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Framework for The Provision of Food and Outsourced Catering 
Services 

Cimple Reference Number: C461611 

Framework Award Form 
 
Dear Mark and Matthew, 
 
Following receipt of your Tender for the provision of the above services as above to 
Heart Academies Trust (“the Trust”), we are pleased accept your offer and award 
this Contract to you.   

This document confirms the Framework Agreement (“Agreement”) between the Trust 
and Agilico Workplace Technology Limited as the Contractor for the provision of the 
Services thereby forming a legally binding contract between the Parties. Unless the 
context otherwise requires, capitalised expressions used in this Award Form have 
the same meanings as in the terms and conditions of contract set out in Schedule 8 
of this Agreement. In the event of any conflict between this Award Form and the 
Conditions and/or the Annexes this Award form shall prevail. 

This Framework Award Form summarises the main features of the procurement, 
outlines the order or precedence for the Contract and signposts where information is 
held as a result of the Supplier’s Framework Tender Response.  
 

1. Contracting 
Authority 

Heart Academies Trust 

 

Address Bedford Academy, Mile Road,  

Bedford 

MK42 9TR 

Company No. 06969741 

Authorised 
Representative 

Paul Edmond 

PEdmond@HeartAcademiesTrust.Co.Uk 

2. Supplier Name Agilico Workplace Technology Limited 

Company No. 02559122 

Address Head Office : Cando House, Bournemouth Road, 
Chandler's Ford, Hampshire, SO53 3QB 

Authorised 
Representative 

Mark Bryce 

Sales Director 

Mark.Bryce@agilico.co.uk 

077 937 78335 
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3. Framework 

Managed by 

Value Match Services Limited 

 Address Dee House, Dee Banks, Chester, CH3 5UU 

 Company No. 8522031 

 Value Match 
Authorised 
Representative 

Zoe Court 

Zoe.Court@Value-Match.Co.Uk 

  

 

4. Contract The following documents are incorporated into the 
Framework Contract 

 (in the following order of precedence): 

• Framework Award Form 

• Schedule 1 - Specification 

• Schedule 2 - Supplier’s Tender Response 

• Schedule 3 - Pricing 

• Schedule 4 - Framework Management 

• Schedule 5 - Management Information 

• Schedule 6 - Order Form Template 

• Schedule 7 - Call Off Award Procedure 

• Schedule 8 - Terms and Conditions 

• Schedule 9 - Definitions 

5. Contract Term 4 years 

6. Framework 

Start Date 

01st June 2025 

 

7. Framework 

Expiry Date  

31st May 2029 

8.  Insurance • Employer’s Liability Insurance of £5,000,000 

• Public Liability Insurance of £2,000,000  

• Professional Indemnity Insurance of £1,000,000  

9. Pricing Please refer to Schedule 3 - Pricing 

 

For and on behalf of the Supplier: For and on behalf of HEART: 

Signature:  Signature:  

Name: 
 

Name: 
 

Role: 
 

Role: 
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Date:  Date:  

 

We thank you for your co-operation to date and look forward to forging a successful 
working relationship resulting in a smooth and successful delivery of the Services. 

 

Yours faithfully, 

 

 

Lindsay Rosul 

 

 

CEO and Director of Procurement 

Value Match Services on behalf of HEART Academies Trust  
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Schedule 1 – Specification 

1. Background 
 
1.1. HEART are looking to appoint a single Supplier who will demonstrate 

technical competency, best Value for Money and to provide all 
requirements in relation to both new and refurbished Multifunctional 
Devices (MFDs), including the supply, installation, maintenance, and 
repairs of the machines, including any spare parts required, to HEART and 
other Customers on a National basis. It is anticipated that these services 
will be promoted and accessed by the Education Sector and to other small 
to medium sized Public Sector organisations but for the avoidance of doubt, 
is open to any Public Sector Contracting Authority. 
 

1.2. The single Supplier for this Framework must also be able to provide Digital 
Transformation Solutions which can work seamlessly alongside the 
devices, including but not limited to, the following Solution Category Areas: 

 
1.2.1. Print Management Cloud Services, allowing users to print from any web-

connected device by routing print jobs between your computer, 
smartphone, or tablet and sending them to an internet-connected printer; 
 

1.2.2. Automated Invoice Processing, using software to automate the steps in 
processing invoices through the extraction of data. 

 
1.3. The principle objective of the procurement exercise is to contract with a 

Supplier that is able to demonstrate a clear approach to Value for Money 
and to ethical standards to provide the service. The purpose of the 
Framework is to appoint a Supplier that can adhere to the following 
principles when providing the Goods:  

 
1.3.1. Demonstrate ethical practise to labour standards to take all practical steps 

to reduce modern slavery in the supply chain and to communicate where 
issues and challenges arise with labour standards. 
 

1.3.2. To drive approaches focused on the circular economy, and reducing the 
carbon impact caused due to the delivery of the contract. 

 
1.3.3. To comply with environmental legislation related to the disposal and 

recycling of electronic equipment, including the Waste Electrical and 
Electronic Equipment (WEEE) Directive, to minimise environmental impact. 

 
1.3.4. To drive sustainable operations through the use of recycled packaging, bio-

degradable wrapping, and where possible the elimination of single use 
plastics.  

 
1.3.5. Clear communication between the Supplier, Customer and Value Match. 
 
1.4. This Framework will provide Multifunctional Devices, this will include but is 

not limited to: 
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1.4.1. Devices from a minimum of two different manufacturers, to ensure the 
Customer is provided with optionality and unbiased recommendations. 

 
1.4.2. The offering of both new and refurbished machines. 
 
1.4.3. Devices must be able to print, photocopy, scan to email or network, and 

staple documents, meeting the diverse needs of HEART and other 
Customers for administrative and educational purposes. 

 
1.4.4. Each device will have secure print and remote monitoring functionality and 

print management software, enabling Customers to understand printing 
usage per device and per user. 

 
1.5. Through this Framework, HEART and Value Match are aiming to provide 

Customers, typically Education Trusts, with a compliant route to market to 
procure Multifunctional Devices through an ethical and sustainably focused 
Supplier. While the cost of the machine is important, HEART and Value 
Match are holding precedence to the quality of the machine, and the 
Supplier’s ability to provide savings across the lifetime of the machine, i.e. 
savings on electricity through energy efficient machine, which also provides 
positive impact on the environment. 

 
 

2. Scope of Goods 
 
2.1. The Supplier must provide to the Customer a range of Multifunctional 

Devices, with optionality for refurbished and new machines. Where suitable 
and appropriate, the Supplier must offer a refurbished machine first to 
promote a circular economy. See Clause 9 for further requirements on 
standards which refurbished machines must meet or exceed. 

 
2.2. The Supplier must be able to offer devices from a minimum of two options 

of manufacturers to enable the Customer to make an unbiased and flexible 
choice for each site’s applications. 

 
2.3. The Supplier must be able to offer to the Customer devices with low energy 

consumption, and devices which are carbon neutral. 
 
2.4. The Supplier must have optionality for levels of specification. It is 

understood that a Customer may not require all examples specified from 
Clause 2.4.1. to 2.4.10., but the Supplier needs to be flexible in their 
providence of Goods to meet varying Customer demands. This could 
include but is not limited to the following examples: 

 
2.4.1. Low-speed device (35ppm or less), mid-speed device (36-55ppm), high-

speed device (56ppm or more); 
 

2.4.2. Mono and/or colour; 
 
2.4.3. Automatic and reverse document feeder; 
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2.4.4. High volume finisher with booklet maker; 
 
2.4.5. High-capacity hopper tray; 
 
2.4.6. A3 – A4 – A5 enlargement/reduction capability; 
 
2.4.7. Multi-position stapling; 

 
2.4.8. Variation of print resolution; for example, Black: 1200 x 1200 dpi, 4800 CQ 

(2400 x 600 dpi); Colour: 4800 CQ (2400 x 600 dpi), 1200 x 1200 dpi. 
 
2.5. The Supplier must be able to offer to the Customer a print management 

software, such as Papercut, with migration and implementation of the 
software. This is to increase sustainability within the Trust through the 
reduction of unnecessary waste.  
 

2.6. Each device should have secure print and remote monitoring functionality 
and print management software, enabling Customers to understand 
printing usage per device and per user. 

 
2.7. The print management software must be capable of notifying the Supplier 

when toner levels are low, triggering delivery of new toner in time to 
minimise downtime and interruptions to printing operations. There should 
be no intervention required by the Customer to ensure replenishment of 
toner stock. 

 
2.8. The MFDs must be able to connect to any of the Customer’s required 

devices (for example but not limited to laptops, computers, mobile devices, 
tablets), and networks to ensure business continuity and minimised 
downtime.  

 
2.9. The MFDs must be able to connect wirelessly or through an ethernet cable.  

 
2.10. The material composition of the devices offered to the Customer should, 

where possible a high percentage of recyclable plastic than non-recyclable 
plastic, to promote the circular economy.  

 
2.11. The Supplier must have available to offer all consumables required for the 

device, including but not limited to toner cartridges and staples.  
 

2.11.1. In the instance when the Supplier cannot offer the Customer the option to 
purchase the relevant consumables from themselves, they must be able to 
offer the Customer unbiased advice (i.e. advice which does not provide the 
Supplier benefit in the form of monetary commission) on the most suitable 
consumable, while ensuring Value for Money is achieved for the Customer.  

 
2.11.2. Where more suitable options from printing consumables become available 

the supplier should communicate these to the Customer. 
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2.11.3. The toner cartridges suitable for the devices offered to the Customer must 
be recyclable, and the Supplier must either; work with the Customer’s 
existing Waste Management Supplier to recycle these, or offer to the 
Customer a suitable method of recycling the cartridges. This could include, 
but is not limited to, postal label to return to the Supplier free of charge, or 
collection of cartridges at pre-agreed intervals dependant on speed of 
usage.  

 
2.11.4. The Supplier must offer optionality for both new and recycled toner 

cartridges. 
 

3. Ordering Requirements 
 
3.1. The Supplier must offer to the Customer both option to purchase and option 

to lease Multifunctional Devices.  
 

3.2. The Supplier must offer, prior to the Customer’s Call Off Contract, free Print 
Audit of all current devices to assess the effectiveness and efficiency of the 
MFD leasing arrangements, making necessary adjustments as required to 
maximise economic and sustainable benefits. 
 

3.2.1. The Print Audit will be conducted to establish the requirements of the Trust, 
including a review of the current device layout of all schools within the Trust, 
their current and forecasted volumes, the advantages and disadvantages 
of current devices, future requirements and specifications. This is to ensure 
a tailored solution is achieved, and the Customer receives the most 
effective and efficient solution. This must be presented to all relevant Trust 
personnel prior to ordering. 

 
3.2.2. As the size of Customer Trusts and other Public Sector organisations can 

vary, the length of time this may take must be considered when creating 
the Customer’s multi-site deployment and mobilisation plan in accordance 
with their current contract expiry dates and preferred implementation date. 

 
3.2.3. The Supplier must use the Print audit to provide best recommendations on 

suitability of new against refurbished devices. For example, a new device 
may be the best option for high-speed or high-volume print room, but a 
refurbished device may be the best option for satellite devices. 

 
3.3. The Customer must be able to instruct orders in multiple methods for 

increased accessibility, including but not limited to Phone, Email, E-
Catalogue, online ordering system, in-person consultation at the 
Customer’s chosen location.    
 

3.4. All delivery dates must be confirmed by the Supplier prior to making 
payment, to ensure Customer’s preferred dates can be adhered to. 

 
3.5. The Supplier must be able to offer optionality to take on the devices 

operational lease through a reputable and ethical leasing partner. The 
Supplier’s leasing partner must work to and adhere to the same standards 
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set out within this Tender, and will be required to complete and return a 
copy of the Procurement Specific Questionnaire (PSQ) to HEART and 
Value Match with their tender response.   

 
3.5.1. The Supplier’s lease partner must offer option-to-purchase following the 

end of the leasing period, however it will not be mandatory to purchase 
upon expiry of the lease. 
 

3.5.2. The Supplier must be able to offer co-terminus, site-by-site lease terms, to 
allow the Customer to have several different start dates, but have all the 
equipment and their respective leases expire at the same time. 

 
3.5.3. The price paid to lease the machine must be fixed for the duration of the 

Customer’s contract.  
 

3.6. The Customer must be able to purchase an annual subscription for a print 
management software through the Supplier. The Supplier must offer a 
minimum of two print management software options and be able to provide 
a breakdown of usability, advantages and disadvantages, and suitability to 
the Customer based on individual requirements. 

 
3.6.1. The Customer’s print management software subscription must be able to 

annually renew, or the Supplier must offer multiple periodic reminders 
through various methods of communication (including but not limited to, 
phone calls, emails, letters, etc.) towards the end of the subscription, to 
ensure minimal downtime and business continuity. 

 
3.7. The Supplier must offer issue order confirmations to the Customer after 

every order placed. 
 
3.8. The Supplier must be able to offer individual and consolidated invoices to 

the Customer. Consolidated invoices could include a yearly breakdown of 
total amount paid across all devices with remaining balance for an 
individual Customer site, or could include a total summary of all device 
payments and remaining balances within a Trust or public sector 
organisation. This must also be available on request at any point across the 
duration of the Contract. 

 

4. Delivery Requirements   
 
4.1. The Supplier must ensure all deliveries are made within the agreed 

timeframes. 
 
4.2. The Supplier must ensure that all deliveries will be accompanied by a 

Delivery Note showing: 
 
4.2.1. Order number; 

 
4.2.2. Product description; 
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4.2.3. Quantity; 
 
4.2.4. Delivery address; 
 
4.2.5. Return details. 

 
4.3. For consumables, the Supplier must be able to offer a range of delivery 

options for customers at Call-Off award stage and would comprises of the 
following delivery options: 

 
4.3.1. Next day; 
 
4.3.2. Scheduled / chosen day; 
 
4.3.3. Delivery to a single point; 
 
4.3.4. Multi drop deliveries. 
 
4.4. All deliveries will be made by personnel wearing clean, protective clothing 

or uniform and an identification badge bearing the company name and the 
person’s name, with a valid Disclosure and Barring Service (DBS) 
certificate if required by the Customer at Call-Off Contract stage. 

 
4.5. Drivers must be able to support in the unloading of the goods and not rely 

on on-site staff for unloading. 
 

4.6. Speed limits at sites will be observed. If no speed limits are shown, then 5 
miles per hour must not be exceeded.  Vehicles engines will be switched 
off whilst parked or making a delivery. 

 
4.7. The Supplier must confirm that no additional and/or hidden delivery charges 

apply to any Goods. The prices must be stated clearly to the Customer prior 
to the order being placed. 

 
4.8. All delivery costs related to the travel route, including motorway charges, 

out-of-normal-route travel, etc., must be included in the prices quoted to the 
Customer. 

 
4.9. If delivery and/or transportation costs are dependent on the Customer 

regions, suburbs or locations of the UK, the Supplier must ensure these are 
highlighted as part of their response. 

 

5. Installation and De-Installation of Devices 
 
5.1. The pre-installation period, to be determined with each individual Call-Off 

Contract, will be utilised to engage with the school to successfully mobilise 
and implement the devices.   
 

5.2. The Supplier must provide installation of all devices to the Customer. 
Installation schedules must be coordinated and agreed upon with the Trust 
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to minimise disruption to educational activities. The devices must be ready 
to be utilised and used in the site for contract commencement. 

 
5.3. Upon installation, the Supplier must conduct thorough testing to ensure 

devices are functioning correctly. Training sessions for school staff on 
device operation, maintenance, and troubleshooting, must be provided to 
the Customer at no extra charge.  

 
5.4. The Supplier must facilitate the de-installation and removal of potentially 

old equipment, ensuring proper disposal or recycling in compliance with 
environmental regulations. 

 
5.5. At the end of the contract the Supplier must remove all leased devices 

provided within the contract from site in accordance with the end date of 
the contract. This de-installation must happen outside of the school day. 
(for example, 27th October 2028 3:15pm). The de-installation must be 
completed with no extra charge. 

 

6. Maintenance Requirements and Call Outs 
 

6.1. The Supplier is required to offer a maintenance package in conjunction with 
the provision of Goods, for which prices will be built into the Pricing 
Schedule and Call Off Contract.   

 
6.2. The Supplier must tailor the maintenance package to align with the specific 

needs and requirements of the Goods provided.  
 
6.3. The minimum requirements of the maintenance package include:  

 
6.3.1. Onsite emergency calls in response to sudden breakdowns or 

malfunctions; 
 

6.3.2. Replacement of components and/or parts; 
 
6.3.3. Diagnosis Tests; 
 
6.3.4. Software Updates; 
 
6.3.5. Customer Support during regular working hours. 

 
6.4. The Supplier must be able to provide in-house support to the Customer if 

they require maintenance support.  
 
6.5. The Supplier must respond to requests for maintenance support within 30 

minutes of the issue being raised, if raised between typical Trust operating 
hours (8:30AM – 5:30PM Monday to Thursday, Friday 8.30am – 5pm 
Friday). 
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6.6. Where possible, the Supplier will advise the Customer with clear 
troubleshooting instructions over the phone to attempt to resolve 
maintenance issues promptly. 

 
6.7. If the Supplier is unable to resolve maintenance issues over the phone, they  

will apply best endeavours to ensure that an engineer is with the Customer 
within four hours of the issue being raised as per the SLAs. 

 
6.8. If an engineer is required to attend the premises to rectify the issue, then 

principles surrounding personnel stated in Clause 4.4. will apply.  
 

6.9. While on site, the engineer must perform preventative maintenance to 
ensure device longevity and operational consistency.  

 
6.10. The Supplier must provide the maintenance to the MFD’s for the duration 

of the leasing agreement. 
 
6.11. The Supplier must provide their call out rates in advance. These rates will 

not be charged if: 
 

6.11.1. If the identified issue or fault is due to a part or component replaced under 
warranty within the first 12 months of its installation;  

 
6.11.2. The identified issue or fault is a result of a faulty device. 
 
6.12. The Supplier call out rates must be in line with the category of work and 

must be fixed for the duration of the Call-Off Contract. 
 

7. Customer Support  
 
7.1. The Supplier shall have in place as a minimum a customer support service 

for Customers that includes the following: 
 
7.1.1. An online portal for logging support requests, tracking their status, and 

accessing troubleshooting resources. The support system should offer 
timely responses and resolutions to ensure minimal disruption to Customer 
operations; or,  
 

7.1.2. A customer support helpdesk service that shall operate between the hours 
of 8.30-5.30 PM Monday to Thursday, 8:30-5:00, on a Friday, excluding 
public holidays. 
 

7.1.3. The helpdesk shall be staffed with trained supplier personnel possessing 
relevant customer service skills, offering support to the Customer through 
phone, and email; service@agilico.co.uk 

 
7.2. The helpdesk or portal must have optionality to discuss the following but is 

not limited to: 
 
7.2.1. New and existing enquiries; 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



14 
 

 
7.2.2. Maintenance issues and user; 
 
7.2.3. Ordering of device consumables. 
 
7.2.4. Complaints and escalations. 

 
. 
7.3. The Supplier should proactively monitor Customer networked devices to 

ensure devices are online, and notify the Customer ASAP if any device is 
found to be inactive This is subject to the remote monitoring software being 
installed and operational and appropriate access granted by the Customer 
 

7.4. The Supplier must provide online guidance to the Customers to improve 
their customer support experience and provide information to support 
ordering, complaints, response lead times, etc.  

 
7.5. All calls shall be charged at no more than a standard call rate (no premium 

rate telephone numbers are allowed). Standard rate in the UK means calls 
to local and national numbers beginning 01, 02, 03, Excluded numbers 
include non-geographic numbers (e.g. 0871) and Premium Rate services. 

 

8. Complaints and Escalations 
 
8.1. The Supplier is to provide a single point of contact to the Customer to allow 

for the reporting of complaints.  
 

8.2. The Supplier is required to establish a robust complaints and escalation 
procedure aimed at ensuring effective management and timely resolution 
of issues. The procedure must reflect a proactive approach, encompassing 
the logging, investigation, management, escalation, resolution, and 
understanding of concerns raised, with the ultimate goal of addressing 
these concerns to the satisfaction of the Customer. 

 
8.3. The complaints procedure will comply with the following: 

 
8.3.1. All complaints will be logged and acknowledged within 2 hours of receipt, if 

received during normal business hours. If received outside of normal 
business hours, then the complaint will be logged and acknowledged within 
2 hours of continued operation. 

 
8.3.2. All complaints shall be resolved within 2 working days of the original 

complaint being made unless otherwise agreed with the Customer. 
 
8.3.3. All complaints shall be recorded, together with the actions and timescales 

taken to resolve the complaint. 
 
8.3.4. The Supplier shall analyse and identify any pattern of complaints and bring 

these to the attention of Value Match during Supplier review meetings. 
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8.3.5. The Supplier shall replace any faulty Goods in accordance with Clause 10. 
 
8.3.6. Value Match and HEART understand that the Supplier may have in place 

a robust and proven complaints procedure which operates differently to 
what is described in Clauses 8.3.1. – 8.3.5., in which case this will be 
discussed at award stage and approved with Value Match to ensure 
suitability for the Customers of this Framework. 

 
8.4. The Supplier shall have in place an escalation route for any complaints that 

have not been resolved within the specified timescales. 
 
8.5. If the Supplier fails to deliver the correctly ordered Goods or the quantity 

required, the Supplier shall provide the correct product and/or quantity to 
the Customer without any additional cost, and within 24 hours of the error 
being identified, Monday to Friday excluding bank holidays. 

 
8.6. The Customer shall advise the Supplier of any incorrect products within 1 

Working Day and, if they wish to retrieve such products, the Supplier shall 
do so at their own expense and at a time agreed with the Customer.  

 
8.7. If the complaint is related to any third party in the supply chain, including 

but not limited to the leasing partner, the Supplier is obligated to assist the 
Customer in liaising with the third-party, with best endeavours to achieve 
the most suitable outcome for all parties involved. The Supplier can work 
collaboratively with Value Match through this process if they feel it 
necessary. 
 

8.7.1. If the Supplier does not require Value Match’s assistance when liaising with 
the third party, they are still required to notify Value Match of the complaint 
that has been raised and the actions they have taken or will take. 

 

9. Quality Management 
 
9.1. Refurbished devices must meet or exceed the quality standards below: 

 
9.1.1. The Supplier will be required to ensure that any refurbished devices 

supplied must perform to a comparable standard and quality as applicable 
to a new product and come with a minimum 80% life remaining. 
 

9.1.2. Refurbished devices must be covered by the same lifetime guarantee as 
new devices for the duration of the Contract. 

 
9.1.3. The Supplier must be able to, on request by the Customer, evidence the 

full service which has been carried out on the device. It is expected that 
each device will have the same stringent multi-point audit, with a 
documented appraisal and sign-off available electronically.  

 
9.2. Value Match Services and HEART can request visits to the sites in which 

the Supplier’s refurbishments are carried out to assess the quality controls 
in place. 
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9.3. Both new and refurbished devices, whether purchased or leased, will be 

subject to a warranty for the full Contract period, covering parts, labour, and 
onsite support. 

 
9.4. The Supplier is obligated to maintain consistent quality management for all 

Goods provided throughout the duration of the Framework. 
9.5. The Goods supplied must be fit for purpose and of a quality acceptable to 

the Customer on acceptance of delivery. 
 
9.6. The Supplier shall adhere to applicable UK and EU legislation, as well as 

any other relevant standards pertaining to the supplied Goods under this 
Framework, as deemed appropriate. 

 
9.7. The Supplier must specifically ensure conformance to guidelines outlined 

in ISO 14001, ISO 9001:2015 or an equivalent standard. Certification is not 
mandatory but compliance with these standards is expected. 

 
9.8. The Supplier must ensure relevant and propionate audits and/or quality 

checks are carried out on their supply chain to assure the quality of their 
Goods. 

 
9.9. The Supplier must be able to demonstrate sourcing/traceability of their 

products and raw materials used in the creation of the devices. 
 

10. Defects, Returns, and Refunds  
 
10.1. The Supplier needs to ensure that all goods on the Customers site are 

functioning appropriately, and any malfunctions and/or defects need to be 
addressed and rectified before the handover of the Goods to the Customer.  

 
10.2. If there is a defect in the Goods provided, the Supplier will be required to 

provide a like-for-like replacement product at no additional cost and 
investigate the cause of the failure at the timeframe agreed with the 
Customer. 

 
10.3. Types of defects include but are not limited to: 
 
10.3.1. Design defects; 
 
10.3.2. Connection or Network defects; 

 
10.3.3. Software defects; 

 
10.3.4. Specification problems; 

 
10.3.5. Operational defects; 

 
10.3.6. Workmanship defects. 
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10.4. Requests for returns on goods must be initiated within a minimum of 30 
days from the date of delivery. 
 

10.4.1. In the event that the Customer requests to return the Goods despite there 
being no defect, an early termination fee will apply to cover the 
refurbishment of the device. This fee will be agreed between Value Match 
and the Supplier, and will be reasonable to the service and collection costs. 

 
10.5. Refunds for returns should be available on the following basis: 
 
10.5.1. Product arrived damaged / faulty; 
 
10.5.2. Wrong product / model delivered; 
 
10.5.3. Wrong quantity received; 
 
10.5.4. Other reasons may be considered and discussed with the Supplier on a 

case-by-case basis. 
 
10.6. Refunds to the Customer for any goods must be processed within 30 days. 
 

11. Training 
 
11.1. The Supplier will offer comprehensive training sessions for all relevant Trust 

staff on device operation, maintenance, and troubleshooting. Training 
sessions should cover topics such as basic operation, advanced features, 
routine maintenance tasks, and troubleshooting common issues.  
 

11.2. The Supplier must cover the benefits of the device during training to ensure 
all possible features are utilised in the most efficient method possible.  

 
11.3. The Supplier will provide user-friendly guides or manuals for device 

operation and maintenance, including step-by-step instructions for common 

tasks and troubleshooting procedures. Guides must be easily accessible in 

both digital and print formats for convenient reference. 

 
11.4. If requested by the Customer, the Supplier must provide the training Bi-

Annually for the duration of the Contract. 
11.5. The Supplier will be required to have the training On-Site initially. 

Subsequent training sessions can be provided via Microsoft Teams or 
equivalent, unless specifically requested by the Customer. 

 
11.6. The Supplier must maintain a training log containing the names of 

personnel who have received general training. If specialised training has 
been provided to specific resources based on their scope of work, the log 
should clearly indicate this additional training. 

 

12. Key Performance Indicators And Reporting 
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12.1. Key Performance Indicators (KPIs) 
 
 
 
12.1.1. Finalised KPIs can be found within the VM – Agilico SLA document 

appended to this Framework. 
 

12.1.2. The Supplier must take a proactive approach to Customer engagement in 
line with the commitments made in their Tender and the co-developed ‘Call-
Off Award Procedure’ to guarantee effective service delivery and to 
continually deliver against all KPIs. 

 
12.1.3. The Supplier can present their own KPIs in addition to these KPIs. At the 

time of award, these KPIs will be discussed and agreed with by the 
Customer and Supplier.   

 
12.2. Reporting 
 
12.2.1. Customer reporting should be useful and meaningful; the focus of the 

reports should be around highlighting opportunities for improvements in 
purchasing behaviour and deliver cash savings for their schools. 

 
12.2.2. Value Match and HEART require the following reporting information to be 

available:  
 

Requirement Reporting 
to? 

Reporting 
intervals. 

Essential Optional Alternative 
Accepted 

To measure sites’ mono 
and colour volumes per 
device and then, via the 
implementation of a print 
policy document, provide 
methods to reduce the 
volumes with evidenced 
metrics per device or users. 
Measurables include but 
are not limited to electricity, 
carbon, paper and volume. 

Value 
Match and 

the 
Customer 

Quarterly ✓   

Assess the energy 
consumption of MFDs over 
time and track 
improvements in energy 
efficiency, aiming for 
reductions in energy usage 
per printed page. 

Value 
Match and 

the 
Customer 

Quarterly ✓   

 
 
12.2.3. The Supplier must provide all Framework management information outlined 

in this section to both Value Match. 
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12.2.4. If requested, the Supplier must provide all Customer level management 
information outlined in this section to the relevant Customer. 

 
12.2.5. The Supplier will be required to arrange monthly/regular meetings with the 

Customer to report on the metrics highlighted in the table above (refer to 
12.2.2.). The frequency is to be confirmed with the awarded Supplier at 
Framework Mobilisation.  

 
12.2.6. The Supplier must provide a report comprising of the above metrics (refer 

to 12.2.2.) through either a monthly email or via an on-line mechanism at 
both a Framework and Customer level by the 5th working day following the 
prior months performance. This date is able to be amended at award stage 
to suit the Supplier’s internal reporting systems. 

 
12.2.7. The Supplier will be required to attend quarterly review meetings to discuss 

the Framework Management and related management information, 
highlight any risks or concerns, and review their performance throughout 
the previous month. Should any risks or concerns be highlighted, Value 
Match and the Supplier will agree the most appropriate course of action, 
with appropriate timescales for rectification in place. The frequency of 
annual meetings is to be confirmed with the awarded Supplier at 
Framework Mobilisation.  

 

13. Continuous Improvement 
 
13.1. The Supplier must adopt an open and transparent approach to continuous 

improvement ensuring that performance is continually monitored, root 
cause analysis is undertaken where necessary, and improvements are 
identified where required.  

 
13.2. The Supplier must operate in the most efficient manner and seek to 

continually identify improvements and suggest additional goods / items / 
services that may deliver best value to Customers with respect to 
developments in the market. 

 
13.3. Where there is any change in resources, the Supplier must communicate 

such changes with each relevant Customer and Value Match and provide 
a seamless transition to avoid service disruption. 

 
13.4. The Supplier must support the Customer to change buying behaviours 

across stakeholder and ensure the Call-Off Contract is being maximised by 
purchasing at optimum core range. 

 
13.5. As part of the contract management process, the Supplier will undertake a 

quarterly review of each Customer’s buying habits to understand where 
they can optimise the contract, to ensure the correct buying behaviours to 
achieve best value. Any variations to be agreed are to be communicated to 
Value Match. 

 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



20 
 

13.6. During Framework Mobilisation, the Supplier must prepare and 
subsequently maintain a ‘Continuous Improvement Plan’ to demonstrate 
the approach to Value Match.  

 

14. Safeguarding 
 
14.1. Safeguarding is the term used for a range of measures employed to keep 

children, young people and adults at risk safe and protected from harm. All 
organisations have a duty to ensure that their safeguarding responsibilities 
are understood and embedded within their organisational structure. All 
staff, including volunteers must know what to do if they are concerned about 
the safety and welfare of anyone they encounter as part of their work.   

 
14.2. The Supplier will familiarise themselves and ensure those who work either 

as paid employees or volunteers on this contract or project, with Ofsted and 
Heart Academies Trust safeguarding policies. These can be found at Heart 
Academies Safeguarding Policy and Ofsted Safeguarding Policy.  

 
14.3. The Supplier will ensure that their organisation proactively ensures that all 

those who work on this contract or project understand and appropriately 
respond to the signs and symptoms of abuse or neglect of children, young 
people or adults at risk i.e. by accessing appropriate training, through 
induction, or refresher training. And if, as a service provider, it is suspected 
that there is any incident of child abuse or abuse of adults at risk, the 
Supplier will report it in accordance with HEART Academies Trust 
published procedures.   

 
14.4. If it is suspected that young adult or a child is at risk of harm or being 

harmed, please contact NSPCC helpline:  During office hours (11.00am – 
3.00pm Monday to Friday), please call voice helpline on 0808 800 5000, or 
email help@NSPCC.org.uk on out of office hours. The Supplier can also 
complete the Report Abuse Online Form.  If you think a child or young adult 
is in immediate danger, call 999 straight away.  

 

15. Supplier Sustainability and Social Impact Approach 
 
15.1. The Supplier is required to incorporate considerations for ethical standards, 

sustainability and social value into the delivery of this Framework 
Agreement. This is both a strategic requirement for all Suppliers who work 
with Customers and Value Match but is seen as a critical part of the core 
offer of goods and services under all solutions which are being provided via 
the procurement services. This is also an obligation which schools and 
MAT’s have in relation to Government and DfE policy obligations. 

 
15.2. The Supplier is required to complete the PSQ which outlines the minimum 

ethical, sustainability and social standards required to be compliant with 
this Framework. 

 
15.3. The Supplier must work with Value Match on the following Sustainability 

and Social Value areas as it pertains to this Framework and is proportionate 
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and aligned with nature of your organisation and goods and services it 
provides: 

 
15.4. Environmental and Carbon Management  
 
15.4.1. The Supplier is required to create a Carbon management strategy as part 

of a broader Environmental Plan with a clear Net Zero target date that has 
been published. 

 
15.4.2. The Supplier must have a Carbon footprint baseline across scope 1, 2 and 

3 (including business baseline). 
 
15.4.3. The Supplier must put in place a Carbon reduction plan. 
 
15.4.4. The dedicated Account Management must have executive oversight of the 

Supplier’s carbon management strategy and plan and be able to 
communicate this to the Customer on request. 

 
15.4.5. Waste reduction and management strategy exists and is overseen at a 

senior manager level, supported by appropriate policies, best practices, 
training and guidance. 

 
15.4.6. Circular economy principles, such as extending the useful life of equipment, 

re-use, refurbishment and recycling are built into the organisation and core 
operations, where appropriate. 

 
15.4.7. The Supplier must make all efforts to provide Carbon Neutral or low carbon 

devices to the Customer where suitable and appropriate. 
 

15.4.8. Where possible, the Supplier must make all reasonable efforts to reduce 
their environmental impact, including but not limited to: 

 
15.4.8.1. Utilising Renewable Energy on their Estates where possible; 
 
15.4.8.2. Introducing Electrical or Hybrid vehicles into their fleet where possible; 
 
15.4.8.3. Considering the Environment as priority within the Supply Chain, including 

using sea freight rather than air freight where possible, logistically efficient 
and reasonable; 

 
15.4.8.4. Minimise use of harmful products, or maximise use of less harmful 

products, e.g. forever chemicals, particularly within non-recyclable plastics 
and materials. 

 
15.5. Human Rights and Labour Standards  
 
15.5.1. The Supplier Human rights and labour standards strategy or policy. 
 
15.5.2. Executive ownership of the issue of modern slavery and human trafficking. 
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15.5.3. Modern slavery and human trafficking public statement if legally required 
and a commitment to publish one if not on a voluntary basis. 

 
15.5.4. All direct and indirect workers are paid the relevant minimum wage 

standards. 
 
15.5.5. All third-party contracts incorporate suitable modern slavery and human 

trafficking protection, and countries or sectors of high risk have been 
identified and additional action / care to minimise modern slavery and 
human trafficking risk has been undertaken. 

 
15.5.6. Training and development are in place to support addressing modern 

slavery and human trafficking issues. 
 

15.5.7. The Supplier must routinely assess their Supply Chain to ensure that it is 
avoidant or as avoidant as possible of Human Rights risks. 

 
15.5.8. All Supplier staff, whether employed directly or subcontracted, must be paid 

the equivalent of, or exceed the National Minimum Wage. 
 

15.5.9. All Supplier staff must be provided with a safe working environment, 
particularly while on Company premises. This includes office space, 
warehousing, car parks and any regularly used external sites. The Supplier 
must also ensure all staff working remotely have a suitable working 
environment.  

 
15.6. Equity, Diversity, Inclusion, and Belonging (EDI)  
 
15.6.1. Executive oversight of developing an EDI culture and embedding that into 

organisational functions and management. 
 
15.6.2. Annual training On EDI for managers and supervisors. 
 
15.6.3. Procurement and supply chain management takes into account relevant 

public sector policies and embeds these into procurement practices e.g. 
supporting SME’s, social enterprises and suppliers with diverse ownership 
/ leadership. 

 
15.6.4. Signatories to the Governments the Prompt Payment Code.  
 
15.7. Resource Management and the Circular Economy 
 
15.7.1. Waste reduction and management strategy exists and is overseen at a 

senior manager level, supported by appropriate policies, best practices, 
training and guidance. 

 
15.7.2. Circular economy principles, such as extending the useful life of equipment, 

re-use, refurbishment and recycling are built into the organisation and core 
operations, where appropriate. 
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15.7.3. The Supplier must minimise the use of packaging and single-use packaging 
and ensure it can be recycled, with targets and objectives set to ensure this 
is improved across the duration of the contract. 

 
15.7.4. The Supplier must make all reasonable efforts to extend the life of 

Multifunctional Devices, through refurbishment, preventative maintenance, 
and distribution to disadvantaged locations. Upon reaching the end of the 
devices’ life cycle, efforts should be made to reduce the amount of device 
which reaches landfill.  

 
15.8. Social Value 
 
15.8.1. Schools are community based and support children from moving from 

education to either the workplace or for further education and the Supplier 
should consider how best to support this core purpose in the way they 
approach responding to this ITT, e.g. supporting apprenticeships, 
employment and training. 

 
15.8.2. Ensure the approach to generating additionality through applying social 

value principles aligns to the Government’s Social Value Model and 
supports the Gatsby Benchmarks. 

 
15.8.3. Social value principles are embedded throughout your supply chain, where 

appropriate.  
 

15.8.4. The Supplier must incorporate into their Framework tender response their 
availability to provide apprenticeships, work experience, training 
opportunities and other initiatives which can assist students in skill 
development. 

 
15.8.5. The Supplier must make efforts into supporting community within the 

locality / region, and utilise Customer schools as a community hub. 
 
15.8.6. The Supplier must make reasonable efforts to utilise local suppliers where 

possible. 
 
15.8.7. The Supplier must, across the duration of the Contract, provide education 

and life skills, and raise awareness around social impact or sustainability 
with children, parents, teachers or governors. 

 
15.9. Health and Wellbeing 

 
15.9.1. A proportionate Health and Wellbeing strategy is in place, supported by 

relevant policies and practices and overseen at a senior manager level.  
 
15.9.2. High levels of worker satisfaction, engagement and low turnover can be 

demonstrated. 
 
15.9.3. Training and management support around areas of mental health and 

wellbeing is available. 
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15.9.4. The Supplier is obligated to demonstrate collaboration with the Customer 

in attaining their sustainability and social value objectives and embedding 
social value and sustainability throughout their organisation and operations.  

 
15.9.5. The Supplier must demonstrate their continued approach to monitoring and 

reporting against sustainability, EDI, circular economy principles and social 
value, including demonstrating a track record of delivering social value 
outcomes that provide positive impacts to Customers and supply chain. 

 

16. Framework Mobilisation 
 
16.1. Framework Mobilisation Meeting 
 
16.1.1. Value Match will arrange a meeting with the awarded Supplier to review 

and confirm the joint Framework mobilisation approach the week following 
the award of the Framework Agreement. 

 
16.1.2. Prior to the Framework Mobilisation meeting the Supplier is required to 

furnish an outline mobilisation plan, which should include but is not limited 
to: 

 
16.1.2.1. Marketing and communications actions; 
 
16.1.2.2. Buying Guide; 
 
16.1.2.3. Customer implementation plan; 
 
16.1.2.4. Monthly review meeting schedule; 
 
16.1.2.5. Customer pipeline. 
 
16.1.3. The Supplier will agree the level of resources to support the sales, 

marketing and communication approach outlined above.  
 

16.1.4. The Supplier must provide a dedicated point of contact for Value Match to 
engage with on all matters relating to the Framework Agreement. 

 
16.1.5. The Supplier and Value Match will agree joint Customer and utilisation 

targets as part of the mobilisation meeting. 
 
16.1.6. Value Match aims for a partnership approach with the awarded Supplier. 

The mobilisation meeting serves as a platform to explore how both the 
Supplier and Value Match can collaboratively increase the uptake and 
usage of this Framework.  

 
16.1.7. It is expected that the Supplier and Customer will take a ‘partnership’ 

approach to their relationship. This will help facilitate value for money, 
enhance the quality of service and the achievement of social values. 
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16.1.8. The Customer requires an account manager to liaise with the Customer on 
all aspects of this Contract. It is expected the account manager is to meet 
the customer termly to discuss any service-related topics, any KPI 
fulfilment, ongoing issues, and future planning, or at a time as agreed by 
both parties. 

 
16.1.9. Over the life of the Contract the appointed Supplier must be flexible and 

adapt to changing needs of the Customer during the Contract period. 
 
16.1.10. The Supplier must be initiative-taking to keep the customer up to date with 

new concepts and market information with the information shared with the 
Customer. 

 
16.1.11. The Customer require an account manager to consult with the designated 

individual Site Contact which will be upon mobilisation of the contract, on 
all aspects of this Contract. It is expected the account manager is to meet 
termly, or more frequently if agreed, to discuss any service-related topics, 
KPI fulfilment, ongoing issues, and future planning. 

 
16.1.12. The Supplier is to provide a single point of contact for the Customer team 

when reporting complaints with the successful provider able to liaise with 
any third party in the supply chain on behalf of the Customer when making 
changes and resolving issues. 

 
16.2. Customer Call-Off Process 
 
16.2.1. During Framework Mobilisation, Value Match, and the Supplier will fully 

define the Customer Call-Off process (i.e. the ‘Call-Off Award Procedure’). 
 
16.2.2. The Supplier will engage with the Customer to promote the benefits of the 

Framework Agreement. 
 
16.2.3. The Supplier will liaise with the Customer to obtain a signed copy of the 

Call-Off Contract. 
 
16.2.4. A copy of the Call-Off Contract must be retained by Value Match, the 

Customer, and the Supplier. 
 

17. Framework Fees & Supplier Services 

 
17.1 Value Match charge a framework fee payable by the awarded Supplier to 

Value Match.  
 

17.2 Value Match are responsible for the collection and distribution of the 
Framework Fee to HEART Academies Trust. 

 
17.3 The framework fee consists of two parts, the Framework Volume Rebate & 

the Framework Supplier Management Fee. 
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18. Framework Volume Rebate 
 
18.1 Value Match charge a 0.9% volume rebate calculated against the total 

invoice value of every transaction derived from an awarded Call-Off 
Contract through the Framework, payable to Value Match. 

 

19. Framework Supplier Management Fee  
 
19.1 Value Match will charge a Framework Supplier Management Fee to the 

awarded Supplier.  
 

19.2 Framework Supplier Management Fee can be reviewed after 6 months of 
the Framework start date on Supplier's or Value Match request. If it is found 
that the fee amount is not suitable, it can be adjusted 

 
19.3 The starting Framework Supplier Management Fee will be £500 per month. 

This will be a mandatory selection requirement, any suppliers that do not 
agree to the Framework Supplier Management Fee will be excluded from 
the competition. 
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Schedule 2 – Supplier’s Tender Response 
 

Question Title Word Count Weighting 

1 Terms and Conditions NA Pass / Fail 

Question 

Please confirm that you will adhere to the Appendix H - HEART Framework 
Terms and Conditions. 

The Contracting Authority shall only consider proposed additional clauses to 
reflect the services to be provided that do not contradict the base terms. 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

2 Framework Principles NA Pass / Fail 

Question 

Please confirm that you agree to the principles of the Framework and that all 
dealings under the Framework will be underpinned by the principles outlined 
below. 
▪ Value Match Core Values: The Supplier is required to align the service delivery 

of this Framework with the core values established by Value Match. 
▪ Transparency: Operate with transparency, ensuring that all the actions, 

decisions, services and processes related to the Call-Off Contract are open and 
easily understood. 
▪ Assurance: Provide accurate information and assurance that the products or 

services delivered meet the agreed-upon standards and specifications. 
▪ Efficiency: Adhere to agreed-upon timelines and delivery schedules to ensure 

that the Call-Off Contract progresses smoothly and meets deadlines. 
▪ Communication and Engagement: Maintain open and effective communication 

and engagement with the Customer address concerns and provide updates on 
progress on a timely basis. 
▪ Knowledgeable: Demonstrate expertise in their field and be open to considering 

and incorporating different ideas or approaches that may benefit the Customer. 
▪ Proactive Approach: Proactive stance in identifying and addressing potential 

issues or challenges. 
▪ Escalation: Clear escalation procedures in place for resolving any disputes, 

issues, or conflicts that may arise. 
▪ Continuous Improvement: Commit to a culture of continuous improvement, 

striving to enhance processes, technologies, and services throughout the Call-Off 
Contract. 
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▪ Adaptability: Demonstrate a supportive and flexible approach in working with the 
Customer. This includes being adaptable to changing requirements, addressing 
client needs promptly, and offering assistance when necessary. 
▪ Service Delivery: A commitment to delivering high-quality products or services 

and adhere to established quality standards and benchmarks. 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

3 
Framework Volume Rebate & 

Supplier Management Fee 
NA Pass / Fail 

Question 

Please confirm that you agree to:  
▪ The payment of the Framework Volume Rebate of a 0.9% charge calculated 

against the total invoiced value of every awarded contract through the 
Framework. 
▪ The payment of the Monthly Framework Supplier Management Fee. 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

4 Invoicing NA Pass / Fail 

Question 

Please confirm that you agree the strategy of invoicing set out for the Customer 
by Value Match: 
▪ The awarded Supplier is to support the Customers invoicing process and will 

require invoices issued to be clear and concise to reduce the administrative 
burden of processing invoices.  

▪ The awarded Supplier must be able to provide consolidated invoices at Call-Off 
contract stage if required by the Customers. 

▪ Invoices must reference to individual purchase order numbers for easy 
identification. 
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▪ If required invoice samples are to be provided to match requirements of the 
Customer. 

▪ Suppliers will provide electronic invoices as standard. 
▪ The Supplier shall have the ability to receive payment by the following methods: 
▪ Cheque  
▪ Debit / Credit Card   
▪ Government Lodge Card    
▪ Public Sector Procurement/Credit Card   
▪ Electronic bank transfer (BACS)  
▪ Direct Debit  

▪ The Supplier shall ensure that each invoice submitted includes, but is not limited 
to: 

▪ Account number  
▪ Supplier order number  
▪ Customer’s order reference 
▪ Product information including description  
▪ Amount ordered  
▪ Unit and total price (excluding and including VAT)  
▪ Delivery address  
▪ Contact name  

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

5 
Provision of Management 

Information 
 NA Pass / Fail 

Question 

Please confirm that you agree to provide relevant management information to 
both the Customer and Value Match. 
▪ The Supplier is obligated to provide all requested Management Information 

outlined in this Framework Document at regular intervals, on or before the 5th 
working day of every month, to Value Match. 

▪ The Supplier is additionally required to supply the specified Management 
Information upon a reasonable request by either the Customer or Value Match.  

▪ The Supplier is mandated to provide the Management Information in the form of 
an Excel file, with appropriate filters in place ensuring ease of use. 

▪ The Supplier is required to document all previous management information 
within the same Excel file to facilitate ease of access and reference. 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  
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A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

6 Relationship Management NA Pass / Fail 

Question 

Please confirm that you agree to work with Value Match and other strategic 
suppliers to build successful solutions being delivered across the Education 
Sector and other potential Customers as may be brought within scope over time: 

 
▪ The Supplier accepts and understands that Value Match and the Supplier are 

undertaking all aspects of this Framework as a unified single team delivering 
improved outcomes for all stakeholders of both parties. 

▪ The Supplier will build a joint Customer target pipeline and jointly create an 
agreed sales approach to maximise uptake of the Framework and other 
solutions that have been developed. 

▪ The Supplier will jointly agree sales and customer targets which both parties will 
be jointly accountable to deliver. 

▪ The Supplier will participate in monthly meetings to review service levels, 
Customer feedback and to agree sales and customer targets. 

▪ The Supplier will utilise the jointly branded templates and tools that have been 
developed and will be developed to support the successful implementation of 
this Framework. 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

7 
Marketing, Communication and 

Customer Engagement 
 NA Pass / Fail 

Question 

Working jointly and collaboratively with Value Match the Supplier confirms that 
they will allocate resources and support the following activity: 
 
▪ The Supplier will collaborate with Value Match to co-create marketing information 

related to the use and benefits of the Framework Agreement. This collaboration 
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may encompass using a multi-channel approach such as email marketing, 
websites, conferences, and social media. 
▪ Build marketing and communication collateral (video, documentation etc.) such 

as case studies, how to guides and best practice examples. 
▪ Work collectively with other strategic framework suppliers and Value Match to 

promote and share opportunities to deliver improved outcomes to Customers and 
target customers to the benefit of all parties’ stakeholders. 
▪ Attend monthly marketing and communication meetings orchestrated and 

managed by Value Match attended by other strategic suppliers to maximise 
uptake of solutions and agree future targets and activity. 
▪ Promote solutions whenever practical and practicable, maximising digital tools 

and social media. 
▪ Work within the general guidance, templates and key messages agreed in the 

strategic approach to marketing and communications. 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

8 Supplier Offering NA Pass / Fail 

Question 

Please confirm that you are able to offer to the Customer both new and 
refurbished devices, at low, medium and high speeds, from a minimum of two 
manufactures.  
This is to enable the Customer to receive a flexible and unbiased offering, while 
ensuring all requirements across multiple sites can be met.  
 

Guidance 

This will be assessed as Pass or Fail (Yes = Pass, No = Fail).  

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 

Question Title Word Count Weighting 

9 Leasing NA Pass / Fail 

Question 
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Please see Appendix A: Clause 16.3. to understand the principles required to 
pass this question. 
The Supplier’s lease partner must offer option-to-purchase following the end of 
the leasing period, however it will not be mandatory to purchase upon expiry of 
the lease. 
Please provide a copy of the lease agreement terms and conditions you are 
proposing to use as part of this Contract.  
The leasing agreement terms and conditions must represent a fair and balanced 
approach. 
 
The Trust reserves the right to accept or decline the requested additional terms.  
Any terms that contradict the base terms will be rejected. 
 
 

Guidance 

This will be assessed as Pass or Fail. 

Information provided and meets the requirements as outlined, proposing a 
balanced, fair and reasonable set of terms and conditions under which to operate 
the contract. Minor adjustments are acceptable = Pass 

Information not provided or Information provided does not meet the requirements 
as outlined and or do not propose a balanced, fair and reasonable set of terms 
and conditions under which to operate the contract. = Fail 

A Fail will result in your response being disqualified and your responses will not 
be evaluated. 

Response 

Yes ☒ 

No  ☐ 
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Qu. 10 – Customer Implementation 

Question Title Word Count Weighting 

10 Customer Implementation 2500 words 10% 

Question 

Please demonstrate in detail, your approach to Customer Implementation.  

Guidance 

Please demonstrate your approach to how you would implement the Service to the Customer 
seamlessly, including:  

▪ Your approach to the print audit ensuring the most cost effective and sustainable solution is 
proposed 

▪ How you develop and maintain a long-term relationship with the Customer through account 
management 

▪ How you manage installation for a Customer with multiple sites, causing minimal disruption 
▪ Training approach and materials available  

If supporting documentation is required for your response, please attach them as a separate 
Appendix. No more than a maximum of three additional documents may be submitted, and any 
further documentation will not be scored as part of your response. 

Response 

 

Implementation Approach 
Our project management methodology is proven to deliver on time, and on budget. Our 

Consultants and Project Managers are all registered Prince2 and ITIL Practitioners.  

We take the following steps to ensure a seamless implementation: 

 

 
 
Step 1: Team Members 
Well defined roles and responsibilities are essential to a successful implementation. We will 

provide a dedicated project team: 
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Account Manager - manages the Contract throughout the project implementation 

and thereafter. 

Project Manager - co-ordinates the installation project. 

Professional Services Consultant - scopes and designs the Print Management 

Solution and manages all technical aspects. 

Logistics Manager – manages all device deliveries and installations. 

Client Training Officer – organises all training. 

 
We would require each Framework customer to assign staff to the following key project roles: 
 

Project Manager - to act as a single point of contact during the implementation 

phase. 

Client IT - To facilitate the technical aspects of the project. 

 

Step 2: Project “Kick-Off” Meeting 
We would immediately mobilise our project team and arrange a Kick-Off meeting.  At this 

meeting, we would determine the key stages required in the Implementation Plan. 

Step 3: Audit  

Our Audit team would conduct a print audit to ensure the most cost-effective and sustainable 
solution is proposed 
Our detailed Audit allows us to identify opportunities for device rationalisation and provides us 
with the necessary information to recommend the most appropriate fleet –ensuring that our 
customers have “the right device in the right place”, maximising printing efficiencies and user 
satisfaction as well as cost and environmental savings. 
Our Audit Process: 

• We carry out visits across each floor/building, visiting every copy/print output device and 
record - Make/Model/Usage Page/Full Configuration/Finishing Capabilities and the ratio of 
devices to users.  
 

• We record feedback from users to uncover any particular issues or challenges relating to 

their current copying/printing/scanning methods. User comments covering possible 

improvements would also be recorded. 
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• Before and After floor plans (see example below) are completed:

 
 

 
• We capture usage information from the output device(s) by collecting the ‘Usage Page’ or 

similar from each model.   
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• A cost analysis of the current fleet is also carried out using average industry consumables 

pricing or if available accurate information detailing toner pricing, relevant service, as well 

as current copy and print charges. 

We then produce a detailed “Discovery Report” and from this work with our customers to ensure 
that the most appropriate solution is recommended for each location.   

Step 4: Statement of Work (SoW) 
We draw up an agreed SoW which defines, formalises and clarifies the responsibilities of all 

parties to ensure a successful implementation. 

The SoW also defines the scope of the project and as such is an important tool in change control.  

Step 6 – Pilot – Hardware and Software Testing 
We will carry out a pilot of the proposed solution at the customer’s site to test all applications and 

identify any risks which require action from either party to resolve prior to an agreed final roll out.  

Step 5 - Pre-Implementation and Device Pre-configuration  
We will complete all project pre-requisites including ordering of devices, peripherals and software 

licenses, as well as communications with users and confirm the specific install date(s). 

Pre-configured devices before shipping - Prior to shipping and implementation, our 
Workshop Engineers will pre-configure devices to the client’s specific requirements.   
 
At the Pre-Implementation stage, we will work with the client to create a Risk Register. 

Step 7 - Installation 
The new devices would be rolled-out on dates and times discussed and agreed with the 

customer. 

All packaging and waste materials will be removed from site on each installation and returned to 

our Recycling Centre. 

Step 8 - Training  
Our engineers would provide basic “green button” training which would be followed up by more 
in-depth training by our Client Support Team. 
Step 9 - Project Close 

Only when the steps above are complete and the customer is fully satisfied with the solution, will 

we formally close the project phase and treat the Contract as “business as usual”.   

Our Account Manager and support team would then conduct review meetings to ensure the 

customer’s continuing satisfaction. 

Project Plan 
Our Project Manager would produce a Project Plan detailing key milestones, timescales and 
outputs.  See snapshot below: 
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The link below shows an example of a typical Project Plan: 
Example Project Plan 2024.xlsx 
We have also included a link to our Professional Services Engagement Process which outlines 
the process our Professional Services team takes to the implementation of the solution: 
Agilico Professional Services Engagement.pptx 
 
Implementation Communication 

At the Project start-up phase, we would agree the most effective communication strategy with 
the customer, which could include weekly Project status reports, conference calls, onsite 
meetings or a combination of all of these.   Our Project Manager and the custonr’s Project 
Manager would agree on the most suitable communication channel. 

In addition, internal communication with our Project Team is managed by our Project Manager 
through a Microsoft Teams channel which includes tasks that require to be carried out by our 
team within specified timescales.   

Multi-site installations 
The process outlined above is the approach we take whether it is a single or multiple site 
installation.  We have vast experience of multi-site installations.  Our effective planning approach 
ensures our installations are carried out with minimal disruption to the client. 
Unlike many of our competitors, we do not use any sub-contractors on the roll-out of our 
Contracts.  This means that we have complete control over every aspect of the roll-out – ensuring 
a seamless installation with minimal disruption to our customers. 

How we develop and maintain a long-term relationship with the Customer through 
account management 
We are aware that our customers are looking for a supplier to work in partnership with – a 
supplier who has a strong customer focus, consistently delivers excellent service, provides 
value for money and has an ethos of getting it right first-time every-time.  With Agilico, that’s 
exactly what our customers receive. 
We are the partner immersed in the detail and engaged at all levels.  We will be: 

• proactive in advice and engagement 
• proactive in support 
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• proactive in review 
• driving constant improvement. 

We will deliver a best in class, managed document service with security, efficiency, flexibility, 
sustainability and agility at the core of the design. 
The success of our customers’ contracts will be measured not by make and models, feeds and 
speeds, but by how much time & effort we save in process, how much waste we remove 
(CO2/Paper spend) from process and platforms, how much we enhance the agility and 
flexibility of services, how we leverage key systems to enhance workflow and deliver tighter 
compliance, and how much more effective the service is to support customer’s staff and 
students. 
We will adopt a proactive Total Account Management approach and assign a team who will 
be dedicated to implementing each Contract and ensuring continuous best value throughout its 
life.    
The following roles will be appointed to looking after each Contract: 
 

Contract Representative Responsibility 

Account Manager 
 

Responsible for overseeing the management and ongoing 
development of the Contract. 
 
He/she will organise reports and review meetings with the 
support of our Account Management team to ensure our 
performance is continually measured against and 
meets/exceeds agreed KPIs. 
 
He/she would be the single point of contact for any 
issues/complaints.   In the unlikely event that any 
issue/complaint was not addressed to the client’s full 
satisfaction, we have a formal Complaints Process, which 
forms part of our ISO 9001 standard and guarantee to 
respond with a resolution within 48 hours. 
 

Project Manager 
 

Responsible for co-ordinating the implementation of the 
agreed Solution, tracking and reporting on progress.  

Logistics Manager 
 

Arranges the installation and commissioning of new 
contract equipment and software prior to a formal hand-
over to field service teams for on-going support. 

Professional Services 
Consultant  
 
 

Responsible for the installation of all Print Management 
software, the Pilot device installation and the primary 
configuration of the solution along with acceptance 
testing and IT system administrator training on the 
solution. 

Client Training Officer 
 

Responsible for on-site operator training on hardware and 
software as well as providing training guides.  

Service Manager 
 
 

Responsible for managing the respective Service Team - 
ensuring that they maintain a high-level of service in line 
with clearly defined Service KPIs and SLAs. 

 
Our Total Account Management approach enables us to work closely with key stakeholders and 
focus on making continuous improvements throughout the life of the contract.    
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Our commitment to ensuring that our solution meets customers’ requirements throughout the 

contract period centres on three key pillars:  

o Regular monitoring 

o Proactive adjustment (flexible and adaptive to changing needs) 

o Continuous communication 

 

Regular Monitoring 

Through our monitoring tools, we can continuously monitor the status and performance of the 

fleet. These tools provide real-time insights into device usage, health status, and potential issues. 

They automatically capture and update metrics like print volumes and device uptimes, so we can 

track performance, anticipate needs and recommend adjustments to meet any new or evolving 

requirement 

Proactive Adjustment  

Our Account Manager proactively works with the client to ensure they continually have the 

optimum fleet.    

As we gather data from our monitoring tools, we will regularly analyse trends and performance 

to identify opportunities for optimisation. This could include adjusting the printer fleet mix, 

identifying areas to reduce print volumes or switching devices based on usage patterns. Our 

proactive approach ensures that the print infrastructure evolves in step with the client’s changing 

needs. 

Continuous Communication  

Open and regular communication is key to meeting changing requirements. We'll establish a 

clear line of communication, including regular meetings to discuss performance, challenges, and 

potential improvements such as recommendations on moving fleet devices around depending 

on usage, highlighting high usage etc. We're also committed to promptly responding to any alerts 

or issues raised by the client or detected by our monitoring systems. 

By combining these strategies, we can assure the customer that its print infrastructure will 
continually adapt to its dynamic environment and consistently meet its requirements 
throughout the contract period. 
Reviews / Performance Reporting 
Our Account Manager provides detailed Management Information Reports and co-ordinates 
regular review meetings.  These will be termly or more frequently, as required. 
These Review meetings are an ideal platform to discuss our overall Contract Management 
performance.   
In addition to reviewing what is effectively past performance, these regular meetings will 
provide an excellent opportunity to look forward and plan ahead in line with all of the following: 

• Shared best practice – we would highlight any new products, services, initiatives or 

working practices which would enhance the capabilities of the customer’s device fleet and 

increase staff and student experience. 

 

• Short term rentals for specific projects.  If customers require additional devices for short 

term projects, we would be delighted to discuss a short term, direct rental for the facilities 

required. 
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• Seminars – which we would hold on a regular basis and which we could open to include 

staff and students with an interest in workplace technology and how different manufacturers 

see it evolving. 

Reports 
Our Account Manager will provide detailed analysis of our Management Information Reports.  
In this section we have set out details of 3 different report types: 
 

• Field Service KPI Reports 

We will use the reports produced from our Service Management System to measure and report 
on our performance against agreed Framework KPIs/SLAs.  Example shown overleaf: 
 

 
Please 
also 
find 
below a 
link find 
to an 

example of a typical Key Performance Management Report. 
Example KPI Report - Value Match.xlsx 

• Print Management Software Reports 

A variety of reports, charts and interfaces are available from our proposed Print Management 
Software solutions via a comprehensive reports’ generator. 
Since all activity is monitored, it is possible to report on users, departments, cost centres, 
devices, costs, usage trends and environmental statistics: 
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• Customer Portal Reports 

The client will receive their own customer portal where meter readings, engineer visits, 
consumables, invoicing and service reporting can be accessed 24/7 365 days per year.    See 
example screenshots below: 
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Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



43 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Training 
We have a team of Client Training Officers (CTO’s) who provide a high level of training at the 
commencement of any new Contract. 
We appreciate how vitally important user training is and our training provision will be measured 
in achievable outcomes and client satisfaction.  
Our training outcomes include: 

 
 
At post-Contract Award stage, our CTO will work with the client’s identified key staff and 
engage with them as early as possible to fully understand their training requirements and then 
design a bespoke Training Plan to suit their specific needs. 

Super Users 

We promote the appointment of super users, who together with the client’s IT staff will become 
the customer’s in-house expertise.  We invest heavily in training this community of users so 
that they are equipped to ably assist other colleagues. 
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Our approach to Training: 

Training during the Pilot 

The customer’s IT Team and nominated members of staff will receive training on 
our proposed hardware and software during the Pilot phase. 

Green Button Operator Training 

Green Button Operator Training will be provided immediately for each new MFD 

installation by the engineer(s) installing and connecting the equipment.   

In-depth training 

Green Button training is followed up by in-depth training by a member of our 

CTO team.   

Our detailed in-depth training will ensure that users quickly achieve maximum 
productivity from the new hardware/software. 

 
We can also offer additional ways to support customers’ training requirements as follows: 
 

 Content Outline 

Pre-install A ‘Proof of Concept’/pilot area can be established with 
organised groups of key staff attending for structured 
training throughout the day, to cover all key issues and 
content, well in advance of the new print solution 
ensuring a smooth roll out.   

Pre-advertised 
training slots 

Users can be emailed in advance, notifying the 
time/place of our trainer in a centralised location. 

Seminars We can carry out training in a classroom environment 
with staff and students at fixed times. 

 
Floor Walking 
 

Our Trainers can “floor walk” to ensure a proactive 
approach to tackling more reluctant new users – 
answering on the spot queries and giving introductory 
training. 

Online Training slots To ensure that users do not miss out, 
we can offer online training slots.    

 
Training Material 
Quick start guides embedded within the devices are available - Users will have access to 
a number of quick start guides, all easily available through the device’s intuitive interface.  
Complete Training manuals available electronically - We will provide all training manuals in 
electronic format.   
Bespoke support and training material can also be provided for inclusion on the client’s 
intranet.  This can be customised by the client and ensures that users have access to useful 
guides on how to best operate the devices and software. 
Video Tutorials  
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We can also produce bespoke video tutorials which can be stored on the client’s intranet for 
users to access at any time. 
 
All training will be provided FOC     
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Qu. 11 – Devices New and Refurbished 
 

Question Title Word Count Weighting 

11 Devices: New and Refurbished 2500 15% 

Question 

Please evidence your offering for both New and Refurbished MFDs. 

Guidance 

Please include in your response: 

Refurbished Devices: 

▪ The refurbished devices you offer within your catalogue  
▪ Your methodology of acquiring refurbished machines 
▪ How the equipment is refurbished to a like-new standard through a manufacturer-

approved refurbishment process 
▪ How your refurbishment process is managed and tested, and your quality controls are 

documented 

New Devices: 

▪ The new devices you offer within your catalogue 
▪ The relationships you have developed with your suppliers to enable security and 

business continuity for the Customer 
▪ How you stay ahead with the latest technology to be able to provide the best solutions 

to the Customer  

 

If supporting documentation is required for your response, please attach them as a separate 
Appendix. 

Response 

As the largest Managed Print Services provider in the UK, Agilico has the capability and 
capacity to offer a choice of market-leading hardware brands.   
For this Framework we are proposing: 

 

• 3 different brands for our refurbished offering: 
 

o Ricoh 
o Konica Minolta 
o Canon 

 

• 4 different brands for our new device offering: 
 

o Ricoh 
o Konica Minolta 
o Sharp 
o Lexmark 

REFURBISHED DEVICES 
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As the UK's pioneering Circular-First Managed Print Services (MPS) business, Agilico 

ZERO offers refurbished devices that significantly extend product life cycles. This reduces 

waste, minimises reliance on virgin materials, and prevents the need for carbon offsetting 

by avoiding emissions compared to brand new devices.  This also results in an immediate 

positive impact against a customer’s Scope 3 Emissions target.  

 

Our Agilico ZERO MFD’s greatly 
contribute to our customer’s 
sustainability goals.  

They are supplied in ’like new’ condition 
and come with a minimum of 80% of 
their serviceable life still to be 
produced.   
 
Please refer to the video link below re. 
our award-winning Agilico ZERO 
devices: 

 
https://www.agilico.co.uk/the-
greener-way-to-print/    

 

The refurbished devices we offer 

 

We offer refurbished devices from market-leading brands, Ricoh, Konica Minolta and 

Canon – which are refurbished in our Refurbishment Centre and sold on as Agilico ZERO 
devices. 

 

All of our Agilico ZERO MFDs are covered by our unique Lifetime Guarantee (the 
Guarantee applies equally to our new and fully refurbished devices) which gives complete 
assurance that if any MFD or printer does not perform to manufacturer’s standards, we will 
replace it free of charge.     
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All of our experience confirms that the print engines in the MFD’s which we supply have 

reached the point where they are as good as they are ever going to be and any 

improvements in new devices are largely related to cosmetic changes and updated 

firmware.  

With an almost identical feature set as new devices – especially when regularly updated 

Print Management software is controlling and managing the output production of the fleet – 

Agilico ZERO devices are: 

• better for the environment 

• better for the circular economy  

• better value for money than new equivalents 

We have been awarded a PrintIT Award for Environmental Excellence in recognition 

of our commitment to sustainability, particularly our Agilico ZERO devices.  

 https://www.agilico.co.uk/agilico-celebrates-printit-award-for-environmental-

excellence-2024/ 
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Our methodology of acquiring refurbished machines 

Agilico has agreements with a number of Original Equipment Manufacturers for the supply 
of new equipment, and in 2024 we became the only partner in the UK with formal supply 
agreements with Ricoh, Konica Minolta and Canon for used equipment.  

These agreements provide Agilico with a minimum of 400 high-quality, lightly used devices 
every month and these are shipped directly to one of our national refurbishment centres 
where devices are inspected, refurbished, tested and turned into our Agilico ZERO 
proposition. 

 

How the equipment is refurbished to a like-new standard through a manufacturer-
approved refurbishment process 

 

The following image outlines the process our Agilico ZERO devices go through in our 

Recycling Centres: 

 
 

 

 

 

We would also refer you to the following video links which outlines our stringent 

refurbishment process and partnership with our manufacturers Ricoh and Konica Minolta.  
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The same partnership applies to our partner, Canon.  Our manufacturer suppliers have all 

fully endorsed/approved our refurbishment processes: 

https://www.agilico.co.uk/ricoh-and-agilico-growing-sustainable-partnerships/ 

https://www.agilico.co.uk/agilico-konica-minolta-celebrating-50-years-of-partnership-and-

sustainability/ 

 

See quote below from the CEO of Konica Minolta re. our refurbished devices. 

 

How our refurbishment process is managed and tested, and our quality controls are 
documented 

 

We would refer you to our Refurbishment Guide – which clearly outlines our refurbishment 
process and how our quality controls are documented. 

 

Agilico Zero Refurb Guidance-0924.pdf 

 

What follows is an extract from this Guide, which shows the detailed checks our Agilico 
ZERO devices go through before being ready to be sold to our customers: 
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NEW DEVICES 

 

The new devices we offer  

We are offering a range of Multi-functional devices (mono and colour, A4 and A3) – ranging 
from entry level to 90ppm very high volume (VHV) devices for print room environments along 
with Printers (mono and colour, A4 and A3) from the following market-leading brands: 

 

• Ricoh  

• Konica Minolta  

• Sharp 

• Lexmark 
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We have a long heritage of partnering with these brands – who are all committed to 
manufacturing high-quality and innovative products.  They all design their products with 
sustainability in mind with all devices coming with built-in environmental features.     

Our customers can therefore rest assured by selecting any of these brands to meet their 
hardware requirements, they will be implementing market-leading, high-quality technology 
that has a proven record for customer satisfaction. 

 

HYBRID MODEL – BLEND OF NEW AND Agilico ZERO 

 

Not all customers opt for a complete new fleet or a complete Agilico ZERO fleet.  We have 
many customers who have opted for a hybrid model with a blend of new and Agilico ZERO 
devices.    

 

For example, they may require new devices for their Print Rooms and Very High Volume 
areas and Agilico ZERO for all other locations. 

 

We work with our customers to recommend the most suitable solution that best fits their 
specific requirements.   

 

All of our proposed devices – new or Agilico ZERO are able to connect to any of the 
customer’s required devices e.g. laptops, computers, mobiles, tablets. 

 

SUSTAINABILITY BENEFITS FROM EITHER NEW OR REFURBISHED OPTIONS  
 
Choosing either a fleet of new devices, refurbished Agilico ZERO devices or a blend of 
both represents a practical and impactful step for our customers.  It offers a simple and 
effective way to make substantial carbon savings from day one, supporting their 
sustainability journey.  
 
By partnering with Agilico, our customers gain a solution that not only enhances 
operational efficiency but also accelerates their progress towards a more sustainable 
future. 
 
New Devices - A Long-Term Approach to Carbon Reduction 
 
Choosing brand new devices not only generate significant energy savings and efficiency 
but also supports a long-term sustainable strategy by extending the lifespan of high-quality 
devices: 
 
1. Significant Energy Efficiency Gains: The new MFDs and printers will be much more 

energy saving compared to legacy fleets. These energy savings contribute directly to 
reducing Scope 2 emissions (indirect emissions from electricity use), lowering the 
operational carbon footprint year after year. 
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Our proposed devices are designed to significantly reduce one of our customer’s most 
substantial costs over the life of the Contract - and that is electricity consumption.  
By addressing this critical factor, our devices deliver considerable financial savings and 
contributes meaningfully to environmental sustainability, supporting our customer’s 
commitment to reducing its carbon footprint. 
 

2. Long-term Carbon Benefits: While the manufacturing of the new MFDs do generate 
CO2e, the ongoing operational savings in energy consumption help mitigate this initial 
carbon impact.    

 
3. Extended Use Beyond Primary Term: Our proposed MFDs and Printers robust build 

quality means that these devices can be reliably retained beyond the typical four/five-
year replacement cycle, extending their use. This extended lifecycle avoids the carbon 
emissions associated with manufacturing a completely new fleet. This decision 
supports a circular economy approach, reducing the overall carbon footprint by 
maximising the useful life of existing resources. 
 

4. Support for NetZero Targets: Investing in durable, energy-efficient technology is a 
key step towards achieving NetZero goals. Retaining devices beyond their standard 
lifecycle minimises the need for frequent replacements, reducing Scope 3 emissions 
(those linked to the supply chain, including manufacturing). This strategy helps 
organisations maintain a steady trajectory towards their long-term sustainability 
objectives. 

 
Refurbished Devices – Immediate impact with Agilico ZERO 
 
By offering Agilico ZERO devices, we can help our customers reduce Scope 3 emissions 
related to the supply chain in several ways: 
 
1. Reduced Carbon Footprint of Purchased Goods: Choosing Agilico ZERO can 
significantly lower emissions associated with procurement. 
 

As an example on a recent Contract win for a University client, we proposed a fleet 
consisting of 130 Agilico ZERO devices and 21 new.  Below is an extract from our Tender 
response showing the carbon emission avoidance with our proposed fleet. 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



55 
 

 

 
2. Energy Efficiency: Our Agilico ZERO devices in most cases also use less energy 
compared to legacy fleets, helping to decrease the indirect emissions associated with 
product usage, contributing to lower Scope 3 emissions. 
 
See below an extract from a recent University Contract win – showing the substantial CO2 
and financial savings that will be realised by implementing a fleet of Ricoh Agilico Zero 
devices over their outgoing Xerox fleet: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The above operating in standard mode offered the customer savings of 39% across 
Electricity, Cost and CO2, however when operating in ecomode the savings are the 
following.  

• A reduction of up to 84.3% in electricity consumption  

• A saving of up to £5,190.93 (84.3%) in electricity costs (based on 26p per 
KWH)  

• A reduction of up to 84.7% in CO2 emissions saving up to 4.073 Metric 
Tonnes. 
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3. Lifecycle Impact: With the Agilico ZERO range, our customers gain access to 
products with reduced manufacturing and lifecycle emissions. This translates to less 
carbon impact from the production and disposal phases, aligning with their emphasis on 
tracking the emissions reductions made by suppliers. 
 
By collaborating with Agilico, our customers can take actionable steps towards more 
sustainable procurement practices, ultimately supporting the reduction of Scope 3 
emissions and advancing their NetZero ambitions. 
 

 

FLEET MANAGEMENT SOFTWARE 

To ensure our proposed devices are managed as effectively as possible, we will provide 
the customer with Fleet Management software Free of Charge.  See over the key 
benefits: 
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The relationships we have developed with our suppliers to enable security and 
business continuity for the Customer 

 

We have partnered with Ricoh, Konica Minolta, Canon Sharp and Lexmark for well over 20 
years and built up a first-class working relationship with each of these suppliers.  

 

With each supplier, we have been accredited to the highest partnership standard i.e. 
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To achieve this level of accreditation you have to demonstrate that you operate to the 
highest standards in supporting the respective brand and product range. 
Regarding “Business Continuity” with our partners, please find attached an example of 
Disaster Recovery/Business Continuity Plans we have with Lexmark.  All of our partners 
have similar Business Continuity Plans which are shared with us. 
Lexmark Backup and Recovery Program.pdf 
Lexmark Disaster Recovery Program (Backend Systems).pdf 
Please also see the links below to communications we received from our partners during 
the COVID and Red Sea issues: 
1. INDIECT Customer Comms_ (16_03).docx 
External Customer Presentation_Red Sea Situation_19.01.2024_12pm (1) (003).pdf 
In addition to our partners’ business continuity plans, we have our own comprehensive and 
robust Business Continuity Plan in place which is written in line with the International 
Standard for Business Continuity Management – ISO22301:2012 - and the requirements 
of the International Standard for Information Security Management – ISO27001:2013.     
Our Business Continuity Plan outlines the processes we have in place to ensure that 
Agilico can remain functional and continue trading and providing support to its customer 
base and maintain a “business as usual” stance in the event of a disaster. 
Our ultimate business continuity objective is to ensure that we remain open for business 
should an adverse situation arise.   
See link to Agilico’s Business Continuity Plan: 
Agilico Business Continuity Policy (2).pdf 
 

 

 

How you stay ahead with the latest technology to be able to provide the best solutions 
to the Customer  
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Each of the brands we work with are constantly introducing innovative products to their 
portfolio and as a valued partner with them, they keep us up to date with developments – 
including organising demonstrations and providing marketing information, which we can 
share with our customers.  

 

In addition, as new products are released, on-line training is made available to us from the 
manufacturer.   This ongoing training forms part of our “Partner Accreditation” and is 
included within our internal Business Management System, which is audited externally as 
part of our ISO 9001 Quality accreditation. 

Given that we are a multi-vendor supplier – we are kept up to date with new technology 
from all of the market-leading brands we supply.   This ensures that we are keeping 
abreast of all new technology available in our sector. 

This approach ensures we stay ahead with the latest technology to be able to provide the 
best solutions to the customer. 

During our reviews with our customers, we include a section on “innovation” on our 
agenda, so that we can use this platform to keep our customers up to date with new 
technology.   

Given our branch network and fully-equipped showrooms, we are then ideally placed to 
provide demonstrations to our customers on any products that may be of benefit to them. 
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Qu. 12 – Innovation 
 

Question Title Word Count Weighting 

12 Innovation 2000 10% 

Question 

Please describe the innovative solutions provided relating to your products and services. 

Guidance 

Your response must discuss innovative solutions in relation to: 

▪ The quality and longevity provided 
▪ The environmental impact caused through the products and services 
▪ Total cost of ownership for the duration of the contract 
▪ The service provided 
▪ Any other related innovation  

If supporting documentation is required for your response, please attach them as a separate 
Appendix. No more than a maximum of two additional documents may be submitted, and 
any further documentation will not be scored as part of your response. 

Response 

The quality and longevity provided 

Each of the brands we have promoted are recognised as market-leading in our sector and 
have been in existence for many years.  They all place quality and sustainability at the heart 
of their business and are renowned for designing quality and innovative products, as is 
recognised with them winning many awards over the years – including many independent 
Buyers’ Lab Awards. 
Parts, consumables and non-network accessories will be available for each device model 

available under this framework for at least five years after their manufacture ceases – 

ensuring longevity. 

With each brand we have promoted, we have been recognised with their top partnership 
accreditation – which is only given to suppliers who demonstrate that they operate to the 
highest standards in supporting the respective brand and product range. 

The quality of the products we promote combined with the high-quality of service and support 
from Agilico guarantees our customers “quality and longevity”. 

Agilico ZERO devices – Lifetime guarantee 
As stated previously, our Agilico ZERO devices come with a lifetime guarantee, ensuring 

longevity and qualifies our confidence in the quality of the devices we are maintaining.  

The Agilico Zero program is an exclusive and innovative partnership program we have 

contractually agreed with 3 of our suppliers, Ricoh, Canon and Konika Minolta. No other 

UK print reseller has this in place, it’s unique and will help us achieve our goal of being 

carbon Zero by 2030 and indeed help our clients with their sustainability targets. 

The environmental impact caused through the products and services 
Our response to Questions 11 and 15 outlines in detail how our products and services 
will minimise our customers’ impact on the environment.   As stated in our response to 
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Qu. 15 – each of our proposed brands have been recognised by an EcoVadis Gold or 
Platinum sustainability standard.  These recognitions place our proposed brands 
between the top 1 to 5% of companies assessed in our industry in terms of 
sustainability performance. 

In addition, our Agilico ZERO devices are innovative in our market in terms of 
minimising their environmental impact as is covered in detail in our response to Qu. 
11. 

As an innovative/added value offering, we will produce a Carbon Assessment report for 
each customer procuring our Agilico ZERO devices - showing the carbon savings that will 
be realised from our solution. See link to an example below from an existing school 
customer:  
 
Agilico-Zero-Savings-ABCSchool.pdf 
 
The above report shows the CO2 savings only, however there are substantial energy cost 
savings which will be realised and therefore we will also produce a report showing both the 
CO2 and electricity cost savings from implementing more energy efficient devices – see 
example below: 
 
 

 

  

 

 

 

 

 

 

 

 

Note: the above example shows our Agilico ZERO devices, however, the same report will 
be produced for our new device offerings. 

 

 

 

 

Sustainable Print Policy 

We will also work with each Framework customer at the commencement of the Contract to 
create assist them in producing a Print Policy to promote environmental best practice. 
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Our Client Training Officers will also produce environmental posters to encourage users to 
“think before they print” – see example below: 

 

Total cost of ownership for the duration of the contract 

Our Agilico ZERO devices will ensure a lower Total Cost of Ownership for the customer 
given that they are in the region of 30-50% cheaper than new equivalent. 

In addition, either or new or Agilico ZERO devices will realise substantial savings in 
electricity costs given that they will be more energy-efficient than outgoing devices. 

In support of these savings, we have recently introduced a new innovative Carbon 
Reduction Calculator that our customers will be able to access on our website to allow us 
to show them the environmental and cost savings that will be realised from their new solution 
– see below a screenshot from our website showing the questionnaire that customer will be 
asked to complete to allow us to s 
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Our Audits will also ensure the lowest Total Cost of Ownership for our customers.  Our 
audits allow us to make an informed recommendation as to the optimum number and 
specification of devices required.  This may identify opportunities for device rationalisation, 
helping to drive down costs. 
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One of the main ways to help reduce costs is by “changing printing behaviour” and 
educating users on reducing printing by using digital alternatives, wherever possible – 
ultimately driving down costs.      
 
We will work with customers to show how Print Management Software can reduce printing 
levels by helping to change users’ printing behaviour. Implementing monitoring, quotas and 
charging are effective ways of drawing users’ attention to their habits, associated costs and 
environmental impact.  
 

The service provided 

We have outlined in detail in our response to Qu. 13 our commitment to providing the highest 
quality of service and support – however, will provide the following service innovation/added 
value: 
Customer Portal – FOC  
As stated previously, our Framework customers will receive their own “best in class” 
customer portal where amongst many things, faults can be raised, monitored, and device 
statuses viewed 24/7 - 365 days per year.   
Fleet Management Software - FOC 
Our Fleet Management software will provide us with auto alerts for: 

• Proactive Toner Ordering - At the start of the Contract, a toner threshold level will 
be agreed - for example, alerts may be set to inform us when toner reaches a ‘20% 
remaining’ level.  When the agreed level is reached, our fleet management software 
will automatically place a re-order request. 

 
Replacement toner will be labelled with the specific device details and then delivered 
to the customer. 

 

• Device Alert Notifications - A variety of alerts can be configured, including low 
consumables, paper jams, device error codes, paper tray status. 

 

• Automated Meter Reading Collection - Estimated meter invoices will be eliminated 
with automated meter readings seamlessly transmitted to our billing team, ensuring 
that your invoices are accurate and on time.  

 
On-site consumables and part stock 
To avoid any consumable shortages, we would be happy to set up a process for the 

customer to hold a buffer stock of consumables and regularly used parts on site.   

 
Call Answering Target 
Our internal KPI is to answer 90% of inbound calls within 10 seconds and to have less 
than 4% abandoned calls.  
We also have individual set KPIs for our call receivers to answer a certain number of calls 
per day.  
This is monitored throughout the day by our Service Support Desk Manager, Carol Jones 
to ensure that we are meeting our KPIs.  We monitor this by using our own hosted platform 
– Agilico Connect. 
Using Agilico Connect and the wallboard feature we can see both the incoming phone 
lines to see how many calls have come through to us in the day and how quickly they have 
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been answered as well as the ability to see individual agent stats to ensure that all of the 
team are meeting their individual set KPIs too.  
Please see below an extract from our Wall Board: 

 
Additional Training 
In addition to our approach to training outlined in Qu. 10, we continually interact with Key 
Staff/Super Users and provide refresher training, as required FOC. 
 

Any other related innovation  
Marketing and Communication - supporting Value Match in the promotion of the 
Framework 
By leveraging our established presence in the education and public sectors, we will 
effectively promote the Framework, ensuring maximum engagement and participation from 
Member Institutions and the Wider Public Sector. 
Examples of marketing/promotional material that could be sent out are shown below: 
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With our experience in the Education Sector, our Marketing Team have already created a 
lot of marketing and communication collateral such as case studies, how to guides and best 
practice examples.   
 
We would refer you to a link to our website showing case studies from many education 
sector customers: 
 
https://www.agilico.co.uk/customer-stories/#education 
 

Access to other sustainable solutions 

Whilst our core business for over 40 years has been the supply and service of Managed 

Print Solutions, we have 3 other divisions as follows: 

. 

 

We would be delighted to provide presentations on the above innovative solutions which 

could help our Framework customers work smarter and more sustainably. 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69

https://www.agilico.co.uk/customer-stories/#education


67 
 

Qu. 13 – Customer Service and Maintenance 

Question Title Word Count Weighting 

13 Customer Service and Maintenance 2000 10% 

Question 

Please demonstrate your approach to Customer Service and Maintenance for the duration of 
the Contract. 

Guidance 

Your response should include: 

▪ Your approach to providing and maintaining excellent Customer Service, with metrics to 
support 

▪ Your approach to ensuring all regions within the United Kingdom are able to be serviced to 
the same standard, including providing preventative maintenance and responding to Call 
Outs, with evidence of national reach 

▪ Your robust procedures relating to risk management and quality assurance  

No appendix or additional documents can be submitted to this question as any additional 
documents will not be scored as part of your responses. Images are permitted within your 
response. 

Response 

Our approach to providing and maintaining excellent Customer Service 
Agilico holds the NQA Certificate of Registration for ISO 9001:2015 – Quality Management 

System which covers the installation, repair and maintenance of office equipment and will 

deliver a comprehensive Information Technology Infrastructure Library (ITIL) compliant 

maintenance and support service to all customers using the Framework. 

Agilico will fully comply with all Framework KPI targets. 

Agilico are the industry experts in the education sector, looking after more than 1,500 schools 
across the country. See below just some of our Education Sector customers… 
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Our approach to ensuring all regions within the United Kingdom are able to be serviced 
to the same standard, including providing preventative maintenance and responding to 
Call Outs, with evidence of national reach 
As can be seen from the map across, we 
have branches and service centres 
throughout the UK with a total of 130 fully-
qualified engineers spread throughout the 
Country.   This level of resource ensures 
that we are able to provide the same high 
standards of service to all regions in the 
UK. 
All of our branches are staffed by people 
who live locally and understand the 
geography and logistics of the area and 
are ideally located to provide the highest 
quality, local and speedy response to all 
of your service and support requirements. 
Our copy cost charge includes service 
and support, both on-site and remote from 
8.00am to 5.30pm Monday to Friday and 
is available for the full duration of the 
Contract.  Calls out with this time e.g. 
evenings and weekends can be logged 
either through our website or via our 
online customer support portal. 
 
 

 

 
Engineers’ experience 
We continually develop and train our staff accordingly and keep up to date with the advances 
in hardware and software in our fast-moving marketplace. 
We have the top Certified Partner accreditation with each of the brands we will supply on this 
Framework.  As stated previously, these accreditations recognise those dealerships that 
operate to the highest standards in supporting the respective brand and product range. 
As new products are released, on-line training is made available from the manufacturer.   This 
ongoing training forms part of our “Partner Accreditation” and is included within our internal 
Business Management System, which is audited externally as part of our BS ISO 9001 Quality 
accreditation. 

Our IT Service Engineers are all PaperCut and uniFLOW Certified Technicians and qualified to 
MCP and MCSE level with many years’ experience in supporting our Managed Print Service 
and Print Management Solution Contracts.   
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Our Professional Services and Technical Architect staff are all accredited to Prince 2 and are 
also fully certified PaperCut Print Management software solution technicians. 

Device reliability and preventative maintenance programme 
In an effort to maximise device uptime and ensure reliability, we provide: 
Effective Training for Users - We provide end users with thorough training on the devices 
and any associated software and promote the development of “Key/Super Users” to deal with 
some of the more common and easily rectified device operational issues that arise.   This is 
often the quickest way of resolving the issue and ensures maximum device uptime. 
Preventative Maintenance (PM) Checks – Our 
engineers carry out a 13-point preventative 
maintenance check during each on-site visit, which 
helps maximise uptime.    This process covers a 13-
point check that every engineer must carry out, as a 
minimum, during every service call and in effect, this 
process combines effective service with future 
preventative maintenance on every call. 
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This process ensures that all devices are maintained to the highest standards and that 
engineers will pick up on any preventative maintenance actions required.    
During this assessment, should the need arise our engineers will take the time to instruct the 
users on any corrective actions they can implement to improve the performance of the 
equipment. 
This process also guarantees minimum disruption within the client environment, since 
preventative maintenance checks are carried out on every service call.  This action also helps 
keep our travel times and distances under control and reduces our carbon footprint – 
compared to carrying out separate journeys only for preventative maintenance calls which 
modern technology no longer requires to be done at specific time intervals or after a given 

volume of copies/prints. 
Call Logging process 
Should a hardware or software fault occur or if consumables need to be requested there are a 
number of options available: 

 
 
Label with QR Code on each MFD panel 
In addition to the above methods of logging a call, each device will have a label on the front 
panel with the undernoted QR code which users can access to request support. 
 

 

 

 

 

All requests received either by phone, portal or website are recorded on our Service 
Management System (SMS) and allocated a job support ticket – full details of which will be 
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communicated to you via email.  Once our engineer has completed the call, another email is sent 
advising that the job has been completed.   
 

Call Allocation / Fault Diagnosis 
We have a highly trained dedicated and locally based helpdesk team, providing full support for 

the solutions we provide.  Our call receivers would triage the reported issue to ensure that it gets 

to the correct support team as quickly as possible.   

Following the initial triage, if the issue can be resolved remotely, our Helpdesk engineers will 

provide remote support which keeps downtime to a minimum and reduces the environmental 

footprint.   

Our remote support/fault diagnosis process has 3 levels and operates as follows: 

 
All requests received, by whatever means highlighted above, are recorded on our Service 
Management System (SMS) and monitored by our Service Desk Call Receivers to ensure that 
we meet the contracted response times. 
Customer Portal 

Our Framework customers will also receive their own customer portal where amongst many 
things, faults can be raised, monitored, and device statuses viewed.  The status of faults will 
be visible from logging through to resolution.  The portal can be accessed 24/7 - 365 days per 
year.   

Our secure “best in class” Customer Services Portal – will enable customers to:  

• Account Overview • View service History 

• Open A support Ticket  • Track toner levels 

• Cancel an Engineer • View print volume 

• Request Consumables • Access billing & invoice data 

• Arrange an Account manager 
visit 

• Details of notes regarding how the call was 
fixed. 
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• Machine Move Request • Filterable by site  

• Download Guides, Manuals and 
useful tools 

• Check if you are due a courtesy or 
preventative maintenance call 

• Monitor device performance • Quick Links 

• View any open or outstanding 
calls 

 

• View service History 

 

 

 

 

 

 

 

 

 

 

 

We will provide full training on the use of our client portal so that you can have visibility of and 

therefore monitor directly, all outstanding service calls and consumable requests.    

 

Our robust procedures relating to risk management and quality assurance  

Agilico is proud to be an ISO 9001-accredited business, committed to delivering exceptional 
service and maintaining our strong reputation for quality customer care. 

We have a Business Management System (BMS) which forms part of our ISO 9001 
accreditation.  Method statements and risk assessments are included in our BMS – see 
examples below: 

Engineer Activities Risk Assessment.pdf 

Method Statement - Service Engineers.pdf 

Our engineers adhere to strict servicing schedules and standardised procedures on every call, 
ensuring consistency and reliability. Before leaving a site, they thoroughly clean and rigorously 
test all devices to guarantee optimal performance. 

To uphold our high standards, we have dedicated Field Technical Managers (FTMs) across our 
branch network. They conduct regular service meetings and onsite field accompaniments with 
engineers, ensuring that service quality and cleanliness are consistently monitored and 
maintained". 
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Our service processes are monitored via our Call Planners on a daily basis with any potential 
irregularities reported to the respective local Service Managers for action.    
All our branch service call planners, field engineers and IT engineer support staff are fully 
aware of the contracted response times and KPIs and are totally committed to achieving these.   
Our Senior Service Management team continually review our Contract commitments and 
check these against the number of machines in the field (MIF) to ensure that at all times, we 
have the capacity and the service resources in place to achieve our Framework KPIs and 
SLAs.   
The following points outline the “day to day” actions we take to ensure that our customers 
receives the most efficient and effective service performance with the highest level of resource 
availability - in full compliance with agreed KPIs: 

• Proactive Monitoring of service calls 
 

Our service calls are logged on our Service Management System (SMS) and constantly 
monitored by our Call Planners.  Our SMS alerts us in advance if any call is nearing the limit of 
its contracted service response time and our Call Planners take action to deal with this. 
In addition, our SMS displays live data on 
our daily service activity – see example 
across:   
This screen is monitored constantly by our 
Service Managers. Should any issues arise 
that need attention, the relevant tile turns 
colour to amber and action is taken 
immediately to resolve it. 
 

 
• Locally Based Engineers 

Our locally based engineers will ensure speedy response times along with short travel 
distances to each client’s location.   
  

• Help Desk Support 
Our Help Desk engineers diagnose faults and attempt to resolve them remotely. When this is 
not possible, our Help Desk proactively ensures that the field engineer is fully aware of the 
problem and has the correct parts required to remedy the fault on the first visit. 
 

• Preventative Maintenance 
Our engineers carry out a 13-point Preventative Maintenance Check during all on-site visits.  
This action helps to maximise uptime, as well reducing the number of faults.  This preventative 
maintenance procedure keeps on-site visits to a minimum also helps reduce our carbon 
footprint. 
 

• Parts and consumables stock 
Parts and consumables stock is held in our extensive Warehouses and Stores and also within 
our branches, to ensure that all of our Contracts are well resourced locally.   

• Engineers – car stock 
All of our engineers have a stock allocation in their car for fast moving items that can be fitted 
during a service visit.  All car stocks are monitored by the engineer / manager and can be 
increased or decreased as required.  On average, each engineer’s car stock will hold 200 
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items with an average total cost of £2900. Total car stock holding for all field engineers is 
£60K. Any part fitted during a call will be cleared down and replenished the following day.  

• Showroom stock 
In the unlikely event that we didn’t have a part immediately available in our Stores or Engineer’s 
car stock, we have fully equipped Showrooms at each of our branches which gives us the 
opportunity to remove a required part from one of our showroom devices. 
 

Step by step escalation procedures 
The installation of reliable devices supported by thorough End User training and maintained by 
a qualified and highly experienced team of local engineers will minimise device failure and 
reduce the need to implement any escalation process.   
However, if an issue has to be escalated, it will be handled as follows: 

 

 
Conclusion 
 
We can guarantee that should we be successful in being appointed as the single supplier on 
your Framework that all customers will receive a level of service and support that is simply not 
matched by any of our competitors.     
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Qu. 14 – Digital Transformation Solutions 

Question Title Word Count Weighting 

14 Digital Transformation Solutions 2000 5% 

Question 

Please evidence your organisation’s ability to provide Digital Transformation 
Solutions. 

Guidance 

Relevant to Clause 1.2. of Appendix A - Specification, the Supplier must be able to 
provide Digital Transformation Solutions alongside the main providence of MFDs. 

Please evidence your ability to provide the following Digital Transformation 
Solutions, as well as any additional Services your organisation can present to the 
Customer through this Framework: 

▪ Print Management Cloud Services; 
▪ Automated Invoice Processing. 

Your response should include:  

▪ An overview of each Service and how it will coincide with the devices you 
provide to the Customer 

▪ The current issues in the market for each Service, and how your Service 
provides a solution to this 

▪ The benefit it can provide to the Customer 
▪ How each of the Services differ from what is available on the market  

Please disclose whether the Solutions provided are your own offering, or through a 
third-party Supplier. 

No appendix or additional documents can be submitted to this question as any 
additional documents will not be scored as part of your responses. Images are 
permitted within your response. 

Response 
Response:  

 

PRINT MANAGEMENT CLOUD SOLUTIONS 
 
As the largest Managed Print Services provider in the UK, Agilico has the unique 
capability and capacity to offer a choice of market-leading Print Management 
software brands.  This allows us to choose the best and most suitable solution to 
meet the Framework customer’s specific needs. 
Agilico draw from a wealth of experience with the UK education sector, supplying 
1500+ educational institutes ranging from Universities, Multi Academy Trusts and 
many Higher Education and Primary level school environments.  
 
Based on our experience, from our portfolio of software solutions, our 
recommendation would be to leverage the following solutions: 

• PaperCut MF-S (On Premise/Hybrid)  

• PaperCut Hive and uniFLOW Online (both true cloud solutions).  
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In our opinion, the Education sector is struggling to move to cloud printing due to a 
mix of budget constraints, outdated infrastructure, and data security concerns.  
Many organisations still rely on legacy systems that aren't compatible with cloud 
solutions, and tight IT budgets make it difficult to invest in upgrades.  
Additionally, schools are cautious about data privacy and compliance with 
regulations like GDPR, which adds complexity to adopting cloud-based services. 
For this reason, whilst we are proposing 2 true Cloud solutions, we are also 
offering PaperCut MF-S - an on-Premise/Hybrid offering, which will help bridge the 
gap for those customers who are not quite ready to move to a true cloud solution.   
With PaperCut MF-S – they can simply switch to the cloud when they are ready. 
 
Overview of each of our Options 
Option 1 - PaperCut MF-S (Unified Subscription)  
PaperCut MF is a print management solution widely used in the Education sector 
to control and secure printing, copying, and scanning. It helps reduce waste, 
manage costs, and ensure document security.  
Key features and benefits include: 

• User authentication at printers via PIN, card, or directory login 

 
 
 
 
 
 
 
 
 
 
 

 

• Print quotas and rules to manage student/staff usage 

• Secure print release to prevent sensitive documents being left unattended 

• Detailed reporting for tracking usage and budgeting 

• Integration with major brands of MFDs (Multi-Function Devices) 

• Support for cloud and hybrid environments, though many UK schools still 
run it on-prem due to infrastructure or policy needs. 

 
Unified Subscription model and its benefits 
PaperCut's Unified Subscription is a flexible licensing model introduced in 2024 to 
accommodate the evolving needs of educational institutions. This model allows 
organisations to choose between self-hosted or public cloud-hosted solutions 
without incurring additional costs, ensuring consistency in subscription fees 
regardless of deployment choice.  
The Unified Subscription simplifies transitions between PaperCut MF and PaperCut 
Hive: 
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• Aligning PaperCut MF and PaperCut Hive (Cloud) subscription pricing to 
give customers total flexibility to move between PaperCut’s portfolio of 
products. 

• Removing brand-specific licencing which means no license exchange/ 
conversion fees if hardware changes. 

• Access to all new features & security updates. 

• *On-Prem OCR and Document Processing Pack included with subscription 
at no charge*  

 
Option 2 – PaperCut Hive  
PaperCut Hive is a cloud-native print management solution designed to simplify 
and secure printing for educational institutions. Unlike traditional server-based 
systems, Hive operates without on-site infrastructure, leveraging cloud technology 
and Edge Mesh to manage print jobs efficiently. This serverless approach is 
particularly beneficial for customers with limited IT resources, as it reduces the 
need for hardware maintenance and allows for scalable deployment across 
multiple sites. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Key Features of PaperCut Hive include:  

• Cloud-native, serverless printing – No need for on-site print servers, 
reducing IT complexity and costs. 

• Cross-platform support – Works with Chromebooks, iOS, Android, macOS, 
and Windows. 

• Secure print release – Users authenticate via mobile apps, PINs, or ID cards 
to release prints. 

• Driverless printing – No need to install or manage print drivers per device. 

• Supports mixed printer brands – Compatible across various printer makes 
and models. 

• Sustainable printing tools – Prompts for duplex/monochrome printing to 
reduce waste. 

• Print activity tracking – Simple analytics help monitor usage and reduce 
unnecessary printing. 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



79 
 

• Integration with Google Workspace and Microsoft Entra ID (formerly Azure 
AD) – Easy user management and sync. 

• BYOD and remote printing support – Users can print from personal devices 
and release jobs securely at school. 

• Eco initiatives like PaperCut Grows – Option to offset paper use by planting 
trees. 

• Simple setup and scalable deployment – Ideal for schools with limited IT 
support. 

• Simple and Intuitive user Experience: 

 

 
 
 
 
 
Option 3 – uniFLOW Online 
uniFLOW Online is a cloud-based print and scan management solution. It offers a 
secure, serverless infrastructure that reduces IT maintenance and supports 
modern learning environments.  
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
Key Features and benefits include:  

• Secure Print Release: Users authenticate at any connected device to 
release their print jobs, ensuring confidentiality. 
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• Mobile and Remote Printing: Submit print jobs from smartphones, tablets, or 
laptops and release them at any compatible printer on campus. 

• Cost Control and Reporting: Track printing costs by user or department, set 
budgets, and generate detailed usage reports to monitor and reduce 
expenses. 

• Environmental Impact Tracking: Monitor paper and energy savings, with the 
ability to report on reductions in CO₂ emissions and paper usage. 

• Flexible Authentication: Supports various authentication methods, including 
PIN codes, proximity cards, and mobile authentication, to control access to 
devices 

• Multi-Vendor Compatibility: Integrates with a wide range of printer brands, 
not limited to Canon devices.  

• Cloud Storage Integration: Print directly from cloud storage services like 
Google Drive, Microsoft OneDrive, and Dropbox, streamlining document 
access. 

• Scanning and Workflow Automation: Automate document scanning 
processes, including filing, OCR, and distribution to various destinations 
such as email or cloud storage. 

 

How our proposed solutions will coincide with the devices we provide to the 
Customer 

PaperCut is a vendor neutral product that works well with all of our proposed 
hardware brands. 

uniFLOW is best suited to our Canon, Lexmark and Sharp hardware offerings. 

Our Professional Services Consultants will ensure the correct solution is proposed 
for each brand and the customer’s specific requirements. 
Challenges/issues in the market  
Schools, Colleges and Universities have complex print environments where 
students, faculty, and staff bring a variety of different devices to campus. They 
need to print easily and securely, scan and digitize documents, and recover costs 
for students’ print and copy jobs.     
Many customers often have: 

• massive print costs to reduce and recover  

• students and staff who want to print from their mobile devices  

• a need for digitised documents and easy integrations  

• sensitive documents that need securing before, during, and after print  

All of the above challenges will be fully addressed by our proposed Print 
Management solutions.   Our Professional Services Consultant will ensure the 
most suitable solution is implemented to meet the specific requirements from each 
client. 

Own offering or Third Party 
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We source all of our proposed Print Management Software solutions directly from 
the respective software developers. However, we take full responsibility for the 
implementation and ongoing support of each solution throughout the duration of the 
contract. 

Our dedicated, technically accredited teams for both PaperCut and uniFLOW 
Online deliver expert 1st, 2nd, and 3rd line support. These teams are continuously 
developing and refining their skills to stay ahead in a constantly evolving market. 

How each of our solutions differ from what is available on the market  

In our view, uniFLOW Online and PaperCut (MF-S & Hive) are the leading 
solutions in the Managed Print Services (MPS) space.  

Our decision to offer and support these platforms is backed by extensive industry 
knowledge - not just of these products, but of the wider MPS landscape.  

You can be assured that the three options we’ve proposed are among the most 
reliable, proven solutions currently available, particularly within the UK education 
sector. 

 

AUTOMATED INVOICE PROCESSING 

To meet the requirements for an 
automated invoice processing 
solution, we are proposing Agilico 
Verify – A Digital Transformation 
Solution Designed for Modern 
Challenges 

Agilico Verify is a proprietary, cloud-
based platform purpose-built to 
automate and streamline invoice 
processing and document workflows. 
It addresses several key challenges 
faced in today’s finance and 
operations environments while 
offering a distinct advantage over 
alternative solutions. 

 

 

Current Issues in the market & how Verify provides a solution 

Many organisations today are facing: 

• High volumes of manual data entry from paper and emailed invoices. 

• Slow approval cycles due to inefficient routing and bottlenecks. 

• Limited visibility across the invoice lifecycle, affecting cashflow 
forecasting. 

• Increased risk of errors, fraud, and compliance breaches due to lack of 
audit trails and control. 

• Disconnected systems that result in data silos and duplicated effort. 
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Agilico Verify solves these problems by digitising the entire invoice capture and 
approval process using advanced OCR, AI-driven data extraction, and smart 
workflow automation.  

It integrates seamlessly into existing ERP and finance systems, providing one 
central platform to manage, track, and control all invoices—whether PO-based or 
non-PO. 

The Benefits Verify Provides to the Customer 

Customers implementing Agilico Verify can expect: 

• Efficiency gains of up to 80% in invoice processing time. 

• Fewer errors and improved data accuracy, reducing payment issues. 

• Faster approval turnaround, improving supplier relationships and 
unlocking early payment discounts. 

• Real-time visibility and reporting to support decision-making and cashflow 
planning. 

• Stronger compliance with fully auditable digital workflows and document 
trails. 

• Improved employee experience, freeing finance teams from low-value 
manual tasks. 

These benefits translate directly into reduced costs, better control, and improved 
scalability as organisations grow. 

How Verify Differs from Other Similar Offerings 

Agilico Verify stands apart from other platforms in several key ways: 

• ERP-Specific Integration Expertise – Unlike generic automation tools, 
Verify is designed to integrate natively with the Customer’s existing ERP 
environment.  

• Tailored UK-Based Support – Agilico provides in-house technical support 
and account management with no reliance on overseas call centres or third-
party developers. 

• Simplicity Without Sacrificing Power – Verify is intentionally user-friendly, 
with a modern interface that supports non-technical users while still offering 
advanced features such as exception handling, PO-matching, and multi-tier 
approval rules. 

• Part of a Broader Digital Ecosystem – Verify can work alongside Agilico’s 
additional document management, print, and digital mailroom services for a 
holistic transformation strategy. 

 

Agilico as one provider 

Verify is proprietary software developed, maintained, and supported exclusively by 
Agilico. This ensures: 

• Full control over the development roadmap and feature enhancements. 
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• Direct access to support and engineering teams. 

• The ability to adapt the solution rapidly to meet customer-specific needs or 
regulatory changes. 

• Full integration with Agilico provided devices, including custom workflows on 
the device. 

Because we own the platform end-to-end, customers benefit from a more agile, 
responsive partnership with no third-party licensing constraints or vendor lock-in 
concerns. 

Additional Digital Transformation processes 

In addition to Print Management software and Automated Invoicing – Verify, Agilico 
also offers our own software solutions for Purchase Order Processing (POP), HR & 
Staff Management, Student Records and Admissions, Governance & Policy 
Management and digital transformation for almost any paper heavy, repetitive or 
time-consuming task. 
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1.4  Social Value 
 

Number Title Word Count Weighting 

15 
Tackling economic inequality 

through education and training 
2500 10% 

Question 

Please demonstrate the commitment your organisation will have as part of the delivery of 
this framework to tackle economic inequality through education and training 
opportunities. 

Guidance 

Please provide: 

▪ A timed project plan and process, including how you will implement your commitment 
and by when. Also, how you will monitor, measure and report on your 
commitments/the impact of your proposals.  

▪ Your understanding of employment and skills issues, and of the education and 
training issues relating to the contract, and the support you will provide including 
training schemes that address skills gaps and result in recognised qualifications. 

▪ Activities to support relevant sector related skills growth and sustainability in the 
contract workforce. Illustrative examples could include career talks, curriculum 
support, literacy support, and volunteering. 

▪ Your ability and plans to provide employment and apprenticeship opportunities to 
Customers of this framework. 

▪ Your proposal to make this relevant to each individual Call Off Contract 

If supporting documentation is required for your response, please attach them as a separate 
Appendix. 

Response: 

Social Value  
 

We are fully aware that the successful supplier is required to incorporate considerations for 

ethical standards, sustainability and social value into the delivery of this Framework 

Agreement and can confirm that we will fully comply with this requirement. 

Our business is totally committed to bringing benefits to society, the economy and the 
environment - as such, we support the worldwide effort to build a better future for people 
and the planet. Through our technologies, development, and commitment to serving society, 
we support the United Nations Sustainable Development Goals. 
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The link below takes you to a page on our website regarding the work we are doing to 
support these goals. If you click on any one of the Goals’ Tiles, you will see the work we are 
doing on that specific goal by clicking on “our work.” 
UN Sustainable Development Goals (SDG) at Agilico in the UK 
 
The screenshots below show examples of the work we are doing to support these critical 
goals: 
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Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



87 
 

 
 
All of our staff are fully aware of our commitment to supporting the UN Sustainability Goals 
and are encouraged to suggest actions to support each goal and to become “goal 
champions”.  Please see below an extract from our staff intranet site: 

 
 

Specifically in relation to our approach to tackling economic inequality through 

education and training, please note the following: 

Our ability and plans to provide employment and apprenticeship opportunities to 
Customers of this framework. 
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At Agilico, we are dedicated to 
nurturing future talent by providing 
student placements, mentoring 
schemes, and apprenticeship 
opportunities that support local 
communities and contribute to the 
wider economy.  

 
 

Our initiatives align with the Public Services (Social Value) Act 2012, ensuring that we 
play an active role in equipping individuals with the skills needed for sustainable 
employment.  

Through this Framework Agreement, we will provide structured training, professional 
development, and long-term employment opportunities for students and apprentices. 
Apprenticeships are a core part of our talent development strategy. We have already 
supported ten full-time apprenticeships, offering young people structured career pathways 
in key business functions such as finance, IT, and engineering. 

• Finance Apprenticeship Success – We currently have an apprentice in our 
finance shared service centre who will soon complete their course. We are 
delighted to offer them a permanent, full-time contract, demonstrating our 
commitment to retaining and nurturing talent. 

• Expanding into IT and Engineering – Having built successful partnerships with 
Newcastle and Durham colleges, we are now looking to expand our apprenticeship 
opportunities into IT and engineering roles, ensuring we equip individuals with the 
technical skills needed in today’s digital workplace. 

• Investment in Professional Development – We actively use our Apprenticeship 
Levy Fund to provide training and qualifications for our employees. For example, 
our finance apprentices receive professional accountancy training, while our HR 
team are progressing through People Professional Level 5 qualifications. 

Through this Framework, we will work with customers to offer apprenticeships in key 
areas, ensuring young people and career changers gain valuable experience and 
recognised qualifications that lead to sustainable employment. 
Our apprenticeship schemes and skills programmes are overseen by our HR and 
Learning & Development team, ensuring structured delivery and measurable outcomes. 
We regularly review our training provision to ensure it meets evolving industry needs and 
the economic challenges faced by the communities we serve. 
Through structured training and apprenticeships, we contribute to the development of a 
skilled workforce, supporting both individual career growth and regional economic 
recovery. 

A timed project plan and process, including how we will implement our commitment 
and how we will monitor, measure and report on our commitments  

At the commencement of any new Contract, we would provide the customer with our 
proposed plan for providing social value into their Contract.   The value of the Contract will 
determine the level of social value we will provide to each Contract.    
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Typically, our social value offered includes items, such as: 
• 1 x work experience placement for a duration of 1 week for each year of the 

Contract.   
• Conduct a talk/information event for students to learn more about a career in the 

Office Workplace Technology industry. 
• For each year of the Contract, provide 2 members of staff to assist with local 

community and environmental projects e.g. food banks, local tidy ups  
• Provide FOC a printer to a charity identified by the customer.      

 
Once the social value initiatives which we will provide throughout the duration of each 
Contract have been agreed between us and the customer, it is documented and is then 
monitored, measured and reported on during each review meeting by our dedicated 
Account Manager. 

We will also report on all social value provided on the Framework to Value Match at regular 
review meetings. 
Our understanding of employment and skills issues, and of the education and training 
issues relating to the contract, and the support we will provide including training 
schemes that address skills gaps and result in recognised qualifications 
   
We understand that education and training plays a key role in a person’s employment and 
labour market outcomes. 
As such, we recognise the importance of playing our part in offering support in this area.   
We have outlined throughout our response to this question the support we will provide 
through education, training, recognised qualified apprentices and other social value 
initiatives.  
We are committed to providing both accredited and non-accredited training to our 
workforce while also offering free skills development opportunities to customers using this 
Framework.  
Through this framework, we will ensure that our customers benefit from our training 
initiatives, enhancing local employment prospects and contributing to the wider economy. 
As part of our commitment to developing emerging talent, we offer: 

• Work experience placements – For each contract secured through this 
Framework, we will provide one-week placements per year, giving students 
valuable exposure to business operations and technology. 

• Internships and industry placements – We work with local colleges and 
universities to offer longer-term placements, equipping students with practical skills 
and workplace experience that will enhance their employability. 

• On-the-job training – Our structured placements provide students with real-world 
experience, supporting their career development in fields such as IT, engineering, 
customer service, and business administration. 

 
Activities to support relevant sector related skills growth and sustainability in the 
contract workforce. Illustrative examples could include career talks, curriculum 
support, literacy support, and volunteering 
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In addition to formal placements and apprenticeships, we actively support mentoring and 
career development initiatives to help students gain confidence and develop essential 
workplace skills. 

• One-to-one mentoring – Our employees offer career coaching and CV guidance, 
helping students prepare for employment. 

• Career development seminars – We deliver talks and workshops at secondary 
schools and colleges, providing insights into business careers, technology, and 
entrepreneurship. 

• Women in Tech initiatives – We actively encourage greater diversity in technology 
careers, offering mentoring and support to underrepresented groups to help bridge 
the skills gap. 

We will also offer free-of-charge skills development opportunities for Framework 
customers.  These include: 

• Business and career development seminars: Delivered in secondary schools to 
inspire young people to pursue careers in technology. 

• Apprenticeship and training guidance: Offering insights into professional 
development pathways. 

• Sustainability and workplace technology workshops: Helping organisations 
adopt best practices for efficiency and environmental impact. 

Volunteering and Employee Engagement 
Agilico encourages all employees to support their communities by providing one fully paid 
volunteering day per year. Through our Agile Perks platform, colleagues can apply for 
this opportunity to support a cause close to their hearts. Employees have used this 
initiative to support charities focused on mental health, cancer care and children’s welfare. 
We have also collaborated with well-known foundations and charities to provide both 
financial support and hands-on volunteering. Examples include: 

• The Alan Shearer Foundation: Our team took part in the Great North Run to raise 
funds for this organisation, which provides services for people with complex 
disabilities. 

• The Percy Hedley Foundation: We have worked with this charity, which supports 
disabled people and their families, providing equipment and resources. 

• The Greggs Foundation: Through our Newcastle office, we have partnered with 
Greggs’ charitable initiatives to support local communities. 

• Guide Dogs for the Blind: Some of our staff volunteer as puppy raisers, assisting 
in the puppy’s first stages of training before they are fully trained as Guide Dogs to 
trained to lead blind or visually impaired people around obstacles, providing 
independence. 

Beyond individual volunteering, we actively seek opportunities to organise group 
volunteering activities, enabling our teams to come together to make a real impact. 
 

Community Benefits: 
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At Agilico, we are committed to 
making a positive impact in the 
communities where we operate.  
We believe in giving back through 
social, economic and 
environmental initiatives that 
support disadvantaged groups, 
education, and community 
wellbeing.  

Through this framework, we will extend our commitment by engaging with local projects 
and organisations that align with our customers’ objectives.  

 
 
Past Community Initiatives 
A key example of our long-term community engagement is our partnership with the 
Newcastle Eagles Basketball Team. We have supported the team through: 

• Player sponsorship, helping to fund and promote the team. 
• Providing raffle prizes to support local charity fundraising events. 
• Organising staff engagement at games, raising money for causes close to the 

Newcastle Eagles’ mission. 

This partnership has helped to support youth engagement in sports while generating 
funding for charities in the North-East. 
 
How This Framework Will Enhance Community Support 
Through this Framework, we will increase our ability to assist local projects, charities, and 
educational institutions by: 

• Collaborating with Framework Customers to identify community needs and 
tailor our support accordingly. 

• Providing discounted or free equipment to local schools, charities, and non-profit 
organisations to help them operate efficiently. 

• Encouraging our employees to actively engage in local initiatives that align 
with our Framework Customers’ values and objectives. 

• Creating employment and training opportunities, particularly for young people, 
through structured work experience placements. 

Our commitment to local community support aligns with our broader corporate social 
responsibility goals, ensuring that each contract delivers meaningful benefits beyond the 
provision of workplace technology. By working in partnership with our customers, we will 
continue to make a lasting difference in the communities we serve. 
Some of the Charities we support are listed below: 
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Our proposal to make this relevant to each individual Call Off Contract 
As stated earlier in this response, we would liaise with each individual customer and agree 

on a variety of social value initiatives that we will commit to throughout the duration of the 

Contract. 

We are already doing this for many existing customers and therefore have vast experience 

in this area. 

Other areas demonstrating our commitment to Local Employment and Economic 
Growth and Social Value 
As a national business with a strong local presence, we prioritise engaging with local 
suppliers for essential services, such as building work, signage, cleaning and regular 
maintenance. This ensures that economic value is retained within the communities where 
we operate. 
Where possible, we recruit locally based individuals, providing employment opportunities 
and encouraging engagement in local charity and volunteering initiatives. With offices 
across the UK since 1987, we continue to invest in our communities, having committed to 
long-term property leases until 2032. 
To support individuals with limited employment options, we have actively recruited long-
term unemployed individuals, providing them with structured training and career 
progression opportunities. Two of these recruits have since progressed into management 
roles within the organisation. 
At Agilico, we believe in continuous professional development. Beyond student-focused 
initiatives, we also invest in upskilling our workforce through accredited and non-accredited 
training programmes: 

• Leadership and Management Training – All line managers have undertaken a 
seven-day leadership development programme, ensuring they are equipped with 
the skills needed to lead effectively. 

• Sales and Customer Service Training – Our sales colleagues have completed 
three days of specialist training, focusing on product knowledge, customer service, 
and sustainability initiatives. 

• Technical Training – Employees receive training in IT, digital tools, and 
engineering, ensuring we stay at the forefront of industry advancements. 

• Mental Health and Wellbeing – We have trained Wellbeing Ambassadors who 
have completed the Mental Health First Aid course, ensuring we provide a 
supportive and inclusive work environment. 
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• We deliver Excel training courses, enhancing data analysis and reporting skills. 
• Apprentices and junior employees receive on-the-job training, ensuring they gain 

practical skills relevant to their roles. 

 

. 

 

 
  

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



94 
 

 

1.5. Sustainability 
 

Question Title Word Count Weighting 

16 Sustainable Innovation 2000 10% 

Question 

Please demonstrate the commitment your organisation has to sustainable operations. 

Guidance 

Please provide: 

▪ The practices your organisation embeds to ensure your operations have minimal 
impact on the environment, evidenced with metrics of success of the positive impact 
the practices have had 

▪ Your low-carbon and carbon neutral Multifunctional Devices offerings 
▪ The training your organisation can provide to a Customer within the Education Sector 

to improve their school/Trust’s sustainable practices 

If supporting documentation is required for your response, please attach them as a separate 
Appendix. No more than a maximum of two additional documents may be submitted, and any 
further documentation will not be scored as part of your response. 

Response 

The sustainable practices we embed into our operations  
Sustainability is central to our operations, guided by our Environmental, Social and 

Governance (ESG) framework.  All of our branches are accredited to ISO 14001, 

demonstrating our commitment to environmental management.  

See links below our ESG and Sustainability Policies: 

Policy - Environmental Social Governance (ESG) (Dec 24) (2).pdf 

Sustainability Policy (May 2024).pdf 

Below is an extract from our Sustainability Policy outlining its aims and objectives: 

 

Carbon Emissions Reduction Targets 
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We have a carbon reduction strategy in place and aim to be Net Zero by 2030 for Scopes 1 
& 2, which we have direct control over and Net Zero by 2040 for Scope 3.   
We created our baseline for the financial year 2023/24 and will be in a position to report on 
progress at the end of April 2025.    Some of the initiatives we have already implemented 
include: 
 

• Hybrid/Electric Vehicles - our company vehicles are 87% either hybrid or electric, 

with full electric making up 25%.   We have also rolled out Electric Vehicle Charging 

points across our sites. 

 

• We have installed solar panels in our Gateshead and Southampton offices and have 
plans in place to install them across all of our office locations. 

 

• We have closed our poor energy efficient office in Aberdeen and have moved to a 
new environmentally-friendly site and also in the process of doing likewise in our 
Edinburgh office.   
 

• We have consolidated two North-East offices into a purpose-built, energy-efficient 
site in Gateshead. 
 
Longer-term, we plan to look at all of our offices with the view to moving to more 
environmentally-friendly buildings.  
 

• We use 100% Oxo-biodegradable shrink wrap film to clinically wrap devices for 
transit to and from our customers.   The Oxo-biodegradable film allows the film to 
break down in natural conditions after 2-3 years 

Recycling Processes including our low-carbon/carbon neutral Multifunctional Devices 
offerings 
It is our Policy to re-use and recycle materials wherever possible.  
This pre-emptive and proactive approach ensures that we fully comply with the WEEE 

Directive and Restriction of Hazardous Substances (RoHS) Guidelines and minimise our 

waste to landfill.   

We have a number of recycling initiatives and processes in place to reduce waste and 

increase recycling: 
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When used equipment is returned to us, 

we carefully select the “newest”, low 

mileage devices and these are then fully 

refurbished by us in our extensive 

Workshop facilities and made available 

for sale again as “Agilico ZERO” models.  

 

We offer refurbished devices that 

significantly extend product life cycles. 

This reduces waste, minimises reliance 

on virgin materials, and prevents the need 

for carbon offsetting by avoiding 

emissions compared to brand new 

devices.  This also results in an 

immediate positive impact against a 

customers’ Scope 3 Emissions target.  

 

 

 
The video link included in our response to Qu 11 shows our Agilico ZERO devices stringent 

refurbishment process: 

 

 

Please see over an extract from our “MFDs Reborn” flyer: 
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Hardware Life Extension  
We also work with our customers during the life of their Contracts to help them reduce their 
print and this combined with new ways of working since Covid-19 has resulted in reduced 
volume going through devices.   
To deal with this from a sustainable and cost perspective, prior to the end of a primary 
Contract, we review the client’s devices’ usage and produce a device utilisation report – which 
shows the % of volume used and % of volume of life left – often this can be well in excess of 
50% life remaining.   
We then make a proposal to the client to extend their primary Contract into a second term.    
This approach realises substantial cost and environmental savings for the client. 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



98 
 

 

For ‘High mileage’ end-of-life products’, our Workshops strip these down into constituent 

material types and individual consumable and component parts for processing.  Where 

appropriate, these recycled parts and consumables are used to maintain and extend the life 

of similar devices still operating effectively in the field, and also in our equipment 

refurbishment process. Remaining elements of this strip-down process are then recycled via 

our approved Waste Management company.  

 

Packaging Recycling 

We are a licensed waste carrier and it is our policy to leave no waste at Client sites.   

 
We remove all packaging at the point of delivery and installation of the new devices. 
Packaging from devices delivered to us is segregated and then uplifted and treated by 

licensed waste carriers and brokers accredited to ISO 14001.  Packaging used to protect 

equipment during installation is returned to our sites to be re-used in future installs.   

 

Any parts unfit for reuse by our Recycling Centre will be stripped down and segregated into 
appropriate component batches, recovering vital materials such as metal and plastic which 
are subsequently sent to our dedicated Waste Management companies. 
 

Collection of Used Items for Recycling 

We provide free collection and recycling of used toner cartridges as 

part of our commitment to reducing environmental impact. This 

service is aligned with the WEEE Directive and the Restriction of 

Hazardous Substances (RoHS) Guidelines.  

Engineer Onsite Visits 
Our engineers are committed to environmental work practices 
during all site visits.   
Any new parts fitted onsite will be unboxed and all packaging 
returned to our warehouse. Cardboard boxes, bubble wrap and packaging will be returned, 
then re-used by our Stores and Recycling departments where possible.  

How we will help our Customers to improve their school/Trust’s sustainable practices 
We only work with ethical suppliers who follow a strict code of practice and transparency in 
their supply chain and adhere to their corporate, social and ethical responsibilities.     
All of our proposed brands place sustainability at the core of their business.   

 

 

They have all been an ENERGY STAR 
partner for more than 20 years.  

In addition, Lexmark and Ricoh were 
awarded a Platinum rating in the 
sustainability survey conducted by 
EcoVadis with Canon, Konica Minolta 
and Sharp all awarded a Gold rating. 

These recognitions places Ricoh and 
Lexmark amongst the top 1% of 
companies assessed and Canon, Konica 
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Minolta and Sharp in the top 5% in our 
industry in terms of sustainability 
performance. 

 

Agilico Zero devices  
Our offering of Agilico ZERO devices will have an immediate positive impact on customers 

carbon reduction goals. 

 
Proposed devices (New or Agilico ZERO) are more energy efficient than outgoing 
devices  
Our proposed devices are much more energy-efficient than outgoing devices and this will 

greatly help towards customers’ sustainability ambitions. 

 

Environmental Features of proposed devices 
The proposed devices have built 
in advanced management 
features, such as quick start-up 
and recovery along with low 
sleep-mode electricity 
consumption which helps save 
energy without getting in the way 
of productivity.  
 
Other features are auto on/off or 
weekly timers allowing our customers to match their office work hours and all helping 
towards saving power consumption and electricity costs. 
 
We will work with each customer to ensure their solution provides the most cost-effective 

and environmentally efficient features. 

 
Environmental benefits of proposed Print Management software  
Our proposed Print Management Software (PMS) solutions will also assist our customers in 
their efforts to minimise their impact on the environment.  
 
Our PMS solutions will reduce printing levels and minimise waste. One of the main ways to 
help reduce costs and encourage best practice is by “changing printing behaviour” and 
educating users on reducing printing by using digital alternatives, wherever possible.    

We will work with our customers to show how our PMS solutions can reduce printing levels 
by helping to change users’ printing behaviour.  

Implementing monitoring, quotas and charging are effective ways of drawing a user's attention 
to their printing habits, associated costs and environmental impact.  Highlighting the 
environmental aspects of user activities, as well as the associated cost, is another clever way 
of modifying print behaviour.  
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Some of the many benefits of using PMS solutions are the tools that are readily available to 
support environmental policy aims.  
 
The environmental impact of the use of MFDs and their page output is expressed as three 
statistics: 
 
1. Trees, or the number of trees that 

were expended to make the paper 
used 
 

2. Carbon, or the CO2 equivalent in 
greenhouse gases released 
during the paper production  

 
3. Energy, or the energy used by the 

copy/print process when 
producing the page output. This is expressed as the equivalent amount of time required to 
run a 60W incandescent lightbulb, so as to be easier to understand.  

 

We will work with our customers from the outset of the Contract to ensure that all of the cost-

effective and environmentally-efficient features are set up on the new devices and software, 

and that all users are fully familiar with the use of them and their benefits. 

 
Environmental Reports  

We will use our PMS solutions’ environmental reports to measure environmental 
considerations and track on an on-going basis: 

Our PMS solutions provide a variety of environmental reports summarising the environmental 
impact of printing activity. 

See below an example from the dashboard on the PaperCut home page which has a widget 
that reports on environmental impact: 
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Our proposed PMS solutions also have an environmental dashboard that can be shared with 
each user: 
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At review meetings we will, with the support of detailed reports provided by PMS, constantly 
review customers’ paper consumption, power consumption, carbon footprint and page 
volumes to ensure that we take the necessary action to reduce these where possible and 
equally advise our customers on what action they can take to make further reductions. 
Raising Environmental Awareness 

• Eco-Information Display: Devices can display an eco-information screen to promote 

sustainable printing habits among users. 
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• Jessie the Jellyfish Initiative: Agilico has partnered 

with the author of Jessie the Jellyfish, a children's book 

that raises awareness about ocean plastic pollution and 

environmental responsibility. Agilico donates copies of 

the book to primary schools that purchase Agilico Zero 

devices. This initiative not only promotes sustainable 

technology but also helps to educate the next generation 

on the importance of reducing waste and protecting the 

environment. By embedding sustainability into 

educational settings, Agilico is supporting the customers’ 

goal of fostering long-term environmental awareness and 

action. 

 

 

Environmental Benefits/Achievements expected to be delivered  

From our experience, environmental impact can be significantly reduced and financial savings 

of 30%-40% achieved through a combination of the following: 

• Auto Duplex – All new devices will be set to default to duplex, ensuring that print jobs 

use the minimum amount of paper.   

• Default to mono – All devices to be set to default to mono output.  When colour output 

is required, the user can adjust the print settings accordingly after which the device will 

once again default to mono. 

• Secure Printing – reduce waste from unwanted prints, by automatically deleting them 

from the print queue after a time specified by you.  

Secure print along with “timed out” print, avoids this waste and unnecessary cost. Users 

will have the opportunity to delete at the device any print jobs which may no longer be 

needed.   

• Print Job “pop-ups” - at the point of sending a print job, users will see a cost 

comparison between printing in mono ‘v’ colour and enable them to make fully informed 

and costed choices. 

• Scanning – One of the most effective methods of reducing page volume, paper 

consumption and associated costs, is to advise and encourage operators to use the 

scanning facility on every new MFD wherever possible, to distribute or file documents 

electronically.    

In addition to the above, the undernoted will assist our customers in reducing its carbon 

footprint: 

 

• All devices will be delivered from our nearest branch using our own Logistics teams and 

organised to ensure the minimum number of journeys.  

 

• Carbon footprint will be reduced by engineers being based locally.  
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• Our company vehicles are 87% either hybrid or electric. 

 

• Our Helpdesk provides remote support with approximately 50% of hardware and 98% of 

software calls fixed remotely. 

 

Conclusion 

We work closely with our customers to ensure that their print solutions are cost-effective and 

environmentally efficient, offering guidance on sustainable usage practices. 

Through these comprehensive and innovative sustainability initiatives outlined above, Agilico 

is dedicated to supporting our customers end users in achieving their environmental goals 

while optimising operational efficiency. 
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1.6. Form of Tender Declaration  
 
NOTE TO SUPPLIER 
If you are a Consortium, the Form of Tender must be signed by each member of the 
Consortium and the lead member must be identified. 
 

Framework for the Provision of Multifunctional Devices (the Contract) 

 
Form of Tender 

To HEART Academy Trust, Emerald Court Pilgrim Centre, 
Bedford MK41 7PZ  

Date 28th April 2025 

 
Dear Sir/Madam 
Tender for the Contract 
I/We the undersigned, tender and offer to provide the Contract as listed below which 
is more particularly referred to in the Invitation to Tender supplied to me/us for the 
purpose of tendering for the provision of the Contract and upon the terms of the 
Contract. 
Attached to this Form of Tender are the following: 
 

1. My/our response to the Tender 
2. A signed Certificate of Non-Collusive Tendering and Non-Canvassing. 
3. Any other documents necessary for return with the Tender 

 
I/We confirm that: 

▪ We accept the Contract as issued with the Invitation to Tender  
▪ In the event of acceptance of our Tender to execute the Contract within 

15 business days of acceptance (or otherwise agreed by the Contracting 
Authority), and in the interim, provide the Contract in accordance with 
the Contract if necessary 

▪ The information supplied to you forming part of this Tender; and 
(to avoid doubt) any information that I/We supplied to you as part of my/our 

initial expression of interest in tendering, was true when made and 
remains true and accurate in all respects. 

 
I/We confirm and undertake that if any such information becomes untrue or misleading 
that I/We shall notify you immediately and update such information as needed. 
 
I/We confirm that I/We are authorised to commit the supplier to the contractual 
obligations contained in the Invitation to Tender and the Contract. 
 
I/We understand that the Contracting Authority reserves the right to accept or refuse 
this Tender whether it is the lower, the same, or higher than any other Tender. 
 

Signed By 
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Name Warren Colby 

Position Managing Director 

For and on Behalf Of Agilico Workplace Technology Limited 
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1.7. The use of Generative AI 
 
1.7.1. Content created with the support of Generative AI tools such as, but not 

limited to Large Language Model generative AI (LLM’s), may include 
inaccurate or misleading statements; where statements, facts or references 
appear plausible, but are in fact false. AI can predict a “statistically plausible” 
string of text, however statistical plausibility does not necessarily mean that 
the statements are factually accurate. As AI’s do not have a contextual 
understanding of the question they are being asked, or the answer they are 
proposing, they are unable to identify or correct any errors they make in their 
response. 

 
1.7.2. Value Match recommends suppliers not to write their tender responses solely 

using AI since the questions have been designed to be in line with the 
specification and to provide suppliers the chance to demonstrate that they 
fully understand the tender requirements.  

 

1.7.3. Given the above-mentioned concerns, please respond to the following set 
of questions (For Information Only - Not Scored): 

 

Number Title Word Count Weighting 

17 Generative AI N/A N/A 

Question 
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AI tools can be used to improve the efficiency of your bid writing process; however, 
they may also introduce an increased risk of misleading statements via 
‘hallucination’.  

Have you used AI or machine learning tools, including large language models, to 
assist in any part of your tender submission?  

Yes    ☐ 

No      X 

 

If yes, please detail any instances where AI or machine learning tools, including 
large language models have been used to generate written content, or support your 
bid submission.  

                                   

Please provide details: …Not Applicable……………  

Where AI tools have been used to support the generation of Tender responses, 
please confirm that they have been checked and verified for accuracy:           

Yes    ☐ 

No      ☐ 

Please provide details: ……Not Applicable as not used…………  

 

 

 

 
I/We confirm that the information provided above is accurate and true. 
I/we acknowledge that I/we may be required to provide Value Match with further 
information if requested. 
 

Signed By 

 
Name Warren Colby 

Position Managing Director 

For and on Behalf Of Agilico Workplace Technology Limited 
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1.8. Certificate of Non-Collusion and Non-Canvassing  
 

Framework for the Provision of Multifunctional Devices 

 
Certificate of Non Collusions and Non Canvassing 

To HEART Academies Trust, Emerald Court Pilgrim Centre, 
Bedford MK41 7PZ 

Date 28th April 2025 

 
As a public body it is imperative that the Contracting Authority receives genuine 
competitive offers from suppliers, and that all suppliers act in a manner that is honest 
and reflects best practice.  Suppliers are therefore required to sign this document to 
certify that they have not and will not undertake any acts of canvassing or collusion. 
 
Statement of Non-Canvassing 
We hereby certify that we have not canvassed any member, officer, representative or 
adviser of the Contracting Authority in connection with this Tender, and that no such 
person employed by us, or acting/advising on our behalf has committed such an act. 
 
We further undertake that we will not canvass any member, officer, representative or 
advisor of Contracting Authority in connection with this Tender or the proposed award 
of the Contract, and that no person employed by us, or acting/advising on our behalf 
will do so. 
 
Statement of Non-Collusion 
We certify that this is a bona fide offer, intended to be competitive, and that we have 
not fixed or adjusted the amount of the offer in accordance with any agreement or 
arrangement with any other person (except any sub-contractor identified in this offer). 
 
We also undertake that at any time during the tender process, and (in the event of our 
Tender being successful) while the resulting Contract is in force, we have not, and will 
not: 

1. Enter into an agreement with any other person to the effect that they shall 
refrain from tendering, or seeking to fix the amount of any offer submitted 
by them; 

2. Inform any other person than the Contract Authority of the details of the 
submitted Tender, except where such disclosure is essential for insurance 
purposes, or for any other legitimate legal or regulatory requirements; 

3. Cause or induce any other person to enter into such agreement as 
described in paragraph 1 above; and 

4. Commit any offence under either the Competition Act 1998, the Enterprise 
Act 2002, the Bribery Act 2010, or s117 of the Local Government Act 1972. 

 
In this certificate, references to a ‘person’ include any person, body, association, or 
corporate entity, and reference to any ‘agreement’ include any arrangement whether 
legally binding or not.  Words in the singular shall include the plural and vice versa. 
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Signed By 

 
Name Warren Colby 

Position Managing Director 

For and on Behalf Of Agilico Workplace Technology Limited 
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Schedule 3 – Pricing 
 
 

 
 
  

Supplier Name:

Min speed 30ppm
A4 Printer - Mono

Min Speed 30ppm
A4 Printer - Colour

Min Speed 30ppm 
A4 MFD - Colour

Min Speed 30ppm 
A4 MFD - Mono

Min speed 25ppm 
A4/A3 Colour Mfd

Min speed 45ppm 
A4/A3 Colour Mfd

Min Speed 
70pppm A4/A3 

Colour MFD

Min Speed 90ppm 
A4/A3 Mono MFD

Min speed 25ppm
A4/A3 Colour Mfd 

Min speed 45ppm
A4/A3 Colour Mfd 

Manufacturer Make Konica Minolta Konica Minolta Konica Minolta Lexmark Sharp Ricoh Konica Minolta Ricoh Ricoh Konica Minolta
Model 4700i C3301i C3321i XM3350 BPC50C26 IM C4510 C751i IM 9000 IM C3000 C451i
Speed - ppm 47 33 35 47 26 45 75 90 30 45
Outright purchase price 550.00£                         695.00£                         825.00£                         649.00£                         1,685.00£                    2,095.00£                    5,995.00£                    4,250.00£                    1,195.00£                             1,400.00£                        
Fixed Quarterly Lease Cost (4 years) Per Qtr. 35.92£                            45.39£                            53.88£                            42.39£                            110.05£                         136.82£                         391.53£                         277.57£                         90.07£                                     105.52£                            
Mono: Cost per Copy/Print 0.0039£                         0.0035£                         0.0045£                         0.0059£                         0.0020£                         0.0020£                         0.0025£                         0.0026£                         0.0020£                                  0.0020£                            
Colour: Cost per Copy/Print 0.0250£                         0.0250£                         0.0195£                         0.0195£                         0.0190£                         0.0199£                                  0.0199£                            
Indicative Monthly Volume (Mono) 1,500 600 2,500 5,000 3,000 6,000 20,000 50,000 3,000 6,000
Indicative Monthly Volume (Colour) 600 2,500 3,000 6,000 20,000 3,000 6,000

Total Purchase Cost per Category over 4 Year term
£830.80 £1,515.80 £4,365.00 £2,065.00 £4,773.80 £8,272.60 £26,635.00 £10,490.00 £4,347.16 £7,704.32

Total Lease Cost per Category over 4 Year term
£855.52 £1,547.04 £4,402.08 £2,094.24 £4,849.60 £8,366.72 £26,904.48 £10,681.12 £4,593.28 £7,992.64

General Costs Option 1 Option 2 Total Cost of ownership over 4 year term

Name of product
uniFLOW Online 

PaperCut Hive / 
PaperCut MF-S Total Cost Purchase: Total Cost Lease:

Category Cost Cost

Installation & Delivery -£                                 -£                                 £70,999.48 £72,286.72

De-Installation -£                                 -£                                 

Print Management Software Subscription per year. x1 
Device Licence with M&S and configuration.

327.09£                         251.70£                         

USB Card Reader - Print Management Authentication. 
x1 per MFD.

155.03£                         109.00£                         

Total 482.12£                         360.70£                         *This cost for the second software option has not been included in Cell J23 as we did not want to alter any of your formula's

Overall Pricing Total

£143,768.32

Agilico Workplace Technology Limited

Lifetime Costs

Category

New Device Minimum Requirements New Reprographics Refurbished - 80% life cycle 

Note: Please note that these costs are based on a licence model of 1 - 9 devices and includes M&S and 
Configuration. Additional costs may be applicable such as Project Management and Training where 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



112 
 

Schedule 4 - Framework Management  
 

 

1. Strategic Relationship 
 
1.1 The successful delivery of this Contract will rely on the ability of the Supplier 

and HEART to develop a strategic relationship immediately and maintaining 
this relationship throughout the Framework Contract Period. 

 
1.2 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 HEART. 

 
1.3 This Schedule outlines the general structures and management activities that 

the Parties shall follow during the Framework Contract Period. 
 

2. Framework management 
 

2.1.  Framework Management Structure 
 
2.1.1. The Supplier shall provide a suitably qualified nominated contact (the 

“Supplier Framework Manager”) who will take overall responsibility for 
delivering the Services required within this Contract, as well as a suitably 
qualified deputy to act in their absence. 

 
2.1.2. The Supplier shall put in place a structure to manage this Contract in 

accordance with Schedule 1 (Specification) and the Key Performance 
Indicators. 

 
2.1.3. A governance structure will be agreed between the Parties as soon as 

reasonably practicable following the Framework Start Date. 
 

2.2. Supplier Review Meetings 
 
2.2.1. Regular performance review meetings will take place throughout the 

Framework Contract Period (“Supplier Review Meetings”) at such times and 
frequencies as HEART determine from time to time (which are anticipated to 
be once every Month or less). The Parties shall be flexible about the timings 
and format of these meetings. 

 
2.2.2. The Supplier Review Meetings will be used to review the Supplier’s 

performance under this Contract.  
 
2.2.3. The Supplier Review Meetings shall be attended, as a minimum, by HEART 

representative(s) and the Supplier Framework Manager. 
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3. KPI’s 
 
3.1.   A KPI is best described as a Performance measure of an activity that is critical 

to the success of the Organisation.  
 

 

3.2. In this Contract key performance indicators (“KPIs”) will be used: 
 

▪ To ensure that agreed minimum levels of performance on the Contract are 
being met and to drive service performance above these levels 
(encouraging effective joint working).  

▪ To formulate performance reports, which will be reviewed as a standing 
agenda at monthly Contract meetings. At this point the Supplier can bring 
forward suggestions for the improvement of the performance of the 
Contract and the delivery of the Services. 

▪ To monitor and forecast performance, so if there any performance 
concerns the Supplier or Buyer shall alert the other party as soon as 
practicable.  

▪ To drive improved performance, whereby performance is below the target 
for the same KPI for 2 or more monthly measurement periods or 1 
quarterly measurement period, by producing and implementing a 
Performance Improvement Plan (PIP).  

 
KPIs / SLA have been agreed at framework level.  Customers have the option 
to discuss additional KPIs with the Supplier related to their individual Call Off 
Contract..   

3.2.1. Involved parties shall commit to developing an environment that is easy to 
conduct business aiming to optimise services and outcomes whilst seeking to 
reduce costs, risks, and time for all parties. The objective is to cultivate strong 
relationships, where each party is responsive to the needs of the other in 
fulfilling contractual obligations. Professional conduct is expected from all 
parties at all times. 

 
3.3. KPIs should be reported at regular intervals, agreed with the MAT. Where any 

indicators are not improving over time, this will be discussed with Value Match 
and the Trust, and steps to rectify should be identified. If there are reasons 
metrics are not improving, such as a negative impact on conflicting metrics 
(e.g. switch to healthier meals is reducing uptake), these conflicts should be 
discussed with the trust and a plan for future months should be agreed.   

 
3.4. KPIs will be actively monitored and reported on throughout the duration of any 

contracts. The selected KPIs and target values would be agreed with each 
MAT, and may include but is not limited to, number of meals provided, 
number of free school meals provided, cost of meals, nutritional measures 
(e.g. salt and sugar content), proportion of meals with red meat, proportion of 
spend on core menu items, spend with local suppliers, packaging waste, 
student feedback (e.g. satisfaction surveys), complaints, resolutions and 
service time. 
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Schedule 5 - Management Information 
 

1. MI Reporting 
 
1.1. The Supplier shall, at no charge, provide timely, full, accurate and complete 

MI Reports which incorporate the data, in the correct format, required by the 
MI Reporting Template and such guidance that HEART may issue from time 
to time. 

 
 
1.2. HEART may change the MI Reporting Template from time to time (including 

the data required and/or format) and issue a replacement version. HEART 
shall give at least thirty (30) days' notice in writing of any such change and 
shall specify the date from which it must be used.  

 

2. Reporting period  
 
2.1. MI Reports must be completed and returned by the fifth (5th) working day of 

quarter during the Framework Contract Period and thereafter until all 
transactions relating to Call-Off Contracts have permanently ceased. If at 
any point there is a period of a month where no reportable transactions 
occur, then a declaration must be made confirming no business has been 
conducted, in place of data submission. 

 
2.2. In an MI Report, the Supplier should report contract data that is quarterly in 

arrears. For example, if an invoice is raised for October but the work was 
actually completed in September, the Supplier must report the invoice in 
October's MI Report and not September's. Each Order received by the 
Supplier must be reported only once, i.e. when the Order is received.  
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3. MI Reporting Template 
 

 
 
3.1. The screenshot of MI report is provided above. Editable Excel version is attached with this document. 
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Schedule 6 - Order Form Template and Call-Off Specific Terms 
 
Customers will utilise either the Lease Call Off Template, or the Cash Purchase call 
Template, depending on how they wish to secure the service.  
 
LEASE CALL OFF TEMPLATE appended as Schedule 6A 
CASH PURCHASE CALL OFF TEMPLATE appended as Schedule 6B 
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4. Commercially Sensitive Information  

 
 
4.1 In this Section, the Parties have sought to identify the Supplier's 

Confidential Information that is genuinely commercially sensitive and the 

disclosure of which would be the subject of an exemption under the 

FOIA and the EIRs.  

  

4.2 Where possible, the Parties have sought to identify when any relevant 

Information will cease to fall into the category of Information to which 

this Section applies in the table below and in the Order Form (which 

shall be deemed incorporated into the table below).  

  

4.3 Without prejudice to the Relevant Customer's obligation to disclose 

Information in accordance with FOIA or Clause 19 of TC’s (When you 

can share information), the Relevant Customer will, in its sole discretion, 

acting reasonably, seek to apply the relevant exemption set out in the 

FOIA to the following Information:  

  

No  Date  Item(s)  
Duration of 

Confidentiality  

1 May 2025 
The entire contents of the 

Call Off Contract and Agilico 
Tender Submission 

Duration of the 
Contract. 
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Schedule 7 - Call-Off Award Procedure 
 
 
This Call-Off Procedure will be refined and co-developed with the Supplier to achieve 
an efficient way of operating to benefit the Buyer(s), therefore this Schedule is subject 
to change. 
 

1. How a Call-Off Contract is awarded 
 
1.1. If a potential Buyer decides to source goods or services through this 

Framework Contract, then it will award the Call-Off Contract in accordance 
with the procedure in this Schedule and the requirements of the Regulations. 

 

2. How the award works 
 
2.1. The Buyer, when awarding a Call-Off Contract under this Framework Contract 

shall agree a clear set of requirements from which the Supplier can provide a 
proposal.  

 
2.2. The Supplier proposal shall inform the Buyer how the requirements will be 

delivered, the delivery model, and the number of applicable days.  All pricing 
is based on the pricing contained within Schedule 3 - Supplier’s Tender 
Response, attached with this document. 

 

3. Awarding and creating a Call-Off Contract 
 
3.1. A Buyer may award a Call-Off Contract with the Supplier by sending (including 

electronically) a signed Order Form as set out in Schedule 6 – Order Form 
Template and Call-Off Specific Terms 

 
3.2. The Parties agree that any document or communication (including any 

document or communication in the apparent form of a Call-Off Contract) which 
is not as described in this Paragraph 3 shall not constitute a Call-Off Contract 
under this Contract. 

 
3.3. On receipt of an Order Form as described in Paragraph 3.1 from a Buyer, the 

Supplier shall accept the Call-Off Contract by promptly signing and returning 
(including by electronic means) a copy of the Order Form to the Buyer 
concerned. 
 
[Additional information may be added during framework mobilisation stage 
based on the successful tender response] 

  

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



119 
 

Schedule 8a – Special Terms and Conditions (LEASING) 
 
1. Where the Customers requirements are intending to incorporate leasing 

requirements Suppliers must provide the leasing terms and conditions they 
propose to use in such circumstances for review by the Customer. 
 

2. The following core principles must be applied to the lease terms and 
conditions.  Failure to adhere to these core principles may result in the 
Supplier being in breach of Contract. 

 
3. The Lease Agreement will form part of any Call Off Contract, and when 

used, for the avoidance of doubt, the order of precedence shall be 
 

▪ Framework Core Terms and Conditions 
▪ Issued invitation to tender 
▪ Suppliers’ tender response 
▪ Approved lease terms and conditions 

 
4. Core Principles 
 
▪ Environmental Compliance: Ensure the lease agreement includes provisions 

for compliance with environmental regulations, such as the Waste Electrical and 
Electronic Equipment (WEEE) Directive. 

▪ Termination Clauses: Define the conditions under which the contract can be 
terminated by either party, including any penalties or fees for early termination. 

▪ Flexibility and Scalability: Include terms that allow for flexibility in scaling the 
number of devices up or down based on changing organisational needs.  

▪ Cost Transparency: Clearly outline all costs associated with the lease, 
including upfront fees, monthly payments, and any additional charges for 
overages or extra services. Ensure there are no hidden fees and that the pricing 
structure is transparent. 

▪ Renewal Period: Clearly outline provisions and approach to manage any follow 
on leasing renewal period. 

▪ Terms and conditions: present a fair equal and transparent mechanism to 
operate to enable a successful partnership. 

▪ Data: must be stored within the UK and managed in accordance with industry 
standards and UK legislation. 

 
5. Where the Supplier has proposed lease terms and conditions that require 

a minor adjustment to achieve compliance this will be considered and 
subject to agreement through the Call Off process. 
 

6. The volume rebate MUST be paid on all lease arrangements and continue 
to be included within the Management Information submissions. 
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Schedule 8b - Terms and Conditions 
 

1. Basis Of Contract 
 
1.1. The Award Form constitutes an acceptance of the Contractor’s offer to the 

Trust to provide the Services subject to and in accordance with the terms 
and conditions of the Contract. 
 

2. Supply of Services/Goods (“Deliverables”) 
 
2.1. Contractor shall provide the Deliverables to the Trust for the Term subject to 

and in accordance with the terms and conditions of the Contract.  
 

2.2. In providing the Deliverables, the Contractor shall: 

2.3. Co-operate with the Trust in all matters relating to the Deliverables and 
comply with all the Trust’s instructions. 

2.4. Provide and perform the Deliverables with all reasonable care, skill and 
diligence in accordance with Good Industry Practice in the Suppliers’ 
industry, profession or trade. 

2.5. Use Staff who are suitably skilled and experienced to perform tasks 
assigned to them, and in sufficient number to ensure that the Supplier’s 
obligations are fulfilled in accordance with the Contract. 

2.6. Ensure that the Goods and Services shall conform with all descriptions and 
specifications set out in the Specification. 

2.7. Comply with all applicable laws; and 

2.8. Provide all equipment, tools and vehicles and other items that are required to 
provide the Deliverables. 

2.9. The supplier will use its own policies, processes and internal quality control 
measures as long as they don’t conflict with the Contract.   

2.10. The Supplier must supply goods and services with a warranty of at least 90 
days from Delivery against all obvious defects.  

3. How the contract works    
  

3.1. The Supplier is eligible for the award of Call-Off Contracts during the 
Framework Contract Period.   

   
3.2.   HEART doesn’t guarantee the Supplier any exclusivity, quantity or value of 

work under the Framework Contract.   
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3.3  HEART has paid one penny to the Supplier legally to form the Framework 
Contract. The Supplier acknowledges this payment.    

   
3.4  If the Customer decides to buy Deliverables under the Framework Contract it 

must use Framework Schedule 7 (Call-Off Award Procedure) and must state 
its requirements using Framework Schedule 6 (Order Form Template and 
Call-Off Schedules). If allowed by the Regulations, the Customer can:   

   
▪ make changes to Framework Schedule 6 (Order Form Template and Call-

Off Schedules)   
▪ create new Call-Off Schedules   
▪ exclude optional template Call-Off Schedules    
▪ use Special Terms in the Order Form to add or change terms   

   
3.5  Each Call-Off Contract:   
   

▪ is a separate Contract from the Framework Contract   
▪ is between a Supplier and a Customer   
▪ includes Core Terms, Schedules and any other changes or items in the 

completed Order Form   
▪ survives the termination of the Framework Contract   

   
3.6 Where the Supplier is approached by an eligible Customer requesting 

Deliverables or substantially similar goods or services, the Supplier must tell 
them about this Framework Contract before accepting their order. The 
Supplier will promptly notify HEART if the eligible Customer won’t use this 
Framework Contract.   

   
3.7 The Supplier acknowledges it has all the information required to perform its 

obligations under each Contract before entering into a Contract. When 
information is provided by a Relevant Customer no warranty of its accuracy 
is given to the Supplier.   

   
3.8 The Supplier won’t be excused from any obligation, or be entitled to 

additional Costs or Charges because it failed to either:   
   

▪ verify the accuracy of the Due Diligence Information   
▪ properly perform its own adequate checks   

   
3.9 HEART and the Customer won’t be liable for errors, omissions, or 

misrepresentation of any information.   
   
3.10 The Supplier warrants and represents that all statements made, and 

documents submitted as part of the procurement of Deliverables are and 
remain true and accurate.    

  
4.  Goods clauses   
  
4.1  All Goods delivered must be new, or as new if recycled, unused and of 

recent origin.   
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4.2  All manufacturer warranties covering the Goods must be assignable to the 

Customer on request and for free.   
   
4.3 The Supplier transfers ownership of the Goods on Delivery or payment for 

those Goods, whichever is earlier (except where the Customer enters into a 
Lease Agreement).   

   
4.4  Risk in the Goods transfers to the Customer on Delivery of the Goods but 

remains with the Supplier if the Customer notices damage following Delivery 
and lets the Supplier know within 3 Working Days of Delivery.   

   
4.5  The Supplier warrants that it has full and unrestricted ownership of the 

Goods at the time of transfer of ownership.   
   
4.6 The Supplier must deliver the Goods on the date and to the specified 

location during the Customer’s working hours.   
   
4.7  The Supplier must provide sufficient packaging for the Goods to reach the 

point of Delivery safely and undamaged.   
   
4.8  All deliveries must have a delivery note attached that specifies the order 

number, type, and quantity of Goods.   
   
4.9  The Supplier must provide all tools, information and instructions the 

Customer needs to make use of the Goods.   
   
4.10  The Supplier must indemnify the Customer against the costs of any Recall of 

the Goods and give notice of actual or anticipated action about the Recall of 
the Goods.    

   
4.11  The Customer can cancel any order or part order of Goods which has not 

been Delivered. If the Customer gives less than 14 days’ notice, then it will 
pay the Supplier’s reasonable and proven costs already incurred on the 
cancelled order as long as the Supplier takes all reasonable steps to 
minimise these costs.   

   
4.12  The Supplier must at its own cost repair, replace, refund or substitute (at the 

Customer’s option and request) any Goods that the Customer rejects 
because they don’t conform with Clause 3. If the Supplier doesn’t do this it 
will pay the Customer’s costs including repair or re-supply by a third party.   

  
5.  Services clauses   
   
5.1  The Supplier must co-operate with the Customer and third-party suppliers on 

all aspects connected with the Delivery of the Services and ensure that 
Supplier Staff comply with any reasonable instructions.   

   
5.2  The Supplier must at its own risk and expense provide all Supplier 

Equipment required to Deliver the Services.   
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5.3  The Supplier must allocate sufficient resources and appropriate expertise to 

each Contract.   
   
5.4  The Supplier must take all reasonable care to ensure performance does not 

disrupt the Customer’s operations, employees, or other contractors.   
   
5.5  The Supplier must ensure all Services, and anything used to Deliver the 

Services, are of good quality and free from defects.   
   
5.6  The Customer is entitled to withhold payment for partially or undelivered 

Services, but doing so does not stop it from using its other rights under the 
Contract.    

   
6  Pricing and payments   
   
6.1  In exchange for the Deliverables, the Supplier must invoice the Customer for 

the Charges in the Order Form.   
   
6.2.  Suppliers agree to a 0.9% management fee charge calculated against the 

total invoices value of every awarded contract through the Framework, 
payable to Value Match Services.    

   
6.3  Value Match Services will invoice the Supplier for the Management Charge 

and the Supplier must pay it using the process.   
   
6.4  Value Match Services will charge a monthly Framework Management fee to 

the Supplier.  
   
6.5  Value Match Services reserves the right to remove the Management Charge 

at any time. The Management Charge will be subject to ongoing review as 
part of relationship and contract management, and if both Parties (the 
Supplier, Heart Academy Trust) reasonably agree there is insufficient Return 
on Investment, this fee will be subject to adjustment or termination. For the 
avoidance of doubt the purpose of the Management Charge is to accelerate 
uptake and implementation while ensuring customer contracts are fully 
compliant and utilise the agreement to the anticipated volumes.  

   
6.6  All Charges and the Management Charge:   
   

▪ Exclude VAT, which is payable on provision of a valid VAT invoice   
▪ Include all costs connected with the Supply of Deliverables   

   
6.7 The Customer must pay the Supplier the Charges within 30 days of receipt 

by the Customer of a valid, undisputed invoice, in cleared funds using the 
payment method and details stated in the Order Form.    

   
6.8 A Supplier invoice is only valid if it:   
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▪ includes all appropriate references including the Contract reference 
number, order number and other details reasonably requested by the 
Customer   

▪ includes a detailed breakdown of Delivered Deliverables and Milestone(s) 
(if any)   

▪ doesn’t include any Management Charge (the Supplier must not charge 
the Customer in any way for the Management Charge)   

   
6.9 The Customer may retain or set-off payment of any amount owed to it by the 

Supplier if notice and reasons are provided.   
   
6.10 The Supplier must ensure that all Subcontractors are paid, in full, within 30 

days of receipt of a valid, undisputed invoice. If this doesn’t happen, HEART 
or the Customer can publish the details of the late payment or non-
payment.   

    
 

6.12 If HEART or the Customer uses Clause 6.9 then the Framework Prices (and 
where applicable, the Charges) must be reduced by an agreed amount by 
using the Variation Procedure.   

   
6.13 HEART and the Customer's right to enter into a direct agreement for the 

supply of the relevant items is subject to both:   
   

▪ the relevant item being made available to the Supplier if required to 
provide the Deliverables   

▪ any reduction in the Framework Prices (and where applicable, the 
Charges) excludes any unavoidable costs that must be paid by the 
Supplier for the substituted item, including any license fees or early 
termination charges   

   
6.14  The Supplier has no right of set-off, counterclaim, discount or abatement 

unless they’re ordered to do so by a court.    
 
7 Safeguarding 
   
7.1 All relevant Supplier personnel who will be in contact with children / young 

people and vulnerable adults shall have undertaken appropriate training to 
ensure that they are aware of Safeguarding issues and referral procedures for 
vulnerable children. The training course content should be approved by the 
Employer. The Supplier need to provide all necessary vetting procedures to 
evidence that all their personnel who have got direct contact with Children are 
Disclosure and Barring Service checked. 

 

8  The Customer’s obligations to the supplier    
   
8.1  If Supplier Non-Performance arises from a Customer Cause:   

 

▪ neither HEART or the Customer can terminate a Contract under Clause 
13.3.1   
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▪ the Supplier is entitled to reasonable and proven additional expenses and 
to relief from Delay Payments, liability and Deduction under this Contract   

▪ the Supplier is entitled to additional time needed to make the Delivery   
▪ the Supplier cannot suspend the ongoing supply of Deliverables   
 

8.2  Clause 8.1 only applies if the Supplier:   
   

▪ gives notice to the Party responsible for the Customer Cause within 10 
Working Days of becoming aware   

▪ demonstrates that the Supplier Non-Performance only happened because 
of the Customer Cause   

▪ mitigated the impact of the Customer Cause   
 

9  Record keeping and reporting   
    
9.1  The Supplier must attend Progress Meetings with the Customer and provide 

Progress Reports when specified in the Order Form.   
   
9.2  The Supplier must keep and maintain full and accurate records and accounts 

on everything to do with the Contract for 7 years after the End Date.    
   
9.3  The Supplier must allow any Auditor access to their premises to verify all 

contract accounts and records of everything to do with the Contract and 
provide copies for an Audit.   

   
9.4  The Supplier must provide information to the Auditor and reasonable co-

operation at their request.   
   
9.5  If the Supplier is not providing any of the Deliverables, or is unable to provide 

them, it must immediately:    
 

▪ tell the Relevant Customer and give reasons   
▪ propose corrective action    
▪ provide a deadline for completing the corrective action   
 

9.6    The Supplier must provide HEART with a Self-Audit Certificate supported by 
an audit report at the end of each Contract Year. The report must contain:   

   
▪ the methodology of the review   
▪ the sampling techniques applied   
▪ details of any issues   
▪ any remedial action taken   

   
9.7  The Self Audit Certificate must be completed and signed by an auditor or 

senior member of the Supplier’s management team that is qualified in either 
a relevant audit or financial discipline.    

   
10  Supplier staff    
   
10.1  The Supplier Staff involved in the performance of each Contract must:   
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▪ be appropriately trained and qualified   
▪ be vetted using Good Industry Practice and the Security Policy   
▪ comply with all conduct requirements when on the Customer’s Premises   

   
10.2 Where a Customer decides one of the Supplier’s Staff isn’t suitable to work 

on a contract, the Supplier must replace them with a suitably qualified 
alternative.   

   
10.3 If requested, the Supplier must replace any person whose acts or omissions 

have caused the Supplier to breach Clause 30.    
   
10.4 The Supplier must provide a list of Supplier Staff needing to access the 

Customer’s Premises and say why access is required.    
   
10.5 The Supplier indemnifies HEART and the Customer against all claims 

brought by any person employed by the Supplier caused by an act or 
omission of the Supplier or any Supplier Staff.    

   
11  Rights and protection    
   
11.1  The Supplier warrants and represents that:   
   

▪ it has full capacity and Customer to enter into and to perform each 
Contract   

▪ each Contract is executed by its authorised representative   
▪ it is a legally valid and existing organisation incorporated in the place it 

was formed    
▪ there are no known legal or regulatory actions or investigations before any 

court, administrative body or arbitration tribunal pending or threatened 
against it or its Affiliates that might affect its ability to perform each 
Contract   

▪ it maintains all necessary rights, authorisations, licences and consents to 
perform its obligations under each Contract   

▪ it doesn’t have any contractual obligations which are likely to have a 
material adverse effect on its ability to perform each Contract   

▪ it is not impacted by an Insolvency Event   
▪ it will comply with each Call-Off Contract   

   
11.3 The Supplier indemnifies both HEART and every Customer against each of 

the following:   
  

▪ wilful misconduct of the Supplier, Subcontractor and Supplier Staff that 
impacts the Contract   

▪ non-payment by the Supplier of any tax or National Insurance   
   
11.4 All claims indemnified under this Contract must use Clause 29.   
   
11.5 HEART or a Customer can terminate the Contract for breach of any warranty 

or indemnity where they are entitled to do so.   
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11.6 If the Supplier becomes aware of a representation or warranty that becomes 
untrue or misleading, it must immediately notify HEART and every 
Customer.   

   
11.7 All third party warranties and indemnities covering the Deliverables must be 

assigned for the Customer’s benefit by the Supplier.    
   

12  Intellectual Property Rights (IPRs)   
  
12.1  Each Party keeps ownership of its own Existing IPRs. The Supplier gives the 

Customer a nonexclusive, perpetual, royalty-free, irrevocable, transferable 
worldwide licence to use, change and sub-license the Supplier’s Existing IPR 
to enable it to both:   

  
▪ receive and use the Deliverables   
▪ make use of the deliverables provided by a Replacement Supplier   

  
12.2 Any New IPR created under a Contract is owned by the Customer. The 

Customer gives the Supplier a licence to use any Existing IPRs and New 
IPRs for the purpose of fulfilling its obligations during the Contract Period.   

   
12.3 Where a Party acquires ownership of IPRs incorrectly under this Contract it 

must do everything reasonably necessary to complete a transfer assigning 
them in writing to the other Party on request and at its own cost.   

   
12.4 Neither Party has the right to use the other Party’s IPRs, including any use of 

the other Party’s names, logos or trademarks, except as provided in Clause 
12 or otherwise agreed in writing.   

   
12.5 If there is an IPR Claim, the Supplier indemnifies HEART and each 

Customer against all losses, damages, costs or expenses (including 
professional fees and fines) incurred as a result.   

   
12.6 If an IPR Claim is made or anticipated the Supplier must at its own expense 

and the Customer’s sole option, either:   
 

▪ obtain for HEART and the Customer the rights in Clause 12.1 and 12.2 
without infringing any third party IPR    

▪ replace or modify the relevant item with substitutes that don’t infringe IPR 
without adversely affecting the functionality or performance of the 
Deliverables   

    
13 Ending the contract   
 
13.1 Contract end and extension 
 

13.1.1 The Contract takes effect on the Start Date and ends on the End Date or 
earlier if required by Law.   
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13.1.2 The Relevant Customer can extend the Contract for the Extension Period by 
giving the Supplier no less than 3 Months' written notice before the Contract 
expires.   

   
13.2 Ending the contract without a reason    
   
13.2.1.  HEART and the Supplier has the right to terminate the Framework Contract 

at any time without reason or liability by giving at least 30 days' notice and if 
it’s terminated Clause 13.5 to 13.7 applies.   

   
13.2.2. Each Customer and the Supplier has the right to terminate their Call-Off 

Contract at any time without reason or liability by giving the other party not 
less than 90 days' written notice and if it’s terminated Clause 13.5 to 13.7 
applies.   

   
13.3 When HEART or the Customer can end a contract    
   
13.3.1. If any of the following events happen, the Relevant Customer has the right to 

immediately terminate its Contract by issuing a Termination Notice to the 
Supplier:   

   
▪ there’s a Supplier Insolvency Event   
▪ there’s a Contract Default that is not corrected in line with an accepted 

Rectification Plan    
▪ the Relevant Customer rejects a Rectification Plan or the Supplier does 

not provide it within 10 days of the request   
▪ there’s any material Default of the Contract   
▪ there’s any material Default of any Joint Controller Agreement relating to 

any Contract;   
▪ there’s a Default of Clauses 4.10, 12, 17, 18, 30, 35 or Framework 

Schedule 9 (Cyber Essentials) (where applicable) relating to any 
Contract   

▪ there’s a consistent repeated failure to meet the Performance Indicators 
in Framework Schedule 4 (Framework Management)   

▪ there’s a Change of Control of the Supplier which isn’t pre-approved by 
the Relevant Customer in writing   

▪ there’s a Variation to a Contract which cannot be agreed using Clause 26 
(Changing the contract) or resolved using Clause 36 (Resolving 
disputes)   

▪ if the Relevant Customer discovers that the Supplier was in one of the 
situations in 57 (1) or   

▪ 57(2) of the Regulations at the time the Contract was awarded   
▪ the Court of Justice of the European Union uses Article 258 of the Treaty 

on the Functioning of the European Union (TFEU) to declare that the 
Contract should not have been awarded to the Supplier because of a 
serious breach of the TFEU or the Regulations    

▪ the Supplier or its Affiliates embarrass or bring HEART or the Customer 
into disrepute or diminish the public trust in them   

 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



129 
 

13.3.2. HEART may terminate the Framework Contract if a Customer terminates a 
Call-Off Contract for any of the reasons listed in Section 13.3    

   
13.3.3.  If there is a Default, the Relevant Customer can, without limiting its other 

rights, request that the Supplier provide a Rectification Plan.   
   
13.3.4.  When the Relevant Customer receives a requested Rectification Plan it can 

either:   
 

▪ reject the Rectification Plan or revised Rectification Plan, giving reasons   
▪ accept the Rectification Plan or revised Rectification Plan (without limiting 

its rights) and the Supplier must immediately start work on the actions in 
the Rectification Plan at its own cost, unless agreed otherwise by the 
Parties   

 

13.3.5.  Where the Rectification Plan or revised Rectification Plan is rejected, the 
Relevant Customer:   

  
▪ must give reasonable grounds for its decision   
▪ may request that the Supplier provides a revised Rectification Plan within 

5 Working Days   
   
13.3.6.  If any of the events in 73 (1) (a) to (c) of the Regulations happen, the 

Relevant Customer has the right to immediately terminate the Contract and 
Clause 13.5.2 to 13.5.7 applies.   

   
13.4 What happens if the contract ends   
   

Where the Relevant Customer terminates a Contract under Clause 13.3.1 all 
of the following apply:   

   
   

  
13.4.2.  The Customer’s payment obligations under the terminated Contract stop 

immediately.   
  
13.4.3.  Accumulated rights of the Parties are not affected.   
  
13.4.4. The Supplier must promptly delete or return the Government Data except 

where required to retain copies by law.   
  
13.4.5.  The Supplier must promptly return any of HEART or the Customer’s property 

provided under the terminated Contract.   
  
13.4.6.  The Supplier must, at no cost to HEART or the Customer, co-operate fully in 

the handover and re-procurement (including to a Replacement Supplier).   
  
13.4.7. The following Clauses survive the termination of each Contract: 5.10, 9, 

10.2, 11, 14, 17, 18, 19, 20 and any Clauses and Schedules which are 
expressly or by implication intended to continue.   
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13.5.  When the supplier can end the contract    
   
13.5.1.  The Supplier can issue a Reminder Notice if the Customer does not pay an 

undisputed invoice on time. The Supplier can terminate a Call-Off Contract if 
the Customer fails to pay an undisputed invoiced sum due and worth over 
10% of the annual Contract Value within 30 days of the date of the Reminder 
Notice.    

   
13.5.2.  If a Supplier terminates a Call-Off Contract under Clause 13.5.1:   
   

▪ the Customer must promptly pay all outstanding Charges incurred to the 
Supplier   

▪ the Customer must pay the Supplier reasonable committed and 
unavoidable Losses as long as the Supplier provides a fully itemised and 
costed schedule with evidence - the maximum value of this payment is 
limited to the total sum payable to the Supplier if the Contract had not been 
terminated   

▪ The Customer must ensure they comply with the requirements of any 
Lease Agreement they have signed. 

   
13.6.  When subcontracts can be ended    

   
At the Customer’s request, the Supplier must terminate any Subcontracts in 
any of the following events:   

  
▪ there is a Change of Control of a Subcontractor which isn’t pre-approved 

by the Relevant Customer in writing   
▪ the acts or omissions of the Subcontractor have caused or materially 

contributed to a right of termination under Clause 13.3   
▪ a Subcontractor or its Affiliates embarrasses or brings into disrepute or 

diminishes the public trust in the Relevant Customer   
   
13.7. Partially ending and suspending the contract    

   
13.7.1.  Where HEART has the right to terminate the Framework Contract it can 

suspend the Supplier's ability to accept Orders (for any period) and the 
Supplier cannot enter into any new Call-Off Contracts during this period. If 
this happens, the Supplier must still meet its obligations under any existing 
Call-Off Contracts that have already been signed.   

   
13.7.2.  Where HEART has the right to terminate a Framework Contract it is entitled 

to terminate all or part of it.   
   
13.7.3.  Where the Customer has the right to terminate a Call-Off Contract it can 

terminate or suspend (for any period), all or part of it. If the Customer 
suspends a Contract it can provide the Deliverables itself or buy them from a 
third party.    
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13.7.4.  The Relevant Customer can only partially terminate or suspend a Contract if 
the remaining parts of that Contract can still be used to effectively deliver the 
intended purpose.   

   
13.7.5.  The Parties must agree any necessary Variation required by Clause 13.8 

using the Variation Procedure, but the Supplier may not either:   
   

▪ reject the Variation   
▪ increase the Charges, except where the right to partial termination is 

under Clause 13.2   
   
13.7.6. The Customer can still use other rights available, or subsequently available 

to it if it acts on its rights under Clause 13.7   
   
14.  How much you can be held responsible for    
   
14.1  Each Party's total aggregate liability in each Contract Year under this 

Framework Contract (whether in tort, contract or otherwise) is no more than 
£100,000.    

   
14.2  Each Party's total aggregate liability in each Contract Year under each Call-

Off Contract (whether in tort, contract or otherwise) is no more than the 
greater of £5 million or 150% of the Estimated Yearly Charges unless 
specified in the Call-Off Order Form   

   
14.3  No Party is liable to the other for:   
   

▪ any indirect Losses   
▪ Loss of profits, turnover, savings, business opportunities or damage to 

goodwill (in each case whether direct or indirect)   
   
14.4  In spite of Clause 14.1 and 14.2, neither Party limits or excludes any of the 

following:   
   

▪ its liability for death or personal injury caused by its negligence, or that of 
its employees, agents or Subcontractors   

▪ its liability for bribery or fraud or fraudulent misrepresentation by it or its 
employees   

▪ any liability that cannot be excluded or limited by Law   
▪ its obligation to pay the required Management Charge or Default 

Management Charge    
  
14.5 In spite of Clauses 14.1 and 14.2, the Supplier does not limit or exclude its 

liability for any indemnity given under Clauses 10.5, 11.3, 12.5, 15.2 or 17.8 
or Call-Off Schedule 2 (Staff Transfer) of a Contract.    

   
14.6 Each Party must use all reasonable endeavours to mitigate any Loss or 

damage which it suffers under or in connection with each Contract, including 
any indemnities.    
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14.7 When calculating the Supplier’s liability under Clause 14.1 or 14.2 the 
following items will not be taken into consideration:   

   
▪ Deductions  

▪ any items specified in Clause 11.5  

   
14.8  If more than one Supplier is party to a Contract, each Supplier Party is fully 

responsible for both their own liabilities and the liabilities of the other 
Suppliers.    

   
15.  Obeying the law   
  
15.1  The Supplier must use reasonable endeavours to comply with the provisions 

of Joint Schedule 5   
(Corporate Social Responsibility).   

   
15.2  The Supplier indemnifies HEART and every Customer against any costs 

resulting from any Default by the Supplier relating to any applicable Law to 
do with a Contract.   

   
15.3  The Supplier must appoint a Compliance Officer who must be responsible for 

ensuring that the Supplier complies with Law, Clause 15.1 and Clauses 30 to 
35.   

   
16.  Insurance   
  
16.1  The Supplier must, at its own cost, obtain and maintain the Required 

Insurances in Joint Schedule 3 (Insurance Requirements) and any Additional 
Insurances in the Order Form.   

   
17.  Data protection   
  
17.1  The Supplier must process Personal Data and ensure that Supplier Staff 

process Personal Data only in accordance with Joint Schedule 11 
(Processing Data).   

   
17.2  The Supplier must not remove any ownership or security notices in or 

relating to the Government Data.   
   
17.3  The Supplier must make accessible back-ups of all Government Data, stored 

in an agreed offsite location and send the Customer copies every 6 
Months.    

   
17.4  The Supplier must ensure that any Supplier system holding any Government 

Data, including back-up data, is a secure system that complies with the 
Security Policy and any applicable Security Management Plan.   

   
17.5  If at any time the Supplier suspects or has reason to believe that the 

Government Data provided under a Contract is corrupted, lost or sufficiently 
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degraded, then the Supplier must notify the Relevant Customer and 
immediately suggest remedial action.   

   
17.6  If the Government Data is corrupted, lost or sufficiently degraded so as to be 

unusable the Relevant Customer may either or both:   
 

▪ tell the Supplier to restore or get restored Government Data as soon as 
practical but no later than 5 Working Days from the date that the Relevant 
Customer receives notice, or the Supplier finds out about the issue, 
whichever is earlier   

▪ restore the Government Data itself or using a third party   
   
17.7 The Supplier must pay each Party’s reasonable costs of complying with 

Clause 17.6 unless HEART or the Customer is at fault.    
   
17.8 The Supplier:   
   

▪ must provide the Relevant Customer with all Government Data in an 
agreed open format within 10 Working Days of a written request   

▪ must have documented processes to guarantee prompt availability of 
Government Data if the Supplier stops trading   

▪ must securely destroy all Storage Media that has held Government Data 
at the end of life of that media using Good Industry Practice   

▪ securely erase all Government Data and any copies it holds when asked 
to do so by HEART or the Customer unless required by Law to retain it   

▪ indemnifies HEART and each Customer against any and all Losses 
incurred if the Supplier breaches Clause 17 and any Data Protection 
Legislation.   

  
18.  What you must keep confidential   
   
18.1  Each Party must:   

 

▪ keep all Confidential Information it receives confidential and secure   
▪ not disclose, use or exploit the Disclosing Party’s Confidential Information 

without the Disclosing Party's prior written consent, except for the 
purposes anticipated under the Contract    

▪ immediately notify the Disclosing Party if it suspects unauthorised access, 
copying, use or disclosure of the Confidential Information   

   
18.2  In spite of Clause 18.1, a Party may disclose Confidential Information which 

it receives from the Disclosing Party in any of the following instances:   
 

▪ where disclosure is required by applicable Law or by a court with the 
relevant jurisdiction if the   

▪ Recipient Party notifies the Disclosing Party of the full circumstances, the 
affected Confidential Information and extent of the disclosure   

▪ if the Recipient Party already had the information without obligation of 
confidentiality before it was disclosed by the Disclosing Party   

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



134 
 

▪ if the information was given to it by a third party without obligation of 
confidentiality   

▪ if the information was in the public domain at the time of the disclosure   
▪ if the information was independently developed without access to the 

Disclosing Party’s Confidential Information   
▪ to its auditors or for the purposes of regulatory requirements   
▪ on a confidential basis, to its professional advisers on a need-to-know 

basis   
▪ to the Serious Fraud Office where the Recipient Party has reasonable 

grounds to believe that the Disclosing Party is involved in activity that may 
be a criminal offence under the Bribery Act 2010   

   
18.3 The Supplier may disclose Confidential Information on a confidential basis to 

Supplier Staff on a need-to-know basis to allow the Supplier to meet its 
obligations under the Contract. The Supplier Staff must enter into a direct 
confidentiality agreement with the Relevant Customer at its request.   

   
18.4 HEART or the Customer may disclose Confidential Information in any of the 

following cases:   
   

▪ on a confidential basis to the employees, agents, consultants and 
contractors of HEART or the Customer   

▪ on a confidential basis to any other Central Government Body, any 
successor body to a Central Government Body or any company that 
HEART or the Customer transfers or proposes to transfer all or any part 
of its business to   

▪ if HEART or the Customer (acting reasonably) considers disclosure 
necessary or appropriate to carry out its public functions   

▪ where requested by Parliament   
▪ under Clause 19   

   
18.5 For the purposes of Clauses 18.2 to 18.4 references to disclosure on a 

confidential basis means disclosure under a confidentiality agreement or 
arrangement including terms as strict as those required in Clause 18.   

   
18.6 Transparency Information is not Confidential Information.   
   
18.7 The Supplier must not make any press announcement or publicise the 

Contracts or any part of them in any way, without the prior written consent of 
the Relevant Customer and must take all reasonable steps to ensure that 
Supplier Staff do not either.    

   
19.  When you can share information    
   
19.1  The Supplier must tell the Relevant Customer within 48 hours if it receives a 

Request For Information.   
   
19.2  Within the required timescales the Supplier must give HEART and each 

Customer full cooperation and information needed so the Customer can:   
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▪ publish the Transparency Information    
▪ comply with any Freedom of Information Act (FOIA) request   
▪ comply with any Environmental Information Regulations (EIR) request   

   
19.3  The Relevant Customer may talk to the Supplier to help it decide whether to 

publish information under Clause 16. However, the extent, content and 
format of the disclosure is the Relevant Customer’s decision, which does not 
need to be reasonable.    

   
20. Invalid parts of the contract    
   
20.1  If any part of a Contract is prohibited by Law or judged by a court to be 

unlawful, void or unenforceable, it must be read as if it was removed from 
that Contract as much as required and rendered ineffective as far as 
possible without affecting the rest of the Contract, whether it’s valid or 
enforceable.   

   
21.  No other terms apply    
   
21.1  The provisions incorporated into each Contract are the entire agreement 

between the Parties. The Contract replaces all previous statements and 
agreements whether written or oral. No other provisions apply.    

   
22.  Other people’s rights in a contract    
   
22.1  No third parties may use the Contracts (Rights of Third Parties) Act (CRTPA) 

to enforce any term of the Contract unless stated (referring to CRTPA) in the 
Contract. This does not affect third party rights and remedies that exist 
independently from CRTPA.    

   
23.  Circumstances beyond your control    
   
23.1  Any Party affected by a Force Majeure Event is excused from performing its 

obligations under a Contract while the inability to perform continues, if it 
both:   
 

▪ provides a Force Majeure Notice to the other Party   
▪ uses all reasonable measures practical to reduce the impact of the Force 

Majeure Event   
  
23.2 Either party can partially or fully terminate the affected Contract if the 

provision of the Deliverables is materially affected by a Force Majeure Event 
which lasts for 90 days continuously.    

   
23.3 Where a Party terminates under Clause 23.2:    
  

▪ each party must cover its own Losses   
▪ Clause 13.4.2 and 13.4.7 applies   
   

24.  Relationships created by the contract    
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24.1  No Contract creates a partnership, joint venture or employment relationship. 

The Supplier must represent themselves accordingly and ensure others do 
so.   

   
25.  Transferring responsibilities    
   
25.1  The Supplier can not assign a Contract without the Relevant Customer’s 

written consent.   
   
25.2  The Relevant Customer can assign, novate or transfer its Contract or any 

part of it to any Crown Body, public or private sector body which performs 
the functions of the Relevant Customer.   

   
25.3  When HEART or the Customer uses its rights under Clause 26.2 the 

Supplier must enter into a novation agreement in the form that HEART or the 
Customer specifies.    

   
25.4  The Supplier can terminate a Contract novated under Clause 26.2 to a 

private sector body that is experiencing an Insolvency Event.   
   
25.5  The Supplier remains responsible for all acts and omissions of the Supplier 

Staff as if they were its own.   
   
25.6    If HEART or the Customer asks the Supplier for details about 

Subcontractors, the Supplier must provide details of Subcontractors at all 
levels of the supply chain including:   

   
▪ their name   
▪ the scope of their appointment   
▪ the duration of their appointment   

   
26.  Changing the contract   

   
26.1  Either Party can request a Variation to a Contract which is only effective if 

agreed in writing and signed by both Parties.   
   
26.2  The Supplier must provide an Impact Assessment either:   
  

▪ with the Variation Form, where the Supplier requests the Variation   
▪ within the time limits included in a Variation Form requested by HEART or 

the Customer   
  
26.3  If the Variation to a Contract cannot be agreed or resolved by the Parties, 

HEART or the Customer can either:   
   

▪ agree that the Contract continues without the Variation   
▪ terminate the affected Contract, unless in the case of a Call-Off Contract, 

the Supplier has already provided part or all of the provision of the 
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Deliverables, or where the Supplier can show evidence of substantial work 
being carried out to provide them   

▪ refer the Dispute to be resolved using Clause 36 (Resolving Disputes)    
 

26.4 HEART and the Customer are not required to accept a Variation request 
made by the Supplier.   

   
26.5 If there is a General Change in Law, the Supplier must bear the risk of the 

change and is not entitled to ask for an increase to the Framework Prices or 
the Charges.   

   
26.6 If there is a Specific Change in Law or one is likely to happen during the 

Contract Period the Supplier must give HEART and the Customer notice of 
the likely effects of the changes as soon as reasonably practical. They must 
also say if they think any Variation is needed either to the Deliverables, 
Framework Prices or a Contract and provide evidence:    

  
▪ that the Supplier has kept costs as low as possible, including in 

Subcontractor costs   
▪ of how it has affected the Supplier’s costs   

   
26.7  Any change in the Framework Prices or relief from the Supplier's obligations 

because of a Specific Change in Law must be implemented using Clauses 
27.1 to 27.4.   

   
27.  How to communicate about the contract    
   
27.1  All notices under the Contract must be in writing and are considered effective 

on the Working Day of delivery as long as they’re delivered before 5:00pm 
on a Working Day. Otherwise, the notice is effective on the next Working 
Day. An email is effective when sent unless an error message is received.   

   
27.2  Notices to HEART must be sent to the HEART Authorised Representative’s 

address or email address in the Framework Award Form.   
   
27.3  Notices to the Customer must be sent to the Customer Authorised 

Representative’s address or email address in the Order Form.    
   
27.4  This Clause does not apply to the service of legal proceedings or any 

documents in any legal action, arbitration or dispute resolution.    
   
28.  Dealing with claims    
   
28.1  If a Beneficiary is notified of a Claim then it must notify the Indemnifier as 

soon as reasonably practical and no later than 10 Working Days.   
   
28.2  At the Indemnifier’s cost the Beneficiary must both:   
   

▪ allow the Indemnifier to conduct all negotiations and proceedings to do 
with a Claim    
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▪ give the Indemnifier reasonable assistance with the claim if requested   
 

28.3 The Beneficiary must not make admissions about the Claim without the prior 
written consent of the Indemnifier which can not be unreasonably withheld or 
delayed.   

   
28.4 The Indemnifier must consider and defend the Claim diligently using 

competent legal advisors   
and in a way that doesn’t damage the Beneficiary’s reputation.   

   
28.5 The Indemnifier must not settle or compromise any Claim without the 

Beneficiary's prior written consent which it must not unreasonably withhold or 
delay.   

   
28.6 Each Beneficiary must take all reasonable steps to minimise and mitigate 

any losses that it suffers because of the Claim.   
   
28.7 If the Indemnifier pays the Beneficiary money under an indemnity and the 

Beneficiary later recovers money which is directly related to the Claim, the 
Beneficiary must immediately repay the Indemnifier the lesser of either:   

   
▪ the sum recovered minus any legitimate amount spent by the Beneficiary 

when recovering this money    
▪ the amount the Indemnifier paid the Beneficiary for the Claim   

   
29.  Preventing fraud, bribery and corruption   
   
29.1  The Supplier must not during any Contract Period:    
   

▪ commit a Prohibited Act or any other criminal offence in the Regulations 
57(1) and 57(2)   

▪ do or allow anything which would cause HEART or the Customer, 
including any of their employees, consultants, contractors, Subcontractors 
or agents to breach any of the Relevant Requirements or incur any liability 
under them   

   
29.2  The Supplier must during the Contract Period:   
  

▪ create, maintain and enforce adequate policies and procedures to ensure 
it complies with the Relevant Requirements to prevent a Prohibited Act 
and require its Subcontractors to do the same   

▪ keep full records to show it has complied with its obligations under Clause 
27 and give copies to HEART or the Customer on request   

▪ if required by the Relevant Customer, within 20 Working Days of the Start 
Date of the relevant Contract, and then annually, certify in writing to the 
Relevant Customer, that they have complied with Clause 27, including 
compliance of Supplier Staff, and provide reasonable supporting evidence 
of this on request, including its policies and procedures   
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29.3  The Supplier must immediately notify HEART and the Customer if it 
becomes aware of any breach of Clauses 27.1 or 27.2 or has any reason to 
think that it, or any of the Supplier Staff, has either:   
 

▪ been investigated or prosecuted for an alleged Prohibited Act   
▪ been debarred, suspended, proposed for suspension or debarment, or is 

otherwise ineligible to take part in procurement programmes or contracts 
because of a Prohibited Act by any government department or agency    

▪ received a request or demand for any undue financial or other advantage 
of any kind related to a Contract   

▪ suspected that any person or Party directly or indirectly related to a 
Contract has committed or attempted to commit a Prohibited Act   

   
29.4 If the Supplier notifies HEART or the Customer of Any Prohibited Acts, the 

Supplier must respond promptly to their further enquiries, co-operate with 
any investigation and allow the Audit of any books, records and relevant 
documentation.   

   
29.5 In the case of any Prohibited Act the Supplier shall give notice to client. 

Notice must specify the:   
   

▪ Prohibited Act   
▪ identity of the Party who it thinks has committed the Prohibited Act    
▪ action it has decided to take   
 

30. Equality, diversity and human rights   
   
30.1  The Supplier must follow all applicable equality Law when they perform their 

obligations under the Contract, including:   
 

▪ protections against discrimination on the grounds of race, sex, gender 
reassignment, religion or belief, disability, sexual orientation, pregnancy, 
maternity, age or otherwise   

▪ any other requirements and instructions which HEART or the Customer 
reasonably imposes related to equality Law   

   
30.2  The Supplier must take all necessary steps, and inform HEART or the 

Customer of the steps taken, to prevent anything that is considered to be 
unlawful discrimination by any court or tribunal, or the Equality and Human 
Rights Commission (or any successor organisation) when working on a 
Contract.   

   
31.  Health and safety    
   
31.1  The Supplier must perform its obligations meeting the requirements of:   
   

▪ all applicable Law regarding health and safety   
▪ the Customer’s current health and safety policy while at the Customer’s 

Premises, as provided to the Supplier    
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31.2  The Supplier and the Customer must as soon as possible notify the other of 
any health and safety incidents or material hazards they’re aware of at the 
Customer Premises that relate to the performance of a Contract.    

   
32  Environment   
   
32.1  When working on Site the Supplier must perform its obligations under the 

Customer’s current Environmental Policy, which the Customer must 
provide.   

   
32.2  The Supplier must ensure that Supplier Staff are aware of the Customer’s 

Environmental Policy.   
  
33.  Tax    
   
33.1  The Supplier must not breach any tax or social security obligations and must 

enter into a binding agreement to pay any late contributions due, including 
where applicable, any interest or any fines. HEART and the Customer 
cannot terminate a Contract where the Supplier has not paid a minor tax or 
social security contribution.   

   
33.2  Where the Charges payable under a Contract with the Customer are or are 

likely to exceed £5 million at any point during the relevant Contract Period, 
and an Occasion of Tax Non-Compliance occurs, the Supplier must notify 
HEART and the Customer of it within 5 Working Days including:   

  
▪ the steps that the Supplier is taking to address the Occasion of Tax Non-

Compliance and any mitigating factors that it considers relevant   
▪ other information relating to the Occasion of Tax Non-Compliance that 

HEART and the Customer may reasonably need   
   
33.3  Where the Supplier or any Supplier Staff are liable to be taxed or to pay 

National Insurance contributions in the UK relating to payment received 
under a Call-Off Contract, the Supplier must both:   

   
▪ comply with the Income Tax (Earnings and Pensions) Act 2003 and all 

other statutes and regulations relating to income tax, the Social Security 
Contributions and Benefits Act 1992 (including IR35) and National 
Insurance contributions    

▪ indemnify the Customer against any Income Tax, National Insurance and 
social security contributions and any other liability, deduction, contribution, 
assessment or claim arising from or made during or after the Contract 
Period in connection with the provision of the Deliverables by the Supplier 
or any of the Supplier Staff   

   
33.4  If any of the Supplier Staff are Workers who receive payment relating to the 

Deliverables, then the Supplier must ensure that its contract with the Worker 
contains the following requirements:   
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▪ the Customer may, at any time during the Contract Period, request that 
the Worker provides information which demonstrates they comply with 
Clause 34.3, or why those requirements do not apply, the Customer can 
specify the information the Worker must provide and the deadline for 
responding   

▪ the Worker’s contract may be terminated at the Customer’s request if the 
Worker fails to provide the information requested by the Customer within 
the time specified by the Customer   

▪ the Worker’s contract may be terminated at the Customer’s request if the 
Worker provides information which the Customer considers isn’t good 
enough to demonstrate how it complies with Clause 34.3 or confirms that 
the Worker is not complying with those requirements   

▪ the Customer may supply any information they receive from the Worker 
to HMRC for revenue collection and management   

   
34.  Conflict of interest   
   
34.1  The Supplier must take action to ensure that neither the Supplier nor the 

Supplier Staff are placed in the position of an actual or potential Conflict of 
Interest.   

   
34.2  The Supplier must promptly notify and provide details to HEART and each 

Customer if a Conflict of Interest happens or is expected to happen.   
   
34.3  HEART and each Customer can terminate its Contract immediately by giving 

notice in writing to the Supplier or take any steps it thinks are necessary 
where there is or may be an actual or potential Conflict of Interest.   

  
35.  Reporting a breach of the contract    

   
35.1  As soon as it is aware of it the Supplier and Supplier Staff must report to 

HEART or the Customer any actual or suspected breach of:   
  

▪ Law   
▪ Clause 15 
▪ Clauses 30 to 35   

   
35.2  The Supplier must not retaliate against any of the Supplier Staff who in good 

faith reports a breach listed in Clause 36.1 to the Customer or a Prescribed 
Person.    

   
36.  Resolving disputes    
   
36.1  If there is a Dispute, the senior representatives of the Parties who have 

Customer to settle the Dispute will, within 28 days of a written request from 
the other Party, meet in good faith to resolve the Dispute.   

   
36.2  If the Dispute is not resolved at that meeting, the Parties can attempt to 

settle it by mediation using the Centre for Effective Dispute Resolution 
(CEDR) Model Mediation Procedure current at the time of the Dispute. If the 
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Parties cannot agree on a mediator, the mediator will be nominated by 
CEDR. If either Party does not wish to use, or continue to use mediation, or 
mediation does not resolve the Dispute, the Dispute must be resolved using 
Clauses 37.3 to 37.5.   

   
36.3  Unless the Relevant Customer refers the Dispute to arbitration using Clause 

37.4, the Parties irrevocably agree that the courts of England and Wales 
have the exclusive jurisdiction to:    

   
▪ determine the Dispute   
▪ grant interim remedies   
▪ grant any other provisional or protective relief   

   
36.4 The Supplier agrees that the Relevant Customer has the exclusive right to 

refer any Dispute to be finally resolved by arbitration under the London Court 
of International Arbitration Rules current at the time of the Dispute. There will 
be only one arbitrator. The seat or legal place of the arbitration will be 
London and the proceedings will be in English.   

   
36.5 The Relevant Customer has the right to refer a Dispute to arbitration even if 

the Supplier has started or has attempted to start court proceedings, unless 
the Relevant Customer has agreed to the court proceedings or participated 
in them. Even if court proceedings have started, the Parties must do 
everything necessary to ensure that the court proceedings are stayed in 
favour of any arbitration proceedings 

   
36.6 The Supplier cannot suspend the performance of a Contract during any 

Dispute.   
 
37 Which law applies   
   
37.1  This Contract and any issues arising out of, or connected to it, are governed 

by English law.   
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Schedule 9 - Definitions 
  

1.1 In each Contract, unless the context otherwise requires, capitalised 
expressions shall have the meanings set out in this Joint Schedule 9 
(Definitions) or the relevant Schedule in which that capitalised expression 
appears. 
 

1.2 If a capitalised expression does not have an interpretation in this Schedule 
or any other Schedule, it shall, in the first instance, be interpreted in 
accordance with the common interpretation within the relevant market 
sector/industry where appropriate. Otherwise, it shall be interpreted in 
accordance with the dictionary meaning.  

 
1.3 In each Contract, unless the context otherwise requires:  
 
1.3.1 the singular includes the plural and vice versa;  

 

1.3.2 reference to a gender includes the other gender and the neuter;  

 

1.3.3 references to a person include an individual, company, body corporate, 
corporation, unincorporated association, firm, partnership or other legal 
entity or Crown Body;  

 

1.3.4 a reference to any Law includes a reference to that Law as amended, 
extended, consolidated or re-enacted from time to time;  

 

1.3.5 the words "including", "other", "in particular", "for example" and similar 
words shall not limit the generality of the preceding words and shall be 
construed as if they were immediately followed by the words "without 
limitation";  

 

1.3.6 references to "writing" include typing, printing, lithography, photography, 
display on a screen, electronic and facsimile transmission and other 
modes of representing or reproducing words in a visible form, and 
expressions referring to writing shall be construed accordingly;  

 
1.3.7  references to "representations" shall be construed as references to 

present facts, to "warranties" as references to present and future facts 
and to  

 "undertakings" as references to obligations under the Contract;   

 

1.3.7 references to "Clauses" and "Schedules" are, unless otherwise 
provided, references to the clauses and schedules of the Core Terms and 
references in any Schedule to parts, paragraphs, annexes and tables are, 
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unless otherwise provided, references to the parts, paragraphs, annexes 
and tables of the Schedule in which these references appear;   

 

1.3.8 references to "Paragraphs" are, unless otherwise provided, references to the 
paragraph of the appropriate Schedules unless otherwise provided;   

 

1.3.9 references to a series of Clauses or Paragraphs shall be inclusive of the 
clause numbers specified;  

 

1.3.10 the headings in each Contract are for ease of reference only and shall not 
affect the interpretation or construction of a Contract; and  

 

1.3.11 where the Customer is a Crown Body it shall be treated as contracting with 
the Crown as a whole.  

 
1.4  In each Contract, unless the context otherwise requires, the following 

words shall have the following meanings:  
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"Achieve"  1 in respect of a Test, to successfully pass such Test without any Test Issues and in 

respect of a Milestone, the issue of a Satisfaction Certificate in respect of that 

Milestone and "Achieved", "Achieving" and "Achievement" shall be construed 

accordingly;  

"Additional 

Insurances"  

2 insurance requirements relating to a Call-Off Contract specified in the Order Form 

additional to those outlined in Joint Schedule 3 (Insurance Requirements);   

"Admin Fee”  3 means the costs incurred by HEART in dealing with MI Failures calculated in 

accordance with the tariff of administration charges published by the HEART on: 

http://HEART.cabinetoffice.gov.uk/iam-supplier/management-information/admin-

fees;  

"Affected Party"  4 the party seeking to claim relief in respect of a Force Majeure Event;  

"Affiliates"  5 in relation to a body corporate, any other entity which directly or indirectly Controls, 

is Controlled by, or is under direct or indirect common Control of that body corporate 

from time to time;  

“Annex”  6 extra information which supports a Schedule;  

"Approval"  7 the prior written consent of the Customer and "Approve" and "Approved" shall be 

construed accordingly;  

"Audit"  8 the Relevant Customer’s right to:   

a) verify the accuracy of the Charges and any other amounts payable by a 
Customer under a Call-Off Contract (including proposed or actual variations to 
them in accordance with the  
Contract);   

b) verify the costs of the Supplier (including the costs of all Subcontractors 
and any third party suppliers) in connection with the provision of the Services;  

c) verify the Open Book Data;  

d) verify the Supplier’s and each Subcontractor’s compliance with the 
applicable Law;  

e) identify or investigate actual or suspected breach of Clauses 27 to 33 
and/or Joint Schedule 5 (Corporate Social Responsibility), impropriety or 
accounting mistakes or any breach or threatened breach of security and in these 
circumstances the Relevant Customer shall have no obligation to inform the 
Supplier of the purpose or objective of its investigations;  

f) identify or investigate any circumstances which may impact upon the financial 
stability of the Supplier, any Guarantor, and/or any  
Subcontractors or their ability to provide the Deliverables;  

g) obtain such information as is necessary to fulfil the Relevant  

Customer’s obligations to supply information for parliamentary,  
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 ministerial, judicial or administrative purposes including the supply of 
information to the Comptroller and Auditor General;  

a) review any books of account and the internal contract management 
accounts kept by the Supplier in connection with each Contract;  

b) carry out the Relevant Customer’s internal and statutory audits and to 
prepare, examine and/or certify the Relevant Customer's annual and 
interim reports and accounts;  

c) enable the National Audit Office to carry out an examination pursuant to 
Section 6(1) of the National Audit Act 1983 of the economy, efficiency and 
effectiveness with which the Relevant  
Customer has used its resources; or  

d) verify the accuracy and completeness of any Management  

Information delivered or required by the Framework Contract;  

"Auditor"  a) the Customer’s internal and external auditors;  

b) the Customer’s statutory or regulatory auditors;  

c) the Comptroller and Auditor General, their staff and/or any appointed 
representatives of the National Audit Office;  

d) HM Treasury or the Cabinet Office;  

e) any party formally appointed by the Customer to carry out audit or similar 
review functions; and  

f) successors or assigns of any of the above;  

"Customer"     HEART and each Customer;  

"Customer Cause"  9 any breach of the obligations of the Relevant Customer or any other default, 

act, omission, negligence or statement of the Relevant Customer, of its 

employees, servants, agents in connection with or in relation to the subject-

matter of the Contract and in respect of which the Relevant Customer is liable 

to the Supplier;  

"BACS"  10 the Bankers’ Automated Clearing Services, which is a scheme for the 

electronic processing of financial transactions within the United Kingdom;  

"Beneficiary"  11 a Party having (or claiming to have) the benefit of an indemnity under this 

Contract;  

"Customer"  12 the relevant public sector purchaser identified as such in the Order Form;  

"Customer 

Assets"  

13 the Customer’s infrastructure, data, software, materials, assets, equipment 
or other property owned by and/or licensed or leased to the Customer and 
which is or may be used in connection with the provision of the Deliverables 
which remain the property of the  
Customer throughout the term of the Contract;  
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"Customer 

Authorised 

Representative”  

14 the representative appointed by the Customer from time to time in relation to 

the Call-Off Contract initially identified in the Order Form 

 

"Customer 

Premises"  

15 premises owned, controlled or occupied by the Customer which are made 

available for use by the Supplier or its Subcontractors for the provision of the 

Deliverables (or any of them);  

"Call-Off  

Contract"  

16 the contract between the Customer and the Supplier (entered into pursuant 

to the provisions of the Framework Contract), which consists of the terms set 

out and referred to in the Order Form;  

"Call-Off  

Contract Period"  

 17  the Contract Period in respect of the Call-Off Contract;  

"Call-Off Expiry 

Date"  

18  the date of the end of a Call-Off Contract as stated in the Order Form;  

"Call-Off  

Incorporated 

Terms"  

19 the contractual terms applicable to the Call-Off Contract specified under the 

relevant heading in the Order Form;  

"Call-Off Initial 

Period"  

20  the Initial Period of a Call-Off Contract specified in the Order Form;  

"Call-Off Optional  
Extension  

Period"  

21 such period or periods beyond which the Call-Off Initial Period may be 

extended up to a maximum of the number of years in total specified in the 

Order Form;  

"Call-Off 

Procedure"  

22 the process for awarding a Call-Off Contract pursuant to Clause 2 (How the 

contract works) and Framework Schedule 7 (Call-Off Procedure and Award 

Criteria);  

"Call-Off Special 

Terms"  

23 any additional terms and conditions specified in the Order Form incorporated 

into the applicable Call-Off Contract;   

"Call-Off Start 

Date"  

24  the date of start of a Call-Off Contract as stated in the Order Form;  

"Call-Off Tender"   25  the tender submitted by the Supplier in response to the  

Customer’s Statement of Requirements following a Further  

Competition Procedure and set out at Call-Off Schedule 4 (Call-Off Tender);  

"HEART"  26 HEART Academies 

"HEART  

Authorised  

Representative"  

27 the representative appointed by HEART from time to time in relation to the 

Framework Contract initially identified in the Framework Award Form;  
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"Central  

Government  

Body"  

28 a body listed in one of the following sub-categories of the Central Government 
classification of the Public Sector Classification Guide, as published and 
amended from time to time by the Office for National Statistics:  

a) Government Department;  

b) Non-Departmental Public Body or Assembly Sponsored Public  

Body (advisory, executive, or tribunal);  

c) Non-Ministerial Department; or  

d) Executive Agency;  

"Change in Law"  29 any change in Law which impacts on the supply of the Deliverables and 

performance of the Contract which comes into force after the Start Date;   

"Change of 

Control"  

30 a change of control within the meaning of Section 450 of the Corporation Tax 

Act 2010;  

"Charges"  the prices (exclusive of any applicable VAT), payable to the Supplier by the 

Customer under the Call-Off Contract, as set out in the Order Form, for the full 

and proper performance by the Supplier of its obligations under the Call-Off 

Contract less any Deductions;  

"Claim"  31 any claim which it appears that a Beneficiary is, or may become, entitled to 

indemnification under this Contract;  

"Commercially 
Sensitive  
Information"  

32 the Confidential Information listed in the Framework Award Form or Order 

Form (if any) comprising of commercially sensitive information relating to the 

Supplier, its IPR or its business or which the Supplier has indicated to the 

Customer that, if disclosed by the Customer, would cause the Supplier 

significant commercial disadvantage or material financial loss;  

"Comparable 

Supply"  

33 the supply of Deliverables to another Customer of the Supplier that are the 

same or similar to the Deliverables;  

"Compliance 

Officer"  

34 the person(s) appointed by the Supplier who is responsible for ensuring that 

the Supplier complies with its legal obligations;  

"Confidential 

Information"  

35 means any information, however it is conveyed, that relates to the business, 

affairs, developments, trade secrets, Know-How, personnel and suppliers of 

HEART, the Customer or the Supplier, including IPRs, together with 

information derived from the above, and any other information clearly 

designated as being confidential (whether or not it is marked as 

"confidential") or which ought reasonably to be considered to be confidential;  

"Conflict of 

Interest"  

 36  a conflict between the financial or personal duties of the  

Supplier or the Supplier Staff and the duties owed to HEART or any  

Customer under a Contract, in the reasonable opinion of the Customer or 

HEART;  
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"Contract"  37 either the Framework Contract or the Call-Off Contract, as the context 

requires;  

"Contracts Finder"  38  the Government’s publishing portal for public sector procurement 

opportunities; 

 

"Contract Period"  39 the term of either a Framework Contract or Call-Off Contract from the earlier 
of the:  

a) applicable Start Date; or  

b) the Effective Date until the applicable End Date;   

"Contract Value"  40 the higher of the actual or expected total Charges paid or payable under a 

Contract where all obligations are met by the Supplier;  

"Contract Year"  41 a consecutive period of twelve (12) Months commencing on the Start Date or 

each anniversary thereof;  

"Control"  42 control in either of the senses defined in sections 450 and 1124 of the 

Corporation Tax Act 2010 and "Controlled" shall be construed accordingly;  

“Controller”   43  has the meaning given to it in the GDPR;  

“Core Terms”  HEART’ standard terms and conditions for common goods and services which 

govern how Supplier must interact with HEART and Customers under 

Framework Contracts and Call-Off Contracts;  
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"Costs"  44 the following costs (without double recovery) to the extent that they are 
reasonably and properly incurred by the Supplier in providing the Deliverables:  

a) the cost to the Supplier or the Key Subcontractor (as the context 
requires), calculated per Man Day, of engaging the Supplier Staff, including:  

i) base salary paid to the Supplier Staff; ii) employer’s 

National Insurance contributions; iii) pension 

contributions; iv) car allowances;   

v) any other contractual employment benefits;  

vi) staff training; vii) work place accommodation; viii)work place IT 

equipment and tools reasonably necessary to provide the Deliverables (but 

not including items included within limb (b) below); and  

ix) reasonable recruitment costs, as agreed with the Customer;   

b) costs incurred in respect of Supplier Assets which would be treated 

as capital costs according to generally accepted accounting principles within 

the UK, which shall include the cost to be charged in respect of Supplier 

Assets by the Supplier to the Customer or (to the extent that risk and title in 

any Supplier Asset is not held by the Supplier) any cost actually incurred by 

the  
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 Supplier in respect of those Supplier Assets;  

c) operational costs which are not included within (a) or (b) above, to 
the extent that such costs are necessary and properly incurred by the 
Supplier in the provision of the Deliverables; and  

d) Reimbursable Expenses to the extent these have been specified 
as allowable in the Order Form and are incurred in delivering any 
Deliverables;  

 45   but excluding:  

a) Overhead;  

b) financing or similar costs;  

c) maintenance and support costs to the extent that these relate to 
maintenance and/or support Deliverables provided beyond the Call-Off 
Contract Period whether in relation to Supplier Assets or otherwise;  

d) taxation;  

e) fines and penalties;  

f) amounts payable under Call-Off Schedule 16 (Benchmarking) 
where such Schedule is used; and  

g) non-cash items (including depreciation, amortisation, impairments 

and movements in provisions);  

"Crown Body"  46 the government of the United Kingdom (including the Northern Ireland 

Assembly and Executive Committee, the Scottish Government and the 

National Assembly for Wales), including, but not limited to, government 

ministers and government departments and particular bodies, persons, 

commissions or agencies from time to time carrying out functions on its behalf;  

"CRTPA"   47  the Contract Rights of Third Parties Act 1999;  

“Data Protection  

Impact  

Assessment  

48 an assessment by the Controller of the impact of the envisaged Processing 

on the protection of Personal Data;  

"Data Protection 

Legislation"  

49 (i) the GDPR, the LED and any applicable national implementing Laws as 

amended from time to time (ii) the DPA 2018 to the extent that it relates to 

Processing of personal data and privacy; (iii) all applicable Law about the 

Processing of personal data and privacy;  

"Data Protection 

Officer"  

 50  has the meaning given to it in the GDPR;  

"Data Subject"   51  has the meaning given to it in the GDPR;  

"Data Subject  

Access Request"  

52 a request made by, or on behalf of, a Data Subject in accordance with rights 

granted pursuant to the Data Protection Legislation to access their Personal 

Data;  
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"Deductions"   53  all Service Credits, Delay Payments (if applicable), or any other deduction 

which the Customer is paid or is payable to the Customer under a Call-Off 

Contract;  

 

"Default"  54 any breach of the obligations of the Supplier (including abandonment of a 

Contract in breach of its terms) or any other default (including material default), 

act, omission, negligence or statement of the Supplier, of its Subcontractors or 

any Supplier Staff howsoever arising in connection with or in relation to the 

subjectmatter of a Contract and in respect of which the Supplier is liable to the 

Relevant Customer;  

"Default  

Management 

Charge"  

55 has the meaning given to it in Paragraph 8.1.1 of Framework Schedule 5 

(Management Charges and Information);  

"Delay  

Payments"  

56 the amounts (if any) payable by the Supplier to the Customer in respect of a 

delay in respect of a Milestone as specified in the Implementation Plan;  

"Deliverables"  57 Goods and/or Services that may be ordered under the Contract including the 

Documentation;   

"Delivery"  58 delivery of the relevant Deliverable or Milestone in accordance with the terms 

of a Call-Off Contract as confirmed and accepted by the Customer by the either 

(a) confirmation in writing to the Supplier; or (b) where Call-Off Schedule 13 

(Implementation Plan and Testing) is used issue by the Customer of a 

Satisfaction Certificate. "Deliver" and "Delivered" shall be construed 

accordingly;  

"Disaster"  59 the occurrence of one or more events which, either separately or 

cumulatively, mean that the Deliverables, or a material part thereof will be 

unavailable (or could reasonably be anticipated to be unavailable) for the 

period specified in the Order Form (for the purposes of this definition the 

"Disaster Period");   

"Disclosing Party"  60  the Party directly or indirectly providing Confidential Information to the 

other Party in accordance with Clause 15 (What you must keep confidential);  

"Dispute"  61 any claim, dispute or difference arises out of or in connection with the Contract 

or in connection with the negotiation, existence, legal validity, enforceability or 

termination of the Contract, whether the alleged liability shall arise under 

English law or under the law of some other country and regardless of whether 

a particular cause of action may successfully be brought in the English courts;   

"Dispute  

Resolution  

Procedure"  

62  the dispute resolution procedure set out in Clause 34 (Resolving 

disputes);  
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"Documentation"  descriptions of the Services and Service Levels, technical specifications, user 

manuals, training manuals, operating manuals, process definitions and 

procedures, system environment descriptions and all such other 

documentation (whether in hardcopy or electronic form) is required to be 

supplied by the Supplier to the  

 Customer under a Contract as:  

a) would reasonably be required by a competent third party capable of Good 
Industry Practice contracted by the Customer to develop, configure, build, 
deploy, run, maintain, upgrade and test the individual systems that provide 
the Deliverables  

b) is required by the Supplier in order to provide the Deliverables; and/or  

c) has been or shall be generated for the purpose of providing the Deliverables;  

"DOTAS"  the Disclosure of Tax Avoidance Schemes rules which require a promoter of 

tax schemes to tell HMRC of any specified notifiable arrangements or 

proposals and to provide prescribed information on those arrangements or 

proposals within set time limits as contained in Part 7 of the Finance Act 2004 

and in secondary legislation made under vires contained in Part 7 of the 

Finance Act 2004 and as extended to National Insurance Contributions;  

“DPA 2018”  the Data Protection Act 2018;  

"Due Diligence 

Information"  

any information supplied to the Supplier by or on behalf of the Customer prior 

to the Start Date;  

"Effective Date"  63  the date on which the final Party has signed the Contract;  

"EIR"  64  the Environmental Information Regulations 2004;  

"Employment 

Regulations"  

65 the Transfer of Undertakings (Protection of Employment) Regulations 2006 

(SI 2006/246) as amended or replaced or any other Regulations implementing 

the European Council Directive 77/187/EEC;  

"End Date"   the earlier of:   

a) the Expiry Date (as extended by any Extension Period exercised by the 
Customer under Clause 10.2); or  

b) if a Contract is terminated before the date specified in (a) above, the date of 

termination of the Contract;  

"Environmental 

Policy"  

66 to conserve energy, water, wood, paper and other resources, reduce waste 

and phase out the use of ozone depleting substances and minimise the release 

of greenhouse gases, volatile organic compounds and other substances 

damaging to health and the environment, including any written environmental 

policy of the Customer;  
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“Estimated Year  

1 Charges”  

67 the anticipated total Charges payable by the Customer in the first Contract 
Year specified in the Order Form;  

68    

  

"Estimated  

Yearly Charges"  

1 means for the purposes of calculating each Party’s annual liability under clause 

11.2 :  

 2 i)  in the first Contract Year, the Estimated Year 1 Charges; or   

3   

4 ii) in the any subsequent Contract Years, the Charges paid or payable in the 
previous Call-off Contract Year; or  

  

    iii) after the end of the Call-off Contract, the Charges paid or payable in the last 
Contract Year during the Call-off Contract Period;   

  

5    

  

"Equality and  

Human Rights  

Commission"  

6 the UK Government body named as such as may be renamed or replaced by 

an equivalent body from time to time;  

"Existing IPR"  7 any and all IPR that are owned by or licensed to either Party and which are or 

have been developed independently of the Contract (whether prior to the Start 

Date or otherwise);  

"Expiry Date"  the Framework Expiry Date or the Call-Off Expiry Date (as the context dictates);   

"Extension 

Period"  

8 the Framework Optional Extension Period or the Call-Off Optional Extension 

Period as the context dictates;  

"FOIA"  9 the Freedom of Information Act 2000 and any subordinate legislation made 

under that Act from time to time together with any guidance and/or codes of 

practice issued by the Information Commissioner or relevant Government 

department in relation to such legislation;  
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"Force Majeure 

Event"  

10 any event, occurrence, circumstance, matter or cause affecting the 
performance by either the Relevant Customer or the Supplier of its obligations 
arising from:  

a) acts, events, omissions, happenings or non-happenings beyond 
the reasonable control of the Affected Party which prevent or materially 
delay the Affected Party from performing its obligations under a Contract;  

b) riots, civil commotion, war or armed conflict, acts of terrorism, 
nuclear, biological or chemical warfare;  

c) acts of a Crown Body, local government or regulatory bodies;  

d) fire, flood or any disaster; or  

e) an industrial dispute affecting a third party for which a substitute 
third party is not reasonably available but excluding:  

i) any industrial dispute relating to the Supplier, the Supplier Staff (including 
any subsets of them) or any other failure in the  
Supplier or the Subcontractor's supply chain;  ii) any event, occurrence, 

circumstance, matter or cause which is attributable to the wilful act, neglect 

or failure to take  

 

 reasonable precautions against it by the Party concerned; and iii) any failure of 

delay caused by a lack of funds;  

"Force Majeure 

Notice"  
11  a written notice served by the Affected Party on the other Party stating 

that the Affected Party believes that there is a Force Majeure Event;  

"Framework  

Award Form"  

12 the document outlining the Framework Incorporated Terms and crucial 

information required for the Framework Contract, to be executed by the 

Supplier and HEART;  

"Framework 

Contract"  

13 the framework agreement established between HEART and the Supplier in 
accordance with Regulation 33 by the Framework Award  
Form for the provision of the Deliverables to Customers by the Supplier 

pursuant to the OJEU Notice;  

"Framework 

Contract Period"  

14 the period from the Framework Start Date until the End Date or earlier 

termination of the Framework Contract;  

"Framework 

Expiry Date"  

15 the date of the end of the Framework Contract as stated in the Framework 

Award Form;  

"Framework  

Incorporated 

Terms"  

16 the contractual terms applicable to the Framework Contract specified in the 

Framework Award Form;  

"Framework  

Initial Period"  

17 the initial term of the Framework Contract as specified in the Framework 

Award Form;  
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"Framework 
Optional  
Extension  

Period"  

18 such period or periods beyond which the Framework Initial Period may be 

extended up to a maximum of the number of years in total specified in the 

Framework Award Form;  

"Framework  

Price(s)"  

19 the price(s) applicable to the provision of the Deliverables set out in 

Framework Schedule 3 (Framework Prices);  

"Framework  

Special Terms"  

20 any additional terms and conditions specified in the Framework Award Form 

incorporated into the Framework Contract;  

"Framework Start 

Date"  

21 the date of start of the Framework Contract as stated in the Framework Award 

Form;  

"Framework  

Tender  

Response"  

22 the tender submitted by the Supplier to HEART and annexed to or referred to 

in Framework Schedule 2 (Framework Tender Response);  

"Further  

Competition  

Procedure"  

23 the further competition procedure described in Framework Schedule 7 (Call-

Off Procedure and Award Criteria);  

"GDPR"  24  the General Data Protection Regulation (Regulation (EU) 2016/679);  

"General 

AntiAbuse Rule"  
a) the legislation in Part 5 of the Finance Act 2013 and; and   

b) any future legislation introduced into parliament to counteract tax 

advantages arising from abusive arrangements to avoid National Insurance 

contributions; 

 

"General Change 

in Law"  

25 a Change in Law where the change is of a general legislative nature (including 
taxation or duties of any sort affecting the Supplier)  
or which affects or relates to a Comparable Supply;  

"Goods"   26  goods made available by the Supplier as specified in  

Framework Schedule 1 (Specification) and in relation to a Call-Off Contract as 

specified in the Order Form ;  

"Good Industry 

Practice"  

27 standards, practices, methods and procedures conforming to the Law and the 

exercise of the degree of skill and care, diligence, prudence and foresight 

which would reasonably and ordinarily be expected from a skilled and 

experienced person or body engaged within the relevant industry or business 

sector;  

"Government"  28 the government of the United Kingdom (including the Northern Ireland 

Assembly and Executive Committee, the Scottish Government and the 

National Assembly for Wales), including government ministers and 

government departments and other bodies, persons, commissions or agencies 

from time to time carrying out functions on its behalf;  
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"Government 

Data"  

the data, text, drawings, diagrams, images or sounds (together with any 

database made up of any of these) which are embodied in any electronic, 

magnetic, optical or tangible media, including any of the Customer’s Confidential 

Information, and which:  

i) are supplied to the Supplier by or on behalf of the Customer; or  

ii) the Supplier is required to generate, process, store or transmit pursuant 

to a Contract;   

"Government  

Procurement  

Card"  

29 the Government’s preferred method of purchasing and payment for low value 
goods or services  
https://www.gov.uk/government/publications/governmentprocurement-card--2;  

"Guarantor"  30 the person (if any) who has entered into a guarantee in the form set out in 

Joint Schedule 8 (Guarantee) in relation to this Contract;  

"Halifax Abuse 

Principle"  

31  the principle explained in the CJEU Case C-255/02 Halifax and others;  

"HMRC"   32  Her Majesty’s Revenue and Customs;  

"ICT Policy"  33 the Customer's policy in respect of information and communications 

technology, referred to in the Order Form, which is in force as at the Call-Off 

Start Date (a copy of which has been supplied to the Supplier), as updated 

from time to time in accordance with the Variation Procedure;  

"Impact  

Assessment"  

34 an assessment of the impact of a Variation request by the Relevant Customer 
completed in good faith, including:  

a) details of the impact of the proposed Variation on the Deliverables and the 

Supplier's ability to meet its other obligations under the  
Contract;   

b) details of the cost of implementing the proposed Variation;  

c) details of the ongoing costs required by the proposed Variation when implemented, 
including any increase or decrease in the Framework Prices/Charges (as 
applicable), any alteration in the resources and/or expenditure required by either 
Party and any alteration to the working practices of either Party;  

d) a timetable for the implementation, together with any proposals for the testing of the 
Variation; and  

e) such other information as the Relevant Customer may reasonably request 

in (or in response to) the Variation request; 

 

"Implementation 

Plan"  

35 the plan for provision of the Deliverables set out in Call-Off Schedule 13 

(Implementation Plan and Testing) where that Schedule is used or otherwise 

as agreed between the Supplier and the Customer;  

"Indemnifier"  36  a Party from whom an indemnity is sought under this Contract;  
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“Independent 

Control”  

37 where a Controller has provided Personal Data to another Party which is not 
a Processor or a Joint Controller because the recipient itself determines the 
purposes and means of Processing but does so separately from the Controller 
providing it with Personal Data and  

“Independent Controller” shall be construed accordingly;  

"Indexation"  38 the adjustment of an amount or sum in accordance with Framework Schedule 

3 (Framework Prices) and the relevant Order Form;  

"Information"  39 has the meaning given under section 84 of the Freedom of Information Act 

2000;  

"Information 

Commissioner"  

40 the UK’s independent Customer which deals with ensuring information 

relating to rights in the public interest and data privacy for individuals is met, 

whilst promoting openness by public bodies;   

"Initial Period"  41  the initial term of a Contract specified in the Framework Award Form or 

the Order Form, as the context requires;  

"Insolvency 

Event"  
a) in respect of a person:  

b) a proposal is made for a voluntary arrangement within Part I of the 

Insolvency Act 1986 or of any other composition scheme or arrangement with, 

or assignment for the benefit of, its creditors; or  

c) a shareholders' meeting is convened for the purpose of considering a 

resolution that it be wound up or a resolution for its winding-up is passed 

(other than as part of, and exclusively for the purpose of, a bona fide 

reconstruction or amalgamation); or  

d) a petition is presented for its winding up (which is not dismissed within 

fourteen (14) Working Days of its service) or an application is made for the 

appointment of a provisional liquidator or a creditors' meeting is convened 

pursuant to section 98 of the Insolvency Act 1986; or   

e) a receiver, administrative receiver or similar officer is appointed 
over the whole or any part of its business or assets; or   

f) an application is made either for the appointment of an administrator or for 
an administration order, an administrator is appointed, or notice of intention 
to appoint an administrator is given; or   

g) it is or becomes insolvent within the meaning of section 123 of the  

Insolvency Act 1986; or   

h) being a "small company" within the meaning of section 382(3) of 
the Companies Act 2006, a moratorium comes into force pursuant to 
Schedule A1 of the Insolvency Act 1986; or   

i) where the person is an individual or partnership, any event analogous to 
those listed in limbs (a) to (g) (inclusive) occurs in relation to that individual 
or partnership; or   

any event analogous to those listed in limbs (a) to (h) (inclusive) occurs under 

the law of any other jurisdiction; 
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"Installation 

Works"  

42 all works which the Supplier is to carry out at the beginning of the Call-Off 

Contract Period to install the Goods in accordance with the Call-Off Contract;  

"Intellectual 

Property Rights" or 

"IPR"  

a) copyright, rights related to or affording protection similar to 
copyright, rights in databases, patents and rights in inventions, semi-
conductor topography rights, trade marks, rights in internet domain names 
and website addresses and other rights in trade or business names, 
goodwill, designs, Know-How, trade secrets and other rights in Confidential 
Information;   

b) applications for registration, and the right to apply for registration, 
for any of the rights listed at (a) that are capable of being registered in any 
country or jurisdiction; and  

c) all other rights having equivalent or similar effect in any country or 

jurisdiction;  

"Invoicing 

Address"  

43 the address to which the Supplier shall Invoice the Customer as specified in 

the Order Form;  

"IPR Claim"  44 any claim of infringement or alleged infringement (including the defence of 

such infringement or alleged infringement) of any IPR, used to provide the 

Deliverables or otherwise provided and/or licensed by the Supplier (or to which 

the Supplier has provided access) to the Relevant Customer in the fulfilment 

of its obligations under a Contract;  

"IR35"  45 the off-payroll rules requiring individuals who work through their company pay 
the same tax and National Insurance contributions as an employee which can 
be found online at:  
https://www.gov.uk/guidance/ir35-find-out-if-it-applies;  

“Joint Controller   46  the agreement (if any) entered into between the Relevant  

 

Agreement”  Customer and the Supplier substantially in the form set out in Annex 2 of Joint 

Schedule 11 (Processing Data);  

“Joint  

Controllers”  

47 where two or more Controllers jointly determine the purposes and means of 

Processing;  

"Key Personnel"   48  the individuals (if any) identified as such in the Order Form;  

"Key 

SubContract"  

 49  each Sub-Contract with a Key Subcontractor;  
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"Key  

Subcontractor"  

 50  any Subcontractor:  

a) which is relied upon to deliver any work package within the  

Deliverables in their entirety; and/or  

b) which, in the opinion of HEART or the Customer performs (or 
would perform if appointed) a critical role in the provision of all or any part 
of the Deliverables; and/or  

c) with a Sub-Contract with a contract value which at the time of 
appointment exceeds (or would exceed if appointed) 10% of the aggregate 
Charges forecast to be payable under the Call-Off  
Contract, and the Supplier shall list all such Key Subcontractors in section 

19 of the Framework Award Form and in the Key Subcontractor Section in 

Order Form;  

"Know-How"  51 all ideas, concepts, schemes, information, knowledge, techniques, 

methodology, and anything else in the nature of knowhow relating to the 

Deliverables but excluding know-how already in the other Party’s possession 

before the applicable Start Date;  

"Law"  52 any law, subordinate legislation within the meaning of Section 21(1) of the 

Interpretation Act 1978, bye-law, enforceable right within the meaning of 

Section 2 of the European Communities Act 1972, regulation, order, regulatory 

policy, mandatory guidance or code of practice, judgment of a relevant court 

of law, or directives or requirements with which the relevant Party is bound to 

comply;  

“LED”   53  Law Enforcement Directive (Directive (EU) 2016/680);  

"Losses"  54 all losses, liabilities, damages, costs, expenses (including legal fees), 

disbursements, costs of investigation, litigation, settlement, judgment, interest 

and penalties whether arising in contract, tort (including negligence), breach of 

statutory duty, misrepresentation or otherwise and "Loss" shall be interpreted 

accordingly;  

"Lots"  the number of lots specified in Framework Schedule 1  

(Specification), if applicable;  

"Man Day"  55 7.5 Man Hours, whether or not such hours are worked consecutively and 

whether or not they are worked on the same day;  

"Man Hours"  56 the hours spent by the Supplier Staff properly working on the provision of the 

Deliverables including time spent travelling (other than to and from the 

Supplier's offices, or to and from the Sites) but excluding lunch breaks; 

 

"Management 

Charge"  

57 the sum specified in the Framework Award Form ([the final auction fee] per 

month for the duration of the Framework Contract) payable by the Supplier to 

HEART in accordance with clause 4 of the Heart Framework Terms and 

Conditions (the Management Charge being subject always to clause 4.4 of the 

Heart Framework Terms and Conditions);  
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"Management  

Information" or 

“MI”  

58 the management information specified in Framework Schedule 5 

(Management Charges and Information);  

"Marketing 

Contact"  

 59  shall be the person identified in the Framework Award Form;  

“MI Default”  60  means when two (2) MI Reports are not provided in any rolling six (6) 

month period  

"MI Failure"  61  means when an MI report:  

 a)  contains any material errors or material 

omissions or a missing mandatory field; or    

 b)  is submitted using an incorrect MI reporting 

Template; or   

 c)  is not submitted by the reporting date 

(including where a declaration of no business 

should have been filed);  

"MI Report"  62 means a report containing Management Information submitted to the 

Customer in accordance with Framework Schedule 5 (Management Charges 

and Information);  

"MI Reporting 

Template"  

63 means the form of report set out in the Annex to Framework Schedule 5 

(Management Charges and Information) setting out the information the 

Supplier is required to supply to the Customer;  

"Milestone"   64  an event or task described in the Implementation Plan;  

"Milestone Date"  65 the target date set out against the relevant Milestone in the Implementation 

Plan by which the Milestone must be Achieved;  

"Month"  66  a calendar month and "Monthly" shall be interpreted accordingly;  

"National  

Insurance"  

67 contributions required by the National Insurance Contributions Regulations 

2012 (SI 2012/1868) made under section 132A of  the Social Security 

Administration Act 1992;  

"New IPR"  a) IPR in items created by the Supplier (or by a third party on behalf of the 
Supplier) specifically for the purposes of a Contract and updates and 
amendments of these items including (but not limited to) database schema; 
and/or  

b) IPR in or arising as a result of the performance of the Supplier’s obligations 
under a Contract and all updates and amendments to the same;   

 68  but shall not include the Supplier’s Existing IPR;  

"Occasion of  

Tax Non– 

Compliance"  

69  where:   

a) any tax return of the Supplier submitted to a Relevant Tax  

Customer on or after 1 October 2012 which is found on or after 1 April 2013 to 

be incorrect as a result of:  
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i) a Relevant Tax Customer successfully challenging the Supplier under the 
General Anti-Abuse Rule or the Halifax Abuse Principle or under any tax rules 
or legislation in any jurisdiction that have an effect equivalent or similar to the  
General Anti-Abuse Rule or the Halifax Abuse Principle; ii) the failure of an 

avoidance scheme which the Supplier was involved in, and which was, or should 

have been, notified to a Relevant Tax Customer under the DOTAS or any 

equivalent or similar regime in any jurisdiction; and/or  

b) any tax return of the Supplier submitted to a Relevant Tax Customer on or 

after 1 October 2012 which gives rise, on or after 1 April 2013, to a criminal 

conviction in any jurisdiction for tax related offences which is not spent at the 

Start Date or to a civil penalty for fraud or evasion; 

 

"Open Book Data”  70 complete and accurate financial and non-financial information which is 
sufficient to enable the Customer to verify the Charges already paid or payable 
and Charges forecast to be paid during the remainder of the Call-Off Contract, 
including details and all assumptions relating to:  

d) the Supplier’s Costs broken down against each Good and/or 
Service and/or Deliverable, including actual capital expenditure (including 
capital replacement costs) and the unit cost and total actual costs of all 
Deliverables;  

e) operating expenditure relating to the provision of the Deliverables 
including an analysis showing:  

a the unit costs and quantity of Goods and any other consumables and 
bought-in Deliverables;  

b manpower resources broken down into the number and grade/role of 
all Supplier Staff (free of any contingency) together with a list of agreed 
rates against each manpower grade;  

c a list of Costs underpinning those rates for each manpower grade, 
being the agreed rate less the Supplier Profit Margin; and  

d Reimbursable Expenses, if allowed under the Order Form;  c) 

Overheads;   

f) all interest, expenses and any other third party financing costs incurred 
in relation to the provision of the Deliverables;  

g) the Supplier Profit achieved over the Framework Contract Period 
and on an annual basis;  

h) confirmation that all methods of Cost apportionment and Overhead 

allocation are consistent with and not more onerous than such methods 

applied generally by the Supplier;  

i) an explanation of the type and value of risk and contingencies associated with 
the provision of the Deliverables, including the amount of money attributed to each 
risk and/or contingency; and  

j) the actual Costs profile for each Service Period; 

 

"Order"  71 means an order for the provision of the Deliverables placed by a Customer 

with the Supplier under a Contract;  
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"Order Form"  72 a completed Order Form Template (or equivalent information issued by the 

Customer) used to create a Call-Off Contract;  

"Order Form 

Template"  

73 the template in Framework Schedule 6 (Order Form Template and Call-Off 

Schedules);  

"Other  

Contracting  

Customer"  

 74  any actual or potential Customer under the Framework  

Contract;  

"Overhead"  75 those amounts which are intended to recover a proportion of the Supplier’s 

or the Key Subcontractor’s (as the context requires) indirect corporate costs 

(including financing, marketing, advertising, research and development and 

insurance costs and any fines or penalties) but excluding allowable indirect 

costs apportioned to facilities and administration in the provision of Supplier 

Staff and accordingly included within limb (a) of the definition of "Costs";  

"Parliament"   76  takes its natural meaning as interpreted by Law;  

"Party"  77 in the context of the Framework Contract, HEART or the Supplier, and in the 

in the context of a Call-Off Contract the Customer or the Supplier. "Parties" 

shall mean both of them where the context permits;  

"Performance  

Indicators" or "PIs"  

78 the performance measurements and targets in respect of the Supplier’s 

performance of the Framework Contract set out in Framework Schedule 4 

(Framework Management);  

"Personal Data"   79  has the meaning given to it in the GDPR;  

“Personal Data 

Breach”  

 80  has the meaning given to it in the GDPR;  

“Personnel”  81 all directors, officers, employees, agents, consultants and suppliers of a Party 

and/or of any Subcontractor and/or Subprocessor engaged in the performance 

of its obligations under a Contract;  

"Prescribed 

Person"  

82 a legal adviser, an MP or an appropriate body which a whistleblower may 

make a disclosure to as detailed in ‘Whistleblowing: list of prescribed people 

and bodies’, 24 November 2016, available online here: 

 [ https://www.gov.uk/government/publications/blowing-the-whistle-list-of-

prescribed-people-and-bodies--2/whistleblowing-list-of-prescribed-people-

and-bodies ] 

“Processing”   83  has the meaning given to it in the GDPR;  

“Processor”   84  has the meaning given to it in the GDPR;  

 

“Processor 

Personnel”  

85 all directors, officers, employees, agents, consultants and suppliers of the 
Processor and/or of any Subprocessor engaged in  
the performance of its obligations under a Contract;  
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"Progress 

Meeting"  

86 a meeting between the Customer Authorised Representative and the Supplier 

Authorised Representative;   

"Progress  

Meeting  

Frequency"  

87 the frequency at which the Supplier shall conduct a Progress Meeting in 

accordance with Clause 6.1 as specified in the Order Form;  

“Progress Report”  88 a report provided by the Supplier indicating the steps taken to achieve 

Milestones or delivery dates;  

“Progress  

Report  

Frequency”  

89 the frequency at which the Supplier shall deliver Progress Reports in 

accordance with Clause 6.1 as specified in the Order Form;  

“Prohibited Acts”  a) to directly or indirectly offer, promise or give any person working for or 
engaged by a Customer or any other public body a financial or other 
advantage to:  

i) induce that person to perform improperly a relevant function or activity; or  

ii) reward that person for improper performance of a relevant function or activity;   

b) to directly or indirectly request, agree to receive or accept any financial or 
other advantage as an inducement or a reward for improper performance of 
a relevant function or activity in connection with each Contract; or  

c) committing any offence:    

i) under the Bribery Act 2010 (or any legislation repealed or revoked by such 
Act); or  

ii) under legislation or common law concerning fraudulent acts; or  

iii) defrauding, attempting to defraud or conspiring to defraud a  

Customer or other public body; or   

d) any activity, practice or conduct which would constitute one of the offences 

listed under (c) above if such activity, practice or conduct had been carried 

out in the UK;  

“Protective 

Measures”  

90 appropriate technical and organisational measures which may include: 

pseudonymising and encrypting Personal Data, ensuring confidentiality, 

integrity, availability and resilience of systems and services, ensuring that 

availability of and access to Personal Data can be restored in a timely manner 

after an incident, and regularly assessing and evaluating the effectiveness of 

the such measures adopted by it including those outlined in Framework 

Schedule 9 (Cyber Essentials), if applicable, in the case of the Framework 

Contract or Call-Off Schedule 9 (Security), if applicable, in the case of a Call-

Off Contract.  
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“Recall”  91 a request by the Supplier to return Goods to the Supplier or the manufacturer 

after the discovery of safety issues or defects (including defects in the right IPR 

rights) that might endanger health or hinder performance;  

"Recipient Party"  92 the Party which receives or obtains directly or indirectly Confidential 

Information;  

"Rectification 

Plan"  

93 the Supplier’s plan (or revised plan) to rectify it’s breach using the template 
in Joint Schedule 10 (Rectification Plan Template)which shall include:  

a) full details of the Default that has occurred, including a root cause 
analysis;   

b) the actual or anticipated effect of the Default; and  

c) the steps which the Supplier proposes to take to rectify the Default 

(if applicable) and to prevent such Default from recurring, including 

timescales for such steps and for the rectification of the Default (where 

applicable);  

"Rectification Plan 

Process"  

94 the process set out in Clause 10.4.3 to 10.4.5 (Rectification Plan Process);   

"Regulations"  95 the Public Contracts Regulations 2015 and/or the Public Contracts (Scotland) 

Regulations 2015 (as the context requires);  

"Reimbursable 

Expenses"  

96 the reasonable out of pocket travel and subsistence (for example, hotel and 
food) expenses, properly and necessarily incurred in the performance of the 
Services, calculated at the rates and in accordance with the Customer's 
expenses policy current from time to time, but not including:  

a) travel expenses incurred as a result of Supplier Staff travelling to and from 
their usual place of work, or to and from the premises at which the Services 
are principally to be performed, unless the  
Customer otherwise agrees in advance in writing; and  

b) subsistence expenses incurred by Supplier Staff whilst performing the 

Services at their usual place of work, or to and from the premises at which 

the Services are principally to be performed;  

"Relevant  

Customer"  

97 the Customer which is party to the Contract to which a right or obligation is 

owed, as the context requires;   
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"Relevant  

Customer's  

Confidential  

Information"  

e) all Personal Data and any information, however it is conveyed, that relates 
to the business, affairs, developments, property rights, trade secrets, Know-
How and IPR of the Relevant Customer  

(including all Relevant Customer Existing IPR and New IPR);   

f) any other information clearly designated as being confidential (whether or 

not it is marked "confidential") or which ought reasonably be considered 

confidential which comes (or has come) to the Relevant Customer’s attention 

or into the Relevant Customer’s possession in connection with a Contract; 

and 98 information derived from any of the above;  

 

"Relevant   

Requirements"  

99 all applicable Law relating to bribery, corruption and fraud, including the 

Bribery Act 2010 and any guidance issued by the Secretary of State pursuant 

to section 9 of the Bribery Act 2010;  

"Relevant Tax 

Customer"  

100 HMRC, or, if applicable, the tax Customer in the jurisdiction in which the 

Supplier is established;  

"Reminder Notice"  101 a notice sent in accordance with Clause 10.6 given by the Supplier to the 

Customer providing notification that payment has not been received on time;   

"Replacement 

Deliverables"  

102 any deliverables which are substantially similar to any of the Deliverables 

and which the Customer receives in substitution for any of the Deliverables 

following the Call-Off Expiry Date, whether those goods are provided by the 

Customer internally and/or by any third party;  

"Replacement  

Subcontractor"  

 103  a Subcontractor of the Replacement Supplier to whom  

Transferring Supplier Employees will transfer on a Service Transfer Date (or 

any Subcontractor of any such Subcontractor);   

"Replacement 

Supplier"  

104 any third party provider of Replacement Deliverables appointed by or at the 

direction of the Customer from time to time or where the Customer is providing 

Replacement Deliverables for its own account, shall also include the Customer;  

"Request For 

Information"  

105 a request for information or an apparent request relating to a Contract for 

the provision of the Deliverables or an apparent request for such information 

under the FOIA or the EIRs;  

"Required  

Insurances"  

106 the insurances required by Joint Schedule 3 (Insurance Requirements) or 

any additional insurances specified in the Order Form;   

"Satisfaction 

Certificate"  

107 the certificate (materially in the form of the document contained in of Part B 
of Call-Off Schedule 13 (Implementation Plan and Testing) or as agreed by the 
Parties where Call-Off Schedule 13 is not used in this Contract) granted by the 
Customer when the  
Supplier has met all of the requirements of an Order, Achieved a Milestone or 

a Test;  
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“Schedules"  108 any attachment to a Framework Contract or Call-Off Contract which contains 

important information specific to each aspect of buying and selling;  

"Security  

Management Plan"  

109  the Supplier's security management plan prepared pursuant to Call-Off 

Schedule 9 (Security) (if applicable);   

"Security Policy"  110 the Customer's security policy, referred to in the Order Form, in force as at 

the Call-Off Start Date (a copy of which has been supplied to the Supplier), as 

updated from time to time and notified to the Supplier;  

"Self Audit 

Certificate"  

111 means the certificate in the form as set out in Framework Schedule 8 (Self 

Audit Certificate);  

 

"Serious Fraud 

Office"  

112 the UK Government body named as such as may be renamed or replaced 

by an equivalent body from time to time;  

“Service Levels”  113 any service levels applicable to the provision of the Deliverables under the 

Call Off Contract (which, where Call Off Schedule 14 (Service Credits) is used 

in this Contract, are specified in the Annex to Part A of such Schedule);  

"Service Period"   114  has the meaning given to it in the Order Form;  

"Services"   115  services made available by the Supplier as specified in  

Framework Schedule 1 (Specification) and in relation to a Call-Off Contract as 

specified in the Order Form;  

"Service  

Transfer"  

116 any transfer of the Deliverables (or any part of the Deliverables), for 

whatever reason, from the Supplier or any Subcontractor to a Replacement 

Supplier or a Replacement Subcontractor;  

"Service  

Transfer Date"  

 117  the date of a Service Transfer;  

"Sites"  118 any premises (including the Customer Premises, the Supplier’s premises or 

third party premises) from, to or at which: a) the Deliverables are (or are to be) 

provided; or  

b) the Supplier manages, organises or otherwise directs the provision or the use 

of the Deliverables;  

"SME"  119 an enterprise falling within the category of micro, small and medium sized 
enterprises defined by the Commission  
Recommendation of 6 May 2003 concerning the definition of micro, small and 

medium enterprises;  

"Special Terms"  120 any additional Clauses set out in the Framework Award Form or Order Form 

which shall form part of the respective Contract;  
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"Specific Change 

in Law"  

121 a Change in Law that relates specifically to the business of the Customer 

and which would not affect a Comparable Supply where the effect of that 

Specific Change in Law on the Deliverables is not reasonably foreseeable at 

the Start Date;  

"Specification"  122 the specification set out in Framework Schedule 1 (Specification), as may, 

in relation to a Call-Off Contract, be supplemented by the Order Form;  

"Standards"   123  any:  

g) standards published by BSI British Standards, the National Standards 
Body of the United Kingdom, the International Organisation for 
Standardisation or other reputable or equivalent bodies (and their successor 
bodies) that a skilled and experienced operator in the same type of industry 
or business sector as the Supplier would reasonably and ordinarily be 
expected to comply with;   

h) standards detailed in the specification in Schedule 1 (Specification); 

i) standards detailed by the Customer in the Order Form or agreed between the 

Parties from time to time; 

j) relevant Government codes of practice and guidance applicable from time 

to time; 

 

"Start Date"  124 in the case of the Framework Contract, the date specified on the Framework 

Award Form, and in the case of a Call-Off Contract, the date specified in the 

Order Form;  

"Statement of  

Requirements"  

125 a statement issued by the Customer detailing its requirements in respect of 

Deliverables issued in accordance with the Call-Off Procedure;  

"Storage Media"  126  the part of any device that is capable of storing and retrieving data;   

"Sub-Contract"  127 any contract or agreement (or proposed contract or agreement), other than 
a Call-Off Contract or the Framework Contract, pursuant to which a third party:  

a) provides the Deliverables (or any part of them);  

b) provides facilities or services necessary for the provision of the  

Deliverables (or any part of them); and/or  

c) is responsible for the management, direction or control of the 

provision of the Deliverables (or any part of them);  

"Subcontractor"  128 any person other than the Supplier, who is a party to a SubContract and the 

servants or agents of that person;  

"Subprocessor"  129 any third Party appointed to process Personal Data on behalf of that 

Processor related to a Contract;  

"Supplier"  130  the person, firm or company identified in the Framework Award Form;  
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"Supplier Assets"  131 all assets and rights used by the Supplier to provide the Deliverables in 

accordance with the Call-Off Contract but excluding the Customer Assets;  

"Supplier  

Authorised  

Representative"  

132 the representative appointed by the Supplier named in the Framework Award 

Form, or later defined in a Call-Off Contract;   

"Supplier's  

Confidential  

Information"  

a) any information, however it is conveyed, that relates to the 
business, affairs, developments, IPR of the Supplier (including the Supplier 
Existing IPR) trade secrets, Know-How, and/or personnel of the Supplier;   

b) any other information clearly designated as being confidential (whether or 

not it is marked as "confidential") or which ought reasonably to be 

considered to be confidential and which comes (or has come) to the 

Supplier’s attention or into the Supplier’s possession in connection with a 

Contract;  

c) Information derived from any of (a) and (b) above; 

 

"Supplier's 
Contract 
Manager” 

the person identified in the Order Form appointed by the Supplier to 

oversee the operation of the Call-Off Contract and any alternative 

person whom the Supplier intends to appoint to the role, provided 

that the Supplier informs the Customer prior to the appointment;  

"Supplier 

Equipment"  

133 the Supplier's hardware, computer and telecoms devices, equipment, plant, 

materials and such other items supplied and used by the Supplier (but not 

hired, leased or loaned from the Customer) in the performance of its obligations 

under this Call-Off Contract;  

"Supplier Non-

Performance"  

 134  where the Supplier has failed to:  

a) Achieve a Milestone by its Milestone Date;  

b) provide the Goods and/or Services in accordance with the Service  

Levels ; and/or  

c) comply with an obligation under a Contract;  

"Supplier Profit"   135  in relation to a period, the difference between the total Charges  

(in nominal cash flow terms but excluding any Deductions and total Costs (in 

nominal cash flow terms) in respect of a Call-Off Contract for the relevant 

period;  

"Supplier Profit 

Margin"  

136 in relation to a period or a Milestone (as the context requires), the Supplier 

Profit for the relevant period or in relation to the relevant Milestone divided by 

the total Charges over the same period or in relation to the relevant Milestone 

and expressed as a percentage;  

"Supplier Staff"  137 all directors, officers, employees, agents, consultants and contractors of the 

Supplier and/or of any Subcontractor engaged in the performance of the 

Supplier’s obligations under a Contract;  
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"Supply Chain 
Information  
Report Template"  

 138  the document at Annex 1 of Schedule 12  Supply Chain  

Visibility;  

"Supporting  

Documentation"  

139 sufficient information in writing to enable the Customer to reasonably assess 

whether the Charges, Reimbursable Expenses and other sums due from the 

Customer under the Call-Off Contract detailed in the information are properly 

payable;  

"Termination 

Notice"  

140 a written notice of termination given by one Party to the other, notifying the 

Party receiving the notice of the intention of the Party giving the notice to 

terminate a Contract on a specified date and setting out the grounds for 

termination;   

"Test Issue"  141 any variance or non-conformity of the Deliverables or Deliverables from their 

requirements as set out in a Call-Off Contract;  

"Test Plan"   142  a plan:  

a) for the Testing of the Deliverables; and   

b) setting out other agreed criteria related to the achievement of 

milestones; 

"Tests and 

Testing"  

143  any tests required to be carried out pursuant to a Call-Off  

Contract as set out in the Test Plan or elsewhere in a Call-Off Contract and 

"Tested" shall be construed accordingly;  

"Third Party IPR"  144 Intellectual Property Rights owned by a third party which is or will be used 

by the Supplier for the purpose of providing the Deliverables;  

"Transferring 
Supplier  
Employees"  

145 those employees of the Supplier and/or the Supplier’s Subcontractors to 

whom the Employment Regulations will apply on the Service Transfer Date;   

"Transparency 

Information"  

146 the Transparency Reports and the content of a Contract, including any 
changes to this Contract agreed from time to time, except for –   

(i) any information which is exempt from disclosure in accordance with the 
provisions of the FOIA, which shall be determined by the Relevant Customer; 
and  

147 (ii)  Commercially Sensitive Information;  

148    

"Transparency 

Reports"  

149 the information relating to the Deliverables and performance of the Contracts 

which the Supplier is required to provide to the Customer in accordance with 

the reporting requirements in Call-Off Schedule 1 (Transparency Reports);  
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“Value Match 

Services” 

Delivered by Value Match Services as the delivery partner for the Framework on 

behalf of HEART Academies Trust. Value Match Services registered at Dee 

House, Dee Banks, Chester, CH3 5UU, Company Reg. No. 8522031, VAT no. 

164 871 581 

"Variation"  150  has the meaning given to it in Clause 24 (Changing the contract);  

"Variation Form"  151  the form set out in Joint Schedule 2 (Variation Form);  

"Variation 

Procedure"  

152  the procedure set out in Clause 24 (Changing the contract);  

"VAT"  153  value added tax in accordance with the provisions of the Value Added 

Tax Act 1994;  

"VCSE"  154 a non-governmental organisation that is value-driven and which principally 

reinvests its surpluses to further social, environmental or cultural objectives;  

"Worker"  155 any one of the Supplier Staff which the Customer, in its reasonable opinion, 

considers is an individual to which Procurement Policy Note 08/15 (Tax 

Arrangements of Public Appointees) 

(https://www.gov.uk/government/publications/procurement-policynote-0815-

tax-arrangements-of-appointees) applies in respect of the Deliverables; and   

"Working Day"  156 any day other than a Saturday or Sunday or public holiday in England and 

Wales unless specified otherwise by the Parties in the Order Form.   
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Order Form – Leased Goods 
VMREF0027 - Framework for the Provision of Multi-Functional Devices 
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Further to the Framework Agreement between HEART ACADEMIES TRUST and AGILICO WORKPLACE TECHNOLOGY LIMITED dated 1 June 2025, we wish 
to instruct AGILICO WORKPLACE TECHNOLOGY LIMITED to supply the lease of Goods and Services described below in accordance with the terms of 
the Framework Agreement for the Provision of Multi-Functional Devices, this Order Form, and the Call-Off Terms and Conditions. 
 

The particulars of this Call-Off Contract are set out below: 
 

ORDER FORM REFERENCE: The Customer’s Order / Call Off Reference is: VMREF0027 -  
 

Parties between: 
 

(1) The Customer  and (2) The Supplier  

Customer Name  
 
 

 Supplier Name Agilico Workplace Technology Limited 

Company, DUNS or UK 
Provider Reference 

Number (UKPRN) 

  Supplier’s Registered  
Company Number 02118025 

Customer’s Address 
(also to be used for any written 

notice provided under the contract)  

 
 
 
 

 Supplier’s Address 
(also to be used for any written notice 

provided under the contract)  

1 Queens Court North, Earlsway,  
Team Valley Trading Estate,  
Gateshead,  
Tyne & Wear, NE11 0BP 

 

 
The Customer wishes to Lease the below mentioned Good and Services for an Initial Period of  months. This Order Form is for the Rental 
of the Goods & Services detailed below. Execution of this Order Form by the Customer (which may be completed and signed by e-signature or other 
electronic means) shall automatically commit the Customer into the applicable Lease Agreement with the Supplier; copies of which (as 
appropriate) will be provided to you along with this Order Form.  
 
 

Call Off  
Start Date 

  Call Off 
Expiry Date 

 

 
Extension option - The Customer shall be entitled to extend the term of the Contract by giving not less than ninety days’ notice prior to the end of the 
Call Off Initial Period in writing to the Supplier, by a further 2 x 12 month periods, subject to the provision of a new annual quotation being provided by 
the Supplier and acceptance by the Buyer. 
 
Notification of extension should by instructed by the Customer to Value Match Services. 
 

Invoice Address       Delivery Address         (If different to Invoice Address) 

Customer Name  
 

 Customer Name  

Invoice Address  
 
 
 

 Delivery Address  

Premises/Site Reference  
(Location Number) 

 

Invoice Contact 
Name 

  Delivery Contact 
Name 

 

Invoice Contact 
Phone 

  Delivery Contact 
Phone 

 

Invoice Contact 
Email 

  Delivery Contact 
Email 

 

Requested Delivery Date  

Multiple locations for delivery?      o Yes    o No 
(See Premises/Site matrix below)  
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Goods & Services to be supplied 
 

CHARGES  

Qty Product Code Description of Goods & Services  
Quarterly 

Rental  
 Cost per  

 Colour Page 
 Cost Per 

 Mono Page 
Location 

Reference  

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

CHARGES - Total lease rental payable quarterly in advance    
  

Call Off Initial Period months  

Additional sheet for Goods & Services?       o Yes    o No 
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Premises/Site (Location Reference)  
 

Location  
Reference  

Location  
Name 

Location  
Address 

Location  
Post Code 

    
    
    
    
    
    
    
    
    
    

 
Equipment to be collected from the customer 
 

 
 
 
 
 

Please note where a contract is ended and the existing supplier is not upgrading the equipment, you may have to return the equipment to the leasing company 
or the supplier within 10 days of the contract end date. The new supplier may handle this on your behalf or there may be a reasonable charge to return the 
equipment, subject to the number of devices and locations. You must not allow the new supplier to remove the equipment without written consent from the 
existing supplier. 
 
1. This Call-Off Contract incorporates all the terms and conditions of the Framework Agreement. 
2. Words and expressions which are defined in the Framework Agreement shall have the same meaning in this Call-Off Contract unless expressly 

defined otherwise here. 
3. Suppliers must not make any amendments to the Call-Off Terms and Conditions without written consent from the customer or Framework 

provider.  
4. Please sign and return the attached copy of this Order Form to signify your commitment and acceptance of both its contents and the contents 

of the Call-Off Terms and Conditions. 
 

For on and behalf of the Customer  For on and behalf of the Supplier 
     

Name    Name   
     
Company Name    Company Name   
     
Job Title   Job Title  
     
Signature  

 
 

 Signature  

     
Date    Date   
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Further to the Framework Agreement between HEART ACADEMIES TRUST and AGILICO WORKPLACE TECHNOLOGY LIMITED dated 1 June 2025, we wish 
to instruct AGILICO WORKPLACE TECHNOLOGY LIMITED to supply the lease of Goods and Services described below in accordance with the terms of 
the Framework Agreement for the Provision of Multi-Functional Devices, this Order Form, and the Call-Off Terms and Conditions. 
 

The particulars of this Call-Off Contract are set out below: 
 

ORDER FORM REFERENCE: The Customer’s Order / Call Off Reference is: VMREF0027 -  
 

Parties between: 
 

(1) The Customer  and (2) The Supplier  

Customer Name  
 
 

 Supplier Name Agilico Workplace Technology Limited 

Company, DUNS or UK 
Provider Reference 

Number (UKPRN) 

  Supplier’s Registered  
Company Number 02118025 

Customer’s Address 
(also to be used for any written 

notice provided under the contract)  

 
 
 
 

 Supplier’s Address 
(also to be used for any written notice 

provided under the contract)  

1 Queens Court North, Earlsway,  
Team Valley Trading Estate,  
Gateshead,  
Tyne & Wear, NE11 0BP 

 

 
This Order Form is for the Purchase of the Goods & Services detailed below. Execution of this Order Form by the Customer (which may be completed 
and signed by e-signature or other electronic means) shall automatically commit the Customer into the applicable Contract and Framework Terms 
and Conditions with the Supplier; copies of which (as appropriate) will be provided to you along with this Order Form.  
 
 

Call Off  
Start Date 

  Call Off 
Expiry Date 

 

 

Invoice Address       Delivery Address         (If different to Invoice Address) 

Customer Name  
 

 Customer Name  

Invoice Address  
 
 
 

 Delivery Address  

Premises/Site Reference  
(Location Number) 

 

Invoice Contact 
Name 

  Delivery Contact 
Name 

 

Invoice Contact 
Phone 

  Delivery Contact 
Phone 

 

Invoice Contact 
Email 

  Delivery Contact 
Email 

 

Requested Delivery Date  

Multiple locations for delivery?      o Yes    o No 
(See Premises/Site matrix below)  
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Goods & Services to be supplied 
 

CHARGES  

Qty Product Code Description of Goods & Services  
Purchase 

Price 
 Cost per  

 Colour Page 
 Cost Per 

 Mono Page 
Location 

Reference  

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

       

CHARGES - Total Purchase Price   
  

Call Off Initial Period (If applicable) months  

Additional sheet for Goods & Services?       o Yes    o No 
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Premises/Site (Location Reference)  
 

Location  
Reference  

Location  
Name 

Location  
Address 

Location  
Post Code 

    
    
    
    
    
    
    
    
    
    

 
Equipment to be collected from the customer 
 

 
 
 
 
 

 
1. This Call-Off Contract incorporates all the terms and conditions of the Framework Agreement. 
2. Words and expressions which are defined in the Framework Agreement shall have the same meaning in this Call-Off Contract unless expressly 

defined otherwise here. 
3. Suppliers must not make any amendments to the Call-Off Terms and Conditions without written consent from the customer or Framework 

provider.  
4. Please sign and return the attached copy of this Order Form to signify your commitment and acceptance of both its contents and the contents 

of the Call-Off Terms and Conditions. 
 

For on and behalf of the Customer  For on and behalf of the Supplier 
     

Name    Name   
     
Company Name    Company Name   
     
Job Title   Job Title  
     
Signature  

 
 

 Signature  

     
Date    Date   

 

Docusign Envelope ID: 59AEC12C-5CA8-44B3-99D2-BCE587216E69



Framework KPIs 
 

 

Heart Academies Framework  Provision of Multifunctional Devices  
Service Level Agreement Rev. 1.0 - 07/2025 © Agilico Workplace Technology  

Key Performance Area Description Target 
1.  

Major 
Concerns 

2.  
Minor 

Concerns 

3.  
Meeting 

Expectations 

4.  
Exceeding 

Expectations 

Device Uptime  
& Operation 

Keep all core device functions (print, copy, scan, email, fax) operating simultaneously 
and reliably. 

97% <75% <97% 97% >97% 

Standard On-Site 
Response Time 

Attend standard on-site service calls following a standard fault report. 
1 Working 

Day 
<60% <70% 80% >80% 

Critical On-Site 
Response Time 

Attend critical on-site service calls where devices are non-operational. 
4 Working 

Hours 
<60% <70% 80% >80% 

First Time Fix Resolve faults during the first engineer visit, preventing repeat issues for the same fault. 90% <75% <90 90% >90% 

Maintenance Intervals Carry out scheduled maintenance to ensure ongoing device performance. Bi-Annual <70% <75% 75% >75% 

Remote Fixes Resolve faults remotely without dispatching an engineer. 75% <50% <75% 75% >75% 

Fault Calls Monitor and manage repeat fault calls per device within a defined period. 
Maximum 

 4 Recurring 
Faults 

<75% <90 90% >90% 

Customer Service Respond to inbound customer calls promptly across all departments. 1 minute <75% <97% 97% >97% 

Satisfaction 
Collect and review customer feedback on device performance, service quality and 
overall experience. 

95% TBC TBC TBC TBC 

Complaint 
Acknowledgement 

Acknowledge all customer complaints. 
4 Working 

Hours 
<75% <95% 95% >95% 

Complaint Resolution Resolve all customer complaints within the agreed timeframe. 
10 Working 

Days 
<75% <95% 95% >95% 

Invoice Accuracy Produce accurate invoices reflecting device use and consumables. 95% <75% <95% 97% >97% 

Management  
& KPI Reporting 

Monitor print volumes and environmental metrics to support print policy and usage 
reduction. 

Reported 
Quarterly 

TBC TBC TBC TBC 

Sustainability Track and improve energy efficiency across devices in use. 
Reported 
Quarterly 

TBC TBC TBC TBC 
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