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1. Introduction
The performance monitoring and review of Type 1 Catalogue Solutions is undertaken by the Framework Authority (referred to as a Service Management Agent for the purposes of the Service Management Standard), and for Type 2 Catalogue Solutions is undertaken by the Call Off Ordering Parties and/or Service Recipients.
The requirements and obligations applicable to Type 2 Catalogue Solutions are set out in schedule 2.1 (Performance Levels) of the Call Off Agreement and are not described further in this schedule 2.5.
This schedule 2.5 sets out for Type 1 Catalogue Solutions:
In Part A: the mechanism for management and calculation of Service Levels, Service Points and Service Failures; 
In Part B: the remedies available for performance failures; and
In Part C: the performance monitoring and review requirements.

Part A: Service Levels 
1. GENERAL
Where multiple Major Releases of the Service Management Standard are in operation at the same time, the Supplier shall be deemed to be operating under the Major Release against which they have attained compliance unless otherwise agreed with the Service Management Agent. 
The Service Management Standard sets out:
the Service Levels applicable to each Type 1 Catalogue Solution (including the associated Service Points) which the Parties have agreed shall be measured to establish the performance of the Services; and 
the method by which each applicable Service Level will be measured by the Supplier. 
The Supplier shall monitor its performance against each applicable Service Level for each Type 1 Catalogue Solution in accordance with the Service Management Standard.
The Supplier shall send the Framework Authority a report detailing the level of service actually achieved for each Type 1 Catalogue Solutions broken down by Service Recipient in accordance with Part B of this schedule 2.5. 
Service Points shall accrue for any Service Failure and shall be calculated in accordance with paragraphs 2 and 3 of this Part A.
Service Credits shall accrue in respect of each Service Recipient for each Type 1 Catalogue Solution in accordance with Part B.
[bookmark: _Ref536601233]SERVICE POINTS 
Service Points are calculated separately in respect of each Service Recipient for each Type 1 Catalogue Solution.
[bookmark: _Ref536603819]For each Service Recipient of each Type 1 Catalogue Solution:
if the level of performance of the Supplier during a Service Period achieves or exceeds the Target Performance Level in respect of a Service Level, no Service Points shall accrue in respect of that Service Level;
if the level of performance of the Supplier during a Service Period is below the Target Performance Level in respect of a Service Level, Service Points shall accrue in respect of that Service Level as set out in paragraph 2.2.3; and
[bookmark: _Ref536601804]subject to the provisions of paragraph 3 of this Part A, the number of Service Points that shall accrue in respect of a Service Failure shall be calculated in accordance with the Service Management Standard.
[bookmark: _Ref536601246]RELATED FAILURES
If any specific Service Level refers to both Service Availability and System Response Times, the System Response Times achieved by the Catalogue Solution for any period of time during a Service Period when the relevant Catalogue Solution or element of the Catalogue Solution is determined to be Non-Available shall not be taken into account in calculating the average System Response Times over the course of that Service Period. Accordingly, the Catalogue Solution shall not incur any Service Points for failure to meet System Response Times in circumstances where such failure is a result of, and the Catalogue Solution has already incurred Service Points for, the Service being Non-Available.
[bookmark: _Ref536601259]
Part B: Remedies 
1. PRINCIPLES OF SERVICE CREDITS 
For Type 1 Catalogue Solutions schedule 4.1 (Charges and Invoicing) of the Call Off Agreement sets out the mechanism by which Service Points shall be converted into Service Credits. 
The Framework Authority shall use the Performance Monitoring Reports provided pursuant to Part C, among other things, to verify the calculation and accuracy of the Service Points (if any) applicable to each Service Period.
[bookmark: _Ref456611762][bookmark: PerformanceFailures]PERFORMANCE FAILURES
With regard to a Type 1 Catalogue Solution, if in any Service Period:
[bookmark: _Ref456611093]a Service Failure occurs, this will (where relevant) result in Service Credits being applied in respect of each applicable Service Recipient of the Catalogue Solution in accordance with schedule 4.1 (Charges and Invoicing) of each applicable Call Off Agreement; and/or
a Material Service Failure occurs which effects one or more of the Service Recipients of the relevant Catalogue Solution, the Supplier shall comply with the requirements set out at clauses 38.5 to 38.8 of the Framework Terms in relation to establishing a Framework Remedial Plan (in addition to Service Credits accruing in accordance with paragraph 2.1.1).
[bookmark: _Ref456611213]UNACCEPTABLE FAILURE
[bookmark: _Ref7775230]With regard to a Type 1 Catalogue Solution if in any Service Period an Unacceptable Service Failure occurs:
where the Supplier is operating under Major Release 1 of the Service Management Standard, the relevant Call Off Ordering Parties on behalf of the Service Recipient(s) affected shall, under instruction from the Framework Authority, be entitled to withhold and retain as compensation for the Unacceptable Service Failure a sum equal to any Periodic Service Charges applicable to the relevant Service Recipient(s) which would otherwise have been due to the Supplier for such Catalogue Solution in respect of that Service Period and if the Call Off Ordering Party withholds and retains such compensation, any Service Points and Service Credits that would otherwise have accrued during the relevant Service Period for such Type 1 Catalogue Solution in respect of the relevant Service Recipient(s) shall not accrue; and
the Framework Authority may either:
require the Supplier to comply with the Framework Remedial Plan in order to address the issues that caused the Unacceptable Service Failure; or 
terminate this Framework Agreement in whole or in part pursuant to clause 40 (Termination by the Framework Authority). 
The operation of paragraph 3.1 of this Part B shall be without prejudice to any other right which the Framework Authority may have to terminate this Framework Agreement and/or the right which any Call Off Ordering Party may have to claim damages from the Supplier as a result of such Unacceptable Service Failure.  
The Supplier agrees that the application of paragraph 3.1 of this Part B is commercially justifiable where an Unacceptable Service Failure occurs.  

Part C: Performance Monitoring
1. INTRODUCTION
This Part C sets out the performance monitoring and performance review obligations applicable to each Type 1 Catalogue Solution. 
1. REPORTS AND PERFORMANCE REVIEW
Within 7 calendar days of the end of each Service Period, the Supplier shall provide:
a report to the Framework Authority’s nominated representative which, for each Type 1 Catalogue Solution supplied under this Framework Agreement, summarises the performance by the Supplier against each of the Service Levels broken down by Service Recipient as more particularly described in paragraph 2.2 (the "Performance Monitoring Report"); and
a report to the Framework Authority's nominated representative which, for each Type 1 Catalogue Solution supplied under this Framework Agreement, summarises the Supplier's performance over the relevant Service Period as more particularly described in paragraph 2.3 (the "Balanced Scorecard Report").
Performance Monitoring Report
[bookmark: _Ref536603878]The Performance Monitoring Report shall be in such format as agreed between the Parties from time to time and contain, as a minimum, the following information:
Information in respect of the Service Period just ended
for each Service Level, the actual performance achieved over the Service Period; 
a summary of all Service Failures that occurred during the Service Period;
the severity level of each Service Failure which occurred during the Service Period;
which Service Failures remain outstanding and progress in resolving them;
for any Material Service Failures occurring during the Service Period, the cause of the relevant Service Failure and the action being taken to reduce the likelihood of recurrence; 
the status of any outstanding Framework Remediation Processes, including:
whether or not a Framework Remediation Plan has been agreed; and
where a Framework Remediation Plan has been agreed, a summary of the Supplier's progress in implementing that Framework Remediation Plan;
the number of Service Points awarded in respect of each Service Failure taking into account any Related Failures;
the conduct and performance of any agreed periodic tests that have occurred, such as the annual failover test of the BCDR Plan; 
relevant particulars of any aspects of the Supplier's performance which fail to meet the requirements of this Framework Agreement; 
such other details as the Framework Authority may reasonably require from time to time;
Information in respect of previous Service Periods
a rolling total of the number of Service Failures that have occurred over the past six Service Periods; and
the number of Service Points that have been incurred by the Supplier over the past six Service Periods.
Balanced Scorecard Report
[bookmark: _Ref536603866]The Balanced Scorecard Report shall be presented in the form of a dashboard and, as a minimum, shall contain a high level summary of the Supplier's performance over the relevant Service Period, including details of the following:   
the Target Performance Levels achieved broken down for each Service Level by Catalogue Solution and by Service Recipient (or where all Service Recipients are impacted in the same manner that can be stated and no breakdown by Service Recipient is required); and
performance against its obligation to pay its Sub-contractors within 30 days of receipt of an undisputed invoice.
[bookmark: _Ref535935251]The Parties shall attend meetings on a monthly basis (unless otherwise agreed) to review and agree the content of the Performance Monitoring Reports and the Balanced Scorecard Reports. 
The Performance Review Meetings shall (unless otherwise agreed):
take place within 5 Working Days of the Performance Monitoring Report being issued by the Supplier;
take place at such location and time (within normal business hours) as the Framework Authority shall reasonably require (unless otherwise agreed in advance); and
be attended by the Supplier and Framework Authority service leads and to the extent reasonably deemed appropriate by the Framework Authority, the Supplier account manager, Supplier contract manager and the Framework Authority commercial lead. 
The Framework Authority shall be entitled (acting reasonably) to raise any additional questions and/or request any further information from the Supplier regarding any Service Failure. 
PERFORMANCE RECORDS 
[bookmark: _Ref535935411]The Supplier, in relation to the provision of Type 1 Catalogue Solutions, shall keep appropriate documents and records (including helpdesk records, staff records, timesheets, training programmes, staff training records, goods received documentation, supplier accreditation records, complaints received etc) in relation to the Services being delivered for a minimum of 12 months.  Without prejudice to the generality of the foregoing, the Supplier shall maintain accurate records of call histories for a minimum of 12 months and provide prompt access to such records to the Framework Authority upon the Framework Authority's request (for the avoidance of doubt this will not include recordings of the calls themselves).  The records and documents of the Supplier shall be available for inspection by the Framework Authority and/or its nominee at any time and the Framework Authority and/or its nominee may make copies of any such records and documents.
The Supplier shall ensure that the Performance Monitoring Report, the Balanced Scorecard Report and any variations or amendments thereto, any reports and summaries produced in accordance with this schedule 2.5 and any other document or record reasonably required by the Framework Authority are available to the Framework Authority on-line and are capable of being printed.
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