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PUBLIC SECTOR RESOURCING CALL OFF ORDER FORM AND PUBLIC SECTOR RESOURCING CALL OFF TERMS
PART 1 – PUBLIC SECTOR RESOURCING CALL OFF ORDER FORM
	
Guidance Note: In completing the Template Call Off Order Form, Customers must ensure that they act in compliance with Framework Schedule 5 (Call Off Procedure) and the provisions of Regulation 33. 



SECTION A

This Call Off Order Form is issued in accordance with the provisions of the Framework Agreement for the provision of Public Sector Resourcing Model Services dated 16/01/2018. 

The Service Provider agrees to supply the Services specified below on and subject to the terms of this Call Off Contract. 

For the avoidance of doubt this Call Off Contract consists of the terms set out in this Call Off Order Form and the Call Off Terms.

	From
	[   ]
("CUSTOMER")

[   ]
("CUSTOMER REPRESENTATIVE")

	To
	ALEXANDER MANN SOLUTIONS LIMITED
"SERVICE PROVIDER"

Melanie Barnett 
("SERVICE PROVIDER REPRESENTATIVE")




SECTION B 

CALL OFF CONTRACT PERIOD

	1.1. 
	Commencement Date: The term of this Call Off Contract shall be from [enter launch date] until expiry of the Framework Agreement on 17/01/2024 or for a further 18 months after the expiry of the Framework Agreement as per Clause 5.3 of the Call Off Terms.



SERVICES

	2.1.  
	Services required: As specified in Call Off Schedule 2 (Services)













IMPLEMENTATION PLAN

	3.1. 
	Implementation Plan: As specified in Schedule 4 (Implementation Plan) of the Call Off 



Implementation plan for go live of new services is in development. Customers will be invited to be part of the discovery and development stage to input into the design of the services.



CONTRACT PERFORMANCE

	4.1
	Standards: 
As referenced in Clause 11 and Schedule 1 (Definitions) of the Call Off Contract.

	4.2
	[bookmark: _1fob9te]KPI’s: 
As referenced in Schedule 18 of the Call Off Contract.

	4.3
	Period for providing Rectification Plan: 
As per Clause 38.2.1(a) of the Call Off Terms.



PAYMENT

	5.1
	Call Off Contract Charges (including any applicable discount(s), but excluding VAT): 
As per Annex 1 of Schedule 3 (Call Off Contract Charges, Payment and Invoicing) of the Call Off Contract. Contract Charges may be amended to reflect increase/decrease in market rates as the result of benchmarking of the Services throughout the life of this Call Off Contract.
Call Off Contract Charges are for new workers placed after the Service Commencement Date above.  

	5.2
	Payment terms/profile (including method of payment e.g. Government Procurement Card (GPC) or BACS):
As per Annex 2 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing)
On average payment to be made in line with the Procurement Policy Note 05/15 as per the following link;
https://www.gov.uk/government/publications/procurement-policy-note-0515-prompt-payment-and-performance-reporting
The Service Provider will invoice the Customer each week following the draw down of approved timesheets from the VMS or other appropriate collation of approved manual timesheets as the case may be.

	5.3
	Reimbursable Expenses
Pre-approved expenses incurred by Workers only.

	5.4
	Customer billing address (paragraph 7.6 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing).
	Guidance Note: insert Customer billing address for the purposes of paragraph 7.6 of Call Off Schedule 3 (Call Off Contract Charges, Payment and Invoicing).



LIABILITY AND INSURANCE

	6.1
	Estimated Year 1 Call Off Contract Charges:
The sum of £ [   ] To be inserted once each Customer worker profile is established


	6.2
	Service Provider’s limitation of Liability As per Clause 36.2.1 of the Call Off Terms. 



TERMINATION AND EXIT

	7.1
	Termination on material Default As per Clause 41.2.1(c) of the Call Off Terms

	7.2
	Termination without cause notice period As per Clause 41.7.1 of the Call Off Terms

	7.3
	Undisputed Sums Limit: As per Clause 42.1.1 of the Call Off Terms (Review by customer to confirm this is sufficient and amend as appropriate)

	7.4
	Exit Management: 
As per Call Off Schedule 9 (Exit Management) 




OTHER CALL OFF REQUIREMENTS

	8.1
	Security:
Short form security requirements
 
	Insert in Annex 1 any additional security requirements of the Customer that should form the “Security Policy” under this Call Off Contract., as appropriate to your security requirements.

	8.2
	ICT Policy:
To be provided by the Customer before the Commencement Date

	8.3
	Business Continuity & Disaster Recovery: 
As per Call Off Schedule 8 (Business Continuity and Disaster Recovery)
Disaster Period:
For the purpose of the definition of “Disaster” in Call Off Schedule 1 (Definitions) the “Disaster Period” shall be one calendar month

	8.4
	Protection of Customer Data: 
As per Clause 34.2 of the Call Off Terms

	8.5
	Notices (Clause 55.6 of the Call Off Terms):
Customer’s postal address and email address: [   ]
Service Provider’s postal address and email address: 
7-11 Bishopsgate, London, EC2N 3AQ

matthew.rodger@alexmann.com	


[bookmark: _3znysh7]

	8.6
	Economic and Social Values 
 [   ]
	Guidance note: See Call Off Schedule 19 and insert here any economic and social value requirements that apply to the delivery of the Services by the Service Provider.


FORMATION OF CALL OFF CONTRACT
BY SIGNING AND RETURNING THIS CALL OFF ORDER FORM (which may be done by electronic means) the Service Provider agrees to enter a Call Off Contract with the Customer to provide the Services in accordance with the Call Off Order Form and the Call Off Terms.
The Parties hereby acknowledge and agree that they have read the Call Off Order Form and the Call Off Terms and by signing below agree to be bound by this Call Off Contract.
In accordance with Framework Schedule 5 (Call Off Procedure), the Parties hereby acknowledge and agree that this Call Off Contract shall be formed when the Customer acknowledges (which may be done by electronic means) the receipt of the signed copy of the Call Off Order Form from the Service Provider within two (2) Working Days from such receipt.
	For and on behalf of the Service Provider:

	Name and Title
	Matthew Rodger - Chief Commercial Officer 

	Signature
	

	Date
	

	For and on behalf of the Customer:

	Name and Title
	

	Signature
	

	Date
	



Appendix 1
Requisition Process


Appendix 2
Complaints Process
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Background & Scope 
 


As part of the transition from CL1 to PSR the Implementation plan recognised that several 


of the tendered service features would not be available from day one and as such would 


be phased. For those commercial colleagues involved in the Call Off process, these were 


included in the Staged Benefits document from April 2018.  


 


Phase 1 focussed on delivering the core service, allowing contracting authorities to 


transition, and ensuring continuity of recruitment services and ongoing management of 


incumbent workers.  A number of critical tasks have now been completed (for nearly 90% 


of the CL1 population) including: 


 


 Agreeing Call Offs and setting up new ways of working with customers 


 Transition of  workers from CL1 to PSR 


 Transition of agency providers from CL1 Terms to PSR Terms 


 Build of new technology platform (incorporating the Fieldglass VMS, with supporting 


technology for candidate screening, invoicing and direct worker management) 


 Set up of all PSR Non-Agency Routes to Talent. Featuring all access to a direct 


candidate market 


 Access to detailed Management Information within the Fieldglass platform 


 Commencement of Business Reviews (for large authorities)  


 TUPE of Capita staff to AMS 


 


The remaining CL1 population is expected to migrate to PSR by the end of January 2019.  


Phase 2 will now focus on unlocking new capabilities that will enhance the service to both 


the Hiring Manager and the Contingent Worker. This paper will set-out the process, 


features and indicative timelines for these being implemented 


 


 


Process & Governance 
 


The Phase 2 scope of projects will continue to be directly managed by the Programme 


Executive Board on a monthly basis.  We will review those arrangements again in Q1 2019 


and consolidate arrangements as necessary.  Section 3 below provides more information 


on the activities to be delivered, features and milestones for completion. 


 


Whilst the CCS and AMS project team are in the process of finalising the detailed project 


plans, inclusive of key milestones and appropriate project leads should you have any initial 


queries on the process and / or require further information on any of the projects listed 


below please contact Jo Smith; joanne.smith@crowncommercial.gov.uk or 07785 373561 







Phase 2 Scope 
 


 


Activity  Description and Benefits  


PSR Marketplace 


The launch of the PSR Marketplace provides a new route 


into Central Government allowing candidates to search and 


apply for role opportunities directly, rather than through a 


traditional recruitment agency. This will be similar to how 


Government recruits permanent roles.  


 


What does this mean for me? 


 For Departments the Marketplace will increase 
numbers of non-agency applicants and bring cost 
efficiencies i.e. through a lower mark-up.  


 Candidates will have greater visibility and opportunity 
of contracting roles across Central Government and 
the Wider Public Sector. 


Talent Pools 


A Talent Pool is a compilation of potential candidates for 


utilisation (this can be both specific to an individual 


Department and / or specific to an individual role if this is a 


pan-Gov approach). The PSR Talent Pool will be made 


available to departments via Fieldglass.  


 


What does this mean for me? 


 A Talent Pool allows for quicker access to pre-
qualified candidates for frequently used. Whilst 
department specific on-boarding would still be 
performed using previously used workers with the 
required skillsets will reduce timeframes to source 
and on-board. 


Feedback Tool 


An online tool to collate feedback from Candidates and 


Hiring Managers. Candidate’s feedback will be collected on 


their experience on both the recruitment and on-boarding 


process and for the Hiring Manager we will capture their 


experience of using the PSR service. 


 


What does this mean for me? 


 This information provides insight for Hiring Managers, 
CCS and AMS to better drive user experience and 
guide continuous improvement initiatives.  


 


AMS have implemented feedback Satisfaction 


questionnaires via the Fieldglass platform, which allows the 


programme to review both HM and Candidate feedback and 


amend as necessary. 







Activity  Description and Benefits  


PSR added value  


Contracting Authority dashboards are already live and 


providing data for authorities to better understand and 


manage their service. 


 


In Q1 2019 we will re-align new worker rate benchmarks, in 


consultation with CCS and Departments and introduce 


specific market insights where required. 


 


What does this mean for me? 


 A Contracting Authority is able to compare what is 
happening with the government sector and the wider 
market place. 


Nominated Worker 


Transition 


A specific project for Departments (based on large numbers 


of Nominated Workers) providing the opportunity to migrate 


current nominated workers from their existing supplier to 


new contracts with PSR. 


 


What does this mean for me? 


 Reduction in agency costs for Contracting Authorities, 
generating significant savings  


 Authorities with small numbers of worker will be able 
to use this route for net new requirements 


Migration of workers 


onto Fieldglass VMS 


A specific project for MoJ and Home Office dedicated to the 


migration workers from Brook Street & Hays onto the 


Fieldglass platform.  


 


What does this mean for me? 


 For MoJ and Home Office a greater management of 
their entire contingent worker population contained 
within one system 


Process for 


Transitioning Workers 


& New Authorities 


This will provide an agreed process between CCS and AMS 


for: 


a) New Authorities joining the PSR Framework 
b) Transitioning Workers from other Frameworks (e.g. 


NMNC)  
 


What does this mean for me? 


 The ability to view all your contingent workers on one 
platform ‘golden source of truth for non-permanent 
workers’ 


 


 


 


 


 







Phase 2 Indicative Timelines 
 


 


Financial Yr 
Quarters 


Q3 2018/19 


(Oct-Dec) 


Q4 2018/19 


(Jan-March) 


Q1 2019/20 


(Apr-Jun) 


Q2 2019/20 


(Jul-Sept) 


Q3 2019/20 


(Oct-Dec) 
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  Transition Option 2c 
Final Implementation 
(complete 14th 
January) 


      


Transitions Stabilisation.  Expected complete 
end Feb 2019 
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Design and Build 
(complete end Dec) 


Final Testing and Go 
Live 11 March 


 Continuous 
improvement review 


Implement agreed 
enhancements 
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30 Nov 
CA Communication Jan    Review use and 


effectiveness 
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Implementation  
(30 March)  
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 Fieldglass user survey 


reports from 1 
December 


 


 Review feedback 
mechanism and agree 
improvements (1 
March) 


 Review latest relevant 
feedback tools if 
improvements 
required 


Agree implementation 
plan as necessary 
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Public Sector Resourcing Issue Resolution and Escalation Management



Escalation - Our service aim will be to ensure that complaints and issues are minimised throughout the delivery of our service, and managed within the framework of the Joint Governance Structure (JGS). Our issue management and escalation process will be documented within our issue management and escalation plan and form part of our bespoke PSR Governance Manual developed during Service Mobilisation. It will also form a critical part of the training for all AMS employees. We will collectively agree with the Authority the classification criteria for Tier 1, 2 and 3 of Operational and Executive escalations.



Operational Escalation: Issues/escalations will be documented within the relevant Issues Log, indicating the type of escalation, and the Account Managers/Deputy Framework Managers notified. The Account Manager will make an initial assessment of the issue and allocate an appropriate level of severity to Tier 1, 2 or 3:



Tier 1 – Account Manager: Includes incidents that have minimal impact on the service and cause no disruption to normal service operation, (as designated by the Authority) can be closed out by the Account Manager. At this point the issue would normally be resolved however if it remains unresolved in 24 hours it moves to Tier 2.



Tier 2 – Deputy Framework Manager: If the issue remains unresolved in a further 48 hours

(cumulative 72 hours), the Deputy Framework Manager will investigate the issue in-conjunction with the Account Manager, closing the issue once resolved. We will develop a grading system to ensure immediate escalation if the issue is deemed to be serious/requires escalation.



Tier 3 – Framework Director: If the issue remains unresolved in a further 36 hours (cumulative 108 hours) or the initial issue is identified as an incident that has a severe impact on the reputation or delivery of the Service then an immediate Tier 3 rating is given and the Framework Director must own/close the issue. The resolution of a Tier 3, led by the Framework Director will involve a skilled team to investigate, identify root cause, develop recommendations/appropriate plans to resolve, and document fully. All findings and recommendations will be presented to the agreed JGS authority for sign off. The Deputy Framework Manager will own the fix and communication of resolution to all impacted parties.



Executive Escalation - Issues will be tabled to the Executive Board presented by the AMS MD for Public Sector when they are indicative of a trend or significant reputational risk, not for their transactional resolution which will have occurred at Tier 3 operational level but to enable proactive preventative measures to be identified and taken.


PSR Processes.docx
Publics Sector Resourcing – Process Flows

The following process flows are indicative of the anticipated Go Live processes.  All processes are subject to operational review and change from time to time.
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Escalation - Our service aim will be to ensure that complaints and issues are minimised throughout the delivery of our service, and managed within the framework of the Joint Governance Structure (JGS). Our issue management and escalation process will be documented within our issue management and escalation plan and form part of our bespoke PSR Governance Manual developed during Service Mobilisation. It will also form a critical part of the training for all AMS employees. We will collectively agree with the Authority the classification criteria for Tier 1, 2 and 3 of Operational and Executive escalations.



Operational Escalation: Issues/escalations will be documented within the relevant Issues Log, indicating the type of escalation, and the Account Managers/Deputy Framework Managers notified. The Account Manager will make an initial assessment of the issue and allocate an appropriate level of severity to Tier 1, 2 or 3:



Tier 1 – Account Manager: Includes incidents that have minimal impact on the service and cause no disruption to normal service operation, (as designated by the Authority) can be closed out by the Account Manager. At this point the issue would normally be resolved however if it remains unresolved in 24 hours it moves to Tier 2.



Tier 2 – Deputy Framework Manager: If the issue remains unresolved in a further 48 hours

(cumulative 72 hours), the Deputy Framework Manager will investigate the issue in-conjunction with the Account Manager, closing the issue once resolved. We will develop a grading system to ensure immediate escalation if the issue is deemed to be serious/requires escalation.



Tier 3 – Framework Director: If the issue remains unresolved in a further 36 hours (cumulative 108 hours) or the initial issue is identified as an incident that has a severe impact on the reputation or delivery of the Service then an immediate Tier 3 rating is given and the Framework Director must own/close the issue. The resolution of a Tier 3, led by the Framework Director will involve a skilled team to investigate, identify root cause, develop recommendations/appropriate plans to resolve, and document fully. All findings and recommendations will be presented to the agreed JGS authority for sign off. The Deputy Framework Manager will own the fix and communication of resolution to all impacted parties.



Executive Escalation - Issues will be tabled to the Executive Board presented by the AMS MD for Public Sector when they are indicative of a trend or significant reputational risk, not for their transactional resolution which will have occurred at Tier 3 operational level but to enable proactive preventative measures to be identified and taken.
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The following process flows are indicative of the anticipated Go Live processes.  All processes are subject to operational review and change from time to time.
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PSR Services Timeline.xlsx
PSR Service Readiness Phasing

		Public Sector Resourcing Service Phasing Plan

								FY18/19																				FY19/20

								Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20

				Clause Ref		Service Description		PHASE 1														PHASE 2												PHASE 3

		The Services		3.7.1 		Services mobilisation & implementation

				3.7.2 		Managed recruitment services

				3.7.2a i		    a) Low Touch

				3.7.2a ii 		    b) Medium Touch

				3.7.2a iii		    c) High Touch

				3.7.2b		Customer service function

				3.7.3a		Provision of VMS

				3.7.3b		Automatic rate benchmarking

				3.7.3c		Other technology platforms (e.g. Elevate)

				3.7.3d		Training

				3.7.7		Spend Under Management & Savings

				3.7.8		Workforce planning

				3.7.9		Continupous Improvement Plan & Innovation

				3.7.12		Management information

				3.7.13 / 14		KPI/SLA - performance reporting



		Worker Care & Experience		3.7.5a		On-boarding

				3.7.5a		Vetting

				3.7.5a		Off-boarding

				3.7.6		Payments

				3.7.5b		Feedback on assignments



		Role Categories		3.2.1 		Professional Interims

				3.2.8 		Executives

				3.2.2 		Administration and Clerical Workers

				3.2.3 		Operational Workers

				3.2.4 		Digital and Technology

				3.2.5 		Specialist/Niche Workers

				3.2.12 		*SOW																																		TBC

				3.2.13 		*Overseas Workers																																		TBC

						*Not expected Day 1 services in tender



		Routes to Talent		3.7.4b		Agency Supply

				3.7.4a		Non-Agency Supply

				3.7.4 ii		    Direct Hire (manual solution)

				3.7.4a ii		    Direct Hire via PSR Marketplace (digital solution)

				3.7.4a v		    Elevate Direct Hire

				3.7.4a iv		    Pre-identified workers

				3.7.4a iii		    Talent Pools

		The Services available to customers through PSR is underpinned by Programme Governanace with meetings as outlined below

		PSR Governance / Meetings
(See governance descriptors tab for details)		3.7.10		CCS Operational Monthly Business Review		Weekly/Fortnightly Format Currently Until End FY

				3.7.10		CCS Operational Quarterly Business Review														19-Dec

				3.7.10		Strategic Business Review & Planning Meeting

				3.7.10		Contracting Authority MBR

				3.7.10		Contracting Authority QBR

				3.7.10		Framework Performance Dashboard

				3.7.10		Customer Category Forum														5-Dec



		The below are examples of savings levers available to customers (depending on your current worker mix). Opportunities will be presented, where possible, each year throughout the duration programme.

								Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20

		Benefits Realisation Levers				Payrate Savings - Nominated Workers

						Off FG to on FG Transition of Workers

						Consolidated Invoicing

						Furlough - Christmas / Easter*

						Source Mix Savings

						    MSP Fee Savings

						    Route to talent fee saving

						Convert Hourly Workers to Daily Rates

		* Christmas / Easter Furlough - There will be set points within the year to opt in or out of these savings initiatives in order to allow sufficient time to set up and implement.





Governance Descriptors
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Call Off Governance

Frequency: Quarterly Chairperson: Dept. Category Lead
Attendees: Department Category Leads & AMS*

Quarterly Business Revit

Purpose: Monitor progress against KPI's and CA specific initiatives

Agenda: Spend, Savings, Workforce Planning, Initiatives, Risks

Frequency: Monthly Chairperson: Dept. Category Lead
Criteria: Departments with >200 workers™

¥hertit Bl ess Favimm z:ﬂpoo;e: Monitor performance of PSR solution against metrics in

Attendees: Department Category Leads & AMS
Agenda: Service Performance, SLA's, CSAT's, Risks

*As and when requested CCS will attend department QBR’s

** Departments with less than 200 workers will have a face to face QBR, but monthly
performance will be provided by the Fieldglass platform
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Customer Category Forum

As part of the PSR Programme a Workforce Customer
Category Forum will be established

The Category Forum will operate both an operational
and strategic lens whereby CCS and Departments will
ensure the performance metrics are in line with the
Framework / Call Off and review the strategic
performance of key initiatives i.e. Staged Benefits

The Forum will also be used to share market insights
across the Workforce category (Contingent Labour and
Permanent Recruitment) and be responsible for setting
and ensuring the CG Workforce strategy is current and
up-to-date

The Customer Category Forum will feed into the PSR
Strategic Business Review and Planning Meeting

Frequency: Quarterly  Chairperson: Andrew Mumby
Attendees: CCS and Department Category/Senior Category Leads
Agenda

Framework Performance

Market Insights

Continuous Improvement
Category Strategy Review
AoB.
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Framework Governance

Strategic Business Review and
Planning Meeting

Quarterly Business Review

Monthly Business Review

Frequency: Bi-Annually Chairperson: Maggie Tonge
Purpose: Sponsor the growth and development of PSR
Attendees: CCS & AMS (Board Sponsor / Head of Pillar)

Agenda: Strategy (Category and Government Resourcing),
Continuous Improvement, Performance Overview, Investment
Decisions

Frequency: Quarterly Chairperson: Andrew Mumby

Purpose: Monitor programme performance and track strategic
initiatives

Attendees: CCS & AMS (Framework Directors / Head of Category)

Agenda: Spend Under Management, Savings, Initiatives, Growth,
Risks

Frequency: Monthly Chairperson: Jo Smith

Purpose: Monitor monthly performance of PSR solution in line with
SLAs and KPls

Attendees: CCS & AMS (Framework Lead’s)
Agenda: Service Performance, SLA's, CSAT's, Risks








