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Framework Schedule 4 (Framework Management)

1. Definitions
1.1 In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	[bookmark: _heading=h.7nkrllodmnj]"Supplier Framework Manager"
	has the meaning given to it in Paragraph 3.1 of this Schedule; and

	"Supplier Review Meetings"
	has the meaning given to it in Paragraph 3.9 of this Schedule.


2. How GCA and the Supplier will work together
2.1 The successful delivery of this Contract will rely on the ability of the Supplier and GCA to develop a strategic relationship immediately following the conclusion of this Contract and maintaining this relationship throughout the Framework Contract Period. 
2.2 To achieve this strategic relationship, there will be a requirement to adopt proactive framework management activities which will be informed by quality Management Information, and the sharing of information between the Supplier and GCA.
2.3 This Schedule outlines the general structures and management activities that the Parties shall follow during the Framework Contract Period.
3. Framework Management
Framework Management Structure
3.1 [bookmark: _heading=h.gjdgxs]The Supplier shall provide a suitably qualified nominated contact (the "Supplier Framework Manager") who will take overall responsibility for delivering the Goods and/or Services required within this Contract, as well as a suitably qualified deputy to act in their absence. 
3.2 The Supplier shall put in place a structure to manage this Contract in accordance with Framework Schedule 1 (Specification) and the Framework Performance Measures. 
3.3 A governance structure will be agreed between the Parties as soon as reasonably practicable following the Framework Start Date.
3.4 [bookmark: _heading=h.30j0zll]Following discussions between the Parties following the Framework Start Date, where requested by GCA the Supplier shall produce and issue to GCA a draft supplier action plan (the "Supplier Action Plan"). GCA shall not unreasonably withhold or delay its agreement to the draft Supplier Action Plan. The Supplier Action Plan shall be agreed between the Parties and come into effect within two weeks from receipt by the Supplier of the draft Supplier Action Plan. 
3.5 The Supplier Action Plan shall be maintained and updated on an ongoing basis by GCA. Any changes to the Supplier Action Plan shall be notified by GCA to the Supplier. The Supplier shall not unreasonably withhold its agreement to any changes to the Supplier Action Plan. Any such changes shall, unless GCA otherwise approves in writing, be agreed between the Parties and come into effect within two weeks from receipt by the Supplier of GCA’s notification.
3.6 The Supplier agrees to comply with its obligations in the Supplier Action Plan as updated from time to time.
3.7 The Supplier shall comply with all requests from GCA in regard to compliance requirements as required including:
3.7.1 Dun and Bradstreet risk failure score monitoring;
3.7.2 regular evidence that the Required Insurances and Additional Insurances have been renewed and maintained;
3.7.3 invoice payment performance; and
3.7.4 verification of required accreditations & certifications.
3.8 [bookmark: _heading=h.1fob9te]Suppliers should participate in Competitive Selection Processes when identified as part of the final bidder list. Failure to bid on further competitions without an acceptable reason may result in the Supplier being suspended from the Framework, in accordance with Clause 13.6 (Partially ending and suspending the contract) of the General Terms, for a period as decided by GCA.  Suppliers shall provide information in respect of this on request by GCA.
[bookmark: _heading=h.3znysh7]Supplier Review Meetings
3.9 [bookmark: _heading=h.2et92p0]Regular performance review meetings will take place at a location to be agreed throughout the Framework Contract Period ("Supplier Review Meetings") at such times and frequencies as GCA determine from time to time (which are anticipated to be no more than once per Month). The Parties shall be flexible about the timings of these meetings.
3.10 The Supplier Review Meetings will review the Supplier’s performance under this Contract and, where applicable, the Supplier’s adherence to the Supplier Action Plan. The agenda for each Supplier Review Meeting shall be set by GCA and sent to the Supplier in advance.
3.11 GCA may ask the Supplier to discuss any instances known to the Supplier where any Other Contracting Authority decided not to use this Framework Contract for their order.
3.12 The Supplier Review Meetings shall be attended, as a minimum, by GCA Representative(s) and the Supplier Framework Manager.
4. How the Supplier’s Performance will be measured
4.1 The Supplier’s performance will be measured by the following Framework Performance Measures (“FPM”):

	Framework Performance Measure (FPM)
	FPM Target
	Measured by

	1.  FRAMEWORK MANAGEMENT

	1.1 The Supplier shall ensure  accurate MI returns are returned to GCA by the 5th Working Day of each Month.
	100%
	Confirmation of receipt and time of receipt by the Authority (as evidenced within the Authority’s data warehouse (MISO) system).

	1.2 The Supplier shall pay all undisputed GCA invoices within 30 calendar days of issue.
	100%
	Confirmation of receipt and time of receipt by the Authority. 

	1.3 The Supplier shall issue a self-audit certificate to the Authority in accordance with the Framework Agreement.
	100%
	Confirmation of receipt and time of receipt by the Authority.

	1.4 The Supplier shall ensure all actions identified in an audit report are delivered by the dates set out in the audit report.
	100%
	Confirmation by the Authority of completion of the actions by the dates identified in the audit report.

	1.5 The Supplier shall make payments to all sub-contractors in line with the agreed payment terms.
	As requested     
	Evidence provided in the      performance report submitted to the Authority.

	1.6  The  Supplier shall provide to GCA evidence that the Required Insurances, Additional Insurances. and accreditations have been renewed and maintained;

	Ongoing
	Confirmation of receipt and time of receipt by GCA.

	2.  OPERATIONAL EFFICIENCY / DEMAND MANAGEMENT SAVINGS

	2.1 The Supplier shall develop and deliver a Supplier Action Plan.     
	As requested     
	Confirmation by the Authority.     

	3.  CUSTOMER SATISFACTION

	3.1 The Supplier shall provide Services/Deliverables under Call-Off Contracts to the satisfaction of Buyers’ as confirmed by customer feedback.     
	Ongoing     
	Supplier’s performance against customer satisfaction      for Call-Off Contracts awarded under the Framework. 

	4.  COLLABORATIVE APPROACH TO RELATIONSHIP MANAGEMENT AND NEW BUSINESS

	
4.1 The Supplier shall provide the Buyer and GCA with rationale behind any decision to not bid for any Call-Off Procedure that they are invited to. This will include feedback for the Buyer to consider around their approach to service delivery, and the Call-Off Procedure.
	 
 
Monthly
	 
Confirmation by the Authority of the Suppliers performance against engagement activities.

	4.2 The Supplier shall provide GCA with case study examples for all appropriate Call-Off contracts delivered or other marketing collateral that may support new business development and/or sharing of industry best practice.
 
	 Annually (where appropriate with Contracting Authority approval)
	 Confirmation by the Authority of the Suppliers performance against case study and marketing materials.

	5. CONTRACT GOVERNANCE

	5.1 The Supplier shall attend all contract governance meetings where invited. The Supplier Framework Manager or suitable deputy, must be in attendance.
	100%
	Confirmation by the Authority of the supplier performance for contract governance.

	6. SOCIAL VALUE 

	6.1 The Supplier shall submit accurate Social Value Reporting Metrics.

	Annually
	Confirmation of receipt and time of receipt by GCA.

	6.2 The Supplier shall provide an annual Social Value delivery statement
	Annually
	Confirmation of receipt and time of receipt by GCA.

	6.3 The Supplier shall submit a Carbon Reduction Plan (CRP) annually for the lifetime of the framework. 

	Annually 
	Confirmation of receipt and time of receipt of a CRP by the Authority

	6.4 The Supplier shall complete a Modern Slavery Assessment Tool upon request and act on recommendations.

	Within 60 days of request
	Confirmation of receipt and time of receipt by GCA.

	6.5. The Supplier shall complete and submit to GCA the SME/VCSE Supply Chain Visibility Collection template at Annex 1, annually for the lifetime of the Framework.
GCA reserves the right to change the template from time to time (including the data required to be captured in the template and/or the format of the template) by issuing a replacement version, giving no less than one (1) Month’s’ notice.

	Annually
	
Confirmation of receipt and time of receipt by GCA.



4.2 The Supplier shall comply with the Framework Performance Measures and establish processes to monitor its performance against them and the Supplier’s achievement of FPMs shall be reviewed during the Supplier Review Meetings. 
4.3 GCA reserves the right to adjust, introduce new, or remove FPMs throughout the Framework Contract Period, however any significant changes to FPMs shall be agreed between GCA and the Supplier in accordance with the Variation Procedure.
4.4 GCA reserves the right to use and publish the performance of the Supplier against the FPMs without restriction.





5. What the Supplier must do to measure their performance
5.1 [bookmark: _heading=h.tyjcwt]The Supplier shall cooperate in good faith with GCA to develop efficiency tracking performance measures for this Contract. This shall include the following (but this list is not exhaustive and may be developed during the Framework Contract Period): 
5.1.1 tracking reductions in product volumes and product costs, in order to demonstrate that Buyers are consuming less and buying more smartly; 
5.1.2 developing additional FPMs to ensure that this Contract supports the emerging target operating model across central government (particularly in line with centralised sourcing and category management, procurement delivery centres and payment processing systems and shared service centres).
5.2 The metrics that are to be implemented to measure efficiency shall be developed and agreed between GCA and the Supplier. Such metrics shall be incorporated into the list of FPMs set out in this Schedule.
5.3 The ongoing progress and development of the efficiency tracking performance measures shall be reported through framework management activities as outlined in this Schedule.
6. What to do if GCA and the Supplier can’t agree about the performance 
6.1 In the event that GCA and the Supplier are unable to agree the performance score for any FPM during a Supplier Review Meeting, the disputed score shall be recorded and the matter shall be referred to GCA Authorised Representative and the Supplier Authorised Representative in order to determine the best course of action to resolve the matter (which may involve organising an ad-hoc meeting to discuss the performance issue specifically).
6.2 In cases where GCA Authorised Representative and the Supplier Authorised Representative fail to reach a solution within a reasonable period of time, the matter shall be referred to the Dispute Resolution Procedure.
7. [bookmark: _heading=h.3dy6vkm]Marketing
7.1 The Supplier shall ensure that a person is appointed as Supplier Marketing Contact who shall be responsible for the marketing obligations of the Supplier in relation to this Contract. 
	How the Supplier must contribute to GCA publications
7.2 [bookmark: _heading=h.1t3h5sf]The Supplier shall supply current information relating to the Goods and/or Services it offers for inclusion in GCA marketing materials when required by GCA from time to time.
7.3 [bookmark: _heading=h.4d34og8]Such information shall be provided in such form and at such time as GCA may request.
7.4 Failure to comply with the provisions of Paragraphs 7.2 and 7.3 may result in the Supplier's exclusion from the use of such marketing materials.
	What Suppliers can say in its own publications
7.5 All marketing materials produced by the Supplier in relation to this Framework shall at all times comply with the GCA branding guidance at https://www.gov.uk/government/publications/crown-commercial-service-supplier-logo-and-brand-guidelines.
7.6 The Supplier will periodically update and revise its marketing materials to ensure ongoing compliance.
7.7 The Supplier shall regularly review the content of any information which appears on its website and which relates to each Contract and ensure that such information is up to date at all times.
7.8 The Supplier shall obtain all appropriate approvals prior to publishing any content in relation to a Contract with that Party using any media, including on any electronic medium, and the Supplier will ensure that such content is regularly maintained and updated. In the event that the Supplier fails to maintain or update the content, GCA or the relevant Buyer may give the Supplier notice to rectify the failure and if the failure is not rectified to its reasonable satisfaction within one (1) Month of receipt of such notice, shall have the right to remove such content itself or require that the Supplier immediately arranges the removal of such content.
8. Providing Information to GCA 
8.1 The Supplier shall provide GCA with any documentation it requests in relation to certain processes which are operated under Call-Off Contracts. Such documentation shall be provided in relation to the operation of the following Schedules in each Call-Off Contract:
8.1.1 Call-Off Schedule 3 (Continuous Improvement) - the Supplier shall, if requested, provide GCA with a copy of the continuous improvement plan referred to in paragraph 2.3 of Call-Off Schedule 3 (Continuous Improvement) and report to GCA upon any successful implementation of the continuous improvement plan.
8.1.2 Call-Off Schedule 8 (Business Continuity and Disaster Recovery) - the Supplier shall notify GCA in the event of the invocation or potential invocation of any BCDR plan and the Supplier shall provide such support and information as GCA may reasonably require.
8.1.3 the applicable Security Schedule – the Supplier shall notify GCA in the event of breach of any Security Management Plan and the Supplier shall provide such support as GCA may reasonably require.
8.1.4 Call-Off Schedule 16 (Benchmarking) – the Supplier:
(a) shall notify GCA in the event that any bench marker is appointed in respect of any Call Off Contract and shall provide the results of any benchmarking event to GCA as soon as reasonably practicable; and
(b) agrees that notwithstanding the remainder of Clause 18 (What you must keep confidential) of the General Terms, GCA shall be entitled to publish the results of any benchmarking of the Framework Prices to Other Contracting Authorities (subject to the other party entering into reasonable confidentiality undertakings).
8.2 Where requested, all relevant information and documentation held by the Supplier is to be provided by the Supplier to GCA upon the invocation of any of the processes pursuant to the above Schedules.
	How the Supplier must support GCA involvement 
8.3 The Supplier shall co-operate as reasonably required by GCA in relation to the Contract schedules including:
8.3.1 provision of information; and
8.3.2 such other matters as GCA may notify to the Supplier from time to time.
8.4 The Supplier shall provide to GCA within 30 days of the Call-Off Contract Award, the Pricing Matrix as per Annex 2 of Call Off Schedule 5 (Pricing Details), applicable to that Call-Off Contract. GCA may also request at any time that the Supplier provide their current Charges across any and all Call-Off Contracts and this shall be provided by the Supplier to GCA within 30 days of a request.
8.5 GCA shall be entitled to use the information provided by the Supplier anonymously including to enter this into a database with other Suppliers’ anonymous information to enable GCA to support Buyer in their delivery model assessment, cost modelling, benchmarking and market intelligence.
9. Review Of Geographical Regions and Additional Services
9.1 During the Framework Contract Period Suppliers may request to add/remove Geographical Regions and/or additional services in respect of service delivery. 
9.2 The Supplier shall provide 30 days’ written notice to the GCA Authorised Representative of any such request and this will be actioned in accordance with the Variation Procedure.
9.3 Irrespective of any changes made outside of this Call Off Schedule, the international territorial level (ITLS) codes shall remain the same as those used to procure this Schedule for the purposes of the processes defined in Framework Schedule 7 – (Call Off Award Procedure) and for the purposes stated above in 2.1 of this Schedule.


Annex 1 - Supply Chain Visibility Collection Template
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