfil any legally enforceable request by any governmental authority or regulatory body.

The Supplier is also required to maintain and provide upon request Records of processes and decisions taken relating to the performance and
management of the Agreement as described in schedule 8.4.

Post Office will endeavour to provide at least 15 working days’ notice of an audit. Post Office are to use reasonable endeavours to ensure that the
conduct of each audit does not unreasonably disrupt the Supplier or delay the provision of the Services. Actions following audits vary by outcome
see Table 3.3.3.

Table 3.3.3 Resulting Acti

Outcome of Audit ' Resllting Action
Supplier has failed to perform its obligations - ... oo
. the agreement in A RaieHEl MaRReE Botn parue? will agree:anq 1mp|ernen§ a remedlallplan.

Post Office will pay the amount of the under-payment less the cost of the audit 1f ﬂ’\lS was due to
a default by the Supplier, in relation to invoicing within 25 working days. =
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3.3.4 Delays and Post Offlce ReSpOHSIblll’[IeS

Overview

Clauses 6 to 12 address issues or Delays that may arise in the
course of the Supplier providing Implementation Services, Service
Adjustments or Project Services.

They explain how the Supplier should notify Post Office of Delays,
submit a Correction Plan and work with other to make a
determination of Fault Allocation.

If the Supplier wishes to make a claim for reimbursement of any
costs and expenses), the Supplier must detail the costs and
expenses in the Correction Plan and notify Post Office of additional
costs and expenses.

+ Delays are the period of time by which the achievement of Service
Adjustments are delayed with reference to the SISD
Implementation Plan; or in relation to a Project, the period of time
by which the Project Services are delayed arising from a failure to
Achieve a Project Milestone.

Regardless of the responsibility or cause for the delay It is the
responsibility of the Supplier to, as soon as reasonably practicable,
notify Post Office in writing of the fact of the delay and also within
five working days to give full detail in writing to Post Office of the
reasons for the Delay , its consequences and the steps the
Supplier is taking to minimise the Delay.

If it becomes apparent that there will be a delay then the Supplier
should endeavour to eliminate or mitigate the consequences of the
delay including working with Post Office, the Supply Chain
Members or any third party directed by Post Office, and agreeing
with each sub-contractor to take steps to eliminate or mitigate any
losses and expenses.

Correction Plan

» Where a Service Adjustment or Projct Milestone is likely to be
delayed the Supplier is to submit a correction plan with contents as
described in Clause 6.9. within 10 days of the initial notification
that there would be a delay.

The draft plan needs to be signed off by Post Office as it will
contain information such as steps that the Supplier recommends
that all parties, including Post Office, take to mitigate the delay.
Where Post Office does not approve the draft Correction Plan it
must inform the Supplier promptly.

Each party will comply with its obligations under the Correction

Plan following its approval by Post Office. Note that approval of
Correction Plan does not constitute approval of any claim within
the plan for reimbursements.

Where the Supplier has failed to include relevant cost and
expense information in the Correction Plan or hasn’t notified Post
Office of additional costs and expenses within five days the
Supplier will not be entitled to claim reimbursement of any costs
incurred in complying with the Correction Plan.

Other Relief Due To Post Office or SCM Cause

If a Post Office Cause or Supply Chain Member Cause means:

+a failure to meet Expected Service level, clause 17 may apply.
*Supplier incurs additional costs, clause 18 may apply.

j . Schedule 3. sets out responsubllltles that have been expressly

= Delays caused by Post Office or another Supply Chain Member may

Schedule

Clause

| Paragraph |

Key Pomts

allocated as “Post Office Responsibilities” i.e. obligations breach of
which may trigger a 'Post Office Cause’ or a 'Supply Chain Member
Cause'. . .

Fault Allocation may only determine that a Delay occurred (in whole
or in part) due to a Post Office Cause or a Supply Chain Member
Cause where a specific Post Office Responsibility or Supply Chain
Member Responsibility that has not been met.

lead to increased cost.

Fault Allocation

* In the event of Delay the overrldmg objectlve of the Supplier is to work
with Supply Chain Members to remedy or resolve, the Delay.

Unless agreed otherwise, on the earlier of the date that the Correction
Plan is agreed or 30 days after the Delay occurred the Supplier and
relevant Supply Chain Members will work together to determine
whether the delay occurred due to a

— due to a Contractor Default;

— due to a Post Office Cause or a Supply Chain Member Cause;

— in part due to a Contractor Default and in part due to a Post
Office Cause/Supply Chain Member Cause; or

— due to a Force Majeure Event.

The Supplier may not cause or allow Fault Allocation to adversely
affect the resolution of the Delay as soon as reasonably possible.

Fault Allocation may only determine that a Delay occurred (in whole or
in part) due to a Post Office Cause or a Supply Chain Member Cause
where a specific Post Office Responsibility or Supply Chain Member
Responsibility that has not been met.

Post Office will consider the fault allocation and accept or reject it.

If the parties are not able to agree the responsibility for the Delay or
Post Office does not accept the determination; any party may refer
the matter to Governance and, failing resolution within ten working
days, such party may refer the matter for resolution in accordance
with the Dispute Resolution Procedure.

Fault Allocation Determines Applicable Clause

+ If a Delay occurred due to a Contractor Default, the provisions of
clause 8 (Delays due to Contractor Default) apply;

If a Delay occurred due to a Post Office Cause or a Supply Chain
Member Cause, and that is accepted by Post Office, the provisions
of clause 9 (Delays to Service Adjustments or Project Milestones due
to Post Office Cause or Supply Chain Member Cause) will apply;

If a Delay occurred for which the Supplier was only partly
responsible, and Post Office has accepted that, the provisions of
clause 12 (Delays Not Due to One Party) will apply; or

If the Delay occurred due, in whole or in part, to a Force Majeure
Event, and Post Office has accepted that, the provisions of clause
57 (Force Majeure) will apply. (See Table 3.3.4)

ira®
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Table 3 3. 4 Sum ]

CIause

If a Deliverable, Service Adjustment or Project Milestone does not satisfy the Test Success Criteria; and/or the Fault
Allocation Procedure determines that a Delay is due to the Supplier's Default, then Post Office w:ll issuea Non-
conformance Report to the Supplier. Post Office may choose to:

=|ssue an Achievement Certificate and/or Project Milestone Achievement Certificate conditional on the remediation of
the Test Issues, or the non-conformities of the Deliverable, in accordance with an agreed Correction Plan (and
optionally revise the failed Adjustment Point and/or Project Milestone Date and any subsequent Adjustment Points

clause 8 and/or Project Milestone Dates; and/or
(Delays due to Contractor
Default)

=Refuse to issue a conditional Achievement Certificate and/or Project Milestone Achievement Certificate and notify
the Supplier of a further date on which the Supplier must remediate the Issue, then apply a further round of
correction and Testing; and escalate the matter in accordance with schedule 8.1 (Governance); and failing resolution
within 5 Working Days, refer the dispute for resolution in accordance with the Dispute Resolution Procedure. If then

the matter cannot be resolved exercise any right it may have under clause 62.1 (Termination Rights); and/or

=Require the application of Delay Credits where schedule 7.1 (Charging and Invoicing) identifies that Delay Credits
are applicable in respect of the relevant TMO Service Adjustment and/or Project Milestone. See 3.4.1.

For Delays to Service Adjustments or Project Milestones due to Post Office Cause or Supply Chain Member Cause
where the Supplier followed its obligations to notify the Post Office of a Delay and the Supplier could not reasonably
have taken steps in accordance with Good Industry Practice and also the delay has not arisen or been contributed to
by Supplier's negligence, fraud, or wilful default then the Supplier may seek rights and reliefs as follows:

= right to apply for an extension of time to Achieve the relevant Service Adjustment or Project Milestone

clause 9 =relief from the application of Delay Credits in respect of the relevant TMO Service Adjustment and the relevant

(Delays to Service Project Milestone that is Delayed
Adjustments or Project d Y

Milestones due to Post  =claim for reimbursement of additional costs and expenses reasonably and necessarily incurred by the Supplier in

Office Cause or Supply  complying with its obligations under the agreed Correction Plan

Chain Member Cause
) Costs incurred must be reasonable, demonstrable, necessarily and reasonably incurred and the Supplier must use

all reasonable endeavours to minimise such costs; The Suppler shall provide any additional information Post Office
may reasonably require in order to assess the validity of the Supplier’s claim.

If Post Office accepts the Supplier's submission the agreed costs will be shown as an addition to the Completion
Payment (or the applicable Project Milestone Payment).

clause10 jrrespective of all Delays, Pricing Ad]usfmehts (seé 3.4.1) take effect on the associated Adjustment Point date. Thus
l(zr l:lé‘tg;?gs?;?g:ﬂcé if the Supplier has lowered its price while having been delayed or prevented from implementing a material cost saving
caﬁs‘é oF sgbi;))ly\ Shain that would have otherwise been implemented as a direct result of a Post Office Cause or Supply Chain Member -
member cause) ~ Cause then the Supplier may be entitled to seek reimbursement of additional costs and expenses.

Clause 11 . Irrespective of all Delays, Service Level Adjustments (see 4.4.1) take effect on the associated Adjustment Point date.
iﬁig’éﬁ: dlek)\;Ieinjtucf}théznt Thus if the Supplier has been materially affected as a result of being unable to meet the adjusted Service Level
cause or supply chain having been delayed or prevented from meeting the Service Level as a direct result of a Post Office Cause or Supply
member cause) Chain Member Cause then the Supplier may be entitled to seek reimbursement of additional costs and expenses.

The provisions of clause 8 (Delays Due to Contractor Default) will apply in relation to the part of the Delay for which
the Supplier was responsible; and

The provisions of clause 9 (Delays to Service Adjustments or Project Milestones due to Post Office Cause or Supply
Chain Member Cause), will apply to the part for which the Delay was due to a Post Office Cause or a Supply Chain
Member Cause.

If there is any Dispute as to the extent to which Post Office, Supply Chain Member or the Supplier respectively has
contributed to the Delay, the parties may escalate the matter for resolution in accordance with schedule 8.1
(Governance) and, failing resolution in accordance with that schedule within ten Working Days, the Supplier may
refer the matter for resolution in accordance with the Dispute Resolution Procedure.

clause 12 (Delays Not
Due to One Party

Clause 17 (Effecton
service levels of post
office cause or supply
chain member cause)

If the Supplier would have provided the Services in accordance with the Expected Service Level but has failed to do
so as a direct result of a Post Office Cause, or a Supply Chain Member Cause, the Supplier will continue to provide
the Services in accordance with the Service Levels but may apply for relief as set out in clause 17.2.

Clause 1E (Costs If the Supplier reasonably belleves that Suppher has lncurred significant additional costs and expenses asa dlrect
incurred due topost  result of steps taken by the Supplier in carrying out any additional work or services to remedy or mitigate an issue
office cause or supply  caused by a Post Office Cause or Supply Chain Member Cause, then the Supplier may be entitled to claim for
chain member cause) reimbursement of those additional costs and expenses in accordance with the claim process set out in clause 18.2.

clause 57 (Force Either party may claim relief from Iiability for non-pérformance of its obligations to the extent this is due to a Force
Majeure) Majeure Event.

a2+
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3.3.5 Exit Planning

Overview

Exit and service transfer is governed by an agreed exit plan between the
parties. This plan is developed and maintained by the Supplier for use
upon expiry or termination of the agreement.

Exit Management Planning

Within six months after the Effective Date the Supplier is required to
provide an exit plan setting out a Supplier's proposed methodology for
achieving an orderly transition of services on the expiry or termination of
the agreement. Following submission of the exit plan, the contents
should be agreed within 30 calendar days.

The exit plan should contain as a minimum:

*Separate mechanisms for ordinary exit and emergency exit;

*The management structure;

+A list of current key personnel and a high level summary of the
additional resource employed in delivering the services by activity; and
*A detailed description of both the transfer and cessation processes.

Within 30 calendar days after service of notice of termination or no less
than six months prior to the expiry of the agreement, the Supplier is
required to submit an exit plan in its final form.

Exit Responsibilities

The Supplier is obliged to provide all assistance reasonably necessary
to Post Office and/or the replacement service provider during the exit
period to support the transfer of services. Minimum obligations include:
+Compliance with the obligations defined in the exit plan;

+Provide to Post Office an up to date Business Process Manual;

*Any information required by Post Office to assist on re-tendering of
services;

*The Supplier will take all steps, which are necessary and consistent
with its continuing obligations, to mitigate any losses, costs, liabilities
and expenses;

*Advise Post Office of the Net Book Value of any equipment that Post
Office elects to have transferred;

+Erase any software containing the specially written software and all
Post Office data; and

+Erasing all confidential information of the other party and certifying that
it does not retain the other party's confidential information.

Other Supplier Obligations

In addition to exit responsibilities, Supplier will throughout the term:
*Maintain an asset register, showing ownership and status of all assets
as well as their Net Book Value. The asset register will also include
details of all sub-contracts and other relevant agreements.

*Maintain a configuration management database detailing the technical
infrastructure through which the Supplier provides the services.

*The Supplier will also appoint an exit manager within three months of
the effective date who will ensure that the Suppliers employees, agents
and sub contractors comply with the relevant exit activities.

*The full list of Supplier obligations for assisting on the re-tendering of
services is in paragraph 3 of Schedule 8.5.
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Paragraph All

Key Points .
= Draft Exit plan to be submitted by Supplier and is then to be
_agreed upon within thirty days.

. Knowledge transfer should be on-going through the contract
 term, with specific obligations to transfer knowledge to Post
~ Office and others during exit.

= ‘Termination Assistance Period’ is the period during which the
Supplier provides Termination Services (the scope of which is
_ detailed in Schedule 8.5, paragraph 6.14).

= Post Office can require the Supplier to provide Termination
.~ Services and the associated access to information or personnel
_for up to 12 months beyond expiry or termination.

|

Knowledge Transfer

The Supplier is responsible for transferring knowledge to both
Post Office and other supply chain members throughout the life
of the contract and during Termination Assistance Period.

The Supplier should also manage the on-going and effective
knowledge transfer between all Supply Chain Members and
manage and execute an on-going knowledge transfer process
across the Supply Chain by conducting analysis to identify
knowledge gaps.

During exit the Supplier must:

*Transfer all training material and provide training to the relevant
Post Office and replacement suppliers’ staff;

*Provide all knowledge reasonably required for the provision of the
services; and

*Provide access to relevant members of the Supplier’s or its sub-
contractors' personnel.

Notification of Termination Services

Post Office can request termination services by notifying the
Supplier in writing ("Termination Assistance Notice") at least
three months prior to the date of termination or expiry or as soon
as possible following a notice to terminate.

A Termination Assistance Notice should include the:

+Date from which termination services are required (which cannot
be earlier than 12 months prior to expiry of the contract;

*The nature of the termination services required; and

*The period during which it is anticipated that Termination
Services will be required which shall continue no longer than 12
months after the date that the Supplier ceases to provide the
Services.

Post Office shall have an option to extend the period of
assistance beyond the period specified in the Termination
Assistance Notice. The specific length of time Post Office can
extend assistance depends on the relevant Service.

Post Office Diary Reminder

Written notice 6 or more months before expiry (or end of
extension) is needed to extend the term into each of the
extensions of one year.
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3.4 Financial Management
3.4.1 Charges Introduction

Overview

The charges that Post Office will pay the Supplier are comprised of the
following:

»  Service Charges;

+ Implementation Management Charges;

+ Implementation (Completion Payments);

+ Pass Through Charges; and

+ Project Fees and charges resulting from changes.

Each type of charge may be paid for using one or more of the available
Payment Mechanisms. Table 3.4.1 matches the charge types with the
payment types.

Payment mechanisms are the categories that a payment to the Supplier
could fall under. These will be dictated by the type of work that has been
performed. They include:

»  Periodic Charges;

+  Volume Charges;

+ Time & Materials Charges;

+  Project Milestone Payments;

»  Completion.

 Key Points

Aﬂ charges should be in Great British Pounds (GBP).

= Charge ; are stated exclusive of VAT, which will be added at the
. prevailing rate as applicable and paid by Post Office following
dehvery of a valid VAT invoice

f*- Semce Credits and Delay Credits are the clearest mechamsms
that Pos’t '*Ofﬂce have to be reimbursed for non-performance by
tion to the services it provi

The following pages discuss the different types of charges and payments in more detail.

Table 3.4.1 — Types of Charge a

Charge Context (see 3.4.2)

Penodlc Charges
Volume Charges.
_ Time & Materials Charges
_ Project Mllestone Payments.

Implementation Management Charges .

Implementation (Completion Payments) .

Project Milestone Payments.

- Completion Paym‘énts.

Project Fees and charges resulting from changes

» Project Milestone Payments.
+ Time & Materials Charges.

Other factors that affect the invoiced amounts

Invoices are for:

»  Service Charges net of Service Credits relating to the previous
Service Period and net of the impact of any price changes or pricing
adjustments;

» Completion payments (if any) net of any delay credits; and/or

+ Any other charges (if any) payable.

Price Changes

Price Changes or Pricing Changes are an increase in the price ‘
triggered by a Service Adjustment (i.e. they only take effect when the |
Completion Criteria have been achieved)

Pricing Adjustments

Pricing Adjustments are a reduction in the pricing of a Service ‘
triggered by an Adjustment Point (i.e. they take effect when the date |
for the adjustment in the implementation plan is reached). |

 Service Credits

Service failures lead to the accrual of Service Points, which convert
into a deduction from charges known as Service Credits. Service
Credits are set off against the next period’s Service Charges thereby
reducing that invoice.

See 5.7.1. for details on their calculation and limits.

Delay Credits

Delay credits are:

*The amounts to be credited against a Completion Payment arising
from a Delay to TMO Service Adjustment and specified in Schedule
7.1 (Charges and Invoicing); or

+In relation to a Project, the amounts to be credited against a Project
Milestone Payment as specified in the relevant Project Work Order.

' Note: With the exception of ‘Information Security Management’ split into four Tier 2 services three of which have a volume based payment

Fia&ranism and one of which has a periodic charge.
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3.4.2 Types of Charges

Schedule
Paragraph

Overview  Key Points
The charges are comprised of the following: edule 7.1 Appendix A, identifies the charging type and
*  Service Charges; payment mechanism applicable for each service.

+ Implementation Charges (Completion Payments),
+ Implementation Management Charges;

» Pass Through Charges; and

+ Project fees and charges resulting from Changes.

16 ntahon management charges will be classed as

The descriptions below provide more detail on each type of charge. Additional
pertinent charging considerations are described in Table 3.4.2.

usmg Volume or Tlme and Materials.

Service Charges

The majority of the charges in the contract will be through the serwcecharges Serwce charges are split into TMO Service Charges and FMO
Service Charges. The charges linked to both categories are set out in Schedule 7, Appendix D and E respectively.

In each category there are three types of payment mechanism. Schedule 7.1 Appendix A gives a breakdown of the payment mechanism that
applies to each Tier 2 service.

Implementation Charges (Completion Payments)
Charges which relate to the Implementation of the SISD Tower. These are charged as Completion Payments (described further in 3.4.3).

Implementation Management Charges

These are the charges incurred with respect to the programme management of the Implementatlon Programme governing and assuring the other
Tower Implementations.

Post Office may be invoiced for the applicable Implementation Management Charges monthly in arrears at the end of the month to which the
relevant Implementation Management Charges relate.

The charges for implementation management are described in Schedule 6.1 (Implementation) and unless agreed by both parties, the
Implementation Management Charges will be charged as Project Milestone Charges.

Project fees and charges resultmg from Changes N ‘

Charges for projects and other changes should be proposed under the Change Control Procedure (for changes) and/or the Work Order
Process (for project work) as follows:

+On a fixed price basis chargeable as milestone are accepted;

+On a fixed price chargeable on acceptance of deliverables; or

+On a Time and Materials basis, with a cap if required.

When evidencing any charge relating to a potential project or a change, the Supplier should use the Financial Model to demonstrate that any
proposed revisions or Project Fees are appropriate and have incurred the correct level of due diligence.

The costs proposed by the Supplier will be presented to the same level of detail as for the Services specified in Schedule 2.1. Furthermore, If the
change or project is agreed by Post Office the Supplier will update the Financial Model.

Pass through charges will be charged to Post Office at the direct cost of supply to the Supplier without mark up. pass
through charges include:

=Expenses - Where the Supplier provides Services on a Time and Materials Basis, travel and subsistence can be

Rase Through expensed within Post Office’s expenses policy.

Charges
S - =Exceptional Staff Transfer Costs (this charge is non-recurring) - Following the transfer of Post Office employees and
- Fujitsu employees to the Supplier, employment related costs are incurred and later invoiced by the\Supplier (subjectto

the Supplier complying with obligations set out in paragraph 17.3 of Schedule 7.1). -

Where a service is categorised as an ‘overhead’, this denotes that the tier 2 service is not chargeable in |ts own nght
Instead the costs are allocated to the other services that they enable.

Overhead service charges are proportionately allocated to the services that the overhead service enables.

Overhead Service

Charges There should be no cross subsidisation. This ensures that a benchmarking review will be able to accurately assess the
market competmveness of |nd ividual tier 2 semces
Service Cabllogue. The catalogue will be agreed dunng Impiementatron ane agreed Servrce Catalogue Resource Umts will be charged via

Volume Charges or Time and Matenals Charges or other appropnate Payment Mechanlsms as agreed
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Overview Key Points

Payment mechanisms are the categories that a payment to the | -
Supplier could fall under. These will be dictated by the type of work
that has been performed. They include:

» Periodic Charges;

Volume Charges;

Time & Materials Charges;

Project Milestone Payments; and
Completion Payments.

The descriptions below provide more detail on each type of payment
and when it can be applied.

Table 3.4.3 - Payment Mec

Descnptlo
This is a fixed charge for. the appllcable servrces to be pald at the end of the relevant servnce period. Subject to Post
- _ Office’s acceptance of the service it receives, the Suppller may lssue a monthly |nv0|ce m arrears a end of the
Periodic.. ~ month to which the appllcable perlodlc charges relate > ‘

tis fixed for the lnmal term of the agreement and any termmatton assrstance penod but the charges are subject to
indexation should Post Office extend the contract

Volume charges apply to each resource unit consumed by Post Office during the relevant service perlod Schedule
7.1 Appendix B details a list of initial resource units.

Subject to Post Office’s acceptance of the service it receives, the Supplier may issue a monthly invoice, in arrears at
the end of the month in which the Resource Units were consumed.

Services ona T&M basis are calculated through multlplylng the total number of man days with the relevant rate card

Time and Materials rate (or for catalogue items through multlplymg resouirce units with the catalogue item price). The Supplier shall -
... maintain and provide a breakdown of any time and materials charges as and when required by Post Office.

Volume

A Project Milestone is an event or task described in a Project Work Order which, if applicable, will be completed by
the relevant Project Milestone Date.

Schedule 6.2 (Testing Procedures) sets out the circumstances in which a Project Milestone will be considered to
have achieved the required milestone.

If any Project Milestone is not Achieved by its associated Project Milestone Date then the Delay Credits ( see section
3.7) if specified during the Change Control Procedure and/or the Project Work Order Process may be applied.

Project Milestone

Completlon Payments are due should a service be set-up or change modes of operation and pass the relevant testing
requnrements i.e. achieve a Serwce Adjustment (planned to occur at the Ad)ustment Polnts)

Charges can be categorised into the TMO Services Completion Payments and FMO Services Completlon Payments
Delays to these adjustments may incur Delay Credits ( see section 3.7) which are offset against Ccmpletlon
Payments.

TMO Services Completion Payments

80% of the corresponding Completion Payment is payable at the relevant TMO Service Adjustment upon receipt of a
Completion validly completed Test Certificate.
FMO Services Completion Payments
80% of the corresponding Completion Payment is payable when that service has received its corresponding

Acceptance Certificate.

The remaining 20% of all TMO and FMO Completion Payments may be invoiced as a lump sum when FMO
Acceptance Cettificates have been issued for all FMO services. .

i.e. once Supplier is in recelpt of an Acceptance Certlflcate for each and every Service in all SlSD Implementatlon
 Initiatives, the Suppller can invoice for this final 20%.

Post

Qfﬂ c ® 33 In Confidence
ersion §20 For Internal PO Use Only



POL00398086
POL00398086

)

3.4.4 Invoice Delivery & Management

Paragraph !

Overview Key Points ‘
The Supplier is responsible for the administration of the \ " b ; ld lnclude as a mlnlmum the detalls set out in Schedule
billing processes with a set of guidelines and exceptions

covering the delivery, format and contents of invoices to Post
Office.

Within 5 working days of the start of a Service Period, the

Supplier will provide a pro forma invoice for:

+Service Charges net of Service Credits ! relating to the

previous Service Period and net of the impact of any price

changes or pricing adjustments;

»  Completion payments (if any) net of any delay credits;
and/or

»  Any other charges (if any) payable

OfiThis Page Limited To SISD Invoices

This page outlines how the Supplier should invoice Post Office for SISD
services. It does not discuss the activities regarding invoices for other Supply
Chain Members, as these are set out within the Operations Manual.

While charges are exclusive of VAT, it should be added at
the prevailing rate as applicable and will be paid by Post
Office following delivery of a valid VAT invoice

The figure below illustrates the Invoicing process and the
relevant responsibilities:

Figure 3.4.4 - Invoice Delivery Process
Pay invoice within 30 day

of receipt
{if invoice is valid)

Review pro-forma
invoice

Prepare and provideto @
Post Office for approval
a pro-forma invoice
within 5 working days of
the start of a Service

_Make adjustments as
| reasonably required by
Post Office.

‘Supplier ‘
pper Raise Final Invoice to
Accounts Payable

Table 3.4.4 Key Definitio

Term

Service Period This is defined in the contract as one calendar month.

Subject to the Supplier's compliance with the invoicing process (summarised above and detailed in Schedule 7.1,

Payment Terms T . ) .
paragraph 18) Post Office pay the Supplier within 30 days of receipt of a valid and final invoice.

Post Office Obligations

= Inform Supplier of rejections and acceptances promptly.

= Post Office must pay the Supplier within 30 days of receipt of a valid and

final invoice. (Interest is payable on late payments of any undisputed
pﬁg:tSee Section 5.7.1 for calculation of Service Credits charges).
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Overview

Benchmarking will be the main mechanism used for price control of
the SISD services to ensure the Supplier is providing market competitive
services. Cost and charges transparency also applies, through
prescription of the Financial Model as a reference for changes, although
Post Office has not prescribed typical Open Book arrangements.

There are key principles which will govern benchmarking activity and
these are summarised below.

Benchmarking Principles

*Post Office can initiate a benchmarking review at any point after 3rd
September 2015 (i.e. 12 months after the Service Commencement date
which was agreed as 3rd September 2014).

*Any Tier 2 service can be benchmarked, however they can not be
benchmarked more than once within a 12 month period.

*Tier 2 service charges can be benchmarked individually.

*A third party benchmarker will be chosen by Post Office, it will consult
with the Supplier during the selection process.

*The benchmarked service charge will include the allocated costs of
standard transition activities which have been apportioned across the
relevant service charges. Post Office Specific Implementation Charges
will not be included .

*Market Competitive is defined as the Service Charges falling within the
upper quartile of those in selected Reference Group.

«If any services are found to be not market competitive, the Supplier will
be obliged to reduce the associated charges, commencing in the month
following the benchmark report.

+All communications, data and information provided by the Post Office,
Supplier or benchmarker will be sent to all parties.

Benchmarking Costs

Benchmark expenditure will be borne by Post Office, subject to the
following:

«|f the benchmark finds that all services are NOT market competitive
then Post Office can recover the total cost from the Supplier.

«If the benchmark finds that some but not all services are not market
competitive then Post Office will be entitled to recover a proportion of the
cost from the Supplier. The proportion will be calculated to reflect the
number of benchmarked services found not to be market competitive of
the total number of services benchmarked.

Cost & Charges T ra‘nspai'ency‘

Schedule 7.1 sets out transparency measures where Supplier will:

Key Points
= Benchmarking exercises are to be used to determine if the
 Supplier is providing Market Competitive services.

—  Market Competitive being defined as the Service

Charges falling within the upper quartile of those in the
_selected Reference Group.

= Post Office can initiate a benchmarking review at any point

 after 3 September 2015,

= Schedule 7.1 contains requirements for transparency and

_ annual % reductions for some FMO services from 2016/17.

* Schedule 7.3 Value for Money (Benchmarking) provides a
detailed view of the benchmarking process and the

underpinning calculations.

Benchmarking set-up

Benchmarking set-up is the time required by the benchmarker to
be in a position to conduct a benchmarking review.

It allows the benchmarker to familiarise themselves with the

requirements of Schedule 7.3 (Value for Money) and recommend
any changes to the Schedule if they believe any are required.

Diary Reminder

Preparation will be required if Post Office wish to conduct the first
benchmark one year after the Service Commencement Date.

The activities that should be considered are as follows:
*Determining which services to benchmark;

*Appointment of an agreed benchmarker; and

*Benchmarking set-up.

Supplier Obligations

The Supplier is required to:

*Appoint a benchmark team for each benchmark review;

«Carry out the activities detailed within the benchmark plan within
the agreed timescales;

*Cooperate fully with the benchmarker including providing
information as may reasonably be requested and granting access
to information and personnel pertinent to the benchmark; and
*Reduce service charges if they are found not to be market
competitive.

*Provide full and complete accurate accounting and financial information relating to the services provided;

*Allow Post Office to audit the Supplier’s records;

+Provide charging proposals, including any rates and mark-ups, for any potential change or project to Post Office in line with the principles in

the Financial Model and Schedule 7.1; and

*Use the Financial Model to demonstrate that proposed charges for changes are reasonable and appropriate.

' Note: As acknowledged in the schedule 1 definition of ‘Post Office Specific Implementation Charges’ there are no Post Office Specific
Rﬁ&tantation Charges in scope pursuant to implementation activities described in schedule 6.1.
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3.6 Operating the Financial Model

Overview

The Financial Model is the key document that records the charges that
will be payable by Post Office.

It should enable Post Office to identify how the charges are calculated.
Furthermore it is the basis for evaluating any changes to the charges
proposed by the Supplier through change control or a project work

order.

This section gives an overview of the construct of the model, who
maintains and updates it, and how upon updates it is to be supplied to

Post Office.

Evidencing

of the
Financial
Model

the contents ;

It is the supplier’'s responsibility to promptly evidence |
and verify any queries that Post Office have
regarding the model or the charges it uses.

ThIS lncludes promptly supplymg reasonably skilled

_ and experienced personnel to explain and propose
- modifications to any assumptions made in the model.

Custody of
the Financial
Model

The Supplier will be responsible for the custody of
the Financial Model.

Post Office have the right to meet with the Supplier
within 5 working days of the end of a service period
(end of the month) to discuss and review the
Financial Model, including any variances seen in the
invoicing.

If the parties don’t meet at the end of the Service
Period and the charges invoiced under the
Agreement in the previous Service Period exceed the
Charges specified in the current Financial Model for
that Service Period by 5% or more, the Supplier
should inform Post Office.

the Financial
Model

Updates to

The Supplier is responsible for maintaining the
Financial Model making a limited set of operational
updates to provide the required detail. Any updates to
the underlying principles, methodologies, formulae,
calculations and any other items in the Financial
Model shall be subject to the Change Control
Procedure.

Where a Change or Project is agreed through the
Work Order Process or the Change Control
Procedure , the Supplier updates the Financial Model

Where updates are made through change control
procedures to the Financial Model, the Supplier will
deliver:

« Two soft copies of the updated Financial Model
- to Post Office S

+ Two hard copies of the followmg Financial Model
worksheets: :

- - the summary of Charges worksheet; and
- - the worksheet “04 Charges!”, ‘
Each Financial Model shall be certified as
~ accurate and unambiguous by a director of the

Subblier.

. ) ® -
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Paragraph RN

Key Pomts

= Data in the form of anticipated business volumes set out in the
. Financial Model is indicative only.

- The Suppher will have custody of the Financial Model and is
' ble for makmg any updates required.

The cons uct of the model must remain consistent and logical.
Thls is the Supphers responsubmty

. Post Ofﬂce can meet with the Supplier within 5 working days
of the end of a service perlod (end of the month) to discuss and
review the Financial Model, including any variances seen in the
_ invoicing.

Content of the Financial Model

Itis the responsibility of the Supplier to ensure that Post Office
have sufficient access to the right level of detail with regards to:

» Labour FTE Charges (man day rates and SFIA Level),
+Pass Through Charges for Exceptional Staff Transfer Costs;
*Implementation Charges;

» Periodic Charges;

* Volume Charges at Anticipated Business Volume (ABV),
* Volume Charges as actual;

»  Cost of Changes or Project Work Orders;

+ Expenses;

» Time and Materials Charges;

+ Project Services;

» Pass Through Charges;

» Costs of Sub-contractors (including details of any supplier
mark-ups on such costs);

» Service Charges;
+  Completion Payments; and

* Project Milestone Payments.

(.;onstruét of the Financial Model

+ Al monetary values should be quoted in Great British Pounds
(GBP).

+ All Charges should be exclusive of any VAT.

» All prices (including man day rates and resource unit prices)
used to calculate the charges should be quoted.

* Any indexation calculations should be described.
« The model should be constructed in MS Excel.

» No parts of the model should be hidden, protected or locked.
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vParagraph .

While the commercial frameworK itself is expected to remain stable there are several factors that will give rise to changes in the results of the
Finance and Commercial aspects of the agreement and some that may cause recourse to the Change Control Procedures. The below table
summarises these factors and potential changes.

Adjustment Points and
Service Adjustments

Adjustment Points - are dates in the Implementation Plan at which benefits for Post Office such as the
transition between modes of operation of a service are delivered.

Service Adjustments — are the delivery of transitions between modes of operation of a service. (e.g. from
Current Mode of Operation to a Transformation Mode of Operation; or when it moves between
Transformation Modes of Operation; or when moving to Future Mode of Operation)

The successful implementation of these Service Adjustments attracts Completion Payments. Missing the
Adjustment Point may attract Delay Credits.

Delay Credits for Service Adjustments

For TMO Service Adjustments but not FMO Service Adjustments, if a Service Adjustment has not been
achieved by the relevant Service Adjustment Date and a Completion Payment is associated with that Service
Adjustment, the Supplier shall pay to Post Office Delay Credits for each calendar day of Delay from and
including the relevant Service Adjustment Date until and including the date when the Servnce Adjustment is

- Achieved, at the daily accrual rate in schedule 7.1 appendix F (Delay Credits).

Delay Credits that apply to
on-going projects and
changes

Post Office responsibility
regarding the pro‘vision ofa
‘Quarterly Business
Forecast’

Unless otherwise agreed Delay Credits shall apply to all Projects and Changes.

The parties shall agree the amount of Delay Credits to be payable to Post Office by the Supplier for any Delay
associated with any Change and/or Project in accordance with the Change Control Procedure and/or the
Project Work Order Process.

If a Project Milestone has not been achieved by the applicable Project Milestone Date and a Project Milestone
Charge is associated with that Project Milestone the Supplier shall pay to Post Office Delay Credits. If no
further Project Milestone Charges fall due after Delay Credits accrue, the Supplier shall issue a credit note to
Post Office and a sum equal to any such Delay Credits then outstanding shall be repayable by the Supplier to
Post Office as a debt.

Post Office will provide to the Supplier a forecast of Post Office’s future business requirements and forecast

- Business Volumes (together, the “Quarterly Business Forecast’) including the potential effect of those
_ forecasts on numbers of Users, application usage and sites together with any other information as may be

reasonably requested by the Supplier or other Supply Cham Members in line with the frequency deﬂned in the
Operations Manual.

These forecasts will be used to predict the potential charges Post Office will incur (actual charges being
based on the actual volumes)

Annual Efficiencies for FMO
Services

Some FMO Service Charges are subject to annual reductions in the unit prices. The services and their
percentage efficiency reductions are detailed in schedule 7.1, appendices E (FMO Service Charges:
Volume Charges).

The efficiency reductions shall apply to the relevant unit price at the start of each Financial Year from 2016/17
to the end of the term. The percentage shall be applied cumulatively to the previous Financial Year unit price,
as set out in the Financial Model.

Benchmarking

Benchmarking may result in the need to change the charges, these changes are expected to go through the
Change Control Process as either a standard or fast-track change. (See also 3.5)

The Financial Model

The Supplier is required by paragraph 2.2 of schedule 7.5 to maintain the Financial Model ‘to provide
sufficient detail for Post Office to have visibility ‘ of a list of aspects. Given the changing services that Post
Office will require there is likely to be need for updates. See Section 3.6. for the update process.

Indexation

Indexation — of Rate Card: The Rate Card rates (used by the Supplier when costing Time and Material
jobs) shall be subject to indexation from 1 April 2015. Indexation for the Rate Card will then apply each
subsequent financial year of the contract.

Indexation — of FMO Services during extension: Changes for the FMO services may have mdexatuon

applled at the start of each extensmn period

Index - ‘Index’ for UK rates means: UK Consumer Price Index (CP}) publlshed by the Office of Natlonal

Statistics or its replacement. “Index’ for non-UK rates means: the CPI as published by the Economist
Intelllgence Un1t where apphcable and a pre-agreed lndex for any countries outside that scope1

P‘?@&t it is believed that it was agreed that the indexation for the offshore rate card would be at the UK rate.

@rsuég:@zo
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‘This section should be read by
users with an interest in
understanding the services
‘which are delivered by the
‘Supplier to Post Office under
this contract.

Al users who are involved with the
delivery of Service Integration and
ervice Desk services by the
pplier should have a basic
erstanding of the service
tructure and definitions.

.
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4.1 Section Contents

Section Overview
The Services Section provides a summary of the services and a description of the Tier 2 Services as outlined in the contents below.

The Services — Contents

Section e ST o Schedule(s)

4.1 Section Contents Sets out the structure of the services section. ‘ ‘ NA

Summarises the services and the supporting documentation relating to

2.1 42
the services.

4.2 The Services Summary

e e s Y e

. The;§tmsti;re éf The
. Services

- L‘istsi‘the“Tief 2 services under each tier 1 category.

How Services Change over Summarises the mechanisms through which the Services can change

the Term over time. l 44
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Services Introduction

The Service Integrator Service Desk (SISD) Supplier plays a
pivotal role in the operation of Post Office’s IT Supply Chain
and the co-ordination of the members of that supply chain.
They are to deliver and perform a range of Services and do this
in a manner that facilitates achievement of Post Office’s key
objectives for the supply chain, delivers measurable benefit to
Post Office and enables other parties to provide IT services.
Post Office’s key objectives for the supply chain are set out in
Appendix B.

The services are specified in Schedule 2.1. Requirements
being grouped up into sets known as “Tier 2 Services” under 9
Tier 1 categories. See Tables 4.2 & 4.3. Detail of the
Supplier's solutions to provide the services are in Schedule
4.1. The implementation of the Tier 2 Services is through eight
initiatives, as described in the implementation initiatives in
Schedule 6.1 Annex 5.

Supporting Document‘ati“onf‘

The material contained in the handbook is a summary of
detailed information contained in several documents. To
obtain a full appreciation of this topic, readers should also
constilt the following:

+ Schedule 2.1 (Definitions);

+ Schedule 2.1 (Service Requirements);

+ Schedule 2.2 (Service Levels);

» Schedule 4.1 (Contractor Solution);

+ Schedule 7.1 (Charges and Invoicing); and

» Schedule 8.2 (Change Control Procedure).

In addition to the contract schedules, further detail on the

services are provided in supporting documents produced and
maintained by the Supplier including the:

»  Operations Manual,

+ Services Portfolio, Service Catalogue and OLAs;
+  Supply Chain Governance library material;

+ Quality Assurance Programme material;

» Deliverables and Obligations Tracker;

« Service Levels Tracker;

» Continuous Service Improvement Plans;

+ Capacity Plan;

+ |IT Service Continuity Plan; and

+ Configuration Management Asset life-cycle plan.

POL00398086
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The services have been designed based on a set of principles. An
appreciation of these principles will provide an insight into many of the
processes and ways of working which underpin delivery of the contract.
=Services are defined as IT Service Outcomes.

=Best value is derived through acceptance of industry standard services,
unique requirements are clearly defined.

=Payment for the services is based on the volume of consumed IT services
i.e. pay for what you use.

*The service provider delivers and performs Design, Build Plan, Implement
and Maintain for all services.

*The services enable an IT organisation that is business focused, reliable
and efficient.

Service Categones

‘ Summary Descnptlon

_ A set of services that are not distinct L

 or relate to one or more of the other services. For

- example, '‘Quality Assurance’ apphes acrossall
_ services.

The managelﬁent and coordmatlon of Supply Chaln

Supply Chain Members to ensure that Post Office requirements are
Member " L . h
delivered in line with agreed Service Levels and
Management )
quality.
.. Theresponsibilities of supporting Post Office in
Serw ce Strategy establishing and malntalmng a Service Strategy

- based on Post Office business stfategic and tactical
planning and IT Strategy.

The responsibilities for de3|gn|ng the service,
governing practices, processes and policies that are
required in order to realise the service provider
strategy and introduce the services into supported,
secure environments.

_ The responsibilities for ensuring that new and

- updated IT Services are transitioned info the business
successfully.

Delivery and management of services at agreed levels
Service Operation to business users and customers through the
coordination and completion of day to day activities
and processes.

Management of improvements to service performance

Service Design

Service
Transition

SISD Services and IT Service

This handbook defines the SISD services provided to achieve
an effective supply chain. It does not cover the IT services,
provided by other suppliers that SISD facilitates.

 request’ basis to deliver services beyond those
described in the other categories.

g:x:g:ous py continually measuring/reporting anfl makiryg
Improvement improvements to processes and Services to increase
efficiency and effectiveness.
The responsibilities for provision of a variety of
s disciplines including requirement development,
ystems : . - )
Integration solgt.lqn des!gn, solgtlon governance and project ‘
activities to link multiple IT Services to meet a defined
business need.
The facility for Post Office to procure resources with
Res dur = the appropriate skills and knowledge to deliver Post
= - Office activities. This service is provided on an ‘on
Augmentation

ira®
Ol

Project requests

Where Post Office requires a discrete unit of work or services outside the
scope of the Services, that will be treated as a Project request and dealt
with according to the processes in Schedule 12 (Project Work Order
Process)
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4.3 The Structure of the Services

. Schedule
Services Structure

Services are structured by the requirements detailed in Schedule 2.1 (Service Requirements) as shown below.

Table 4.3 The list of T/er2 se s by “ A
Overheads . . ' rocess Setup And Refresh & Governance Support

0 2 Operational Governance Support
0.3 Information Sharing

Tools
Refresh And Technical Currency
Innovation

Quality Assurance

1.1 Supply Chain Member Management

Paragraph

Supply Chain Member Management

12 Issue Resolution

1.3 Contract Compliance Management

14 Performance Analysis

1.5 IT Services Risk & Compliance Management
16 Onboarding

1.7 Offboardin

21 Strategy Management
2.2 Financial Management
23 Service Portfolio Management
24 Demand Management

2.5  Business Relationship Management :
.. Customer Satisfaction And Survey Management

Service Design 3.1 Service Catalogue Management e

3.2 Service Level Management i

33  Capacity Management e

3.4 Availability Management

35 IT Service Continuity Management

3.6 Information Security Management

3.6.1 Information Security Health Checks (ISHe) : =
“36. 2 Information Security Health Check — New Supply Cham Serwces or Systems

4 1 - Service Asset and Conflguratlon Management

Change Management

. Validation and Testing

‘ 443  Change Evaluation
Service Operation 5.1 Service Desk Services

51  Objectives and Requirements ]

5.1 Communications ]

51  Tooling L |

5.1 Language

51  Locations

5.1 Personnel

51 Service Desk Function T :

5.1 Incident and Service Request Management

51 Role in Problem Management _

5.1 Role in Access Management

5.1 Role in ViP Support

5.1 Self Service

5.1 End-User Training

5.1 Reporting

5.1  Access Management

5.1 Request Fulfiiment

5.1 Incident Management

5.2 Event Management

5.3 Problem Management

5.4 Facilities Management

55  Technical Management E E 1
Continuous Service Improvement = 6.0 Continuous Service lmprovement _&
Systems Integration 7 1 Solution Destgn Governance

Solution Design Services

7‘2 ~ Programme Office & Standards

7.3 Project Execution Services

74  Project Implementation S

7.6 Requirement Development & Design

8  Resource Augmentation R
43 In Confidence
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4.4 How Services Change Over The Term

4.4.1 Overview

Overview

“Scheduiéw ‘

‘Paragraph \ Paragraph

Paragraﬁh

The key mechanisms through which the Services Change over the period are listed below:

change control process

On-going Change outside the The services are defined with reference to Control Documents (see 2.2.3) and the need to describe and
agree many elements of the services. This provides flexibility to change some aspects of the SISD solution
and how the SISD delivers the service outside of the formal change control procedures.

Implementation

(see 3.3.1) .

The Change Control Process

SISD Implementation establishing the Tier 2 Services is staggered as shown in Appendix A Figure A.1 each
moving through modes of operation. Each move is a Service Adjustment point. See 4.4.2.

Implementation of the supply chain model involves implementation programmes to establish towers and
manage the exit of the incumbents. See 4.4.2. These changes will effect the relationships between the SISD
and third party suppliers with respect to the SISD Services, this is to be recorded in the Supply Chain Matrix

SISD Services are subject to the change control procedures as described in Section 6 of this handbook

On-going Change outside the change control process

Post Office have a number of obligations placed on them by the contract that relate to agreement and approval of processes and documentation
which amount to operational changes outside the change control process.

Operations Manual

The Operations Manual describes processes and procedures
across the supply chain to deliver many of the services. It is
produced by the Supplier who must obtain written approval of it
from Post Office.

There are many requirements that define the Operations
Manual and its contents:

Some of these requirements govern the creation of the
operation manual and/or explicitly specify Operations Manual
content (See Table C.2 in handbook Appendix C).

A number of other requirements (See Table C.3) refer to the
existence of information within the operations manual thereby
listing content “expressed to be set out in the Operations
Manual” which is then required to be included in the
Operations Manual by Requirement 0.1.10.5c.

I Post Office Obligations

Post Office has obligations in the on-going change of Services and needs to

review, approve and input as appropriate to many items and activities:

» Schedule 2.1 contains requirements for items for which the Supplier must
get approval from Post Office. Table C.1 in the Appendix lists these.

* Schedule 2.1 also puts requirements on the Supplier to collaborate with or
to undertake activities in ways agreed with Post Office. Table C.1 also
lists these.

The Operations Manual is a notable item to review and approve as Schedule 3

obliges Post Office to adhere to processes and policies contained within ite.g.
those for Demand Management and Incident Management.

SISD Implementation

The SISD services are specified in Schedule 2.1, through sets
of requirements for “Tier 2 Services”.

The implementation of the Tier 2 Services is through eight
initiatives, as described in the implementation initiatives in
Schedule 6.1 Annex 5.

Implementation will move most services directly from current
mode of operation (CMO) to a future mode of operation (FMO).
A minority (See Appendix A) also go through a transformation
mode of operation (TMO).

Each of these transitions between modes of operation is a
Service Adjustment. The SISD Implementation plan has dates
for when these Service Adjustments should occur , the label for
these dates is ‘Adjustment Point’.

implementation testing (see 4.4.2) is required to assure that the
Service Adjustment had been successfully achieved.

Post
QReficer

is of definition)

A type of “Principal Benefit” delivered by implementation, in
this case to do with a service’s transition between modes of

Adjustment o ation. e.g. CMO->FMO and TMO>FMO

A type of “Principal Benefit” delivered by implementation, in

Service Level this case to do with a service’s transition between required

Adjustment service levels. e.g. no Service Level to a new TMO Service
Level; and a TMO Service Level to the FMO Service Level.
Adjustment The dates from the SISD Implementation Plan at which
Points _ Principal Benefits are to be delivered. =
The Pricing Adjustments' and/or Service Level Adjustments
Principal and/or Service Adjustments to be delivered as detailed in the
Benefit SISD Implementation Initiatives in annex 5 (Implementation

Initiatives) of schedule 6.1.

' Note: Pricing Adjustments are described in handbook section 3.4.1.
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Implementation Testing

Each point at which a service transitions between modes of operation is known as a Service Adjustment. The Supplier activities and interactions
around Service Adjustment testing are depicted in Figure 4.4.2 and Post Office have obligations listed in Table 4.4.2.

Effective £ Completion Payment
Date %
‘ c?npleuon Cntena i \ i Q Acceptance .Acceptance
i Test Service {  Report Certificate

Triage process agreed for test i nssues : Certificate  Adjustment
<40

: . ‘ . >10
e rf - s T <Aoceptance Report
o : st revcrt provided for approval provided for approval

evelop and submit Test
Strategy for revrew

Provide addt’nonat eﬁence if requested by 2 Provide additional
Post Ofﬂce 5 ‘  evidence if requested
£ - 3 : by Post Office

=
nal Test Strategy
_ OR Indicate partial compleﬂon

OR Requrre extensron for revnew

=
Provide
Test Plan

Post Office fo inform Supplierif
ss testmg is requu'ed

Provide feedback on Test Strategy, e S <10 days after Suppher has submitted their Test Strategy (<20
. 3 . : . days after Effective Date). : 8
Provide feedback on Test Plan. <1Q days after Suppirer has submitted their Test Strategy (<20
. , t yd s after Effectlve Date) ‘ -

Inform Supplier if witness testing is required on a particular test. . 5 days before the partrcular test takes place.

o nce Test iReport or Acceptance Report has been submitted to

Request additional evidence (if required).

Issue test certificate OR indicate partial completion of the Service or Request
an extension (max 10 days) to review the Test Report or Reject it.

!

<20 days after Post Office have notified the Supplier that the
Test Report has been Partially Completed or Rejected.

<10 days after the Acceptance Report is submrtted by the

Acceptance Report or Reject the Acceptance Report o

Implementation Management Period

Between the 1st Tower Contract Award and the end of the implementation of the last Tower Contractor the Supplier (see A1.2) shall put in place
and management and monitoring of the performance of the Implementation Programme, as described in Annex 6 of schedule 6.1. The scope of
the Supplier Implementation Management Responsibilities under Implementation Management is:

*To onboard Tower suppliers after establishing SISD FMO Services as per the Onboarding service described in schedule 2.1;

*To manage the delivery of the Tower Supplier implementation Programmes (getting the Tower to an FMO state); and

ﬁ’o&‘bage the exit of Post Office’s Incumbent Suppliers (“Incumbent Exit Management”).

Qfﬂ c ® 45 In Confidence
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This section should be read by
‘users with an interest in
understanding the service level
regime which is the key
‘mechanisms to support
_performance management. The
ection describes aspects of the
. regime including the Service
Is and credits mechanisms
with operating the
ces and the aspects of
that can be changed.

°

Point '*’%ac% rdmg to the impact on
the b

_service level accrue upon failure
meet a service level. Service
Points convert into service credits

‘which are amounts by which
‘subsequent invoices are reduced.

Users involved in the operation
‘and delivery of changes to the
SISD services should use the
content in this section to gain an
' 'dersfrtanding of the 'Service

%’ﬂ@ agement mformat:on that

- ,,the operatlon of the
. @f . , .
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5.1 Section Contents

Section Overview

The Performance Management section provides a summary of the Service Levels and performance management activities as outlined in the
contents below.

Performance Management — Contents‘

Section “ ripti ! Schedule(s)  Page

51  Section Contents Sets out the structure of the service management section.

- : : : - |
Provides an overview of the content of the Performance Management

section, highlighting key principles, outputs and the supporting 2 50
management information.

Performance Management

52 Summary

e O e S

.. _ - Summanses the serwces and Key lnformatlon relatmg to the Serwce
_ Service Levels and Credits Levels and credlt reglm lntroduclng component and shared Serwce
o . Level s \ = o 5 3

Sl Component Service Summarises the component Service Levels and KPls for Service
Levels and KPis Integration in operation under the contract.

ST ENRSSISE SR S S—

= SD Component Serwce Summanses the component Serwce Levels for Servnce Desk

: m operation under the contract

Shared Service Levels Summarises the shared Service Levels in operation under the contract.

. Sétvit:elCreﬂit~Caiculétiéns

How Performance
5.8 Management Changes
Over The Term

Summarises the mechanisms and triggers for change within performance
management.

Post
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5.2 Performance Management Summary

Performance Management Introduction

The service level regime is the key mechanisms to support
performance management and the delivery of high quality
services by the Supplier. The intention is that the Supplier
will manage the Services and Service Levels to meet the
key objectives of the Service Level Regime.

There are Service Levels covering the operation of the
SISD services (Component Service Levels) and also the
operation of wider services (Shared Service Levels). These
should reflect performance metrics that are aligned to the
successful delivery of key business services.

Performance targets for Service Levels have been set so
that failures of the Service Levels will typically reflect a
significant impact on business operations.

To support the Service Levels, and to motivate the Supplier
in delivering the Service Levels, a service credit
mechanism is in place that puts a proportion of the service
charges ‘at risk’ against delivery of the Service Levels.
Where the Supplier fails to meet the Service Levels, the
Supplier shall return a proportion of the service charges to
Post Office as service credits to reflect this poor
performance.

Additional metrics known as Key Performance Indicators
will be monitored and may through a change process
described in 5.8 become Service Levels and vice versa.

Service Levels and KPIs are mostly measured and
reported on a monthly basis then discussed at
Performance Reviews (see 7.4). Information is provided in
a Performance Management System (see 5.8.2).

Supporting Documentation .

The material contained in this section of the handbook is
a summary of:

* Main Terms and Conditions;

» Schedule 2.1 (Service Requirements);

» Schedule 2.2 (Service Levels);

» Schedule 2.2 Service Level Table Annex A; and

+ Schedule 8.2 Change Control procedure.

In addition to the contract schedules, further detail
supporting this topic is provided and maintained by the

Supplier including in the Key Reports and Performance
Management System.

POL00398086
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Performance Management Principles
= Align the lnterests and behaviour of Post Office and the Suppher through a
_ clear process that is fair to both parties.

= Establish objective measures of quality service components delivered by the
Suppller and Supply Chain Members.

the relevant TMO and FMO Start Dates (Adjustment Points) described in the
_ Service Level tables set out within the Annex to Part A.

= That the Suppler will manage the Services and Service Levels to meet the key
 objectives of the Service Level Regime.

Key objectives of the Service Level Regime
Key objectives of the Service Level Regime include:

*Business Impact — support business requirements through capture in regime
of business impact of failures, thereby enabling informed decisions

- Service Level performance measures and targets focus on what matter
most to Post Office’s customers, clients and employees.

- Supplier will have a strong understanding of Post Office’s priorities and
be accountable for the performance of Services Levels.

+Flexibility - To support short and long term changes to business priorities
through ability to flex Service Levels and Key Performance Indicators.

«Collaboration - Honest and open discourse to ensure service delivery issues
are quickly and efficiently resolved. Support to collaboration across the supply
chain in order to ensure ‘end to end’ services are delivered.

*End User Experience - to deliver key business services and recognise the
importance of the user experience and perception:

- End-to-end Service Levels to ensure effective integration of components
from across supply chain, that deliver key business services.

- Supplier to ensure appropriate communications and feedback loops exist.

- Service Levels are customer centric where possible. Openly challenged
and changed to support Post Office’s changing business needs.

*Enhanced monitoring — Better analysis and input to the Supplier’s proposals
for service improvements through monitoring of performance not covered by
formal Service Levels using Key Performance Indicators.

*Remediation of Services - regime is to encourage collaborative working and
service improvement. This includes:

- Flexible management of Service Points where the Supplier can
implement long term improvements; and

- In some circumstances, Post Office can reinvest Service Points.

Key Products

+ Performance Management System (5.8.2).

+ Performance Management Reports (Table 5.2).

+ Performance Reviews (7.4).

(Note If reports not provided Supplier will be taken to have
performed below the Expected Service Level (but
above the Service Threshold Level) in respect of each
unreported Service Level.

ira®
Ol

Report performance and compliance with Service Levels.

Quarterly A quarterly written summary of the monthly Quarterly
Summary Performance Management Reports.

Maintenance A Schedule of maintenance to be agreed with Post Eontintiols

f rmance ‘Management

Report Title  Summary Description Frequency
Performance A set of reports provided within 8 Working days of
Management the end of each Measurement Period to verify ~ Monthly

Schedule Office and updated through the governance.

Consolidated report from across the Supply Chain  Periodic

git':;agtlon on satisfaction to inform the delivery of the customer TBD in
y experience throughout the term. Sched. 6.1
50 In Confidence
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5.3 Service Levels and Credits

5.3.1 Overview

Overview

The Supplier is to implement and manage the end-to-end
Service Level management and reporting processes and is
required to operate collaboratively with other Supply Chain
Members and other third parties in the delivery of seamless,
cohesive services to Post Office.

The Supplier is to perform the Services so that the Service Level
Performance will, in each reporting period, meet, or exceed, the
Service Levels and KPI's. Service Levels and KPls have been
described in the Annex to Part A of schedule 2.2. Each having
an Expected Service Level describing what the required
performance is and also a Service Threshold Level describing a
level with an adverse effect on Post Office (Figure 5.3.1).

There are mechanisms for reflecting the impact of repeat
failures and also for reflecting the impact of low volumes on the
measurements. (See 5.7).

Service Points convert into Service Credits (See 5.8).

The Service Level regime can be changed see section 5.8.

Commencement of Service | evels

Measuring and Reporting for each SL / KPI Commences at:

» The relevant TMO Service Level Adjustment Point for the
TMO services; and

+ The relevant FMO Start Date for the FMO services.

Shared Service Levels become effective for the Supplier, on

FMO Start Date relating to Shared Service Level.

See 4.4.1 and Implementation Timeline in Appendix A.1.1

Types of Service Level

There are two types of Service Level:
+Component Service Levels — these are unique to each
supplier and each supplier is responsible for their own.

*Shared Service Levels — there is shared accountability, failure
to meet Expected Service Level (regardless of which supplier
this was due to) will result in the accrual of Service Points by
Supplier (& other relevant suppliers).

Service Level Reporting

Performance is measured over the Measurement Period
which is 1 month unless specified otherwise.

Performance reported according to Performance Management
System (see 5.8.3) and discussed at the Performance
Review (see 7.4).

Failure and Service Points

Service Points accrue to the Supplier when the performance
against an applicable Service Level for the Measurement
Period is below the Expected Service Level (unless the low
volume events algorithm applies) see 5.7 for more detail.

Service Credits

Service credits are a reduction in the amount payable for
services (so do not include VAT). Service Credits apply:

» From the relevant TMO Service Level Adjustment Point for
the TMO services; and
Pag)t the relevant FMO Start Date for the FMO services.

ira®
Ol

Key P‘pints“

A rf ’mance Target types Expected Service Level (ESL) & Service
reshold Level (STL) See Figure 5.3.1.

: rvice Pomts can accrue for failure to meet Service Level ESLs

* Service Points are used o calculate Service Credits which are Lamounts by
_ which a subsequent i,n\{oice is to be reduced See 5.8.

Key objectives of Service Levels, Service Points and

Service Credits:

Key objectives of Service Levels, Service Points and Service Credits

include:

» Services are of a consistently high quality and meet requirements;

» Provision of a mechanism whereby Post Office can attain; recognition of

inconvenience or loss resulting from Supplier’s failure to deliver;

Incentivises meeting Service Levels and expeditious remedy of failure;

» Supporting management of Supply Chain Members and other third parties
(as agreed to by Supplier) to meet applicable Service Levels;

» That Supplier proactively and collaboratively meets Shared Service Levels
and cooperates and collaborates with third parties.

Key Performance Indicators (KPI)
Meaningful to the business.

Service Levels (SL)
» Essential to welfare of business. -

* Missing targets will result in » Missing targets will result in
significant financial or business minor financial or business
impact. impact.

Financial Service Level Credits
NOT DUE for failure to attain.
May be candidates for Service
Levels.

» Financial Service Level Credits .
are DUE for Service Level
Failure. .

Key Performance Indicators are treated the same as Service Levels
(monthly reporting, Performance Improvement...) except they do not have
Service Level Points associated with them.

Key Performance Indicators can become Service Levels and vice versa.

Figure 5.3.1 Performance Target Types
Expected Service Level - ESL
Level of service purchased (provided).

<”’:ﬂ Below this level, Supplier is not delivering
d serv equallty

ld Level - STL

Expected

51 In Confidence
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5.3.2 Service Level articulation &

management

Service Level Articulation

Service
Measure

<Slor SD> <Shared SLor =
Component SL or KPI> |
<REF#>  <SLTite> <SLor
- . KPI>

| Schedule

v |

The Service Levels are articulated within Tables 1 and 2 of Schedule 2.2 Service Level Table Annex A. These are in the formats shown in Figure
5.3.2 (a) and Figure 5.3.2 (b). These figures show example text for the descriptors that can change for each Service Level in black within
chevrons and replace numbers that are variable with # e.g. <example text that uses a number in it : #>.

Table 1 of Schedule 2.2 shows if measure is categorised as a Service level or KPI, start point for TMOs with reference to Adjustment points,
variation to ESL during TMOs, start date for Future Mode of Operation, periodicity of measurements and Service Point Allocation.

Paragraph

FMO
Start

Service
Points
allocated

Measure
ment
Period

Table 2 of Schedule 2.2 gives a description, method for the performance calculation, hours of service, what is measured, and sets out the

Expected Service Level and Service Threshold Level for Future Mode of Operation.

Service Level Management

The Supplier is required to investigate and correct all Incidents and Problems, regardless of whether they constitute Service Level Failures, in
accordance with Schedule 2.1 requirements. This is to include all commercially reasonable efforts to restore services & meet Service Levels as
soon as practicable, and provision of Recovery Plans and evidence that root causes have or shall be corrected.

Increasing severity / priority by request

Manage incidents according to severity

The Supplier is to manage Incidents categorised by severity. Sub
categorisation of ‘priority’ may also be used to assist prioritisation.

The severity levels are described in terms of the impact, and
summarised in Appendix C.5. The full categorisation of Incidents to
Severities will be defined in the Operations Manual.

Escalation

Supplier may escalate issues arising from failure to achieve Service
Levels in accordance with Schedule 8.1 Governance and failing
resolution through the Dispute Resolution Procedure. The Service
Level regime continues to apply during an escalation or dispute and
suppler is to continue proactively resolving outstanding issues.

Remediation of Shared Service Level

Where Supplier fails to achieve a Shared Service Level, it is to identify
the causes, and thereby determining a responsible party.

«If failure is due to the Supplier it will remediate following the same
procedure as for Component Service Levels.

«|f failure is due to another Supply Chain Member the Supplier this
may result in that supply Chain Member preparing a service
remediation plan. The Supplier is responsible for managing the supply
[Dt@isMember’s service remediation plan.

A facility by which Post Office can request an Incident be given a
higher Severity or Priority is to be provided. This re-prioritisation will
be subject to agreement and incidents will be reported against based
on their original classification.

For incidents raised to a higher Severity Level, the service level clock
will either restart at the higher severity level or continue with the time
remaining on the lower severity (whichever is shorter).

In the event that a Severity is raised, there will be a review after the
Incident is resolved to see if there is a requirement to amend the
severity setting guidelines for that type of Incident.

RemeQiatioh of Component Service Level or KPI

Where Supplier fails to achieve a Component Service Level or Key
Performance Indicator, at its own cost, it is required to:

+|dentify underlying causes of failure.

*Submit within 5 Working days a Recovery Plan for improving
performance, specifying remedial actions and recovery period.

Post Office review the Recovery Plan to decide if Supplier
should proceed or should submit a revised plan.

*Upon approval implement the Recovery Plan, and conduct weekly
reviews of that implementation until it is complete.
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5.4 Sl Component Service Levels and KPIs
st |
Annex

Overview of the S| Component Service Levels Key Points

S| Component Service Levels are measures that cover the operation
of the SISD services for Service Integration.

The Service Levels are articulated within the agreement as set out in
5.3. The list in Table 1 of Schedule 2.2 Service Level Table Annex A
is split into the categories of:

+ Component Si Service Levels;

+ Component Service Desk Service Level;

+ Shared Sl Service Levels; and

+  SIKPIs.
\ the latest details consult the current Schedule 2.2 Annex Ac or
Performance Management Reports.

Table 5.4(a) gives a feel for what the Component SI Service Levels cover by listing the original set, note these may now differ. Reference is

made below to severity levels. See Appendix C.5. for a summary of severity levels and the Operations Manual for detail.

Table 5.4 (a) Sl Compone

Service

Lovel Rat Service Measure Title from Table 1 “P ecis of Sewlce Level Descrlpthn from Table 2

- SISD Incident Response -
(for Severity Level 1 and 2 Incldents) -

within the target time:15 mlnutes for Severity 1; 20 minutes for Seventy 2 Incidents.

Percentage of Severity Level 3 and Severity Level 4 Incidents raised within the hours of
operation from across the Supply Chain for which the response actions listed in service

Incident Response
(for Severity Level 3 and 4 Incidents)

level description are completed within the target time of 2 hours.
—_— - Percentage of Incidents assigned to the Supplier in each period for resolution that are
SISD3  SlincidentResolution ~ completed to the User's satisfaction within target times for their s‘evé‘rity“ranging‘frdm 4
: hours to 5 days. Note there is a 30 day grace period following service take on.

The percentage of reports (including the Performance Management Report and all reports

required to be provided by the Supplier in accordance with Schedule 8.4 (Records

Provisions)) that the Supplier delivers on time.

- The number of Change Requests which are scheduled for implementation, but which are
failed and/or backed out. e
The number of Critical Security Patches (securlty patches outslde formal releases) which
SISD6 Failed Critical Security Patches are scheduled for implementation across the supply chain, but which are failed and/or
backed out (excluding failures through no fault of Supplier e.g. faulty patches).

~ The number of items within a sample from the CMDB item-level records which are

Report Delivery
(including Security Reports)

SISD5  Failed Changes

SISD7 ‘ ‘éc’z/rl:gr;cy ani Complelenees oflhe accurate, combined with the number of samples of actual Supplier conﬁguraﬂon |tems for
. . which the corresponding record exists and is accurate.

Service Catalogue Reguests - Percentage of Service Requests for which the Supplier is responsible, that are fulfilled in
SISD8 Eh q accordance with the agreed time frames in the Service Catalogue. Measurements to

Completed on Time - . ] "

exclude time periods of Supply Chain member(s) activities.
S The number of samples of Service Catal-o'gue items delivered by the Contactor within 10

SISD9 Aceuracy, limeliness & Compleleness working days (including updates or changes to Supply Chain Member services).

of Service Catalogue

100 items to be measured per Measurement Period.
Table 5.4(b). gives a feel for what the S| KPls cover by listing the original set, note these may now differ.
Table 5.4 (b) S/ KPis (at sign

Service
Level Ref

Service Measure Title from Table 1 V‘Précis‘ ofSer‘vicé Level Description from Table 2

SISD Kl';'l 1 ~ Problem Management -Root Cause  RCAs publlshed to Post Office for Severity 1 Incidents in accordance with the agreed
~ Analysis (RCA) report published ~ Operation Manuals L

SISD KPI2 Problem Management : RCA actions ~ The percentage of RCA actions delivered within committed timescales.
completed within agreed timescales N.B Actions can be re-scheduled with the express written agreement of Post Office

i . The percentage of monthly problem management aged case analysis reports for Cross
S S S Supply Chain Member problems provided by 8th Working Day of month.

SISDKRI3 P}“blgm Management aged cases Where a Cross Suppiy Chain Member problem is an Incident or Problem caused by more

_than one Supply Chain Member.
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5.5 SD Component Service Levels

Paragraph -

SD Component Service Levels are measures that cover the operation \TP\ESé were the Service Lvels and KPls at execu\itiony, they can:change
of the SISD services for Service Desk. | through the mechanisms described in 5.8. Consequently:

The Service Levels are articulated within the agreement as set out in
5.3. The list in Table 1 of Schedule 2.2 Service Level Table Annex A,
is split into the categories of:

+ Component Sl Service Levels;

+ Component Service Desk Service Level; | detail is alsc bjeot to change and ‘
« Shared Sl Service Levels; and i Is are not precluded and re-
+ SIKPIs (Note: the contract doesn't preclude SD KPIs in future). |  categorisation may move Servrce Levels to be KPIs and vice versa.

Overview of the SD Component Service Levels }Ke‘y poimg

So e detarl of de cnptlon may now dlffer

| To see the latest details consult the current Schedule 2,2 Annex Aor
Performance Management Reports.

Table 5.5.gives a feel for what the Component SD Service Levels cover by listing the original set, note these may now differ. Reference is made
below to severity levels. See Appendix C.5. for a summary of severity levels and the Operations Manual for detail.

Table 5.5 SD Component S

Service

Level Ref Service Measure Title from Table 1 Precis of Servrce Leﬁlel ‘Descriptio‘n from Table 2

: S o - Percentage of Frxable Call s (excludmg Seventy Level 1 Incidents) where the
SISD10 First Contact Resolution been completed to the usefs satisfaction durmg first Call to the Servrce Desk
... ~ ‘Fixable Call’ is where a solutlon in the knowledge base can resolve an issue remotely.

Percentage of Incidents not Resolved on first contact between User and Service Desk
SISD11 Incident Assignment accuracy which are then assigned by Service Desk to the appropriate Supply Chain Member.
‘Resolved’ is to identify root cause, and deploy permanent fixes to correct the Incident.

Sana - - Percentage of Seventy Leve] 1 and Severrty Levelzlncrdents whose records are updated
_IncidentUpdate Time ~ in accordance with the Target Times. Which, for Level 1, is notless frequentiy than every

sisD12
S ~ thirty minutes and Level 2, not less frequently than every sixty minutes.

Percentage of telephone calls made to Service Desk in each period which are answered by
SISD13 Speed to Answer (telephone) a Service Desk Agent within 20 seconds of caller selecting the option an IVR menu; or call
being directly routed. Note there is relief when call volume spikes.

= : 3 - T e

: Percentage of emails to Service Desk in each period which are answered by a Service

SISD14  Speed to Answer (email) Desk agent within 4 hours. Where answered means taking actions as specified in Service
5 Level description and excludes Automated acknowledgement responses.

Percentage of calls made to Service Desk during each period which are abandoned. i.e.
SISD15 Call Abandonment Rate caller terminates call after thirty seconds of not being connected to a Service Desk Note
there is relief when call volume spikes.
The percentage of Customer respondents to a Service Desk customer satisfaction survey
carried out in a Measurement Period whose overall rating was satisfied or very satisfied or
an equivalent.

Customer Satisfaction with the Service

SIsD16 Desk

The availability of the Service Desk to receive reports of Incidents, Service Requests and
SISD17 Service Desk availability Change Requests from a user authorised to access the Service Desk expressed as a
percentage for each Measurement Period.

Percentage of User Administration Requests within the required timeframes in the
~ Operations Manual. User administration includes adding, deleting, updating access rights
and account suspension. For example: Account additions, emergency removals.

~ User Administration Requests -

Sisb18 Completed on time

The number of users set-up with all services and training ordered and delivered wrthout

SISD19 User Setup Accuracy fault or service omission.

Post
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5.6 Shared Service Levels
B

Overview of the Shared Service Levels ‘Key Points

Shared Service Levels are measures that cover the wider services

These were the shared Service Levels at execution, ﬁiey can change
and their management by the SISD. :

through the mechamsms descnbed in 5 8. Consequenﬂy
The Service Levels are articulated within the agreement as set out in A .
5.3. The list in Table 1 of Schedule 2.2 Service Level Table Annex A
is split into the categories of:
+ Component Si Service Levels;
+ Component Service Desk Service Level; o :
+ Shared SlI Service Levels; and hile no KPls are sted here new KPls are not precluded and re-

+ Sl KPIs (Note the contract doesn’t preclude Shared KPls in ion may move Service Levels to be KPIs and v:ce versa.
future).

" TO see the latest detaﬂs consult the current Schedule 2 2 Annex A
- Performance Management Reports.

Table 5.6 gives a feel for what the Shared Service Levels cover by listing the original set, note these may now differ.

Table 5.6 Shared Servtce Leﬂ s (

Service

Level Ref Service Measure Tltle from Table 1 Pre

SHARED1

i Sefwces - tlnaMeasurement Penod Whose overall ratlng was satlsﬁedo iery satisfie

A % reduction in the volume of Incidents from the first Measurement Period. (Note the
measurement period is annually.)
In the first period Supplier just needs to provide details of the volumes, thereafter this
Service Level is calculated .
In the second period the ESL is to be a 3% reduction.
The ESL for the third and subsequent periods is to be agreed using an agreed
baselining process to be documented in the Operations Manual.

SHARED2 Reduction in Unique Incident Volume
There is relief to allow for ‘bedding in time’ where incidents within three months of a
change can be disregarded from the calculation if caused by that change and Supplier
had fulfilled their obligations.

Measurement and reporting only commence for this Shared Service Level once the
Shared Service Level is effective with respect to one or more Supply Chain Member(s)
who are party to the same Shared Service Level.

Post
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5.7 Service Credit Calculatlons

5.7.1 Overview

Overview

Failure to attain an Expected Service Level is a Service Level Failure.
Service Points can accrue for Service Level Failure. The amount of
points is based on the point allocation recorded in Schedule 2.2
Annex A and the mechanisms for reflecting the impact of repeat
failures and also for reflecting the impact of low volumes on the
measurements.

Service Points convert into a deduction from charges known as
Service Credits. Service Credits are set off against the next period’s
Service Charges thereby reducing that invoice.

Figure 5.7.1 Service Point Accrual

No Service Points accrue

I

“ﬂ Serwce Pomts accrue }

Serwce Points accrue only if
\ the performance is not subject
‘ i to the algorithm for calculating

| Iow volume events

| Service Points only accrue in respect of a Shared Service

| Level when that Service Level is effective with respect to 1 or

i more Supply Chain Members (unless agreed otherwise that

| would be on ‘go-live’ of that party's relevant service).

Service Point Allocation, Accrual and Limits

The Total Monthly Service Points Available for allocation is 2500. i.e.
the sum total of Service Points allocated to Service Levels in Table 1
of Annex A is to be 2500 or less.

Service Points, when accrued are in the amount allocated to that
Service Level in Schedule 2.2 Annex A. (unless amended by other
mechanisms as further described in this section 5.7.1and 5.7.2 e.g.
exemptions or multiple failures).

The Total Service Points accrued across all Service Levels is:

« Limited in each Month to 2000; and

« Limited in a Contract Year to 12,000.

Calculation of Credlts gnven Serwce Pmnts

Each Service Point results in a Service Credlt equatlng toa certaln
percentage (specified in Schedule 7.1) of the aggregate Monthly
Service Charges (for the month in which the points accrued) e.g. 1pt
=0.0125%. Service Credits are set off against the charges in the
following period.

Limits on Credits ‘ ‘ ‘
Services Credits are calculated and apply monthly and limited:

(a)in each month to 25% of the Service Charges paid, due or which
would have been payable during that month; and

(b)in each Contract Year to 12.5% of the Service Charges paid, due
or which would have been payable.

Critical Service level Failure

If a Critical Service Failure occurs, Post Office may exercise rights
and remedies (including Termination & seeking damages.) They are
deemed to have occurred if a Component Service Level allocated
more than 175 points fails to meet the STL two months in a row and
in other circumstances where high numbers of points are repeatedly

%g{! See 5.7.2.

thedule ‘

. Paragraph

g

Serwce Pomts equa! to the allocated number for effective Service Levels
accrue upon Service Level Failures unless:

=Low vo!ume event algonthm is tnggered by less than 100 events.

servu;e credlts to be set off agamst the charges in next invoice.

Service Downtime and Service Points

Service Points will accrue in relation to Availability Service Levels, if any
Service Downtime occurs as a result of maintenance undertaken by the
Supplier (including Emergency Maintenance) exceeds four (4) hours in
any Measurement Period. See 5.7.2.

Low Volume Events Algorithm

For performance measured in percentage terms, when less than 100 of
the measured items occur, then the measurement is subject to the Low
Volume Events algorithm and the number of compliant items to be
successfully completed for the Service Level (either ESL or TSL) to be
considered as achieved is calculated using the algorithm.

Method: the number of items occurring during such Measurement
Period will be multiplied by the Expected Service Level percentage and
the product rounded down to the nearest whole number.

Note: Supplier may propose alternative calculation methods for particular
Service Levels. Where Post Office approve an alternative it will apply and
the Supplier incorporates it in the Operations Manual.

Repeat Service Level Failure

Repeat Service Failures change the amount of Service Points to be
accrued for a failure through a multiplier. See 5.7.2. They are failures of
a particular Service Level that are the:

« Third (or subsequent) failure in any six month rolling period; or
» Second (or subsequent) failure in consecutive months.

Exemptions

Events or periods will be disregarded in calculating performance against

a Service Level where Supplier demonstrates its cause was:

» A requested resource reduction and Supplier had warned of failure.

» Equipment identified and agreed in writing to be ‘Unserviceable
Equipment Prior to the failure and Post Office failed to repair it and
Supplier has met its Refresh and Technical Currency obligations.

» An unresolved cause, existing at the time of transition of Service to the
Supplier for which Supplier is excused until agreed as resolved.

+ Post Office or Supply Chain Member failure to meet a responsibility.

Smgle events leading to multiple failures

Where a smgle event or occurrence results in the failure to meet more
than one Service Level's ESL or STL, and Supplier establishes this to
Post Office’s reasonable satisfaction. Then either:

« Post Office select one of the failures to accrue Service Points; or

+ A default selection made, selecting the failure with highest points.
Service Points do not accrue for the multiple failures not selected.

Where the same event then resuits in further Service Level Failure in a
subsequent month, Service Points may be accrued (regardless of
whether points were accrued in the month of the event's occurrence).
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5.7.2 Service Downtime, Repeat Failures and

Schedule

Critical Failures o, e

Service Downtime and Maintenance Schedule
The Supplier will maintain a Maintenance Schedule to be agreed with Post Office and updated through the governance.

Supplier can arrange for maintenance to the Supplier's system (other than Emergency Maintenance or activities already in agreed Maintenance
Schedule) through getting approval for planned maintenance from the Post Office Representative (see Schedule 9.3). It is then entered onto the
Maintenance Schedule. Once approved the planned maintenance is known as “Permitted Maintenance”. Supplier can book a maximum of four
hours Service Downtime for Permitted Maintenance in a Measurement Period.

This four hours (or less) will be subtracted from the total number of hours in the Measurement Period when calculating Availability or measuring
performance against the Availability Service Levels.

Repeat Service Level Failure

A Repeat Service level Failure is a Service Level Failure for a particular Service Level that is the:
a) Third (or subsequent) failure in any six month rolling period; or

b) Second (or subsequent) failure in consecutive months.

Repeat Service Failures change the amount of Service Points to be accrued next time there is a Service Failure through a multiplier applied to the
Service Point allocation.

The multiplier remains in place or increases until two consecutive months of achieving the Service Level which resets the multiplier to 1.

If a recovery plan is completed and there is only one month of achieving the Service Level then, the subsequent Service Level Failure will be
allocated the same number of Service Points as the previous Service Level Failure i.e. the multiplier that may otherwise have been used is
replaced by the use of the same number of Service Points as previous failure. See the note on the 1% repeat failure in Figure 5.3.1.

Multlpher due to consecutlve months repeats

Multiplier due fo 6 month rollmg penod repeats

Event . Multlpller ‘
From the date of the third Ser\nce Level Fallure of the 125 .
same Service Level : e

Event ‘ Multiplier
'From the date of the second Serwce Level Fauiure of B
the same Service Level

From the date of the third Service Level Fallure of the
same Service Level

From the date of the fourth Service Level Fallure of
the same Service Level

From the date of the fourth (or any subsequent)

From the date of the fifth or any subsequent Serwce | he d
: - Service Level Failure of the same Service Level

Level Failure of the same Service Level

Figure 5.7.2 Performance Target Types

(Service Levelin example assumed =
to be allocated ‘P’ Service Points

N2y
inpedy

| in Schedule 2.2 Part A AnnexA

[‘Achieved ; 3in 6
Not consecutive

| Achieved ; 4 in 6
{ Consecutive Achieves

ure; 4 in 6 so a repeat
15‘ consecutive so a repeat

[ Achieved ; 1in6 | Achieved ; 2in 6
] Not consecutive Not consecutive

NO( consecutive

|

s Not a repeat Not a repeat A repeat & 4" failure | Not a repeat [ Not a repeat Not a repeat
1 Multiplier unchanged | Muitiplier unchanged Multiplier up to 1.5 M iplier unchanged So Multiplier re-setto 1 Multiplier unchanged
This month = 5'P h

£ 2 T { 3 failure; 3in6soa repeat
@® e o = - Not consecutive
A repeat & 3rd failure
But Sch 2.2 C 2.4 applies so

(1% failure - 1in6 |
1 failure ; 1 f" 6 SE——— /" ' same points as last failure
Not consecutive // i This month= 1.5'P
Not a repeat 2in6 L 4 failure: 3- - N S S
Multiplier unchanged Not consecutive repeat eSS a 5 failure ; 4 in 6 so a repeat 6'" failure 5 in 6 so a repeat 4" failure 4 in 6 so a repeat
This month= 1*P Not a repeat N:{ consecutive . | 39 consecutive so a repeat 4" consecutive so a repeat Not consecutive

" A repeat & 5'" failure A repeat & 6" failure
rd
A repeat & 3 failure Mulnpher uptot 75 Multiplier set at 1.75 again

mwuﬂi‘&zg . th=175° | | This month=1.75P 1.

A repeat &4'" failure
| Multiplier up to 1.5
| This month= 1.5'P |\

\

Multiplier unchanged

- A\
. Fai ., NN » N S Nt i
gonsec::\?e‘ or N*:t T faitiresTin @ rofify periods- { te: If a recovery planhad | For 2.2 1rolling it's the 5“‘ Put this as 4" failure as
. s . s been implemented after 27 failure hence following the otherwise the 1° repeat
S ainjleq4 19 Izszlt; repeat / Which failure is it for 2.2.1 OR ‘ LS S cHoleta by e file tor 5% apd I failiie Wouild alvays b the
D tive failure the 1% failure and then never
What happens to multiplier period then Sch 2.2 C 2. 4 says LONSecUll
‘ Recovery Plan Completed m,_&z,m m‘mﬁ forthis.SL 3! failure would in multiplier is 1.75 | have .
.................

Critical Service Level Failure
Critical Service Failure are deemed to have occurred in any of the following circumstances:

*The Service Threshold Level for a Component Service Level allocated 175 Service Points or more (known as a Critical Service Level), has not
been achieved in two consecutive Measurement Periods, or in any three periods in a rolling six period window; or

+All Service Levels accrue a total of 1250 Service Points within each of two consecutive periods; or

*The sum of Service Points accrued across any three periods in a rolling six period window is 3500.

If a Critical Service Failure occurs, Post Office will be entitled to exercise its rights and remedies described in the Agreement (including
P@gttion Rights and/or the right to seek damages).
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5.8 How Performance Management
Changes Over The Term

5.8.1 Overview

Overview

Paragraph

The contract anticipates that while Performance Management processes may remain stable that various aspects of the regime such as point
allocation and Service Levels should change over the term of the contract without a need for invoking the Change Control Procedures.

- e e

Implementation

The applicable Service Levels come into effect in line with Service Level Adjustment Points and FMO start
dates.

Wider implementation and the ‘go-live’ of services provided by Supply Chain Members (e.g. incident
management services) can trigger changes to the operation of the Service Level regime (e.g. accrual of
Service Points for Shared Service Levels). S

Establishment of the Performance Management System. See 5.8.2.

Control Documents

There are Control Documents, changes to which would affect the operation of Performance Management.
By their nature these may change over the term, but at the time of writing these include:

» Change Management Note;

» Change Request Note;

*  Work Order Process template; and

+ Operations Manual (in which procedures for Service Point allocation may be defined).

Changes possible outside the
Schedule 8.2 (Change Control
Procedures)

~ Several types of changes can be made out51de of Schedule 8.2 Change Control Procedures mcludmg

= Re-designation and promotion of Performance measures belween being SLs and KPls;and

« Allocation of Service Points; =~ . Lo

s Annualreviews. .

The Change Control Procedures

Should either Post Office or the Supplier wish to change the fundamental processes, this should be dealt
with through the Change Control Procedures.

Post Office may where necessary (i.e. it is a type of change not achievable through the other mechanisms)
use the Schedule 8.2 (Change Control Procedures) to change Service Levels. Including from April 2014
onwards Additions, Deletions, and Modifications to Service Levels. See 5.8.3.

Changes possible outside the Schedule 8.2 Change Control Procedures

Reallocate Points

This may, for example, be
required to highlight
importance of the Services
during peak periods; for
example during December
and March.

‘ Service Point allocation

Post Office may unilaterally review and amend the Service Points allocation for Service Levels. Allocations
in any month may not exceed the Total Monthly Service Point Available for Allocation.

The procedure for notifying the Supplier of changes is either as agreed within the Operations Manual or if
that is not yet agreed for Post Office to give the Supplier 30 days written notice.

Re-designation

For example, to reflect the
delivery performance in
support of Key Business
services.

» Movement of KPls and SLs

Post Office may re-designate existing Serwce Levels as Key Performance Indicators . Also, Post Office
may promote existing Key Performance Indicators into being Service Levels.

The procedure for notifying the Supplier of changes is to give the Supplier 30 days written notice.

Scheduled Reviews

With a view to more
accurately reflecting the
changing business needs of
Post Office and other
Service Recipients.

’ Annual Review - Re‘\jiew ‘and‘ Revision of KP‘ls and SLs

Annually (less often if desired/more often as agreed) Post Office and Supplier review the Service Levels.
Reviewing the achievement of the service level regime objectives; alignment with Post Office’s business
conditions; quality and delivery of the Services; changes required to the Service Level regime to align
Service Levels to the Services, and to improve performance of the Services.

Entering into good faith negotiations within 30 days of completing a review to adjust Service Levels if
requested by Post Office. Supplier to act reasonably in considering new Service Level structures.
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Overview

The Performance Management System that will be
established during implementation is to provide the method
for managing the Services:

» To ensure that the Supplier is complying with the
Service Levels; and

» For identifying any Service Level Failures in the
performance of the Supplier and/or delivery of the
Services.

Establishing the System

Within thirty working days of the Effective Date the
Supplier will provide Post Office with a draft Performance
Management System for approval.

Post Office will notify the Supplier within ten working days
of its approval or rejection:

«If the draft Performance Management System is approved
by Post Office it will be implemented immediately.

«If rejected Post Office will identify the changes it requires
and the Supplier is to amend the draft Performance
Management System to incorporate the changes required
and re-submit within five working days.

«If Post Office does not approve the resubmitted version,
the matter may be escalated in accordance with Schedule
8.1 (Governance).

+Failing resolution in accordance with that schedule within
ten working days, it can be referred for resolution in
accordance with the Dispute Resolution Procedure.

Revising the System

» The Supplier may wish to make changes to the
Performance Management System and can provide
Post Office with an updated draft Performance
Management System description for approval.

+ Post Office may require reasonable amendments and
the Supplier will make such amendments and re-
submit.

+ Until such time as an updated Performance
Management System is approved by Post Office the
existing Performance Management System will
continue to apply.

» The Performance Management System is also to be
reviewed at the relevant governance forum.

Performance Rep

Service Levels and KP| s).
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5.8.2 Establishment of the
Management System

Performance
oo [R5

Key Pomts

The Performance Management System
*Details method for managing the Services:
" To eensure that the Supplier is complying with the Service Levels; and

or identifying any Service Level Failures in the performance of the
. Supplier and/or delivery of the Services.

in draft within thlrty worktng days of the Effective Date for

s|s to be |mplemented |mmed|ately upon approval revised and resubmitted upon
rejecﬂon or escalated if resubm:ssmn is rejected.

-Is to be reVIewed at the relevant governance forum.

s to be documented within the Operatlons Manual according to requlrement
339 ’

=Approval of the Performance Management System will not relieve the Supplier of
any obligation it has under this Agreement (including the obhgatlon to meet the

Performance Management System

The Performance Management System includes details of the Supplier's
responsibilities in respect of the following:

«Notifications to the Service Desk of service failures and other defects in the
Supplier's performance and/or delivery of the Services;

«Self-monitoring using industry recognised and current service management
processes and tools;

«Satisfaction surveys;

*Performance review;

+Post Office audit;

*The processes and systems to monitor effectively performance of the Services
as against the Service Levels and KPI's;

*The format and content of the Performance Management Report; and

*How the Supplier will comply with the obligations set out in Parts A (Service
Level Management) and C (Service Credit Regime) of Schedule 2.2 (Service
Levels).

The Performance Management System, the Service Level log, any reports,
summaries produced, and any other document or record reasonably required by
Post Office are required to be available to Post Office on-line and capable of
being printed.

Post Office Obligations

» Post Office will notify the Supplier within ten working days of its receipt of the
initial draft Performance Management System and of its response (approval
or rejection) to it. If rejecting it the notice doing so is to identify the changes
required.

» Post Office need to work with the Supplier to calibrate the Customer
Satisfaction survey e.g. ensure definition of good aligns with that expected.

Post Office can raise any additional questions and/or request any further information regarding any Incident and/or any Service Level Failure and
the Supplier is required to provide such documentation to verify the level of the performance.

The Supplier is to keep appropriate documents and records (e.g. Service Desk records, Service Failure log, training programmes, goods
received documentation, Supplier accreditation records, complaints received etc.) in relation to the Services and other requirements to be

satisfied. Maintaining accurate records of Incident histories for a minimum of 7 years and providing prompt access to such records to Post Office
upon request. The records and documents of the Supplier will be available for inspection by Post Office and/or its nominee at any time and Post
Office and/or its nominee may make copies of any such records and documents.
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5.8.3 Addition, Deletion and Modifying Servic

Levels

Service Level Additions, Deletions, & Modifications

After 6 months from the Effective Date, Post Office may add, delete or
change the Service Levels by sending written notice to the Supplier.

The Supplier must respond to Post Office within 30 days of receipt of the

written notice with a Service Level Change Proposal.

It is anticipated that this will be done with a view to more accurately
reflecting the changing business needs of Post Office and other Service
Recipients.

Before adding a new Service Level or KPI, Post Office will provide the
Supplier with an opportunity to express any concerns (including the
availability of measuring tools).

Post Office will consider any reasonable concerns before making its
decision whether to add a new Service Level or KPI.

Written Notice

May contain multiple additions, deletions,
and/or changes.

These specify additional costs and
expenses (with reasons) to implement the
changed Service Level (based on actual
direct costs, no allowance for profit or risk).

Schedule Pai

Paragraph §
 Key Points
|= After 6 months from the Effective Date, Post Office may add,
| delete or change the Service Levels. The procedure for achieving

this involves consultation with the Supplier, the sending of written
notices and the Change Control Procedure. '

Post Office Obligations

« The agreement specifies that Service Levels will be
quantifiable, measurable and objective.

« Post Office must provide the Supplier with an opportunity to
express concerns.

« Before making its decision whether to add a new Service Level

or KPI Post Office will consider any reasonable concerns

expressed by the Supplier.

Final Costs

The final amount of Supplier’s direct
costs incurred as a result of

Service Point Allocation after chang

implementing the changed Service Level
will be determined via the Change
Control Procedure.

Service Point allocations for all Service Levels in a month must equal the Total Monthly Service Points Available for Allocation.
Where a Service Level has not had a Service Point allocation defined for it, then the Service Point allocation will be zero.

Expected Service Levels and Se

The Expected Service Level and Service Threshold Level for new Service Levels will be agreed between the parties.
If not agreed then the these performance targets are to be calculated as foliows:
«|If at least four consecutive months of the service measurements exist then these will be used to discuss and agree the values to be set.

- If still unable to agree, either party may escalate the matter for resolution in accordance with Schedule 8.1 (Governance).

- If the matter is not resolved within 5 working days through that escalation then either party may refer the matter for resolution in

accordance with the Dispute Resolution Procedure.

«|f the relevant measurements do not exist, then the Supplier will begin providing monthly measurements within sixty calendar days after receipt
of Post Office’s written request, subject to agreement on such measurements through the Change Control Procedure.

*Meaning eventually there will (or should be ) 4 or more actual Service Level Performance measurements captured at which point Post Office can
request in writing that these be used to discuss setting the target values as if they had originally existed as above.

*When there is (or should be ) 4 or more actual Service Level Performance measurements but one or more is missing:

- Then when one measurement is missing it is constructed by just using the value of the highest of the 3 actual measurements; or

- If multiple measurements are missing they are constructed by using the highest actual measurement in formulas as follows".

For the first missing measurement:

(Highest actual) plus (20% of (100% minus Highest Actual))
e.g. where the highest actual = 95%

Then 95% + (20% x (100% -95%)) = 96%

" Note: These formula assume 100% is perfect. If 0% is actually perfect performance then formulas are to be amended appropriately

For each remaining missing measurement after the first:
(Highest actual) plus (35% of (100% minus Highest Actual))
e.g. where the highest actual = 95%

Then 95% + (35% x (100%-95%) = 96.75%
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This section should be read by
_users with an interest in
‘understanding the mechanisms
through which the Supplier and
Post Office interact to deliver
,ychanges to the SISD services
nd the associated terms and
onditions under which the SISD

-

rvices are operated.

~ The processes captured in this
| section cover the key capabilities
- ’f%fﬁqlﬁrﬁd ffo*@manage change to the

;the respons:blhtles of both
he Suppher and Post Office within
he process and the key
‘management information available
to Post Office.

It does not cover the SISD ITIL
related services for Change
Management as schedule 2.1 (and
so the content within the
perations Manual called for within
hedule 2. 1) document these and
ce/ es for changes to the IT

boel .
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6.1 Section Contents

Section Overview
The Change Control section provides a summary of the various mechanisms for managing change within the contract as outlined in the contents

below.

Change Control — Contents
Section i U i ‘ e Schedule(s)  Page

Sets out the structure of the change control section. Highlighting that this
section is limited to discussion of the change control of SISD services i.e.
excluding the wider change management that the SISD services
themselves support

Section Contents

An overview of the types of change processes, principles and service 8.1 64

6.2 Change Control Summary documentation, that support change.

{ Descrlption of the process and key aspects of the process to make ‘

Standard Change ‘
= changes to the SISI servu:es that are consumed by Post Office.

Procedure

83

How other types of change, including ‘Fast-Track’ and ‘Emergency’

6.4 Other Ch Pi d
erLhange Frocedures Change are managed between Post Office and Supplier.

f ‘ The process whlch the partles wm follow when Post Offlce washes to\
conswler procurlng F’rOJect Serwces from the Suppher

How Change Control Summarises the mechanisms and triggers for changes within the NA 68

66 Changes Over The Term management of contract change.

Post
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6.2 Change Control Summary
| e

Overview

This section gives an overview of the procedures for
Change i.e. changes that could affect the Agreement
between Post Office and the Supplier. Contract
changes must follow the Change Control procedures.
See Table 6.2 and Sections 6.3 and 6.4 for
descriptions of the procedures.

In addition to the Change Control procedures Post
Office may also wish to consider procuring Project
Services from the Supplier and will do this via a Project
Work Order. See Section 6.5.

Note that Change has multiple meanings within the
agreement (see call out below)

iKey Change Control Points

 asuseofC ng\ Control Procedure is a result of thelr error or Default.
Changes in cha es must be proportronate to changes in required resources
st Office may also procure addltlonal PrOJect Services using a Project Work
| Order o ,
There are two key Con rol Documents relatmg to Change (Control Documents
| canbe arnended outsnde of Change Control Procedures see schedule

Costs

preparation and agreement of each Change. When the
use of the Change Control Procedure is as a result of
any error or Default by the Supplier then both parties’
costs incurred shall be paid for by the Supplier.

Changes shall be calculated and charged in
accordance with the principles and day rates set out in
schedule 7.1. The Supplier is only entitled to increase
the Charges in proportion to the required additional
resources, Sub-contractor services and/or materials
(providing it can demonstrate that these are required in
the Change Management Note).

Each party shall bear its own costs in relation to the »  Where either Post Office or the Supplier identifies the need for a Change,

either party may at any time request a Change.

No Change shall be valid until such time as it has been authorised and until
such time the Agreement shall continue in force as if the Change Request had
not been made.

Any discussions, negotiations or other communications which may take place
in connection with any proposed Change, prior to approval, will not be binding
for either Post Office or the Supplier.

In the event that the Supplier implements a Change which has not been
authorised, such Change shall not be valid and shall not be binding on Post
Office

Unless stated, where there is a change of circumstance that affects the
Supplier’s ability to comply with the Agreement, the Supplier shall bear the
costs of implementing any such Change.

Table 6.2 Types of Change

Type of Change
Standard Change
Procedure o a Change being approved.

Descnpﬂon

Fast-Track Change
Procedure

A change that needs to be implemented via an expedlted process If both parties agree that a change
should be a ‘Fast-Track’ change then the period of the following timings will change:

» 15 working days is reduced to 5 working days 8.2
« 10 working days is reduced to 2 working days
» 5 working days is reduced to 1 Working Day

Schedule

- The standard procedure for either Post Off ice or the Suppiler to raise a change req uest and see it through 8 2‘

If the Supplier needs to make a Change to the contract in order for it to comply with its obligations the
Emergency Change  Supplier is able to, at its own risk and expense, to proceed with an ‘Emergency Change’. Within 15 working 82
Procedure days of implementing the Emergency Change the Supplier must provide Post Office with a sighed Change
Management Note. Post Office can choose fo accept or reject this (outright or for modification).

configuration management systems.

Change has multiple meamngs wnthm the agreement

Note there is a distinction between changes to the contract and changes to the IT services that the SISD facilitates delivery of.

In most of the agreement (i.e. all but schedule 2.1) ‘Change’ is the term used to describe changes to the SISD contract made via the Change
Control Procedure as described in schedule 8.2 and explicitly excludes Operational change.

In schedule 2.1 ‘Change’ has the meaning defined in the ITIL framework. Schedule 2.1 describes the SISD ITIL related services for Change
Management thus schedule 2.1 (and also the content within the Operations Manual called for within schedule 2.1) is where the processes are
documented for changes to IT services i.e. the kind of change that alters information in the Post Office configuration management database or

Schedule 2.1 describes how as part of Change Management Services the SISD define and document within the Operations Manual the change
processes and a Change Authorisation Matrix to approve cross Supply Chain Member Changes. It also requires the SISD to manage the
Change Advisory Board (or “CAB”) in accordance with the governance schedule.
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6.3 Standard Change Procedure

Overview Key Pomts‘
The processes to be followed in case of a
Standard Contractual Change is depicted in Figure
6.3.

The figure includes responsibility charts for these
processes, defining roles and responsibilities
between Post Office and the Supplier.

The detailed SISD Standard Change Management
Process can be found in Schedule 8.2 and the
Operations Manual.

Post Office send a Change request , the Supplier
responds with a Change Management Note ,
which is then reviewed , clarified and either signed
or rejected.

{ If Post Office does not sign the CMN within the 15 day
o . ! . ime period, then the Supplier can notify Post Office
A feq‘(’féthsmu'ct' Séate ";hetthﬁf it E%‘ﬁ'ders the ~ |andifthe CMN is still not signed within another 5
: Lpropose ange o be a Fast-frack Lhange. | working days of the notification, then the Change shall
[ be deemed to have been rejected

Review the CMN and o
action the next step in M  Countersign printed
the process " copies of CMN
[wuthm 15 working days] | Accept CMN |

Send Change Request
Form to Supplier’'s
Change Manager

Reject CMN

Request CMN Explain rejection in
‘amendments writing to Supplier.

S Prepare and submita
3upp|ier CMN to the Post Office
Manager
[within 10 working days]

Produce clarifications
and update/re-write CMN
[within 5 working days]

SR S

Where more than 10 working days are requwed the
Supplier shall respond within five working days to the
Post Office Change Manager.

If the Supplier requires any clarifications before it can

deliver the Change Management Note, then the time

period shall be extended by the time taken by Post

| Office to provide those clarifications.
I—

Post
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6.4 Other Change Procedures

Overview

Outside of the Standard Change Procedure other change processes can
be used should the circumstances dictate. These procedures are
described below. The specific processes should be described in detail in
the Operations Manual.

Emergency Change
Change proposed by Post Office

Post Office can verbally request the SISD Supplier immediately implement
an Emergency Change, provided that Post Office shall, as soon as
practicable after implementation of the Emergency Change, provide a
Change Request for the retrospective change which shall then be
progressed via the Standard Change Procedure.

Change proposed by Supplier

If the Supplier determines that a change is strictly necessary in order for it
to comply with its obligations and there is insufficient time to comply with
the Standard Change Procedure the Supplier can at its own risk and
expense to proceed with the Emergency Change.

The Supplier must obtain prior written approval from Post Office's Contract
Manager to proceed with each Emergency Change.

15 working days after implementing the Emergency Change the Supplier
must provide Post Office with a signed Change Management Note by e-
mail.

Fast-Track Changes

Paragraph

Key Pomts

* Emerge ncy changes can be raised by both parties to expedite
implementatlon of cntlca| changes

desirable eXi’bedﬁ’e the processes set out in the Standard
Ch ge Control Procedure. Timescales are reduced.

= Changes to the Serwce Levels can happen through the Change
Control Pmcedure or through implementation of written notices
requestmg change as described in 5.8.1. -

= Settle Vent agreements reached and documented in the course‘

To ensure efficiency, there may be circumstances where it is desirable to expedite the processes set out in the Standard Change Control
Procedure. If both parties agree that a change should be fast-tracked and this is confirmed in writing, then the following timescales shall apply.
Note that these reductions can be further revised by agreement between the parties in writing.

3

wotking days

‘15 “ becomes
working days
10 \ becomes
working days
5 o becomes

. working days

1

working days

Changes To Service Levels

Various aspects of the Service Level regime can change over the term

of the contract without a need for invoking the Change Control
Procedures e.g. point allocation, designation as a KPI or Service Level
and revisions after annual reviews. See section 5.8.1.

Post
QReficer

66

Working day

Settlement Agreements

Itis possible that in the course of resolving a dispute (see section
7.5) that the parties either accept a mediator's recommendations
or otherwise reach agreement on the resolution of the Dispute.
The agreed resolution shall be recorded in writing and signed by
each party. Itis then binding on both parties, and unless it is
agreed to implement it in the form of a separate Change
Management Note, the resolution constitutes a Change to the
Agreement to the extent necessary.
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6.5 Project Work Order Process

Schedule
Paragraph
Overview Key Points

It is expected that outside of it's core SISD activities the Supplier will
work with Post Office, providing resource when staffing project work.

= There is a difference in the process by which Post Office
acquires Project Services and Resource Augmentation from

This section outlines the process which the parties will follow when Post = - ~ .

Office wishes to consider procuring Project Services from the Supplier. F e A entation are the Services procured to deliver
s outside of project work. These should

be ordered via the Service Catalogue. -

= Alist of Project ervices can be found in Schedule 12. This
_section outlines the process to procure them (The Work
Order Process). «

= Unless otherwise specified in the Project Work Order, the
- Supplier has agreed to put twenty per cent (20%) of any
Pro;ect Fees at nsk

Supplier and Post Office were to agree changes to this process

At contract sighing the Project Work Order process (Schedule 12)
required further refinement to be agreed between the parties within 30
days of the Effective Date or Change Control thereafter. (This page
reflects that original version as revisions were not available at time of
writing).

Initial Project Assessment

Post Office may request an Initial Project Assessment to enable early assessment of the viability of a potential Project. The table below shows the
types of Initial Project Assessments that Post Office can request and the outputs that will be obtained from the Supplier. Post Office is not
required to request an Initial Project Assessment before requesting that the Supplier prepare a draft Project Work Order.

Delivery of Initial Project Assessment

ject R tT Descripti
Project Request Type escrlptlon it Tecale

Will be vaned in nature and may mvolve a vague sp \j ive ijo workmg days from recelpt of he P
business need as opposed toa deflned requlrement e ~request unless othermse agreed.
Budgetary Estimate Requests primarily concerned with obtaining outlined pricing as Five working days from receipt of the Initial
opposed to detailed design and implementation methodology. Project Assessment request unless otherwise
agreed.

Project Initiation

If Post Office wishes to consider procuring Project Services from the Supplier, Post Office may provide its high level project requirements and
may request that the Supplier prepares a draft Project Work Order. The template of a Project Work Order can (at execution) be found in
Schedule 12, Appendix 1 of the contract.

| Delivery timescale of PWO post Project

Project Request T Description ‘ ‘
s e Ve e Imitation request

Formal Proposal  Project requests requiring a full draft Project Work Order. Project  Fifteen working days from receipt of the
. S requests for well defined activity which is highly likely to proceed.  request unless otherwise agreed.

Small Project Proposal Small Projects involve a co-ordination of activities, but do not Ten working days from receipt of the request
require formal project management. A draft Project Work Order unless otherwise agreed.
for small Projects is required, but with less detail.

Agreeing the Project Work Order

Schedule 12, paragraph 5 lists the minimum information that a work order should contain. It is the Suppliers responsibility to ensure the Project
Work Order has sufficient detail required to enable Post Office to carry out its assessment of the project. The below flow chart summarises the
steps to agreeing a Project Work Order.

Figure 6.5 Agreeing the Project Work Order

‘ . . Supplier performs the
FWO pidnid ol By Dotn project services related to

| parties ‘ ‘
” _the PWO Any changes to a

IT&C Change ‘ L T . = . PWO are subject to
Portfolio Board — ) s 000 0 y s the normal Change
toreviewdraft = i . - . | Referissueto Governance | . Control Procedure

PWO Post Office and Supplier to

_agree on changes process and Dispute

__Resolution if required
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6.6 How Change Control Changes Over The
SR -

Term

Overview

In the contract it is not anticipated that the Change Control Process or the associated documents will change over the term of the contract. There
are however processes in place should either Post Office or the Supplier wish to amend the Change Process or any of the associated
documentation. These processes are outlined below:

The Change Control Process There are no plans in the contract to amend the Change Control Process post the effective start date.
However, should either Post Office or the Supplier wish to change the process, this should be dealt with
through the Change Control Process that is currently in effect.

Change Control Documents There are three documents concerned with Change that are classed as Control Documents:

+ Change Management Note;
+ Change Request Note; and
»  Work Order Process template.

This means that these documents are subject to the "Control Document Operational Procedures” should
they need to be amended. This process was undefined at execution and was to be agreed within 3
months of the Effective Date.

No change to a Control Document can take effect until the amended Control Document has been signed
as approved by the relevant individual for each party identified in the "Authority Matrix" Control
Document. Contents of the matrix were to be agreed within 3 months of the Effective Date.

Both parties are responsible for ensuring that all Control Documents remain current and fit for purpose.

Change Management dunng SISD ‘ Any change durlng the Implementatlon Penod is a|so expected to go through the Change Control .

lmplementatlon ~ Process as either a standard or fast-track change.

Post
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‘This section should be read by
those with an interest in
UnderSta'nding the governance
forums and processes that are

_used by the Supplier and Post
Office to manage and deliver the
SISD contract.

. b %ﬁ@t%eé_ Or y governance of the

- SisDcon

. «%h@ﬂ%b@%

vide a amework for clear
accou ta‘plﬁty across the Supplier
anagement team and an
bedded culture of continuous
performance improvement.
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7.1 Section Contents

Section Overview
The governance section provides a summary of the formal governance arrangements in place between Post Office and the Supplier as outlined in
the contents below.

Governance - Contents
Section Description ‘ e Schedule(s) Page

Section Contents Sets out the structure of the governance section.

Provides an overview of the guiding principles from which the governance

processes and forums have been derived, highlighting key outputs and

management information that are produced in this area and the regular 8.1 72
joint forums that will be used to manage

the contract.

Governance Summary and

72 Scheduled Meetings

The key personnel that are respons;ble for managmg and dellvermg the
S contract and Post Ofﬂce nghts over them

The Supplier Performance  Sets out the on-going performance management activities

Review that the Supplier account team will undertake. 22 &

7.4

Overvnew of the prowsmns that apply m the event Qf a dlspute or 1ssue -
- between partles :

How Governance Changes  Summarises the mechanisms and triggers for change within the
Over The Term governance framework.

Post
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7.2 (Governance Summary

Overview

The governance processes and obligations described in
this section have been derived from a set of common
principles that Post Office are embedding across their
major IT Supplier contracts.

These principles will enable global standardisation in the
ways in which Post Office manage contract delivery.

Paragraph

Schedule

| Governance Principles

Th following list provides a summary of the contracted governance principles
and provides an insight into the ways of working that underpin delivery of the
contract. The governance structures have been designed to:

=Provide robust and transparent forums in which the Supplier's performance in
relation to the Services and the Agreement can be discussed and properly
managed,;

= Align the parties’ objectives and overall strategy;

=Make the Supplier aware of Post Office’s business and IT requirements and
objectives on a regular basis;

Supporting Documentation

The material contained in the handbook is a summary of
detailed information contained in the contract schedules.
To obtain a full appreciation of this topic, readers should
also consult the following:

=Provide a structure for co-operative and proactive management of the
Services which is capable of evolving to meet the changing needs of Post
Office’s business from time to time and to deliver Service improvements over
the Term of the Agreement;

Schedule 8.1 (Governance). =Help ensure the provision of the Services in accordance with this Agreement;

=|dentify early and, wherever possible, resolve potential problems and issues
(including Disputes) in a co-operative manner;

Key Outputs & Products“:

Itis the responsibility of the Supplier to manage the
Supply Chain Members to provide sufficient information
so that it can provide reports including following to Post
Office prior to Governance meetings:

+ Updates;

+ Forecasts;

» Budgets; and

» Variance reports .

=In the event of any termination or expiry of this Agreement, help ensure that
the Services are successfully handed over to a Replacement Supplier or are
taken back "in-house" by Post Office without any break in Service continuity for
Post Office in accordance with Schedule 8.5 (Exit Management); and

*The governance structure shall be subject to annual review and is expected to
evolve to meet the needs of Post Office's business and to maintain the
relationship between Post Office and the Supplier.

The Governance Structure

The Governance structure is designed to provide robust and transparent forums in which the Supplier's performance in relation to the Services
and the Agreement can be discussed and properly managed.

A full Terms of Reference, attendees and logistics for each Board can be found in Schedule 8.1, Appendix A. Start dates and frequency
summarised in Table 7.2 below.

A summary of key aspects includes that:

+ Post Office may request additional Boards be formed but may also remove any Boards and not replace them.
» Attendance at Board meetings should be in person wherever possible.

+ Schedule 8.1 paragraph 2.3.8 outlines the Suppliers responsibilities in relation to each Board.

 StartDate ‘ ‘ .

IT&C Steering Board Within 30 days of Effective Date Monthly! for 6 months and then quarterly.

Enterprise Architecture Board Within 30 days of Effective Date Monthly* for 12 months and then quarterly.

Executive Relationship Forum Within 60 days of Effective Date Quiarterly’, until 12 months after Effective Date, then 6 monthly.
Supply Chain Executive Forum Within 60 days of Effective Date Quarterly*, until 12 months after Effective Date, then 6 monthly.
IT Supplier & Service Board Within 90 days of Effective Date Monthly?

IT&C Management Board Within 21 days of Effective Date Weekly'

IT&C Change Portfolio Board Within 60 days of Effective Date Monthly’

Architecture Review Board Within 30 days of Effective Date Every two weeks' for 6 months then monthly.
|Information Security Management  Within 60 days of Effective Date  Monthly' o
SI Contract Board Within 30 days of Effective Date Monthly!

Sl Performance and Commercial  \yui, 90 days of Effective Date  Monthly!

Review Board

Post
QReficer

 Note these frequencies can instead be as directed by Post Office
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Figure 7.2 The Governance Structure
Strategic Board Forums

A formal escalation point in relation to
the IT Supplier & Service Board's
management and resolution of any
issues and Disputes.

Enterprise Architecture Board

Agrees/sets changes to
technology/architecture strategy,
principles, information management
and information security.

Management Boards/Meetings

Architecture Review Board

Assure that all technology change |
aligns to Post Office’s roadmap and |
strategy. Lead and ensure that
technology is planned for

IT&C Management Meeting

Ensure delivery of Post Office IT&C |
function’s management objectives |
Ensure progress of quarterly
management plan/goals.

A formal escalation point in relation to
the Sl Performance & Commercial
Review Board’s and the S| Contract

Board’s management and resolution of
the issues and Disputes.
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Executive Relationship Forum

Review overall relationship and agree
initiatives to ensure the continued
success.

‘ Supply Chain Executive Forum

Review suppliers relationship and agree
initiatives to ensure the continued
success and resolve any conflicts of
interest.

_ IT&C Change Portfolio Board

Ensure future pipeline and current
change plan are delivered successfully
to time, cost and quality. Understand,
ratify and manage demand for change.

| To set overall ownership, direction for
and assurance of the end-to-end
i information security and compliance

management.

Review and approve Changes,, resolve
contractual issues, report to IT Supplier
and Service Board.

Operational Boards/Meetings

forimance & Commercial
Review Board
Review and manage the performance of
the Supplier against the Service Levels,
the Service Requirements and the
Agreement.

Sl Operation Boards

These Boards will be managed by the
S| Performance and Commercial
Review Board. Post Office have the
right to chair and set the agenda of
these meetings if it wishes.

Board is responsible for managing the SISD Supplier's performance
of the Services under the Agreement including, where appropriate,
overseeing the Supplier's management of Supply Chain Members.

PO Operational Boards

The Supplier will contribute to Post
Office Operational Boards at the
request of Post Office.

e

Escalation route

Other Boards within the governance
structure. Decisions at these Boards may
may effect the SISD day-to-day operations.
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7.3 The Supplier Account Team

: Paragraph

Overview

This section describes the primary members of
the Supplier team (see Figure 7.3) and the
enhanced rights that Post Office have with
regard to them. Full role descriptions for these WIS PRGBS
individuals can be found in Schedule 9.3. Responsible for the relationship between Responsible for managing the Applications

Senior Service Manager

Hlient Bxqute (Infra & Apps Management)

. Post Office and the Supplier and has overall and Infrastructure Tower suppliers, ensuring
These enhanced rights ensure that Post Office responsibility for the delivery of SISD that the Towers work collaboratively with their

is able to retain overall control of the Supplier Services. counterparts in the other Towers.
team and the personnel that comprise it.

Enhanced Rights Over Key
Account Team Members‘ B Provide the commercial and Commercial

Appointment of key team members: and financial management of the Supplier commitments as per agreed solution and |
service and manage the commercial and manage Change Requests as necessitated by

financial management Services the contract.

Commercial Director Service Desk Manager

» Key account team members are to be
assigned to providing roles for specified
periods to Post Office;

+  The Supplier must provide the identity and E ‘ Service Director - Test Manager
employment history of any proposed key - . .
account team appointments and Post | Responsible for the Service being delivered Accountable and responsible for overseeing |
Office have the right to interview prior to | to Post Office from the Supplier and across | all test and assurance activities on the

. i Implementation Programme.
appointment; the Supply Chain.

»  The Supplier will ensure that the role of any
Key Personnel is not vacant for any period

_ SlSD Implementation

Chief Architect

longer than ten working days; Director

+ Within 14 day_s ofa ne_w appomtrr?ent Post | Maintain overall accountability for the SISD
Office can object and if the Supplier cannot | | | Responsible for developing, integrating and | implementation programme, the Tower
satisfy Post Office’s concerns, then a | maintaining the Cross Supply Chain Design Implementation Programmes, In-flight and

Coordination Process and Tools. Change Projects and the Incumbent Exit
- Management programme.
Replacement of key account team members: .. __ __ - - -
»  The Supplier must get written consent from SISD
Post Office before replacing any key Implementation Manager
account team member unless the person
Responsible for the overall delivery of the

is; physically unable to work, suspended or -
B P ,y Y . T P | Responsible for activities as defined within the | SISD Implementation Plan and the overall
dismissed, they resign from their Security Management Plan. management of the three SISD

employment with the Supplier or obtain an . “ Implementation sub-programmes.
alternative job within the Supplier. ‘ S :
+  Where possible at least 3 months notice
will be provided by the Supplier of its
intentions to replace Key Personnel

replacement must be found.

“‘Se‘(zuri‘ty‘ Opérétidﬁ M“‘anégé‘r ‘

Security Architect = SD implementation Manager

Responsibilities will include reviwing

Removal of key account team members: changes to ensure that security

.« Post Offi t th | of considerations are raised appropriately as

0s Ice may request the removal ot a part of the change control life cycle.

the Supplier key account team member
where they are deemed to be performing
unsatisfactory;

» Post Office will not be liable for the cost of

replacing any member appointed to a Key Responsible for managing the Networks Accountable for the Business Relationship
Tower Supplier and Data Centre Tower Function and is responsible for maintaining
Personnel role. : ) : h . o
Supplier, collaboratively working with their the approved communications channeils for
counterparts in the other Towers. the SISD.

Accountable and responsible for the delivery
of the Service Desk Implementation
programmes.

Senior Service Manager

(Network & Data Centre) . Communications Manager

:‘ _ Senior Service Manager
_ (Workplace)

Responsible for managing the Workplace
Tower Supplier. They will also assistthe |
Service Director in ensuring that the Towers |
work collaboratively with their counterparts in
the other Towers. ‘

HR TUPE Transition Manager
Post Office Obligation

Responsible for the successful transfer of
Post Office will provide and maintain a list of Post Office and Fujitsu employees, ensuring |
full compliance to TUPE and integration of

employees into Atos.

their key personnel, contacts, and notification
and escalation points.
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7.4 The Supplier Performance Review

Overview
Schedule 2.2 Part B paragraph 2 outlines what the SISD
Performance Management Report is and the Performance Review

Paragraph §

Key Pomts

* As part ofthe Governance process, the Supplier wil report to Post

process that Post Office will undertake of the Supplier.

It is important for Post Office to monitor the Suppliers performance

to:

+ Ensure that the Supplier is complying with the Service Levels
and its obligations; and

+ ldentify any Service Level failures in the performance of the
Supplier and/or delivery of the services.

Table 7.4 Service Reportir

Report Type  Description

- As a minimum it will give information on:
- The monitoring undertaken

Performance
Management
Report

Service Credits relate;

Re|evant partrculars of performance by the Sup
: t Office (actlng reasonably) may also from trme to
See Appendix C.5 for a description of severrty levels.

Performance Review Meeting

Both parties will attend performance review meetings on a monthly basis
(or as agreed). The performance review meetings will be the forum for
the review of the Performance Management Reports and Quarterly
Summaries. The performance review meetings will be:

*Within 1 week of Performance Management Report being issued; and
+Fully minuted by the Supplier.

The prepared minutes will be circulated by the Supplier to attendees at
the meeting and also to Post Office's Representative and any other
recipients agreed at the relevant meeting. The minutes of preceding
month's performance review meeting will be agreed and signed by the
Supplier's Representative and Post Office's Representative at each
meeting. The agenda will typically entail working through each report.

Post Office can raise additional questions and/or request further
information regarding any Incident and/or any Service Level Failure and
the Supplier is required to provide such documentation to verify the level
of performance.

‘each month.

_ The Performance Management Report will be in the format set out in the Performance Management
System (to be defined within 30 days of the Effectrve Date)

«  The number of Servrce Polnts awarded and Servrce bredrts relatrng to each Service Level failure;
~The Service Credits to be applied in the Period mdrcatrng the Servrce Level Farlure(s) to which the

rolling total of the number of Service Level Fa res and the Servrce Credlts rnourred
Details of any failure to meet Key Performance Indicators in the penod and
whrch farI fo | meet requrrements e
1 requrre these to contarn other detarl . s

Quarterly Post Office will require a quarterly written summary of the monthly Performance Management Reports that Within 12 working
have been prepared during that quarter.
Summary : ) ) . days of the end of
These are to contain details that Post Office (acting reasonably) requires.
each quarter.
- The Supplier will develop and implement a satisfaction survey managing it throughout the supply chain ~ Accordingto
Satisfaction  making it consistent between Supply Chain Members. The survey is to inform the customer experience  implementation
Survey __and support continual improvement throughout the Term. It will Include measures related to Milestones in
S  implementation activities and, related to customer satisfaction and user experience. Schedule 6.1.

 Office on the incidents and Servrce Levels upheld in the supply chain in

a written report and in a verbal update

Th Performance eview Meetlng\\ is an opportunlty for Post Office to

/in dent or Servrce Level Failure that has occurred that

When the report
is produced

‘Monthly. Within 8
- working days of the
_end of each
‘Measurement
Penod (Each

- Soft Copy by email
_or publisheg on

Every Quarter

ance Management Report Data

The Supplier is required to provide the raw data and detailed
supporting information for the reports in the medium and format
specified by Post Office from time to time.

No post-reporting adjustment will be made to any Service Level
Performance data or supporting information without Post Office’s
approval. See also Section 5.8.2.

Incidents where the severity level was raised upon Post Office
request are reported on at the original level.

ffice Satisfaction Survey

Post office may assess the level of performance of the Supplier
and gather improvement suggestions using surveys.

If the responses reasonably suggest that the Supplier is not
meeting its obligations, Post Office can raise this to Supplier.

The Supplier must, as soon as practicable ensure it takes
measures to achieve the improvements necessary to meet its
obligations.
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7.5 Issue and Dlspute Management
]

Overview
Issues and Disputes are to be resolved in accordance with governance
as set out in schedule 8.1. or failing that in accordance with the Dispute
Resolution Procedure as described in schedule 8.3.

‘Disputes’ are disputes, differences or questions of interpretation arising
out of or in connection with the SISD Contract. There are three identified
types of Dispute and issue:

+ Implementation Disputes and issues;

+ ICT Disputes or technical disputes and issues; and

n issue can occur on Run Activities as well as Project Activities.
. i ! A ' - Resolution of Disputes (settlements) are recorded in writing and

+ Billing Disputes or non-technical disputes and issues. form changes to the agreement unless a Change Management
is used to implement the resolution.

The Dispute resolution procedure commences when a ‘Notice of
Dispute’ is served by either party on the other.

The illustration below outlines the issue resolution process for each type of issue and the dispute resolution procedure is also described. Each
process only continues if the Supplier and Post Office cannot resolve the issue or dispute at that stage. Where agreement on the resolution of a
Dispute is reached it is recorded in writing, signed by each party and is binding on both parties, Unless it is agreed to implement it in the form of a
Change Management Note, the resolution constitutes a Change to the Agreement to the extent necessary.

Flgure 1.5 lllustration of the |ssue resoiutlon processes

‘ Implementatlon issues - lCT or. technlcal issues & Billing / non-technical issues

Fos Office S0 Implement ~ SI Contract Hoad et vith

 Programme leectar

v |

- _IT Supplier and Service Board

_meet with  representation from all
parhes to attempt to resolve

: lssueldlspute .

_IT&C Stéermg Board meet with
‘ representatlon from all partles to
_attempt to resolve lssue/dlspute

Dispute Resolution Procedure

As set out in Schedule 8 3, Paragraph 4, Post Office can
initiate the expert determination procedure in relation to an
ICT Blspute or Blillng Dispute (or other matter as agre
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7.6 How Governance Changes Over The

Term
Overview

In the contract it is stipulated that the Governance structure and the Boards that sit within this (at either Strategic, Management or Operational
Level) can be formed but may also be removed, at any time, at the request of Post Office. This should be managed through the normal change
request procedure.

Annual Review Meeting One annual review meeting shall be held each year throughout the Contract Term to determine how the Boards
and Operational Boards have operated throughout the year.

The annual review meeting will be attended by Sl Performance & Commercial Review Board members of the
Supplier and of Post Office. The agenda should include:

+A review of how the Boards and Operational Boards have operated throughout the past year;
«if any Boards and Operational Boards have not been effective, whether they should be disbanded;
*Whether it is appropriate for any new Boards or Operational Boards to be added; and

*Whether the scope or terms of reference for any existing Board or Operational Board should be amended or
added to.

In preparation for this meetrng the Si Performance & Commercral Review Board will prepare and. submrt a
report to the IT&C Steerrng Board setting out the recommendations of any changes or addmons relahng to the
governance structures

The IT&C Steerrng Board wm consrder the annual report of recommendatrons and if approprrate revrew and -
agree rn prrncrple to amend thls Governance structure through the Standard Change Control Procedure 3

Governance during SISD During the Transition Period Post Office and the Supplier will use Governance to monitor progress, make
Implementation decisions and resolve outstanding issues and disputes.

The Supplier will establish and maintain during the Implementation Period a joint SISD Implementation
Programme Board which shall oversee the SISD Implementation Programme. The full Terms of Reference for
this Board are detailed in Schedule 6.1. [Annex 3: Governance]. An overview of the Terms of Reference is
outlined below:

*The SISD Implementation Programme Board shall comprise a number of representatives to be agreed
between the parties and is a minimum contain key SISD Implementation roles (Supplier SISD Implementation
Director, Supplier Programme Office, Post Office SISD Implementation Director).

« In order to be valid and carried, any recommendations, resolutions and other decisions attempted to be
made or carried at any meeting of the SISD Implementation Programme Board shall only be approved
following agreement by the Supplier SISD Implementation Director and the Post Office SISD
Implementation Director.

» If the SISD Implementation Programme Board resolves to vary or add any provisions of the Agreement,
such variations or additions may only be agreed and effected pursuant to the Change Control Procedure.

» Post Office will determine the time and location of the meeting as soon as possible post contract signature.

Changes to the Governance + Post Office can decide throughout the term to create and disband either Strategic, Management or
Boards/Members Operational Boards (and may change the terms of reference or requirements relating to such Boards).

+  If the Supplier wishes to replace any of its Board Members or any Post Office representative at any Si
Operational Board they should notify Post Office in writing and must obtain agreement by Post Office.

+ Post Office may substitute or replace any of its own Board Members upon written notice to the Supplier.

+ Al changes to the Governance configuration should go through the normal Change Control Process.
Noting that Operational Boards can be changed, replaced or added without the need for such change to be
effected through the Change Control Procedure see paragraph 2.4.1 schedule 8.1.

Post
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.

This section should be read by
those with an interest in
_understanding the commitments
and obligations in the contract
that relate to; Cooperation and
Collaboration, Business
Continuity and Disaster
Recovery, and IPR, data and
confidentiality.
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8.1 Section Contents

Section Overview
This section provides a summary of each of the respective topics as outlined in the contents below.

Other Key Principles — Contents

Section S LD LD ipti i Schedule(s)

8.1 Section Contents - Sets out the structure of the Other Key Principles section.

8.2 Other Key Principles Giving an overview of the other key principles. All 82

\8j3i‘ cooperétion and Sets outihe reqmrements around posmve workmg acmss the supply. - Ta C%}
. Collaboration :i — cham S - S
i L The reporting obligations that the Supplier have on the internal business
8.4 Business Continuity and continuity and disaster recovery testing that they shall undertake on Post 8.6 84

Disaster Recovery Office services

Guthne of any clauses or obhgahons on the Suppller and Post fo ice that
- relate to IPR data and conf dentlahty

Post
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8.2 Other Key principles

Schedulel . Schedule\ i | Schedule | Schedule " Schedule
Paragraph Paragraph BN | Paragraph | Paragraph | -

Overview

This section provides a brief introduction to some of the other key ‘ Outside of those already discussed in this handbook there are some
principles and terms that form the SISD agreement. | key terms and principles that should be known and understood by
While not warranting their own section in the Handbook, they are |
thought important enough to recognise here as an appreciation of
them may be beneficial.

Table 8.2 Other key princi

Summary escripti
As part of the agreement, Post Office and the Suppller have agreed a set of Common Assumptions see C.6. These primarily

- regard IPR, logistics and both parties employees.
ommon
Assumptions The Supplier can request a Change via the Change Control Procedures if they are able to demonstrate that a ‘Common

Assumption’ is materially inaccurate in a way they couldn’t have been expected to know, it had been relied on, and that the

inaccuracy has had an adverse affect.

The Supplier will discuss with Post Office any conflict that there is or will be between any of the Standards or between any of the
Standards (Post Office’s policies and procedures, the British or international standards, Government codes of practice and
guidance referred to in Schedule 2.3), and will comply with Post Office’s decision on the resolution of that conflict.

Conflicts of
Interest

~ Schedule 2.1. contains a requwement that the service desk be in a location which enables the Supplier to meet Post Office

_ requirements. Clause 48.7 (par’t of the clause on protectmn of personal data) acknowledges that at execution the Suppller s
Locations  solution intended to provide some services from outside the UK. the only service provided outside of the UK are the Manila

- - service desk and the service management support centre in Mumbai. If other services are provided offshore, or from difference

locations, there will be data protection implications (see CMS risk report for further details).
Any notices given under or in relation to this Agreement will be in writing, signed by or on behalf of the party. A notlce shouId be
either delivered personally or by pre-paid first class post. With regards to receiving a notice, a notice will be deemed to have
been received if:
*Delivered personally, at the time of delivery;
«In the case of pre-paid first class post, 3 working days from the date of posting;
+In the case of fax , on the day of transmission if sent before 16:00 hours of any Working Day and otherwise at 09:00 hours on

Notices the next Working Day and provided that, at the time of transmission of a fax, an error-free transmission report has been received
by the sender; or
«In the case of email, at the time that the email enters the Information System of the intended recipient provided that no error
message indicating failure to deliver has been received by the sender and provided further that within twenty four hours of
transmission a hard copy of the email signed by or on behalf of the person giving it is sent by pre-paid first class post, recorded
delivery or registered post to the intended recipient.
Outside schedule 3 Post Office does have other responsibilities and obligations that (are not specifically allocated as a ‘Post
... Office Responsibility’ so a breach would not trigger the rehef/compensatlon mechanisms but) are binding and which the SISD
gS:;?:E?“S _will be able to enforce in the usual way. i

schedule 3  For example there are requirements on Post Office’s decision making process. Throughout the schedules there are
expectations that Post Office will review and agree/approve items and provide input see Appendix C Tables C.1.

Clauses 36 to 41 of the Main Terms and Conditions outlines some simple terms regarding Supplier personnel. These include

gtt::tr)nnel ensuring the continuity of personnel at Post Office and that all personnel are properly vetted.
Principles Non-Solicitation is also discussed. For the first twelve months of the Term neither party will attempt to solicit or entice any

person employed by the other party.
Clause 14 entitles Post Office to allow the use and benefit of the Services to be extended to any Affiliate of Post Office; and
other Service Recipients. ‘Affiliate’ and ‘Service Recipient’ being terms defined within Schedule 1 definitions.
Other Service In practice Service Recipients includes customers of the Post Office such as DVLA, DWP, UK Border Agency, environment
Recipients agency, Bank of Ireland, Santander, RMG etc.
Post Office have agreed to use reasonable endeavours to notify the Supplier as soon as reasonably practicable on becoming
aware of a new Service Recipient that requires the use and benefit of the Services.
The Supplier must be comply with Post Office’s policies and procedures, the British and international standards, Government
codes of practice and guidance referred to in schedule 2.3 (Standards) together with any other specified policies or procedures
identified in schedule 2.3 (Standards).
Post Office are to notify the Supplier of changes or proposed changes to these standards, and Supplier may then raise a
Change Management Note if necessary. SISD is not entitled to charge for compliance with new or enhanced standards if these
are deemed to be industry standard. e.g.. moving from ITIL v3 to v4.
_In certain circumstances, described in Clause 67 of the Main Terms and Conditions, Post Office has the Right Of Step-in
meanlng amongst other things that Post Office may :
*Require the Supplier to take steps that Post Offlce considers necessary to rectlfy the state of affairs giving rise to Post Office’s
~ right to step-in; S S
_ *Appoint any person to work wtth the Suppller m performmg all or a pan of the Serv:ces and
_ «Take steps that Post Office considers appropnate to ensure the performance of all or part of the Services.

Standards

S‘tep\infigljts

[ i1 8
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8.3 Cooperation and Collaboration

Overview

Cooperation and Collaboration between the Supplier and other Supply
Chain Members will be key to the delivery of the requirements of Post
Office.

To achieve this the Supplier will facilitate information exchange
between Supply Chain Members, which will drive continued
improvement of the cross delivery service management processes.

It should be noted that the Supplier is obliged, as per the contract, to
cooperate and collaborate with other parties where this will:

*Enable such Supply Chain Members and third parties (as
applicable) to provide services to Post Office;

*Enable the Supplier to provide the Services to Post Office;
+Facilitate achievement of the Post Office Objectives; and

+Deliver measurable benefits to Post Office.

Communication Plan and
Cooperation and Collaboration

Evidencing

The Supplier will define a communication plan (there is no date by
when this is due) for facilitating information exchange between Supply
Chain Members, including measurement methods to prove
improvements, and make this available to Post Office.

It will also be important for the Supplier to demonstrate how its
cooperation and collaboration efforts have benefited Post Office in
establishing and maintaining positive, collaborative and effective
working relationships with:

+Post Office’s relevant internal functions; and

+All other Supply Chain Members or potential Supply Chain Members
of IT Services to Post Office.

A balanced scorecard tool could be used to prove positive,
coliaborative and effective working relationships across the supply
chain.

Key Supplier Obligations

The Supplier has some key obligations with regards to cooperation
and collaboration:

*The Supplier should enter into and maintain non legally binding
Operating Level Agreements with relevant Supply Chain Members,
and any other third parties that interface with the supply chain and
whose services are critical to the success of other Supply Chain
Members.

*Prepare an Issue Management Procedure and manage the
resolution of issues between:

—  Two or more Supply Chain Members; or
— Post Office and Supply Chain Members,

*Provide to a Supply Chain Member all information and assistance
(including reasonable access to premises, personnel, equipment,
services and facilities and providing information, documents and
instructions regarding operating environment, system constraints,
protocols, interfaces and other operating parameters) as required to
enable such Supply Chain Member to provide services to Post Office
and to facilitate achievement of the Post Office objectives.

| Key Points ‘
‘- There are some key obligations in the contract with regards to how
the Supplier collaborates with other Supply Chain Members.

= The Supplier needs to define a communication plan for facilitating the
flow of information around the Supply Chain Members.

Aba nc d?co"r‘ecard tool could be used to prove positive,
collaborative and effective working relationships across the supply
chain. .

ey cooperation & collaboration objectives

There are a number of key cooperation and collaboration objectives for
the Supplier: The SISD should:

«Form and conduct collaborative partnerships with all other Supply
Chain Members;

*Manage relationships between all Supply Chain Members and support
and deliver effective, efficient, fit for purpose, stable and operable IT
Services to Post Office;

+Utilise a collaborative approach to knowledge and skills sharing,
benefiting Post Office and the Supply Chain as a whole;

*Work collaboratively with other Supply Chain Members, and with
functions of Post Office. Where issues and faults arise in relation to [T
Services provided to Post Office, each Supply Chain Member shall
adopt a ‘fix first find fault later’ approach;

*Work with Post Office and other Supply Chain Members to enable and
improve proper and robust Assurance regimes; and

sInteract and cooperate with such other Supply Chain Member or
provider in an unbiased manner, and otherwise in good faith and in the
best interests of Post Office.

Key Post Office Obligations

« Post Office will provide the Supplier with details of any changes in
the agreements with Supply Chain Members which will impact the
Supplier’s ability to manage and report on the Supply Chain
Members performance including changes to services, Service
Levels and pricing.

« Post Office will provide the Supplier with reasonable notice of any
new members to be added into the Post Office Supply Chain and
will comply with any obligations it has regarding the on-boarding
and off-boarding plan for that new member.

« Post Office will notify the Supplier in a timely manner any changes
to the business functions, Post Office specific contacts or any
changes to their roles.

« Post Office will notify the Supplier of any changes to Post Office
approved communication channels.

» Exchange of commercially sensitive information may cause
competition concerns. Post Office will need to take steps to
mitigate these risks. See legal risk report prepared by CMS for
further details.

H ®
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8.4 Business Continuity and Disaster

Recovery

Overview

A disaster is described in the contract as ‘means an event that will
result in the loss of all Services from a specific Contractor Data
Centre, Supplier Service Desk site or other Supplier site delivering
Services to the Post Office’.

The contract sets out the Supplier's requirements in relation to the
Business Continuity and Disaster Recovery (BCDR) Plan and the
development, maintenance, testing, amendment, review and
implementation of this plan.

The BCDR Plan

A document (that will be a Control Document, as per Schedule 13)
will detail the processes and arrangements which the Supplier shall
follow to manage continuity of the business processes and
operations following any failure or disruption of any element of the
Services and the continuity of the Services in the event of a Disaster.
A full list of the required contents of the Supplier's BCDR plan can be
found in Schedule 8.6, Part A.

Review and Amendment of the BCDR Plan

The Supplier should maintain and review the BCDR plan on an on-
going basis and within three months of any part of the plan having to
be implemented.

The Supplier will undertake regular risk assessments in relation to
the provision of the services not less than once every six months.

Within 20 days of that review the Supplier needs to issue a report to
Post Office that details the reports findings and any plans for
addressing any changes in the risk profile of the BCDR plan.

On agreement from Post Office, the Supplier should implement the
changes suggested as quickly as possible.

Testing of the BCDR Plan

The BCDR plan shall be tested at very least once a year (but
preferably on an on-going basis). However, Post Office also have the
right to request that additional testing is undertaken where itis
considered necessary.

Following each test, the Supplier shall send to Post Office a written
report summarising the results of the test and identify any actions or
remedial measures necessary.

Within 1 month of the failure being identified with regards to the
BCDR Plan, the Supplier should have remedied this or be able to
show that they are taking steps to do this.

Impact of a Disaster

The BCDR arrangements are expected to be such that in the event
of any Disaster it is anticipated that there will be;

+no loss of Service other than the loss of active calls and other active
transactions at the point of Disaster;

+no reduction in the scope of Services provided ; and

the continued delivery of the Services to the quality defined in
schedule 2.1 (Service Requirements) and schedule 2.2 (Service
Bvels) and elsewhere in the Agreement.

" Proving to Post Office that this plan is current, compliant and robust

Schedule =

Paragraph

Key Points

\- The Supplier is required to produce and maintain a Business

Continuity and Disaster Recovery (BCDR) Plan and implement and
test this plan throughout the contract term.

will instil confidence that should a ‘disaster’ occur, Post Office will

| continue to receive its mission critical services.

Bu nes‘s‘Continui‘ty Element of the plan

The BC element of the plan should set out the arrangements that are to
be invoked to ensure that the business processes and operations
remain supported in the event of a failure in or disruption. This should
include:

*The alternative processes, (including business processes), options
and responsibilities that may be adopted in the event of a failure in or
disruption to the Services;

*The steps to be taken by the upon resumption of the Services in order
to resolve and address any prevailing effect of the failure or disruption
including a root cause analysis of the failure or disruption;

*The various levels of failures of or disruptions to the Services that are
reasonably foreseeable in respect of the Services (“Failure Levels”),
and

*The steps to be taken to remedy to the different Failure Levels.

Disaster Recovery Element of the plan

Disaster Recovery Plan shall ensure that upon the occurrence of a
Disaster the Supplier properly manages the continuity of the business
operations of Post Office supported by the Services following any
Disaster or during any period of service failure or disruption.

The disaster recovery plan should include:

*The technical design and build specification of the Disaster Recovery
System;

*Details of the procedures and processes to be put in place in relation
to the Disaster Recovery System and the provision of the Disaster
Recovery Services;

+Details of how the plan will comply with security standards and ensure
that compliance is maintained for any period during which the Disaster
Recovery Plan is invoked; and

*Any testing arrangements regarding disaster recovery.

Key Supplier Obligation

Conduct a post- supply chain disaster review with Supply Chain
Members and Post Office as appropriate, following any invocation of IT
Service Continuity, Business Continuity or Supply Chain Members
Disaster Recovery plans to understand the cause of the Supply Chain
Disaster and plan for the restoration of the IT Services to the pre-
Supply Chain Disaster state and implement actions to eliminate or
mitigate future occurrences.

Key Post Office Obligation

Post Office will provide the Supplier with details of Post Office’s IT
Service Continuity Management requirements for new or changed
business services and the business criticality to Post Office of such
new or changed business services.
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8.5 IPR, Dataand C

onﬁden

| Schedule |

Key Points | YO
|* While neither party acquires rights to the others IPR they both grant a

licence to use the materials to each other for the duration of the Term
and any termination assistance period.

Schedulel | Schedulet |

Paragraph Paragraph | §

Overview

The protection of Post Office’s IPR, data and confidentiality will be of
paramount importance to this contract and the on-going relationship
between Post Office and the Supplier. Several schedules throughout

the contract touch upon these subjects.
will not store, copy, disclose, or use Post Office Data

This section gives a top level view of the related provisions and | éékce’pt as necessary for the performance by the Supplier of its
responsibilities. obligations under this Agreement or as otherwise expressly
Post Office IPR ‘ ‘ . authorised in writing by Post Office.

The Supplier will not acquire any right, title or interest in or to the * The Supplier acknowledges that Post Office is subject to the

Intellectual Property Rights of Post Office or its licensors, including | | reduirements of the FOIA and the Environmental Information
the: | Regulations and will assist and cooperate with Post Office to enable

+Post Office Software; Post Office to comply with its Information disclosure obligations.

*Specifically Written Software;
*Post Office Materials;

+Database; ; g g

)  Confidentiality
*Project Specific IPRs; and Confidenti 'ty
+Post Office’s Know-How. Both parties agree to:

+Treat the other party’s confidential information as confidential and
safeguard it accordingly; and

*Not disclose the other party’s confidential information to any other
person without the owner’s prior written consent.

Note that Post Office grants the Supplier a licence to use these
listed materials for purposes connected with the delivery of Services
for the period of the Term and any termination assistance period.
Where the Supplier acquires, by operation of law, title to Intellectual
Property Rights it will, at its own cost and expense and as soon as The only exception to this is if there is a disclosure required by Law.
reasonably practicable, assign in writing such Intellectual Property
Rights as it has acquired to Post Office on the request of Post

Office. Key Supplier Obligations

* The Performance Management Reports, data and detailed
supporting information will be Post Office’s confidential information.

The Supplier’s IPR . .. Post Office reserves the right to share data across Supply Chain

- . ; " - : Members and other third parties as reasonably required by Post
Post Office will not acquire any right, title or interest in or to the Office.
Intellectual Property Rights of the Supplier or its licensors, including
the: + The Supplier shall create and maintain a cross Supply Chain
+Contractor Software; Governance Library and develop and communicate the process for
*Third Party Software; collecting and maintaining library artefacts to Post Office and
«Contractor’s Background IPRs; or Supply Chain Members.

«Contractor Know-How.
Note that Post Office is granted a licence to use these listed

» Forthe avoidance of doubt, all items and artefacts in the

. . . Governance Library and the Operations Manual shall be Post
materials for any purpose connected with the receipt or use of the .
Services for the period of the Term and any termination assistance Office Know-How and or Post Office Intellectual Property Rights for

period. the purposes of clause 42 (Intellectual Property Rights) of the main
body of this Agreement.

Key terms and Conditions ‘

Listed below are selected clauses within the Main Terms and Conditions containing relevant information regarding IPR, data and confidentiality:

*Clause 42 - 46 IPR The general IPR principles of the contract and the licences granted by both parties
«Clause 47-48 Data and security  How Post Office and Personal data should be handled and managed by the Supplier
+Clause 49-50 FOIA - confidentiality The process regarding FOIA requests and how Confidential Data is managed
+Clause 55A Information sharing Clauses regarding the sharing of information across Supply Chain Members
+Clause 55 Security How the Security Policies and the Security Management Plan should be managed
*Clause 58 IPR Indemnity The process of an IPR claim
ost
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9.1 Appendix - Contents

Section Overview
The other key principles including Business Continuity section provides a summary of each of the respective topics as outlined in the contents
below.

Appendix — Contents

Appendix ‘ S ‘ ‘ } ‘ ‘ Schedule(s)

Section Contents Sets out the structure of the Appendix.

The implementation timeline as proposed by the Supplier outlining when
services achieve Future Mode of Operation (FMO).

A.1.1  Implementation Timeline 6.1 90

—= e —

. ngh Level lmplemer;taﬂon .
2 Plan from theISFT
~ response

The ngh Level Implementatlon plan as descnbed by ATOS in the context
= ofthe w:der changes S

Further Implementation

A2 Information

Other relevant information on the Implementation activities e.g. testing. 6.1 92

ngh level overview of the Post Off‘ ice Supply Ghain Modei and
~ Ecosystem = = =

Key Objectives of the IT The specific objectives as set out in paragraph 2 of Schedule 2.1
B.2 Supply Chain operating describing the Key Objectives of Post Office’s IT Supply Chain Operating 21 94
Model

e e T e N e

Supply Chain Matrix _ Anoverview of what the Supply Chain Matrixis and how it used.

Post Office Approval / Supporting materials including list of activities for Post Office and the
C Agreement Required & Supplier to agree upon, Operations Manual contents, the definitions of Various 96
Incident Severity the Incident Severity Levels and underpinning assumptions.

D  Glossary ‘ _ Setofkey terms discussed in the Handbook. ‘ . Varous 107

Describing the versions of this handbook, the content they are based

upon, revisions made in each version and potential future revisions. NIA 106

E Handbook Version Control
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A.1.1 Implementation Timeline

Paragraph

Implementation Timeline (TMO/FMO)
The implementation timeline proposed by the Supplier outlined that services would achieve Future Mode of Operation (FMQ) at various points with
some services going through a transformation mode of operations as described within Figure A.1.1.

Figure A.1.1 Implementation Timeline (TMO/FMO)

L o U O g e ]
--—-----F-

i

. 7.2~Programme Office & Standards

_ SOURCE: ISFT_Imp_Atos Implementation Solution Summary_1 30822ppt

« CMO Service(s) — means any pre-existing ‘current mode of operation’ service delivered to Post Office through its existing supply chain of
Incumbent Contractors or existing personnel as at the Effective Date;

*  TMO Service(s) - means any Service that is in TMO;

*« TMO - means “transformation mode of operation”, being the interim operating model delivered by the Supplier in relation to each TMO
Service as set outin schedule 4.1;

* FMO Service(s) - means any Service that is in FMO;

* FMO - means the operating model known as “future mode of operation” where the Supplier is required to meet the requirements for a
Service as set out in schedule 2.1 (Services Requirements).

~ OS5l
pﬂ:l c ® 90 In Confidence
ersion @20 For Internal PO Use Only



POL00398086
POL00398086

)

Schedule

Paragraph

Overview

The High Level Implementation plan can be found in Schedule 6.1 (Annex 4). The Roadmap reproduced in Figure A.1.2a shows each of the
Programmes and Projects mapped onto the SISD Implementation period. Key deliverables and milestones are also highlighted. The roadmap also
shows the mobilisation phase of the SISD Implementation. For further detail for SISD implementation see Schedule 6.1 (Annex 4) the SISD
Implementation Plan.

Implementation
Management

People

w Erpdiontt Sl Travs

Service Integration

MOBILISATION

Service Desk

Legacy Contracts/
Suppliers

Towers

How Implementation Plans fit together
In executing implementation activities there are likely to be a variety of plans between the respective supply chain members.

link together The Integrated
Implementation Plan sets out an
appropriate level of detail regarding the
tasks and activities that need to be carried
out and dependencies that need to be
managed to complete the Implementation
Programme in accordance with the
individual Tower Supplier Implementation
Plans, the Incumbent Supplier exit plans
and the SISD Implementation Plan.

Post
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A.2 Further Implementation Information
|

Overview
The purpose of the SISD Implementation Programme is:
*To ensure an orderly, efficient and effective implementation of the interim TMO Services and the final FMO Services; and

*Provide Post Office with the agreed Principal Benefits on the dates specified in the SISD Implementation Initiatives in Annex 5 (SISD
Implementation Initiatives) of Schedule 6.1 (Implementation).

The high-level responsibilities of the Supplier, Post Office, the Incumbent Providers and the Tower Contractors with respect to both the SISD
Implementation Programme and the wider Implementation Programme, are outlined in Figure A.2 below:

Figure A.2 High Level Responsibilities

Responsibility Key

It is also important for Post Office to understand some of the key terms and conditions linked to the implementation such as Delay and Correction
Plan as described in Section 3.3 .4.

Post Office Ob

Schedule 3 — ‘Post Office and Supply Chain Member Responsibilities’ provides a list of obligations that Post Office should adhere to regarding
transition (and normal operations) that when breached, may trigger a 'Post Office Cause' or a 'Supply Chain Member Cause'.

These should be studied by those individuals who are involved in transition activities. The obligations on Post Office regarding transition can be
grouped into the following:

*Supporting the SI Supplier with management of Supply Chain Members;

+Logistics support; and

*Provision of knowledge to SISD Supplier.

Delays or impacts attributable to a ‘Post Office Cause’ or a ‘Supply Chain Member Cause’ may trigger the reliefs and compensation payments
under the Main Terms and Conditions.

gations

Post
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Overview
Over the next three years Post Office will evolve it's IT Supply Chain and how it
operates within the business.

The figure below illustrates how the target Supply Chain was envisaged at time of
writing. This may change as the strategy evolves and the optimal set of Towers
are determined and established.

This Handbook is focused on the Service Integrator Service Desk (SISD)
contract and its operation and the illustration below shows where these fit within
the supply chain.

The SISD supports the business (Post Office), facilitating the fulfilment of the
business's requirements through the coordination and management of the supply
chain members in order to that the desired benefits are delivered.

SISD will provide end to end Service Integration and management of the other
Towers and the respective Frameworks . This includes Supply Chain Member
Management Services that cover the processes and support for on-boarding and
offboarding other suppliers. In addition to this it will provide services of it's own
including; Service Desk, Service Provider Assurance, Service Knowledge
Management, Service Transition Planning and Support, Service Validation and
Testing.

Post Office

POL00398086
POL00398086

)

its Operation

Key IT Sourcing Principles

Below are a set of key sourcing principles that have
previously been outlined for the supply chain:

*Outcome based requirements;

*Industry standard services at market competitive prices;
*Retention of control in the retained organisation;
*Suppliers own the Service Assets;

+Service differentiation for different business needs;
*Market pricing (and benchmarking) is the best form of
cost control; and

+Utility (consumption) based charging models.

All these principles should be applied across the supply
chain.

Frameworks

Pos urce: ‘Eco System Principles’ pack dated 15 July 2013.
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B2  Key Objectives of the IT Supply Chain
Operating Model

Post Office Objectives for the IT Supply Chain Operating Model
Post Office has the following specific objectives as set out in paragraph 2 of Schedule 2.1 for the IT Supply Chain Operating Model:

1.1 Each Supply Chain Member shall form and conduct collaborative partnerships with all other Supply Chain Members in relation to the
performance and delivery of all IT Services to Post Office in accordance with Good Industry Practice.

1.2 The relationships between all Supply Chain Members shall support and deliver effective, efficient, fit for purpose, stable and operable IT
Services to Post Office to the agreed service requirements and standards for those [T Services.

1.3 The governance frameworks described in this Agreement (including in Schedule 8.1 (Governance), the Operations Manual, and otherwise in
this Schedule 2.1 (Service Requirements)), and any other contract between Post Office and a Supply Chain Member, and Supply Chain Member
participation in such governance frameworks, shall be proactive, supportive, utilising a collaborative approach to knowledge and skills sharing,
benefiting Post Office and the Supply Chain as a whole.

1.4 Each Supply Chain Member shall deliver IT Services to Post Office using an integrated, innovative and strategic approach in accordance with
Good Industry Practice.

1.5 Each Supply Chain Member shall be focussed on maintaining, delivering and improving user support, user experience, and Post Office
customer satisfaction in relation to IT Services provided to Post Office. Each Supply Chain Member acknowledges that the maintenance, delivery
and improvement of such factors or items are critical to the effectiveness of IT Services provided to Post Office.

1.6 Each Supply Chain Member shall work collaboratively with other Supply Chain Members, and with functions of Post Office (if applicable), in
relation to the provision of IT Services to Post Office. Where issues and faults arise in relation to IT Services provided to Post Office, each
Supply Chain Member shall adopt a ‘fix first find fauit later’ approach.

1.7 Each Supply Chain Member shall work with Post Office (and other Supply Chain Members, as appropriate) to enable and improve proper and
robust Assurance regimes in relation to the delivery of IT Services by Supply Chain Members to Post Office.

1.8 Where a Supply Chain Member’s activities in relation to the provision of IT Services to Post Office has a significant bearing on the activities of
any other Supply Chain Member or any other potential providers of IT Services to Post Office, that Supply Chain Member shall interact and
cooperate with such other Supply Chain Member or provider in an unbiased manner, and otherwise in good faith and in the best interests of Post
Office.

1.9 Each Supply Chain Member shall conduct its activities in relation to any IT Services it provides to Post Office, in order to support Post Office
to achieve benefits, including the following:

+A sustainable run rate reduction in costs throughout the lifetime of each contract between that Supply Chain Member and Post Office;
*Enablement of Post Office to deliver on and support Post Office’s strategic plan (relating to Post Office’s ICT and business strategies);
*Enhancement of the capability of Post Office IT&C function;

+Creation of a post-transformation Post Office IT&C organisation that is business focused, efficient, responsive and flexible;
*Enhancement of the quality of IT services provided by Post Office IT&C to its customers or users;

*Provision of a catalyst to transform, improve and consolidate Post Office’s Supply Chain, from which all IT Services are provided to Post Office
(including the use of new technologies, standardisation of techniques and methods); and

*The overall improvement of all IT Services provided to Post Office, and the delivery of increased value for money for Post Office in relation to all
IT Services that it receives.

Post
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B.3 Supply Chaln Matrix

Overview
The Supply Chain Matrix lists Framework Contractors, Incumbent Contractors and Post Office Obligations
other suppliers and their relationship to the Services provided by the SISD.

Schedule 3 contains many responsibilities and
The Supply Chain Matrix defines which SISD services relate to which suppliers within obligations for Supply Chain Members that the SISD
the supply chain. It describes the participants in the supply chain, and it is also central Supplier will rely upon . Post Office need to procure

to the definition of the term Supply Chain Member used throughout the requirements that the .Sl.J.p.p'y Chain "."e".‘bers will fulfl these
. responsibilities and obligations.
and the wider agreement.

Requirement Reference ‘ . : ‘ ‘Reguir‘ement‘nescription

1.1.4 Part of Supply Chain Monitor and manage all relevant Supply Chain Members (as documented in the Supply Chain Member
Member Management S matrix), performance against agreed OLAs and other measures including Service Levels and KPls.

1.3.1 Part of Contract The Supplier shall be responsible for developing, integrating and managing the Contract Compliance
Compliance Management process, and implementing and maintaining Tools in order to perform such responsibilities, to ensure that all

Supply Chain Member and Post Office contract deliverables and obligations (including audit and compliance
deliverables and obligations) across Supply Chain Members are managed and controlled. The requirements
set out in this 1.3 (Contract Compliance Management) shall only apply to a Post Office contract with a
Supply Chain Member, if the Supply Chain Member is identified in relation to this 1.3 (Contract Compliance
Management) in the Supply Chain Member Matrix.

6.24 Part of Continual Serwce _ Provide an annual Audit of each Supply Cham Member (to the extent ldentlﬁed in the Supp|y Chain Member
Improvement - Matrix and report on an annual state of improvement. =~ : =

_ Definition from Schedule 1

Supply Chain Member  Means any Tower Contractor, any Framework Contractor, any Incumbent Contractor, or any other Supplier
.~ listedinthe Supply Chain Matrix and ‘Supply Chain Members’ shall have a corresponding meaning.

Incumbent Contractors Means all suppliers delivering services to Post Office as at the Effective Date, excluding any services provided
under a Tower Contract.

lncumbentSupphe[s ~ Means the suppliers Ilsted from time to time in the Supply Chain Matrix (current practice) relatmg to supphers in |
-~ scope for SI/SD where such matrix indicates via a tick that a relationship exists between the Supplaer and the
particular incumbent supplier in respect of the Exclusive Services only. S :

Figure B.3 Supply Chain Matrix

Supply Chain Matrix means the Supply Chain Matrix as set out in Annex A of Schedule 2.1 The Supply Chain Matrix is referred to in the

(Service Requirements); description of exclusivity as given in Clause
! ! o i 13.2 of the Main Terms and Conditions:
13.2 Subject to the remainder of this clause
13 (Exclusivity) and Post Office’s
obligations under public procurement rules
and competition law, Post Office appoints
the Contractor as its exclusive service
provider for each service listed in clauses
13.2.1 to 13.2.4 (Exclusivity) from the later
of the date from exit from the relevant
Incumbent Supplier and the date of receipt
by the Contractor from Post Office of the
Acceptance Certificate for that FMO
Service and such exclusivity shall continue
during the Initial Term in relation to the
following Volume Charge based services:
13.2.1 Change Management Services;
13.2.2 Incident Management Services;
13.2.3 Request Fulfilment Services; and
13.2.4 Access Management Services,
strictly in the Contractor’s capacity acting as a
Service Integrator for Exclusive Services
under the Supply Chain Matrix (together the
St | “Exclusive Services’).

[ Definition from Schedule 1 and Image from Schedule 2.1 Annex A Seealso 3.3.1.
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C.1 Post Office Approval/Agreement Requnred

Table C.1 Requirements & references

Requ1rement Type of Input For what
$chedule 2.1 e . . 0 ‘ ‘
...standards for the process interfaces used by the cross Supply Chain Member Processes...the
0.1.1 - o . -
allocation of responsibilities; the use of, and interfaces with, common systems tools, documented
operating procedures; policies, key controls and reporting...document these items in the
Operations Manual...
- . ~ timeframes to design and implement processes , either set out in the Operations Manual or agreed
3 gree ;
with Post Office
...standards, policies, controls, guidelines and Releases for Cross-Delivery Service Management
Processes ...document these items in the Operations Manual...
...collaboration with Post Office and other Supply Chain Members, develop effective and efficient
governance processes and meeting structures. ..
The Contractor shall define and maintain a balanced scorecard measurement method and Tool to
01.10.2 Approval prove positive, collaborative and effective working relationships and, subject to approval by Post
Office, shall implement this Tool
Within three (3) months after the Effective Date, prepare and complete an Operations Manual...to
0.1.10.5 Written approval also obtain Post Office’s written approval of the content and structure of the Operations Manual
within such timeframe... .
.. maintain and update the Operations Manual as necessary to maintain its on-going accuracy.. .all

Final approval

0.1.2 Final approval

0.1.101 Collaboration

0.1.10.5 Written approval updates or changes to the Operations Manual to be notified to and approved in writing by Post
Office...
Possnble specifyin of - Timeframe by which Operating Level Agreements or other agreement between the Contractor and
1107 peciiying Supply Chain Members are effective. [As requirement says “...or other timeframe specified by Post
|_ timeframe Office.."]
[Following a new TTIC edmon or change to the current ITIL edition] agree...(as approprlate) the |
0.1.10.8 Agree
_ steps required to maintain alignment and/or Compliance to related standards
Possible direction of  Possible direction to exempt Supplier from requirement to complete any Contractor Changes and
01108  Supplier regarding ITIL  validate that all Supply Chain Member agreed Changes have been implemented within 12 months -
changes __ of the official publication of a new ITIL edition or change to the current ITIL edition.

0.1.10.10 Written approval ...before undertaking any new material initiatives or Changes as defined in the Operations Manual.

: anSf in{proi)enfénté to :the inter SUppl:y Cﬁain:Go{ferﬁanée procésses

0.2.3 Approve Approve set of users for access to the governance library

031 ~ Agree further acts Possible specification of further acts required to perfect the aSS|gnment of any rlght t|tle or lnterest
= required - in or to the Intellectual Property Rights of data. - |

0.3.1 Agree data or Specification of data or information to Share and exchange with Post Office and/or other Supply

information for sharing  Chain Members.

031 = RequestData Request data from Supplier to be provided .

0.3.1 Possible agreement Possible agreement on the form in which data is provided when requested by Post Office .

0355 A document and artefacts templates to be used in relation to data sharing between Supply Chain
o Siee Members and Post Office

0.6.1 Approve ..approval of, cross Supply Chain Innovation processes, policies, principles and standards

0.7.1 ‘ Approve ..approve a Quality Assurance Programme for the Supplier to develop, implement and maintain.

...Once the Issue Management Procedure has been prepared by the Contractor and approved by
Post Office in accordance with this section 1.2...

[reqt 1.2.2.2] the first version of the Issue Management Procedure (and any updates thereafter)
shall be approved by Post Office in accordance with the same process of approving the Operations
Manual set out in section 0.1.10.5

Approve any action taken by the Supplier in relation to contracts between Post Office and Supply

Approval of Issue

124 Management Procedure

190 Approve Chain Members e.g. acceptance of contract deliverables
159 Approve Approval an assurance programme related to the risks carried by the IT Services required
if appropriate, agree with Post Office steps required to resolve or mitigate any negative impact of
1.5.19 Agree
changes to Industry Standards
Agree the frequency of any reports, risk logs, action plans, key controls and risk indicator data in
1.5.28 Agree . e ;
relation to the provision of any of the IT Services
24.10 Agree The frequency of the periodic Demand Management reporting.
551 Approval by Post Office  Approval of communication channels to all Post Office Users and Service Recipients where
o service delivery applicable, as well as Supply Chain Members.

252 APPT°"3' by Fest Office Definition of communlcatlon p|an
service delivery

253 Agree

Additional agreements regarding Post Office communications policies with whlch commumcatlons
should be compliant.
- The Satisfaction Survey format, terms and process (2.6.12 requests approval to act of
recommendations of the survey)

255.7; i Api)rovéli
Post
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For what

the frequency of the regular communications and updates published by Supplier to ensure
awareness of Post Office satisfaction requirements and objectives.

3.1.2 Approval The content of the Service Catalogue shall be provided to Post Office for approval.

Approve the definition, recommendations and implementation of the Service Levels for new or
324 Approval changed IT Services. Unless agreed otherwise, the Contractor shall not implement the new IT
Service until the new Service Levels have been agreed.
IT Service reporting measures...service-based reports ...[and]... reporting schedule as defined in

32.16 Approval the Operations Ma_rlual.

appropriate modelling technigques and trend analysis to predict the performance of Cross-Delivery
393 Approve " ; ;

Services under a given volume and variety of work
3410 Approve gzﬁgosve implementation of any cost-effective solutions to services with availability and reliability
3.4.11/3.4.12 Agree/Approve Remedial action to improve Supply Chain Members availability shortfalls
3.4.20 Approve ...a planned and preventive maintenance strategy for cross Supply Chain Services

Where the Post Office does not have a documented IT Service Continuity Plan(s) encompassing
353 Approve all IT Services, the Contractor will develop, implement and maintain IT Service Continuity Plans,

using the Contractor's best practices and standards

all continuity plans discussed in this Schedule 2.1 (Service Requirements) and actlvmes including
358 Agree

plan updates, test and invocation
asfp Approve a process that will determine and modify the list of critical applications on an annual basis

throughout the Term

a process that will determine and modify the list of Supply Chain Services on an annual baS|s
throughout the Term in accordance with the Change Management Process

3.5.11 Approve

a process to obtain immediate access for nominated personnel by Post Office to such procedures
in a Supply Chain Disaster situation

35.13 ‘ . ‘ Approve

35.15/3.5.16 Approve Testlng processes and tlmlngs of key Components of the IT Serwc:e Contlnmty Plans ]

Approval by Post Office

3617  information securlty and ’the Informatlon Security Health Check remedratlon p|an
e _assurance group
3.6.37 Approve Personnel providing information to, or supporting the management of security
: s ~ any action that is required to be taken to address the original security risk or to improve the forensic
3.6.43 Agree
investigation process. ‘ ‘
ISHC remediation plan to Post Office information security and assurance group as def ned in the
3.6.1.2 Approve
Operations Manual
e The level of access to the Configuration Management System (CMS) afforded to the Post Office
414 Agree .
and the Supply Chain Members .
416 Agree Format of Service Asset and Configuration Management Asset life-cycle plan
419 Approve Data models for the Supply Chain CMDB |
4113 Approve Formal control by the Supplier over the configuration baseline for across Supply Chain Services
42.1/423 Agree Change Management governance framework, processes, policies, principles and standards
425 Agree the criteria for Emergency Changes, Normal Changes and Standard Changes
Change Authorisation Matrix to approve cross Supply Chain Member Changes. In the Operations
426 Agree Vol
427 ApDrove Supply Chain Change models and implement those in the Supply Chain Change Management tool,
- PP subject to approval by Post Office of such models and tool.
4.2.11 Approve Change Allocation rules
4.2.13/4.2.34 Agree Change Management report format and frequency of distribution
4.2.26 Agree Communication channels to supply chain regarding planned and approved change controls
4.3.1 Agree Supply Chain Transition Planning and Support policies, processes and standards
43.2 Agree the criteria for the use of the Transition Planning and Support process
4.3.7 Approve Policies, processes and practices relating to Service Transition Strategy
...the lifecycle stages for the Cross-Delivery Service Transition, and the move from one stage to the
4338 Approve :
next should be subject to formal checks
A transition plan that describes the tasks and activities, and identify who is responsible for each
4.3.18 Approve task activity, to roll out a Release in a test and production environment that includes resource
allocation and risk/Issue Management
4411 -~ Agree Supply Chain Release and Deployment Management processes, policies, principles and standards
4414 Approve the Release policies and principles across IT Services

the management of the Software Configuration ltems and their distribution and implementation into

4:4.1.5 i i Approve
Post
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C.1 Post Office Approval/Agreement Required

Table C.1 Requir fere | ded from Post Office - continued (§)

Requirement Type of Input For what
Implementation and back-out plans for approval across the Supply Chain Changes that will be
44117
included in a cross Supply Chain Release
the cross Supply Chain Service Validation, Testing process and Tools and the designs of the

Approve

44.2.1 Approve testing controls
4424 Approve selected cross Supply Chain Service Validation and Testing Tools for all Supply Chain Members
44210 Approve a matrix of User and design requirements to test cycles and scripts

cross Supply Chain test Environment in accordance with the contracted responsibilities for the
ol fupiove underlying Hardware and Software
44217 Approve the criteria for managing and verifying projects are ready to move into Production
44237 Approve :\-/Il- e?netl;\élrie-specmc deployment guide for the transition walk through with the relevant Supply Chain
451/455 Approve the cross Supply Chain Knowledge Management process and Tools and establishing data and

information management procedures

Details of the regular Assurance activities with the Supply Chain Members to ensure information
4513 Agree required to manage the Cross-Delivery Services is captured, stored, and presented accurately and
completely in the SKMS.

5.1.1C Agree the standards set by Post Office’s communications team to follow in all interactions with the Users.
o o cross Supply Chain Incident Management and Major Incident Management processes, policies,
51.1R Agree s
principles and standards
5.1 5L Adree Details of the enhanced level of Service with better response and resolution times for each of the
B g VIP Users throughout the Term
5161  Agree & Approve the priority of an Incident based on defined prioritization rules, and shall communicate the service

windows of the Incident with the Users

5.1.8R Approval Communication with Service Recipient organisations.

the policies regarding which Authorised Users can rause or approve requests and how such

212Q = e requests shall be raised/managed - |

5.1.5Q Approve Service Request allocation and closure rules

5121Q = Approve a fulfilment procedure for each type of request s - |

512R Approve the prioritisation and allocation rules which shall be used by the Service Desk and Contractor to
allocate Incidents and other events to all Resolver Groups and Supply Chain Members

518 Agee Details of the enhanced level of Serwce W|th better response and resolutlon tlmes for each of the

: VIP Users throughout the Term . -

5.1.8R Approve Communication with Service Recipient organisations.

5115Q Agree - Dates to receive info on products and Services procured through the Service Catalogue

5131R Approve resolution plans for Major, Severjty 1 and Severity 2 Incidehts to the relevant Post Office service
owner based on the Supply Chain Members recommendation

5238 Approve the cross Supply Chain Services and correlating Services to be monitored

529 Approve Event correlation, categorization and closure rules

5212 Approve process where critical Alerts are defined, alerted on, and responded to

531 Approve fhross Supply Chain Problem Management processes, policies, principles and standards across

e Supply Chain

532 Agree actions to improve or correct Problems

5.3.10 Agree automated cross Supply Chain Problem Management tool or standard interfaces

5.3.32 Approve Closure of ‘problems’

6.15 Agree a Capability Uplift plan

621 Agree further targets for ?he improvement of each IT Service and its constituent technical services and
architecture planning

6.22 Agree further targets for the improvement of each set of processes

72171 Approve the project management methodol';)gy prior to deployment

7.2.15 Approve action plan and address resource and capability gaps for implementation appropriate actions

7.3.1 Agree Format of all project documentation

7.3.11 Agree Frequency of reporting management information and programme management outputs

7.3.18.2 Agree - Forums for contractor to report project progress |

7.3.19.2(b) Approve Any exception to Post Office Standards

753213 Written Approval ; on attz,-e dehvery methodolog|es in the Operatmg Manual, within three (3) months of the Effectlve

Post
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For what

will produce and maintain a rolling maintenance schedule with regard to the Contractor System

Sch2.2A134  Agree ("Maintenance Schedule") to be agreed with Post Office
Specified by PO Agreed th_ird parties that are not Supply Chain Members whom the Supplier will cooperate and collaborate
Sch2.2A 135 by Subblier with
J SHPR - to be reasonably specified by Post Office and agreed to by the Contractor (acting reasonably)
. third parties that are not Supply Chain Members whom the Service Level regime will support
sch22A15  heoied BYPOAGreEd  coaboration with
y Supp - to be reasonably specified by Post Office and agreed to by the Contractor (acting reasonably)
Specified by PO Agreed !:hifd parties that are not Supply Chain Members whom provide components to be effectively
Sch22A16 by Sidolicr integrated
) SHRR - to be reasonably specified by Post Office and agreed to by the Contractor (acting reasonably)
Post Office may ...amend the Service Points allocation for Service Levels. ... The procedure for

Sch2.2. A4A1 Agree notifying the Contractor of these changes will be agreed with Post Office (and once agreed
incorporated into the Operations Manual). ...
[Frequency of review of the Service Levels]

Sch22A45 Input / Agree ...less frequently as Post Office reasonably determines (or more frequently as agreed by the
parties), the Contractor will co-operate with Post Office in a review of the Service Levels

Sch2.2A4.17 Agree the Expected Service Level and Service Threshold Level for Service Levels added by Post Office

[scho2a51 Aatee The Contractor will produce and maintain a rolling maintenance schedule with regard to the |
- : 9 Contractor System ("Maintenance Schedule") to be agreed with Post Office. ..
Potential agreement to alternative arrangements for carrying out any maintenance to the Suppliers
System:

Sch22A54 Agree “When the Contractor wishes to carry out any maintenance to the Contractor System (other than
Emergency Maintenance or activities set out in the agreed Maintenance Schedule) unless agreed
otherwise, it will ensure that..... _

- _ the timing of the planned maintenance is in accordance with the requirements of the Maintenance

Sch22A541 Agree Schedule or is as otherwise agreed in writing With Post Office Representative at least twenty (20)

. _working days in advance;
Agreed in writing / the maintenance activities and timing of maintenance are agreed to by the Post Office

Sch2.2A543 ’

Approval Representative...
5 ..a facility by which Post Office can request an Incident be given a higher Severity or Priority Such
[Pféence Agiee prioritisation will be subject to agreement between the parties .. |
Sch22B12 Approval Within thirty (30) working days of the Effective Date the Contractor will provide Post Office with a
’ ’ PP draft Performance Management System for Post Office’s approval
i - Notify Supplier of receipt and response (approval or rejection) to Performance Management
=oncchid Cob Ve System within 10 working days of the receipt of a draft Performance Management System. |

Sch22B1.2 Approval Updates to the Performance Management System.

Sch22B212 :Approval Recovery Plan approval. :

Possible agreement / Performance Management System Service description and will unless agreed otherwise,

Sch2.2B22.13 . . - - - :

Input / requirement contain...details as Post Office may reasonably require from time to time

Sch22B24 Input / requirement ...The Quarterly Summary will contain such details as Post Office reasonably requires.

Sch22B25 Possible agreement [Details of monthly_performaince review meetings] ‘

...performance review meetings will (unless otherwise agreed)...
: [Details of location to publish Performance Management Reports ]

SchZaBas FosDie saieeied! ...or to be published at an agreed location on the Post Office intranet...

Sch22B36 Agree Remedial actions in the form of a recovery plan
6.1 The Contractor will provide for Post Office’'s approval, a method for calculating low volume

Sch22C6.1 Approval events for a particular Service Level. Once approved, the process will be incorporated into the
Operations Manual.

Sch 2.2. Annex A ...list of Fixable Calls will be defined and agreed by the parties prior to the TMO Start Date...

SISD1.0. Agree ‘Fixable Calls’ are Call types for which a solution already exists in the knowledge base and can be
resolved remotely.

Sch 2.2. Annex A Asiroval The Contractor may use an equivalent measurement system based on ratings 1-9, subject to prior

SISD16 PP written approval of from Post Office (including any necessary recalibration).

Sch 2.2. Annex A The Expected Service Level of third and subsequent Measurement Periods for SHARED?2 and the

Agree : .

SHARED?2 associated Baselining process.

Sch 2.2. Annex A i The FMO baseline will be measured during the first Measurement Period and agreed at the fi rst

SHARED2 g _annual performance review

" Note: Not all schedules have been checked through to identify the examples of items needing input/agreement or approval. Sources for
§3§P1 were Schedules 2.1 and 2.2 (including 2.2 Annex A)
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C.2  Operations Manual Content,

Production and Approval

There are many requirements that define the Operations Manual and its contents those listed in Table C.2 are requirements that govern the
creation of the operating manual and/or explicitly specify Operations Manual content. See also C.3 and C.4 for additional Operations Manual
content.

ecified contents

Requirement
Reqgt: 0.1.1 standards for the process interfaces used by the cross Supply Chain Member Processes...the allocation of
respon5|b1htles the use of, and interfaces with, common systems tools, documented operating procedures; policies, key

controls and reporting...document these items in the Operations Manual. ..

...standards, policies, controls, guidelines and Releases for Cross-Delivery Service Management Processes ...document
these items in the Operations Manual...

_..effective and efficient governance processes and meeting structures to support the delivery and management of the
Reqt: 0.1.10.1 Services...including all interfaces to the govemance structures and processes defined in Schedule 8.1 (Governance) and

Reqt: 0.1.2

Schedule 6.1 (Implementation).
Within three (3) months after the Effective Date, prepare and complete an Operations Manual...to also obtain Post Office’s

Reqt:0.1.10.5 written approval of the content and structure of the Operations Manual within such timeframe.
Regt: 0.1.10.5a ...specify the processes and procedures that shall be used by the Contractor.
Reqgt: 0.1.10.5b ‘ ..the Issue Management Procedure.

..include any other item, requirement, timeframe or definition that is expressed to be set out in the Operat|ons Manual by
thls Schedule 2.1 (Service Requirements) or otherwise by this Agreement. s
..the integrated processes and procedures necessary for the delivery of IT Services to Post Office by the Supply Chaln

Members
. maintain and update the Operations Manual as necessary to maintain its on-going accuracy...
aII updates or changes fo the Operations Manual to be notified to and approved in writing by Post Office. :
At a minimum, documentation of and reference to Operating Level Agreements or other agreements entered into between
Supply Chain Members and the Supplier. Including details as per 0.1.10.14 a , b and ¢, which include but are not limited
Reqt: 0.1.10.14 to: the parties, periods, manner of working together to provide compliance, provisions relating to seamless provision of
services (including various processes), responsibilities, timing, dependencies, procedures (including escalation) to deal
with failures, a process for managing Supply Chain Member billing.
= S _...the operational cross Supply Chain Governance processes, meeting structures for all Supply Chain =
Reqt0.21:  Members.. Thereafter and throughout the term of this Agreement, the Contractor shall update reference tosuch- =
i __processes and meeting structures in the Operations Manual ... to maintain their on-going relevance and accuracy.
..prepare and maintain a written issue management and resolution procedure which shall be set out in or attached to the
Operat|ons Manual (the “Issue Management Procedure”).
Maintain and update the Operations Manual based on Event Management trending information. =
Validate that Problem resolution and corrective actions taken are sufficient to confirm that the Root Cause |dent|f ed does
Reqt 5.3.23 not reoccur in same or similar Environments. This includes (without limitation) updating manuals, procedures, and other
documentation.
...completed the documentation of the delivery methodologies in the Operating Manual and obtained Post Office's written
approval of them within three (3) months of the Effective Date.

Reqt: 0.1.10.5¢

Reqgt: 0.1.105¢

Reqt 0.1.10.5

Reqt: 1.2.1
Reqt 5.2.27

= |

Reqt7.3213

Post
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C.3 Requrrements expressing content to
be set out in the Operations Manual

While requirements listed in Table C.2 specify Operations Manual content there are also the requirements listed in Table C.3 in which content is
expressed to be set out in the Operations Manual (thus requirement 0.1.10.5 c. applies making that content required for inclusion)

Reqt Ref  Items, requirements, timeframes efinitions expressed to be set out in the Operations Manual
Timeframes to design and implement processes, except those process steps that are to be designed and undertaken by the Supply
Chain Members. [Can also make other agreements on timescales outside the operations manual]
...the frequency [for Supplier to] conduct Audits on the effectiveness of ...Processes across all Supply Chain Member Services in
scope

0.1.10.6  Documentation of ITIL aligned Service Management Processes that are in accordance with the Standards defined in Schedule 2.3.

0.1.10.7 ..integrated processes and procedures of the Supply Chain..
0.1.10.10 Trmescales for creation, implementation and maintenance of any service remediation plans.
Issues related to the status of any OLAs or relationship between Supply Chain Members that Post Office may require ad-hoc

0.1.11.7 eporting on.
03.1  [For some provision of data]...the form in which data is provided when requested by Post Office .
032 In addition to contracted specifications] Standards, levels of integrity and formats of data to be received by Post Office and all

Supply Chain Members.
034 _ Data specifications and standards for Service Management data and the use of Tools
0.3.5.2 Data/knowledge gathering and distribution across all Supply Chain Members and Post Office
0.3.5.4 Process for the providing knowledge and information to Post Office (and Supply Chain Members if directed by Post Office). |
04.1b How Supplier will provide, manage, operate and maintain the Service Management Tools and Interfaces.

(044 Definition of information delivery via interfaces of data to Post Office systems.

04.8 The number of user access licences for the flexible query and report writing Tooling
1.1.6  Escalation procedures for Supply Chain Member underperformance.

Governance structure utilisable to promptly and efficiently resolve any disputes or issues between Supply Cham Members and/or ‘

1.2.4.11 between Supply Chain Member(s) and Post Office.

~a = Thefrequency with which to review deliverables and obligations for contracts between Post Office and Supply Chain Members
1.3.8 ; i i i

= thatare subject to the requirements of section 1.3 (Contract Compliance Management). - —
1.5.13

The frequency with which to carry out internal Audits to assess and ensure compliance with the Assurance Programme.

- The timescales for making available to Post Office the written ouicomes of internal Audits for complrance with the Assurance

1o '5’13 _ Programme. t
1514 The frequency with which to carry out Audlts on projects performed by Supply Cham Members to assess their respectlve
o compliance with the Assurance Programme. .
1514 ~ The timescales for making available to Post Office the written outcomes of Audits on projects performed by Supply Chain
S ~ Members to assess their respective compliance with the Assurance Programme.
1516 Details of the regular reporting to Post Office of the Contractor's Compliance with the Assurance Programme (and Schedule 2.5

(Security Management) and Post Office’s apgllcable policies and standards defined in Schedule 2.3 (Standards))
1523 Definition of the regular reporting to Post Office in relation to risk and compliance assessment . ~
Timescales and procedures for provision of regular reports to Post Office highlighting any issues of Compllance or non-

15.24 Compliance of IT Services with Law and any applicable Post Office policies and standards.
'_1 6 6‘ -Seams and touch points between the new Supply Chain member and Post Office, Contractor and all existing Supply Chain I

= Members for the in-sco rocesses.

1.7.5 Format for data being returned to the exiting Supply Chain Member.

551¢ (Dseﬁnition of reports including updates, projections, forecasts, re-forecasts, budgets and variance reports to Post Office and

overnance. ..

221d Timescales for the resolution of variances each month in relation to Financial Management budgeting and controlling.

222 Definition of reports to Post Office and Governance in relation to Requisition, purchase order and Invoice Management.

2.4.10 The frequency of the periodic Demand Management reporting.

2.5.1 communication channels to all Post Office Users and Service Recipients where applicable, as well as Supply Chain Members

252 Definition of communication plan

2.5.3 Additional agreements regarding Post Office communications policies with which communications should be compliant.

26.7 the frequency of the regular communications and updates published by Supplier to ensure awareness of Post Office satisfaction
o requirements and objectives.

3.1.1 Definition of a Services Catalogue.

3.1.2 Intervals at which the Service Catalogue is created, implemented and maintained.

317 : Trrge&:alles for Supply Charn Members to implement changes as made to the Service Catalogue. [As an alternative to timescales
= in S . ]

3.2.1 the cross Supply Chain Serwce Level Management processes and procedures across the Supply Chain

3.2.13 ~ The definition of the real time service dashboard and access to it by Post Office.

3.2.15 The provision of IT Service performance reports.

3.2.16 The reporting schedule to produce service-based reports in accordance with. : =

3917 Definition of a governance framework that specifies Service Level performance reviews with Supply Chaln Members and Post
o Office.

~ Definition for management of the Supply Chain to optimise the capablhty of the IT Services and the supporting organisation to -
_ deliver a cost-effective and sustained level of Service Capacity. -

332
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Table C.3 - continued

Reqt Ref items, requirements, timeframes or definitions expressed to be set out in the Operations Manual
Definition for deployment of an mtegrated cost efficient performance management system to momtor manage and report on
Services’ performance, current resource utilisation, trends, forecasts, and exceptions.

3.4.15 The provision of regular Availability Management reports to Post Office and the Supply Chain Members.

351 geﬁnitroghof the cross Supply Chain IT Service Continuity Management processes, policies, principles and standards across the
upply Chain.

358 The frequency of reporting to Post Office on all continuity plans discussed in Schedule 2.1 and activities including plan updates, test
B and invocation.

35.22 The Post Office definition and procedures for declaring a Supply Chain Disaster.

3.6.16 Definition of service reports. [Also defined in Schedule 2.2 (Service Levels)]

3.6.29 The frequency of Security Report provision .

3612 Submission of the Information Security Health Check remediation plan to Post Office information security and assurance group for

approval.

T — s

36.14 Logging of unresolved issues in the Information Risk Register and reporting to Post Office information security and assurance group.

The definition for the level of access to the Configuration Management System (CMS) afforded to the Post Office and the Supply
Chain Members .

Production of periodic reports in relation to the provision and management of user role based access of Supply Chain Members and
4.1.16 : :
Post Office service delivery, to the CMS.
It may be that the Operations Manual describes the “Due consideration to the business and technology risk and impact of planned
Changes” to use when carrying out the implementation, execution and on-going management of the Supply Chain Change

422 Management governance framework, processes, policies, principles and standards, as well as the Contractor’s review and
implementation of requested Changes (as applicable).

42.6 "Change Authorisation Matrix to approve cross Supply Chain Member Changes.

42.8 Documentation for pre-approvals for Standard Changes.

4511  The required knowledge transfer across the Supply Chain : e : :

4513 Details of the regular Assurance activities with the Supply Chain Members to ensure information required to manage the Cross-
o Delivery Services is captured, stored, and presented accurately and completely in the SKMS.

5.1.3B  Post Office’s Security Requirements, policies and standards [in addition to detail in Schedule 2.5 (Security Management Plan)]

5.1.1C The standards set by Post Office’s communications team to follow in all interactions with the Users.

5.1.11  Specification for the recording of all incidents and provision of regular updates . e :

5114 Definition for engagement with the Contractor Problem Management function to ensure that it prowdes an appropnate Root Cause
B analysis for any service fallure with Serwce Desk responsmllmes W|th an appropnate fix.

5:1 5L \Detaﬂs of the enhanced levet of Servnce wrth better response and resolutlon tlmes for eaoh of the VIP Users throughout the Term

5 1 10 Generatlon of reports of those IT Services and Services offered by the Service Desk
 Specification of the data that the Service Desk shall capture [ as alternatrve to that pertamrng to the Sen/rce Levets and KPls def‘ ned
5 1 20 !
in Schedule 2.2 (Service Levels).] : =
The escalation process for expedited handling of hlgh prlontlzed cross Supply Chain Serwce Requests based on the aSS|gned

5.1.8Q

Priority Level.
5 111 Q “Post Office’s user interface standards and pohctes |nclud|ng brandlng whlch may be vaned from time to time subject’(o Change

Control. : = > - S
Definition for management of the process of communlcatlon W|th Users, Supply Chaln Members and Serwce Remplent
5.1.8R
organisations (with the approval of Post Office).
5.1.30R  Timescales for the production of Major Incident Reports for all Major Incidents and Severity 1 Incidents.
Problem Management procedures describing escalation processes for expedited handling of high priorities across Supply Chain,
536
high severity Problems based on the assigned Severity Level.
5.3.25 Problem management related corrective actions [in line or in addition to those in OLA] to be taken by parties.
5330 Processes to Coordinate Problem tracking efforts and notifications to the Service Desk and Third-Party Vendor(s), and maintain
- regular communications between all parties until problem resolution [unless agreed between the parties via any OLA].

Maintenance of communications and provision of reports to Post Office and affected Authorised Users and, as necessary, to Third

Rdoe Party Vendor(s) from the time a Problem is identified through to resolution. [may also be specified between the parties via any OLA]

The escalation required during management of the resolution of issues with Supply Chain Members following the audit of a sample of
541 Equipment Rooms at Post Office Facilities operated by the Supply Chain Members and reports on their quality identifying potential
issues that, in the opinion of the Contractor, could result in service interruptions.
712A Documentation of a fast path (5 Working Day) Soiution Design cost estimation service for the delivery of new or changed
it requirements from Service Recipients.
Timescales in which to identify and notify Post Office if any Solution Design relating to new or existing Services does not comply with
the items set out in section 7.1.4.1A (Solution Design Governance).
Timescales in which to recommend the changes or additions to the relevant Solution Design necessary to make such Solution
7.1.43A Design compliant with the items set out in section 7.1.4.1A (Solution Design Governance) following the event that the Contractor has
notified Post Office of a non-compliant Solution Design under section 7.1.4.2A (Solution Desigh Governance).
The agreement with Post Office of changes to Solution Design following recommendations under section 7.1.4.3A (Solution Design
Governance).
7213 The operational change process to follow for any changes to Post Office’s Portfolio Programme and Project Management (PPM)
e standards and policies.
7214 Timescales in which to_make available to Post Office and a Supply Chain Member information held in the PPM repository.
793 ‘The definition for a rolling project Demand Management plan for Post Office in relation to all Post Office projects for which the i
N . Contractor is responsible.
7.3.17 Timescales in which to carry out closure processes after completlon of any Post Office project that the Contractor is managmg
7‘3 1“7 - Timescales in which to provide clearwntten recommendatrons to Post Office as to the planning and delivery of future prolects =
= reflecting lessons learned. - :
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C4 Example parts of Agreement that
express Operations Manual content

Requirements listed in Table C.2 and C.3 require or express content to be set out in the Operations Manual. In addition other parts of the
agreement also express content to be set out in the Operations Manual and (thus requirement 0.1.10.5 c. applies making this required for
inclusion). Examples' of these parts of the agreement are set out in Table C.4

Table C.4 Example parts

Reference ltems, requirements, timeframes or definitions expressed to be set out in Operations Manual
Defn 1: Service Catalogue Intervals at which the Service Catalogue is created, implemented and maintained.

Defn 1: Service Integrator for
Exclusive Services

Details of Access Management Services.

All the Supplier operational management processes and procedures and interface points to other Supply
Chain Member Processes and procedures.
The Security reports required by the information security group including vulnerability management, Patch
management, security incident and Event management.

: ~ The processes and procedures in relation to Service Requests which include but are not limited to:

Defn 2.1: Service Request information, advice, a Standard Change which is low risk, frequently performed, and low cost, or access to a
. Service.

Defn 2.1: Operations Manual

Defn 2.1: Security Reports

Defn 2.1: Supply Chain Member

- The interaction between Supply Chain Members in the delivery of the IT Services.
Service Management

i - s

Schedule 2.1 2para13  Governance frameworks
Post Office may ...amend the Service Points allocation for Service Levels. ... The procedure for notifying the
Schedule 2.2. Part A 4.1 Contractor of these changes will be agreed with Post Office (and once agreed incorporated into the
Operations Manual). ... ‘
Schedule 2.2 PartA542  Definition for normal Service Hours.
Schedule 2.2. Part A 6 Definitions at the operational level for Severity 1 and Severity 2 for each function/module/system.
Schedule2.2. PatA6 Definition for the full cétegorisation of Incidents to Sel/eriﬁes -

Schedule 2.2. Part B 1.2 Provisions with which the draft Performance Management System will comply.

... lowVolumeEvents : : -
Schedule2.2. PartC6 6.1 The Contractor will prowde for Post Ofﬂce S approval a method for calculatmg low volume events for a l
= ~ particular Service Level Once approved the process will be. lncorporated into the Operatlons Manual.

Schedule 2.2 Part A Annex A: Details of how information regarding Severlty 1 Incidents and the response are to be posted by the
SISD1 Contractor viaa commumcat|on channel, to the Post Office stakeholders and user communlty
Schedule 2.2 Part A Annex A:
sisDs : Unless |n the Servuce Catalogue the tlme frames w1th Wthh Serwce Req uests are to be completed
Schedule 2.2 Part A Annex A: . . . . X
SISD18 Required timeframes for completion of User Administration Requests.
Schedule 2.2 Part A Annex A: —— = —_— S
: riteria for time, and accuracy for Users setup.
sisD19. e .
Schedule 2.2 Part A Annex A Documentation of the baselining process (once agreed) for use in establishing the ESL for the third and
SHARED?2 subsequent Measurement Periods for Service Level SHARED2.
~chedule 2.2 Rart & Anex Rules for the publishing of RCA's relating to Severity 1 Incidents
SISD KPI1 P d g :
Schedule 2.2 Part A Annex A: » . L . . . X
S1SD KPR Definition of completion within committed timescales for Root Cause Analysis actions .

" Note: Sources for Table C.4 were limited to Schedule 1 Definitions, Schedule 2.1 Definitions, Schedules 2.2 (and 2.2 Annex A). Further
Fgggctf the agreement not listed here will also ‘express content’ that is therefore required in the Operations Manual.
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C.5 Incident Severity
==

Schedule 2.2 Part A paragraph 6 gives descriptions for the Incident/Severity level

Table C.5 and the notes below are reproduced from Schedule 2.2. The Operations Manual is to expand further upon these descriptions.

Table C.5 Severity level fro

Severity  Definitions ' ‘ . . 0 ‘ ‘ Restoration
Level ‘ ‘ Targets
1 Means an Incident that results in a critical business impact where Post Off ce expenences
(i) a complete or substantial loss of service, or
(i) data Problem making an essential part of the Contractor System unusable for the end users, or
(iii) the inability to access the Contractor System or Service.

2 Means an Incident that results or could result in potential severe business impact on the Service; an Incident 8 hours
where
(i) the Contractor System is materially adversely affected, but can be circumvented,
(ii) certain material aspects of the Contractor System are disabled, but the Service remains operable, or
(iii) some users are unable to access the Contractor System and this causes material adverse business
impact.
‘Materially’, includes, but is not limited to, Post Office suffers financial loss; business transactions cannot take
place; operations are affected.

3 Means an Incident that results in a minimal business impact for the Contractor System where non-critical 3 working days

- functions or procedures are down, unusable, or difficult to use with some operational impact or canbe
- _circumvented without material impact, a lncldent Where Post Office expenences no loss of service and which

. does not cause an adverse busmess lmpact .

4 Means an Incident that results in little or no material impact for the Contractor System or Post Office’s 5 working days
business; an Incident where the Contractor System is determined to be functioning as designed and may
result in a Change Request for modifications, enhancements, or routine Services; questions that may result in
authorised user training.

Selected Notes from Schedule 2.2 :

» Severity Level 1 Incidents are the highest (i.e. most serious) severity level and Severity 4 Incidents are the lowest (i.e. least serious) severity
level.

» Severity 1 and Severity 2 will be defined at the operational level in the Operations Manual for each function/module/system.

» To allow prioritisation of a certain Severity of Incident, they may also be given a priority within a Severity to assist in managing Incidents
across the supply chain. Priority 1 is the highest Priority Level and Priority 4 is the lowest.

» The Contractor will provide a facility by which Post Office can request an Incident be given a higher Severity or Priority. Such prioritisation will
be subject to agreement between the parties and will be reported against based on their original classification.

+ Ifan Incident is raised to a higher Severity Level, the service level clock will either be restarted at the relevant higher severity level or continue
with the time remaining on the lower severity (whichever is shorter).

+ Inthe event that a Severity is raised, there will be a review after the Incident is resolved to see if there is a requirement to amend the severity
setting guidelines for that type of Incident.

» The full categorisation of Incidents to Severities will be defined in the Operations Manual.
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C.6 Underpinning Assumptions

Paragraph | Paragraph . Paragraph B

Overview

Several sets of assumptions are relied upon within the contract, underpinning the SISD agreement. ‘Common Assumptions’ are found within
Schedules 2.5 (Security Requirements), and Schedule 14 (Common Assumptions). More assumptions were included within Schedule 16
(Workforce Assumptions).

Post Office employees who work with this contract should understand both general and specific assumptions that often place contractual
obligations on Post Office (in addition to the responsibilities already outlined for Post Office and Supply Chain Members in schedule 3.)

Common Assumptions in Schedule 14 Common Assumptions
A set of Common Assumptions based on a set that had originally been issued by Post Office at ISFT were added this additional set of Common
Assumptions are listed in Table C.6 below.

Table C.6 Common Assum
Common Assumption ‘ ‘ . u . period during which the

. L . assumptlon will apply
Post Office has sufficient licences for the Supplier to use Post Office architecture tools and Post Office ;
Project Server implementation. Where additional Ilcenses are required, Post Office w1l| supply at no cost to For the Term:
the Supplier.

1 audit per Supply Chain Member will be carried our by the Supplier per year. For the Term
The SuPpher wm not fund Incumbent Provnder s exit or mplementatlon oosts - . Forthe Te‘rrn‘ S
No office space wnII be avallable on Post Office premlses this includes durlng Implementaﬂon " Eor the Term

Post Office systems where specnﬁcally requtred forthelr role, where requested by the Suppher and agreed by For the Term:
Post Office in order to deliver the requirements in Schedule 2 1 (Service Requirements). -
Until the expiry of the Post

; i ) ) Office  Employees Contract
Fixed contract term staff will not be made permanent prior to the Commencement Service Transfer Date of Verification Period or the

Post Office Commencement Transferring Employees or Fujitsu Commencement Transferring Employees. Fujtsu Employees Contract
Verification Period, as
applicable.

: Until the expiry of the Post
- Office Employees Contract
There wnll be no |ncreases to base salanes pnor to the Commencement Servnce Transfer Date of Post Offlce Verification Period or the

Commencement Transferrmg Employees or Fuutsu Commencement Transfernng Employees S : Fujitsu Employees Contract
: = . Verification Perlod as
applicable.

with Post Office Security Policies. Without prejudice to the Supplier’s obligations to manage Incumbent

Suppliers as set out in Schedule 2.1 (Service Requirements), the rectification of any pre-existing non- For the Term
compliances against Post Office Security Policies, or the management of any associated actions, attributable

to any Incumbent Supplier, are not included in the Charges.

The Service Desk is not considered by Post Office to be "internal” to the Post Office network. For the Term

Common Assumptions in Schedule 2.5 Security Requirements
The security requirements schedule contains additional assumptions that were agreed to be ‘Common Assumptions’ for the purposes of clause 2
(Due Diligence) These are listed below:

+Post Office Data does not comprise HM Government Data which is protectively marked and it is not a requirement of the Supplier's Service Desk
to handle HM Government data;

*The Contractor toolset and IT infrastructure will not store or process HM Government data and will not be connected to any HM Government
systems;

*Except as expressly set out at paragraph 2.2.12, the Supplier is not subject to compliance with the HM Government Security Policy Framework,
HMG accreditation or any HM Government Code of Connection. This includes the PSN, GSI or other networks; and

*Incumbent Suppliers are compliant with Post Office Security Policies.

Assumptions in Schedule 1 Part B Workforce Assumptions
Part B of Schedule 16 contains an extract from the ‘People Strategy’ document submitted in the Supplier’s Final Tender. It provides details of
Fp&ﬁ assumptions and dependencies relating to the people transition activities, in addition to those detailed in Schedule 3.
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C.7 Selected Diary R/e’minders and Post
Office Responsibilities

Overview

Throughout this handbook key reminders for Post Office regarding the management of the SISD contract have been noted. A selection of those
for Post Office are collated and presented here.

Exit Planning
VWritten notice 6 or more months before expiry (or ena or exiension) Is neeaed to extena the term Into eacn O € extensions ot one year.

Preparation will be required I Post Office wish to conduct the Tirst benchmark one year after the Service Commencement Date. [he actvities tha
should be considered are as follows:
Appointment of an agreed benchmarker; and Benchmarking set-up.

e suppliers periormance ot Its obligations Is subject o audit by Fos ICe (Up 10 twiCe per annum per service).

Business Continuity
Post Office will provide the Supplier with details of Post Office’s IT Service Continuity Management requirements for new or changed business

services .

Performance Management
Post Office need to work with the Supplier to calibrate the Customer Satisfaction survey e.g. ensure definition of good aligns with that expected.

Service Levels
Before making its decision whether to add a new Service Level or KPI Post Office will consider any reasonable concerns expressed by the

Supplier.

Key Personnel
Post Office will provide and maintain a list of their key personnel, contacts, and notification and escalation points.

Services changing over the term
Post Office has obligations in the on-going change of Services and needs to review, approve and input as appropriate to many items and

activities

Invoice Management

nform Supplier of rejections and acceptances promptly.
ost Office must pay the Supplier within 30 days of receipt of a valid and final invoice. (Interest is payable on late payments of any undisputed
harges).

Co-operation and Collaboration
ost Office will provide the supplier with details of any changes in the agreements with Supply Chain Members which will impact the supplier's

pbility to manage and report on the Supply Chain Members performance including changes to services, Service Levels and pricing.
ost Office will provide the supplier with reasonable notice of any new members to be added into the Post Office Supply Chain and will comply
ith any obligations it has regarding the on-boarding and off-boarding plan for that new member.

Post Office Obligations
ule 5 -"F O

y adhere 1o regarding
ransition (and normal operations) that when breached, may trigger a 'Post Office Cause' or a 'Supply Chain Member Cause'.

hese should be studied by those individuals who are involved in transition activities. The obligations on Post Office regarding transition can be
grouped into the following:

Supporting the SI Supplier with management of Supply Chain Members;

Logistics support; and

Provision of knowledge to SISD Supplier.

Delays or impacts attributable to a ‘Post Office Cause’ or a ‘Supply Chain Member Cause’ may trigger the reliefs and compensation payments
nder the Main Terms and Conditions.

Post

Q E ® 106 In Confidence
ersion U-20 For Internal PO Use Only



D.

Glossary

Overview
This glossary contains descriptions for the acronyms used within the contract handbook. Terminology and defined terms used throughout the
handbook are aligned with that in the agreement. Hence where terms are capitalised definitions for these terms can be found in Schedule 1 or
Schedule 2.1. Definitions. The notable exception being that for readability of the Handbook it uses “Supplier” to refer to ATOS IT Services UK
Limited rather than “Contractor” as used in the agreement.
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E. Handbook Version Control

Version Control

‘The original version of this handbook reflected the contract as at the signing date of 26th September 2013 . Changes to the contractual terms that
may have been agreed subsequent to this date are only included where specifically recorded within table E.1a below.

Details of changes to the contract can be obtained from the Post Office IT procurement team.

Table E.1a below lists the versions of this Handbook and gives a description including the revisions made and the source material that led to the
revisions.

Table E.1a Version Control of the SISD
_Version  Description - ‘ . Author

~ Final First Draft of Contract Handbook.

4/11/2013 VO 10 Revisions: Initial version ready for wider review. L ‘Paul Holdforth

: Source: Contract as at the signing date of 26th September 2013.

Revised draft reflecting feedback on vO 10

27/01/2014 V020 Revisions: (see SISD - Contract Handbook v0 10 Review Comments Sheet v0 20.xIs) Paul Holdforth
Source: Comments from Sanjay Chandarana and Tom Coulson.

Potential Handbook revisions

To provide visibility of the potential forward change of the handbook, Feedback and ideas for revising the handbook with expansions of its content
have been logged in Table E.1b.

Table E.1b Potential Revisions to

No.  Revision Description b . . Revision Due Date

Draft content on how Post Office manage performance for those éenlices that do nothave SLs. ~ Not ‘plénned. :

Inclusion of ways of working material giving specific guidance on actions and section of the contract to consult

following particular events Not planned.
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Other than as stated below, this document is confidential and prepared solely for your
information and that of other beneficiaries of our advice listed in our engagement letter.
Therefore you should not refer to or use our name or this document for any other purpose,
disclose them or refer to them in any prospectus or other document, or make them available
or communicate them to any other party. If this document contains details of an
arrangement that could result in a tax or National Insurance saving, no such conditions of
confidentiality apply to the details of that arrangement (for example, for the purpose of
discussion with tax authorities). In any event, no other party is entitled to rely on our
document for any purpose whatsoever and thus we accept no liability to any other party who
is shown or gains access to this document.

© 2014 Deloitte MCS Limited. All rights reserved.

Deloitte MCS Limited. Registered office: Hill House, 1 Little New Street, London EC4A 3TR,
United Kingdom. Registered in England and Wales No 3311052.
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Deloitte Touche Tohmatsu Limited (‘DTTL"), a UK private company limited by guarantee,
whose member firms are legally separate and independent entities. Please see

www ,deloitte.co.uk/about for a detailed description of the legal structure of DTTL and its
member firms.



