(By email)

Our Ref: MGLA301018-6422

20 December 2018

Dear I

Thank you for your request for information which the Greater London Authority (GLA) received
on 30 October 2018. Your request has been dealt with under the Freedom of Information Act
2000.

You requested:

1. Complete scans of all contracts with companies which currently provide
telecommunication and internet services for the City Hall;

2. a) Complete information about the salary and all other forms of income and
remunerations received as earnings by the City Mayor in the year 2017; and

b) Complete information about individual salaries and all other forms of income and
remunerations received as earnings by the members of the London Assembly for the year
2017.

Please find attached and below the information that we hold within the scope of your request

Complete scans of all contracts with companies which currently provide
telecommunication and internet services for the City Hall

Please see attached documents.

Unfortunately, we have not been able to release the information in full. Two of the documents
contain detailed pricing schedules. This information being withheld under section 43 (2)
(Commercial interests) of the FOIA.

Section 43(2) provides that information can be withheld from release if its release would, or
would be likely to, prejudice the commercial interests of any person, including those of the GLA.

A commercial interest relates to a person’s ability to participate competitively in a commercial
activity and in this instance, the information is commercially sensitive to both the companies
involved and to the GLA and is being requested at

a time when the GLA is retendering this contract. Publication of this information prior to the
contracts being secured may prevent the GLA from achieving the best value in a tender process.



Section 43(2) constitutes a qualified exemption from our duty to disclose information under the
FOIA and consideration has to be given as to whether the public interest favouring disclosure of
the information covered by this exemption outweighs the public interest considerations
favouring maintaining the exemption and withholding the information.

The GLA recognises the legitimate public interest in the release of information relating to the
use of public money.

In balancing the public interest in disclosure, we consider the greater good or benefit to the
community as a whole if the information is released or not. The ‘right to know; must be
balanced against the need to enable effective government and serve the best interests of the
public. In this case, it is felt that the public interest is best served by ensuring that the GLA
achieves value for money in securing contracts. The public interest would not be met if the GLA
released information that would result in the expenditure of further public money. Disclosure by
the GLA would be likely to have a detrimental effect on the procurement of services.

| have also made some minor redactions of personal details which are exempt from disclosure
under s.40 (Personal information) of the Freedom of Information Act.
Complete information about the salary and all other forms of income and

remunerations received as earnings by the City Mayor in the year 2017

The Mayor’s salary was £145,350 as at Jan 2017 and then increased with the pay award in April
2017, so at Dec 2017 was £146,804 and then rose again in April 2018 to £149,740.

The Mayor’s expenses, register of interests & gifts/hospitality are all published at
https://www.london.gov.uk/people/mayoral /sadig-khan

Complete information about individual salaries and all other forms of income and
remunerations received as earnings by the members of the London Assembly for the
year 2017

The Member’s salary was £55,713 as at Jan 2017 and then rose in April 2017, so at Dec 2017
was £56,270 and then rose again in April 2018 to £57,395.

The Statutory Deputy Mayor’s salary was £100,180 as at Jan 2017 and rose in April 2017, so at
Dec 2017 was £101,182 and then rose again in April 2018 to £103,205.

The Chair of the Assembly was £66,830 as at Jan 2017 then rose in April 2017 so at Dec 2017
was £67,498 and then rose again in April 2018 to £68,848.

The expenses, register of interests & gifts/hospitality are all published at
https://www.london.gov.uk/people/assembly

If you have any further questions relating to this matter, please contact me, quoting the
reference MGLA301018-6422.

Yours sincerely


https://www.london.gov.uk/people/mayoral/sadiq-khan
https://www.london.gov.uk/people/assembly

Ruth Phillips
Information Governance Officer

If you are unhappy with the way the GLA has handled your request, you may complain using the
GLA’s FOI complaints and internal review procedure, available at:
https://www.london.gov.uk/about-us/governance-and-spending/sharing-our-
information/freedom-information



https://www.london.gov.uk/about-us/governance-and-spending/sharing-our-information/freedom-information
https://www.london.gov.uk/about-us/governance-and-spending/sharing-our-information/freedom-information
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1. Introduction

1.1 Scope of the tender

1.1.1

1.1.2

13.3

The Greater London Authority (GLA) is currently looking to secure a contract
for the provision of fixed line telephony at City Hall.

The contract will be for a period of 36 months, with an option to extend for
one further period of up to twelve months.

The GLA also requires tendering companies to make provision for taking
ownership of the DDI Number range 020 7983 4000-6600.

1.2 Procurement Procedure

1.2.1

The procurement will be conducted under the Catalist framework agreement
and the standard Catalist terms and conditions (as amended by the Special
Terms attached at Schedule 3) will form the basis of the agreement with any
additional clauses being agreed as a result of the contract clarification
process. The Special Terms noted above will be issued to tenderers in due
course.

1.3 Proposals Evaluation

1.3.1

The GLA ensures that proposals evaluation is carried out in a comprehensive,
equitable, auditable and transparent manner. An evaluation panel will be
established to evaluate the proposals. To ensure fairness the criteria and
method are clearly defined beforehand. For details on the criteria and
accompanying weighting, please refer to Appendix B

1.4 Contract Management

1.4.1

1.4.2

1.4.3

The GLA requires the service provider to deliver a service that is flexible and
able to respond to changes imposed upon the GLA by legislation, other
guidance, and as a result of risks identified within the workplace. The
service provider will ensure that the best interests of the GLA are served at
all times and that the service provided takes into account all revisions to
good professional practice as approved from time to time by the appropriate
controlling bodies.

The service provider shall at all times observe and comply with statutory

requirements and the requirements of statutory authorities and Government
departments applicable to the provision of the service and all Standing
Orders, Rutes, Regulations and Instructions of the Authority.

All contract management information must be recorded and maintained by
the service provider for audit and inspection by the Authority.
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ii. The GLA will only have a contractual relationship with a single
service provider.

2.6 All statistics given in this document are based on current needs and are
indicative only and the GLA does not provide any guarantee or warranty as
to the volume of services required. The valume of calls may fluctuate in
accordance with the needs of the service and under-utilisation in one area
may be compensated for by an increase in another. Also, the present mix of
services may alter due to changes in guidance from governmental and non-
governmental bodies.

3. Statement of Requirement

3.1General - service provider Information

3.1.1 Provide:
i, The most recent Annual report and audited accounts for the last two

years.
it. Company registration number and address
iii. VAT registration number

3.2 Legislation/ Policies

3.2.1 Describe any features of your service that will assist the GLA in meeting the
requirements of the Disability Discrimination Act (2004).

3.2.2 Provide details of your Public Liability Insurance policy. The GLA requires a
minimum of £5 million public liability cover for any of its sites. Please
enclose a photocopy of your insurance certificate.

323 Provide details of your professional indemnity insurance. The GLA requires a
minimum of £2 Million professional indemnity cover. Please enclose a
photocopy of your insurance certificate.

324 Provide details of your employers liability insurance.

3.2.5 If your proposal includes the provision of “products”, please provide details
of your product liability insurance.

3.3 Security

3.3.1 Supply details of all network security features both standard and optional.
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3.3.2

333

Provide in detail the steps, procedures and services available to detect and
prevent fraud or misuse of the telephone network, including emergency
escalation procedures for billing queries. State the process and response
times to alert the GLA and deal with suspected fraudulent use whether
internally or externally instigated.

Provide details of any industry recognised security accreditations applicable
to the proposed service provision to the GLA, for example 1IS027001:2005.

3.4 Account Management

3.4.1

342

3.43

3.4.4

345

346

Please provide an organisational chart specific to the personnel assigned to
accomplish the Account Management work called for in this mini-
competition. This must include the name, designation and contact details of
the Account Manager who will be assigned to the GLA and the same details
for individuals to whom the GLA can escalate to.

Provide a narrative description of the organisation and illustrate the lines of
authority of the project team who will work on the contract.

Provide the qualifications, experience and responsibilities of the Key Staff
proposed for the GLA contract.

Indicate number and size of other accounts handled by Key staff.

If key staff are less than 100% designated to the GLA account, please
indicate the number and size of other accounts they would be expected to
handle concurrently and how much of their time would be dedicated to
Greater London Authority.

List and describe any other forms of support for management of major
accounts.

3.5 Technical Capacity

3.5

3.5.2

Describe your previous experience of managing this type of contract, setting
out the general approach and technical stages involved (and set out the
approach and provide a track record in terms of approach, technical ability
and implementation for this type of contract).

Provide details on procedures/policies for ordering new lines/equipment.
Details should inciude lead-time, and minimum order costs, for each type of
line. Please detail for both voice and data lines.
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3.6 Network Carriers

3.6.1

3.6.2

3.6.3

364

3.65

3.6.6

Provide full details of your own network for call provision, including details
of any third parties used to provide services from your network into
customer sites.

Provide details of the scalability of the network/networks proposed.

Describe how your network/s would respond to changes in traffic, and
geographic location. As an example, on 7 July 2005, the London telephone
network appeared to become saturated in the immediate aftermath of the
terrorist attacks. Describe how would you deal with a similar event, bearing
in mind the GLA’s role as the regional authority. Please advise if Preferential
Network Access could be provided.

State the amount of resilience designed into your proposed solution,
including the number of potential points of failure.

State the percentage utilisation of your network infrastructure that wilf be
required to support GLA traffic volumes.

If compression is proposed to be used, please state the compression rate and
the category of calls it will be applied to.

3.7 Connection to network

3.7.1

372

The Authority’s preferred method of connection to the network to be via
direct access from its main network location. For the avoidance of doubt the
service provider's responsibility will be up to and including the Network
Termination Point (as defined in BS6701: Part 1 1986, as amended from time
to time). (The service provider must provide the appropriate number of RJ45
connections for the GLA to connect its PABX to.)

A method statement {including a high level network diagram) containing full
details of proposed access methods must be included within the submitted
proposals. In the case of proposals to use Carrier Preference Service (CPS),
or third parties networks, the service provider must indicate the capacity they
have with all other PTQ’s. Service providers must also provide evidence of
their business relationship with their own network service providers. In
particular this statement should cover the following elements:

Any Service Level Agreement in place with their own service provider,
providing a copy of that SLA with their response. Service providers must
indicate the process for reporting and fixing faults on circuits provided by
such means;
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iii.

the amount of capacity they have with other PTO’s must be identified for
every point of ingress and egress between their network and that of all other
PTO’s with whom they interconnect;

further detail and evidence of their business relationship with their respective
network service providers; and

details of the space and infrastructure requirements for service provider's
equipment.

3.8 Incoming services

3.8.1

vi.

3.8.2

The GLA does not envisage any changes will be made to the incoming
services numbers as the main geographical numbers and DD ranges are now
fong established and publicised. However service providers must supply
costs and methodology for replacing the existing circuits with their own and
porting the existing DD number ranges numbers across to their own
network. Service providers must also indicate whether the DDI ranges (020
7983) 4000 to 6600 are available and could be ported. In the case of
number portability all issues associated with this approach must be
explained, including, but not limited to;

portability options;
porting methodology;

timescale for porting. The GLA would require any number/geographic
porting to be completed within 4 weeks of commencement of services;

impact and implications for GLA Technology Group staff and users;
continued/long term ownership of the numbers and ranges; and
procedure to be undertaken in respect of faults between the original number

owner and the network to which the number is ported.

Service providers are requested to provide a statement that covers each
element of incoming services and directly responds to points i to vi within
the above statement. Any information provided within this statement must
directly link to the pricing submitted within the pricing schedule.

3.9 Quality Assurance

3.91

Describe the quality assurance and audit arrangements and provide a
detailed quality audit plan.

Document 3 Telephone Spec v 1.1 31 Jan 2007 (SO_DB_CI_HF agreed).doc Page 9 of 43
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392

Summarise any quality management systems that you that will apply to the
service provision to the GLA. Such as, BS5750 / ISO 9000 / EN25000.
Please enclose photocopies of relevant certificates.

3.10 Pricing

3.10.1

3.10.2

3.10.3

3104

3.105

an

311

3.11.2

3.11.3

3.11.4

Describe any price monitoring that you carry out (eg. market prices,
competitor prices etc) and whether / how frequently any price adjustments
will be passed on to the GLA.

Please state the discounts available, if any, for different lengths of contract.
The initial contract will be assigned on a minimum basis of 36 months.

Discounts for extended contracts should be detailed explicitly.

Provide details of any penalties incurred for early cessation of the contract,
or part thereof - detailed for all lines / services offered.

Provide call tariff structures, and their relation to call volumes, and any
special rates for calls to mobile networks.

Provide line rental tariffs, and their relation to required numbers of lines.

Invoicing, Reporting And Services

Provide full details of your approach to invoicing, together with an example
of a typical invoice. Details should be included on the increments by which
calls are charged, such as per second, per minute.

Confirm that it is possible to issue individual bills to identified GLA
addresses, but also provide a master analysis of all calls to a central point.

Provide full details for both direct and indirect PSTN calls that cover at least
the following charge bands:

i. Local

ii. National

. International (broken down by country)

v, Non geographic codes

V. Special services

vi. Directory Enquiries

vii. Operator Services

viil. Mobile Networks (broken down by Carrier)
ix. ISDN data / videoconferencing calls

Additionally service providers will be required to provide access to a web
based tool that can provide graphical and statistical information on the
following:
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3.11.5

3.11.6

311.7

311.8

3.11.9

3.11.10

3111

31112

3.11.13

i, All'ISDN channel usage throughout the day, week and month(s)

ii. Times of the day the circuit channels are at its lowest, medium and
full capacity, (graphical and statistical)

iii. Break down of all numbers dialed including; Local, National,
international, mobile and premium rate numbers dialed. Daily,
Weekly, Monthly, yearly (graphical and statistical)

iv, Stats/Information on highest dialed numbers from the organization
on a daily, weekly and monthly basis.

The tariff listing should be in terms of pence per second with any minimum
call costs or call set up costs clearly stated, exclusive of VAT, and shown in
the following format: £x.xxx, eg £0.042

Describe any volume discount schemes that would be applicable (eg. to
frequently dialled numbers).

Detail line rentals and set up costs for at least the following types of line
(Schedule 2 — Pricing Model) ‘

i. Analogue

ii. ISDN 30/30e

iii. Private circuits: Megastream

Where available, provide full detaiis including sample documents for all
advanced hilling services, e.q.

iv. CD Rom hills

V. Cost Centre billing

vi. ltemised extension billing

vii. Analysis of numbers dialled

vii.  Trend analysis

Where specific software packages are required to interpret electronic bills,
confirm that this software, together with all future updates, will be supplied
to GLA free of charge. Details of user training provided, and any associate
costs, should be clearly stated, though it is expected that this will be
supplied free of charge. Please detail the formats that this information will be
provided in (e.g. .csv)

Please state whether your billing analysis software allows telephone numbers
to be replaced with names.

Can your billing information permit analysis of inter-site traffic i.e. would
GLA be able to establish the volume & cost of calls made between its own
premises (e.g. temporary offices outside City Hall)

State and describe your capability to profile and analyse incoming and
outgoing calls. The GLA would consider this a useful security tool to
measure, for example, where calls vary from the “normal” profile.

Indicate what steps your company takes to ensure billing accuracy
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3.11.14

3.11.15

3.11.16

3117

3.11.18

3.11.19

3.11.20

3.11.21

and the processes in place to resolve queries and billing errors.
State whether your service provide ‘Call diversion” facility
State whether your service provide ‘Conference Call’ facilities
State whether your service provide ‘Call Barring” facilities
State whether your rates include ‘operator services’
State whether your rates include calls made to 084X prefixes

State whether you offer Caller Line Identification for incoming calls, and
have the ability to restrict this option for outgoing calls.

Describe_the standard network services offered by your organisation, for
example call minding.

Service providers must indicate the frequency of their billing and the
payment terms they would expect to have adhered to. Service providers
must also state their policy on disconnection of services in the event of any
late payment of invoices.

3.12 Business Continuity Services

3.12.1

3.12.2

Service providers must have the ability to assist in the provision of Business
Continuity. This would be defined as a minimum to have the ability to
forward individual extension numbers, blocks of the number range, or the
Authority’s whole number range to its designated Disaster Recovery site.

Describe your Business continuity/Disaster Recovery Plans for any areas
which may affect the services delivered to the Authority. These plans should
incorporate possible scenarios including terrorist attacks or natural disasters.

3.13 Incident Management

3.13.1

3.13.2

3133

The GLA will expect the chosen service provider to manage incidents by

following the guidelines set out in the Technical support and maintenance
agreement Schedule 1.

The GLA requires service providers to indicate their compliance, providing

detail where appropriate. To assist a requirements catalogue has been
provided in the technical support and maintenance agreement in schedulel.

Any additional charges required for out of hours coverage should be

identified. Where a third party is used to provide problem resolution, detail
name, service level agreement and the third party’s experience of serving

customers with similar requirements to the GLA.
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3.14 Consultancy Services / Cost Reduction

3.141

3.14.2

3.14.3

3.144

3.15

3.15.1

3.15.2

3.15.3

3154

3.15.5

3.15.6

State what services are available that will assist GLA in managing their
telephony estate to further reduce overall costs.

State your estimates, in percentage terms, for further reducing telephony
costs for GLA beyond tariffs It is expected that this service will be supplied
free of charge. If this is not the case, also detail all costs that may be
incurred.

Please provide evidence of pro-active account management in the area of
cost reduction.

State and describe the methods by which the GLA service costs will be
continually assessed and reduced over the lifetime of the agreement.

Implementation Plans

Describe your process for ensuring a smooth transition from incumbent
providers. Include provision for the potential porting of the current DDI
number range within a reasonable time period (as stated ahove, the GLA
would wish the new service provider to take ownership of the number range
within 4 weeks of execution of the contract as a deed). Enclose a copy of a
draft implementation plan, stating clearly any assumptions you make.

Provide details of the implementation team, including their respective roles
and an organisation chart setting out the hierarchy.

State whether a dedicated project manager will be appointed to manage the
setting up of the service to the GLA. If the project manager is not
exclusively dedicated, state the percentage of time s/he would be spending
on the GLA project.

State the timescale for a full switchover from the incumbent to yourselves,
listing the major milestones and resource requirements from the GLA.

Please describe the main risks and issues you envisage may arise during
implementation, and how you would seek to mitigate their potential impact
on the GLA.

State how you would implement the new service without disruption to the
GLAs existing telephony services in a way that the new service can be tested
fully.
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3.16 References

3.16.1 Please advise contact details for three references whom the GLA may

approach. The references should ideally be for public sector organisations,
and / or for similar sized contracts.
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4. Response from Bidders

4.1 Your tender must include the following:

iii.

Vi.

Vil

viik.

A completed requirement catalogue relating to Schedule 1 -
Technical Support and Maintenance Agreement with additional
information provided as necessary.

A completed form Schedule 2 - Pricing Model

A completed requirement catalogue

A copy of the most recent annual report and audited accounts for
the last two years.

A copy of your public liability insurance certificate.
A copy of your professional indemnity insurance certificate.

A copy of your employers liability insurance certificate and product
liability insurance certificate as appropriate.

Copies of certificates of any industry recognised security
accreditations. (E.g. 15027001:2005)

Name and contact details of proposed Account Manager.
A draft implementation plan.

3 reference contact details provided.
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5. Timetable

The following is the proposed timetable for the procurement and implementation of the
telephony network carrier services:

Invitation to Quote Issued via Catalist (1 Feb 2007)
Receive response from tenderers (22 Feb 2007)
Shortlist (if required) (Feb/March 2007)
Issue contract through Catalist (April 2007)
Engagement Meeting (April2007)
Commence implementation (April 2007)
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Schedule 1 - Technical Support and Maintenance Agreement

1. Purpose of this document

This document sets out the maintenance and support agreement between the Greater
London Authority (‘GLA") and [Chosen supplier] .

2. Definitions

fncident - Any event which is not part of the standard operation of the telephone
service and which causes, or may cause, an interruption to, or a reduction in, the quality
of that service.

GLA — Refers to the Greater London Authority

Live Team - This refers to the GLA Technology Group’s third line support service.
Maintenance - Proactive processes by which {Chosen supplier] will prevent anticipated
or future loss or degradation of the telephone service, ensuring the service is reliable

and available.

Service Hours -24 hours a day, 7 days a week including bank and public holidays except
with prior arrangement and agreement for essential network maintenance.

Supplier — This refers to {Chosen supplier]

Service Desk — This refers to the GLA Technology Group’s first/second line support
service,

Technical Support - Reactive processes by which [Chosen supplier] will restore service
following the loss or degradation of the service.

The Service — This refers to the [Chosen supplier] telephone network

Problem - An underlying cause of one or more Incidents

3. Service Description

3.1.  The current telephone service provider presents these services to the GLA
headquarters at City Hall over 2600 exchange lines, 4 ISDN 30/30e
providing 120 channels. The Service covers the system up to and including
only to the Network Termination Point(s) (as defined in BS6701: Part 1
1986, as amended from time to time)

3.2, The GLA expects the service to be available 24 hours a day seven days a

week, including bank and public holidays, except with prior arrangement and
agreement by both parties for essential network maintenance.
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4.  Supplier's responsibility
Under this agreement [Chosen supplier] has the following responsibilities:

4.1 Provide technical support. (See section 6.0 Technical Support)

472 Provide technical maintenance. (See section 7.0 Technical Maintenance)

43  Provide a bi-monthly email providing details of any planned network
outages and improvements or alterations to the service. The GLA will require
a minimum of seven days notice of any planned network outages or changes
to services.

4.4 Provide email and SMS notification of any unplanned network outages or
incidents

4.S  Take part in periodic service reviews with the GLA.

5. The GLA’s responsibility
Under this agreement the GLA has the following responsibilities:

5.1 Notify [Chosen supplier] of incidents and problems for which the GLA
requires assistance.

5.2 Provide access and assistance by a qualified member of staff, so that
{chosen supplier] can undertake support and maintenance activities.

6.  Technical Support

Technical Support activities ensure that service is restored as quickly as possible in the
event of loss or degradation of the service. Technical Support includes the following
activities:

6.1 Incident Management - Resolve incidents based upon priorities set between
the GLA and {Chosen supplier].

6.2  Problem Management - Resolve problems based upon priorities set between
the GLA and [Chosen supplier].

6.3  Collaborative Support - If an incident or problem is found to be outside this
agreement then the GLA requires [Chosen supplier] to work collaboratively
by providing diagnostic and troubleshooting expertise to help diagnose the
issue with the GLA and any other third party provider. The GLA will remain
the lead during this.

Procedure to report an incident

6.4  GLA staff contact the Service Desk to report an incident with the telephone
service.

6.5  Incident detection and recording — The Service Desk record that an incident
has been detected on the Service Desk system.

6.6 Initial classification and support - The Service Desk will classify the
incident using the appropriate incident type and will discuss the priority of
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the incident with the staff member. The priority matrix below will be initially
referenced, although the priority may be escalated for other reasons. Due to
the business criticality of having effective telephony provision it is expected
that most faults will be of a critical or urgent categorisation with a high
impact. {(See Priority Matrix )

6.7 The Service Desk will contact [Chosen supplier] to report
fault/loss/degradation of service or an on-going incident and resolve a fault
reference number or equivalent.

6.8  Investigate diagnose ~ [chosen supplier] will investigate the incident and
diagnose the cause.

6.9  The [Chosen supplier] will provide an estimated fix time within the timescales
provided in the Technology Group Service Desk Priority Matrix and will
advise the nominated service contact of this Throughout this process the
Service Desk and the Live Team will inform the customer of progress.

6.10 Resolution recovery — Once the resolution has been identified [Chosen
supplier] will work with the Service Desk/Live Team to recover the service,
providing an appropriate level of technical assistance that may be required
by the Authority,

6.11  Once the incident has been resolved and recovered from successfully, the
resolution will be placed into the incident record; Once completed the
Service Desk will be informed and will close the incident.

6.12  Throughout this process the Service Desk will maintain ownership of the
incident monitoring progress; ensuring the service level is not exceeded and
communicating with stakeholders is taking place.

7. Technical Maintenance

Technical Maintenance activities ensure the system is reliable and service is available 24
hours a day seven days a week except with prior notification and agreement. Technical
Maintenance includes the following activities:

7.1 Provision of bi-monthly emails detailing any planned network outages and
system amendments, which could have a potential impact on the service
provision to the GLA.

7.2 Provision of email alerts and SMS alerts in the event of an unplanned
network outage or service degradation detailing the nature of the incident,
its severity and an estimated fix time,

7.3 Provision of six monthly on site health checks of equipment to include
Capacity assessments and availability /resilience assessments.

7.4 Provision of information on potential service security threats and
vulnerabilities, detailing any remedial action to be taken by the service
provider and the GLA. Updates are to be provided as soon as they become
available.
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7.5 Remote monitoring:
The following will be monitored and recorded with an emphasis on
monitoring potentially fraudulent activity:

What will be monitored? ~ Where will this information be recorded?
1. All ISDN channel usage Internet based monitoring application
throughout the day, week
and month(s) {graphicat and
statistical)

2. Times of the day the circuit | Internet based monitoring application
channels are at its lowest,
medium and fult capacity,
(graphical and statistical)

3. Break down of all Internet based monitoring application
(including Local, National,
international, mobile and
premium rate) numbers
dialed. Daily, Weekly,
Monthly, yearly (graphical
and statistical)

4. Stats/Information on Internet based monitoring application
highest dialed numbers from
the organization on a daily,
weekly and monthly basis.
(graphical and statistical)

5.Status of circuits Live & Internet based monitoring application
Back up
7.6 Bi-annual checks to be carried out on the following dates:

Check No  Date to be carried out  What will be checked?

1. TBA Capacity assessments and availability/resilience
assessments.

2. TBA Capacity assessments and availability/resilience
assessments.

8. Service Credits
8.1  The GLA has an expectation that the telephone service will be available and
fully accessible for customers at the GLA 24 hours a day seven days a week

including bank and public holidays.

8.2  Inthe event of failure to achieve service Jevel set the supplier will be
required to provide service credits.

8.3  The GLA classifies “failure to achieve agreed service levels’ against only three
of the Priority Types as outlined in appendix A (Priority Matrix).
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These are as follows:

8.4  Gitical - This is defined as the occurrence of a fault causing a significant
degradation in the performance of the capability of the service that affects
the business needs of several business critical functions in more than one
service area. In the event of exceeding the service level set by this, the
supplier will be required to provide a service credit of a value equivalent to
the charge that the supplier levies for 7 days provision of services under the
Contract an amount not less then 7/30ths of the previous months invoice.

8.5 Urgent ~ This is defined as the occurrence of a fault causing degradation in
the performance of the capability of the Service that affects the business
needs of several business critical functions in one service area. In the event
of exceeding the service level set by this, the supplier will be required to
provide a service credit of a value equivalent to the charge that the supplier
levies for 4 days provision of the services under the contract an amount not
less then 4/30ths of the previous months invoice.

8.6  Important - This is defined as the occurrence of a fault causing degradation
in the performance of the capability of the Service that affects the business
needs of one business critical function. In the event of exceeding the service
level set by this, the supplier will be required to provide a service credit of a
value equivalent to the charge that the supplier levies for 1 days provision of
the services under the contract an amount not Jess then 1/30" of the
previous months invoice.

8.7 tf a credit is required relating to the first month of the contract the monthly
value will be estimated at £7000.

o, Change Management
5.1  To minimise loss of service during system changes, upgrades and patching,

all planned changes to the service should be notified in advance in writing (7
days minimum) to the GLA.

10. Service Reviews
10.1  The GLA and [Chosen supplier] will meet every quarter to discuss service

levels of past & present performances; Changes required to the service
agreements and any future changes and their planning.
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Technology Group Service Desk Priority Matrix

The Technology Group provides an IT support service to customers at the GLA. The
Service Desk records requests as incidents, and allocates a priority based upon an
agreement with the customer and the matrix below.

The priority of an incident is calculated by referencing the urgency of resolution against
its incidents Impact on the business.

Depending upon the circumstances , the priority may be escalated by the GLA due to
events occurring, projects going live and/or an increase negative affect on business at

the GLA.

The table below outlines the meaning of the terms in the Priority Matrix.

Urgency The measure of criticality of an incident or problem based on the business needs of the
customer.

Critical Affects the business needs of several business critical functions in more
than one service area

Urgent Affects the business needs of several business critical functions in one
service area

Important Affects the business needs of one business critical function.

Non-Urgent  Affects the husiness needs of one husiness function and a work around
exists

Minor Affects a non-business function.

Impact The extent to which on incident leads to distortion of agreed or expected service levels.

High Critically affecting a large number of GLA customers.

Medium Critically affecting one customer, and limits them from working.

Low Critically affecting one customer, hut does not stop them working.

Definitions;

Business - All activities undertaken by the GLA and its staff, agents and servants to
carry out its functions, further its commercial interests and fulfill its statutory duties;

Business Critical - Key activities that have a direct dependency on the GLA
undertaking its business, that a loss of such activity would have a direct impact on the
GLA carrying out its functions, furthering its commercial interests and fulfilling its
statutory duties including (without limitation) Mayorai or assembly activities;

Non-Business functions - Activities that are peripheral to the GLA undertaking its

business
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Times are shown, as response times and those in brackets are target fix time; the
asterisk indicates response time organised with customer,

Priority Matrix

€ High Medium Low
Critical 15 mins (1 hp) 30 mins (2 hrs) Thr (4 hrs)
Urgent 30 mins (2 hes) | 1 hr 2 hrs
Important 2 hrs (4 hrs) 2-5 hrs (8 hrs) 1 day (*)
Non-Urgent 1 day (*) 2-3 days (*) 5 days (*)
Minor 15 days (*) 5-10 days (*) 30-60 days (*)

. * Response time agreed with customer
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SCHEDULE 2 - Pricing Model

INSTALLATION/CAPITAL COSTS
Please detail the expected installation costs:

Type of Line Price

Installation of 1°1 ISDN 30

Installation of subsequent ISDN 30's

Transfer of Phone numbers

Any other information:

LINE RENTAL

Type of Line Billing Price
Analogue Per month
ISDN 2/2e Per month
ISDN 30/30e Per month

Private Circuits — Megastream | Perkm

Private Circuits - Kilostream Per km

CALL TARIFFS

Tariff Billing Minimum Call Price
Charge (where
applicable)

Local ' Per second

National Per second

international (break down
by country)
Per second
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Non Geographic codes Per second
Special Services Per second
Directory Enguiries Per secand
Operator Services Per second

Mabile networks (break
down by carrier)
Per second

ISDN / videoconferencing | Per second
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Document 3

Appendix B — Evaluation Matrix

The GLA will evaluate tenders on the basis of which tender provides hest value and
references (where obtained).

This will be done using a matrix based scoring system identifying price, key contract
tasks and the supplier's propesals for management implementation and ongoing
delivery.

Scores will be assessed based on the information included in the tender response.
Evaluation Weight Benefits Risks Weighted
Criteria score

Whole life Cost ..

-——-—

Delivery

Completeness of
response
Method of delivery | 15

Organisation and 15
contingency
afrangements
Quality of the
Goods and

associated
services =
Quality assurance, 5
audit

arrangements and
quality audit plan

Provision of 10
management
information

Business benefits 10
realised
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Part 2 - SERVICE PROVIDER’S Response
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Annex 2

Service Levels and Service Credits

A Service Levels

This Section describes the criteria by which SERVICE PROVIDER. will:

Provide the Ordered Services; and
Manage the Ordered Services.

1.1 Provision of the Service

1.1.1

Ordered Service Lead Times
The Ordered Service lead times are identified in Table 1 below: Ordered
Service Outages are managed in accordance with Section 1.4 below.

Table 1 — Ordered Serviee Lead Times

Provide a New 2 Mbit 55
Direct Access Service Working
Days
Provide DDI facility to 5
existing 2 Mbit Direct Working
Access Service Days

For each Site a Ready for Service (RFS) date will be agreed between the
parties, based on the Ordered Service lead times set out below.

All lead times commence from the Commencement Date.

In the event that the Ordered Service is not Ready for Use by the expected
REFS Date, SLA credits shall be payable as set out in section 1.5 below.

Liquidated damages are only payable where the actual delivery date for the
CUSTOMER’S premises after its respective RFS Date.

No SLA credits shall be payable where the SERVICE PROVIDER’S delay or
failure to meet the RFS Date for the CUSTOMER’S premises has been caused
by an act, direction, failure, fault or omission on the part of the CUSTOMER,

or a third party, or by an event of Force Majeure as defined in the Contract.

1.2 Management of the Ordered Service

1.2.1

Service Fix Times: Fix Times are identified in Table 2 below. If the SERVICE
PROVIDER fails to fix a fault within the stated time shown in Table 2, the
service credit structure identified in section 1.5 comes into operation:

Specialist Solutions Schedule 02-14 (Liquidated Damages) v 3.00
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Table 2 — Service Fix Times
Service Fix Time
Direct Access Service (Standard) 5 Hours

1.3 Ordered Service Outage Reporting

1.3.1 The CUSTOMER shall report all Ordered Service Outages to the Fault Desk
(0800 528 5028).

1.3.2 To diagnose and resolve any suspected Ordered Service Outage rapidly and
effectively, the SERVICE PROVIDER requires certain information from the
CUSTOMER when the Ordered Service Outage is first reported. This will
normally include:

¢ The telephone number allocated by the SERVICE PROVIDER, or 1st in the
range if DDI has been provided.

e Symptoms of the Ordered Service Outage,

e Details of any tests carried out by any third party (e.g. PABX Maintainer) or
the CUSTOMER in attempting to localise the Ordered Service Outage and any
associated fault reference number;

¢ Availability of access to the CUSTOMER'’S premises for engineering staff;
and

»  Whether affected circuits can be taken out of service, if necessary, for testing,

1.3.3  The SERVICE PROVIDER cannot guarantee successful termination of calls
to destinations — local or international where there is a partial interruption in
the Ordered Service caused when traffic passes through the network of another
public telephone operator. The CUSTOMER may report such Ordered Service
Outages where calls to a particular destination are failing but the SERVICE
PROVIDER will not treat these as Ordered Service affecting and shall have no
liability to the CUSTOMER whatsoever as a result of incidents of this nature.

1.4 Ordered Service Outage Resolution

1.4.1  When the CUSTOMER reports a Ordered Service Outage, the SERVICE
PROVIDER will log the Ordered Service Outage and allocate a unique service
request number to it. The CUSTOMER must quote this number in all
subsequent communications.

1.42  The CUSTOMER can request progress updates at any time, by quoting the
service request number.

Specialist Solutions Schedule 02-14 (Liquidated Damages) v 3.00
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1.4.3

1.4.4

The Fix Time commences from the time the Ordered Service Qutage is logged
by the Fault Desk and stops at such time as the parties agree that the Ordered
Service has been restored and is working in accordance with the Service
Levels. Any delay incurred because further information is required, or access
to site is denied, or any other reason outside the control of the SERVICE
PROVIDER preventing them from continuing to deal with the fault will fall
outside this fix time.

The CUSTOMER must advise the SERVICE PROVIDER if the CUSTOMER
becomes aware that the Ordered Service is restored following an Ordered
Service Outage, or that an Ordered Service Outage was caused by
CUSTOMER equipment.

1.5 Service Credits

1.5.1

1.5.1

The SERVICE PROVIDER will pay SLA credits to the CUSTOMER where
the SERVICE PROVIDER fails to achieve the Delivery or Fix Times stated
above.

Delivery of the Service

1.5.1.1 In the event that the Ordered Service for the CUSTOMER’S premises

is not ready for use by the committed RFS Date, the SLA credits will
be calculated as follows:

1.5.1.2  Aninitial payment of £40 for the CUSTOMER’S premises followed

by a payment of £10 for each additional full Working Day’s delay,
subject to a maximum of £90 for the CUSTOMER’S premises.

1.5.1.3  The period of delay is calculated as the day after the RFS Date up to

but not including the actual commencement date for the Ordered
Service.

1.5.1.4  Liquidated damages are only payable where the actual date a particular

Site is Ready for Use falls after its respective RFS Date. The period of
delay is the day after the RFS Date up to but not including the actual
commencement date for the Ordered Service.

1.5.1.5 No SLA credits shall be payable where the SERVICE PROVIDER’S delay or

failure to meet the RFS Datc for the CUSTOMER’S premises has been caused
by an act, direction, failure, fault or omission on the part of the CUSTOMER,
or a third party, or by an event of Force Majeure as defined in the Contract.

1.5.2 Fixing the Ordered Service

1.5.2.1 The SERVICE PROVIDER will pay SLA credits to the CUSTOMER

where the SERVICE PROVIDER fails to achieve the Fix Times stated
above. The SLA credits will be calculated as follows:

Specialist Solutions Schedule 02-14 (Liquidated Damages) v 3.00
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[.522  An initial payment of (i) £125 per Ordered Service Outage plus (ii) an
additional £20 for each full Working Hour the Ordered Service Qutage
continues, up to a maximum of £200.

[.5.3 The SERVICE PROVIDER will only pay SLA credits for Fix Times or Service
Outages where a valid fault report having been logged with the Fault Desk.

1.5.4 The CUSTOMER agrees that any payment of SLA credits represent a
reasonable pre-estimate of the CUSTOMER’s loss, and that the SERVICE
PROVIDER shall have no further liability to the CUSTOMER arising out of
such failure. The SERVICE PROVIDER shall not be liable to pay the Customer
SLA credits to the extent that the SERVICE PROVIDER’S failure to meet the
R¥S Date or Service Levels resulted from the CUSTOMER’S act, direction,
failure, fault or omission, from an act or omission of a third party, or from an
event of Force Majeure as defined in the Contract.

1.5.5 The SERVICE PROVIDER shall set off any SLA credits payable to the
CUSTOMER under these terms and conditions against the Charges payable by
the CUSTOMER against an invoice presented by SERVICE PROVIDER
following the end of the invoicing period in which such SLA credits were
incurred. In such circumstances SERVICE PROVIDER shall provide the
CUSTOMER with appropriate credit notes for VAT purposes to the extent
permitted by law. If, in respect of any invoicing period, the SLA credits exceed
the Charges that would otherwise be payable, the balance will be carried
forward to the following invoicing period.

1.5.6 If at the date of termination or expiration of the Ordered Service accrued SLA
credits are outstanding, SERVICE PROVIDER will pay the outstanding balance
to the CUSTOMER, subject to any right of SERVICE PROVIDER to set such
amounts off against any other amounts payable by the CUSTOMER to the
SERVICE PROVIDER under the Contract.

Specialist Solutions Schedule 02-14 (Liquidated Damages) v 3.00
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Annex 3

Service Description
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& Global Crossing'

SERVICE LEVELS FOR DIRECT ACCESS

1. Service Qutline and Interpretation

QOutline

1.1 This service as described cnables a customer within the United Kingdom to access the

Network for the purpose of routing switched voice or data calls to any dialled destination.
1.2 The Service is available on a direct connection. The following service outline covers the
direct component.

Interpretation

1.3 Initial capitalized terms used in this document shall bear the meanings below

Direct Access Service — as defined in Annexes 1, 2 and this Annex and 3;

Fault Desk — the Global Crossing Network Operating Centre operating 24 X 7 X 365
days a year, where Service Outages are reported and managed;

Incident Management Period (IMP) — the times of the day as set out in Annex 2 and
this Annex 3 during which Global Crossing has contracted to ensure that the Service
1s provided to the Customer at the DDS Service Levels — unless otherwise stated this
period shall be 24 hours X 7 days;

Service - Global Crossing’s UK Direct DDS Service-{Direet-dtndireet);

Site(s) — the address(es) within the UK specified by the Customer on the Order Form
to which the Service will be provided and at which the Network Terminating
Equipment (NTE) will be held;

Tail Circuit — any private circuit leased or owned by Global Crossing which is used
to connect a Site receiving the Direct Access Service to the Network;

2. Service Overview

2.1 The Service includes:

Arranging the connection of the appropriate Tail Circuit(s);

Routing of incoming calls via Global Crossing’s Network using geographic telephone
numbers-ot-Global-Crossing s-ownranse ofnon-peographic-telephonenumbers as
speethtedin-the Global- Crossing Powercall addendum;

Routing of outgoing Customer calls;

Support and maintenance by the Fault Desk during the Incident Management Period
(24 x 7); and

Summary reporting of outgoing call details.

3. Service Technical Description

3.1 A 2 Mbit Tail Circuit is provided between the Site and the Network with all 30 channels
operational per Tail Circuit. The Tail Circuit will either be a leased line or a Global
Crossing fibre-optic cable, dependent upon the distance between a Site and a
Transmission Access Point (TAP). Global Crossing reserves the right to survey the Site to
determine the distance.

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
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3.2 A leased line Tail Circuit may vary in length up to a maximum of 20 kilometres.

3.3 Where a Global Crossing fibre optic Tail Circuit is required, the distance between a Site
and a TAP shall not exceed 1 km.

3.4 The Tail Circuit will be linked, via the Network, to a port on one of Global Crossing
exchanges.

3.5 The Customer will be provided with a single unique geographic telephone number from
Global Crossing’s allocation of numbers issued by Ofcom.

3.6 All calls made using a Service Code number (including but not limited to 100, 112, 151,
152, 153 and 999 numbers) must be set-up to route automatically to the network of the
Service Provider advised by the Customer. Global Crossing shall not be responsible for
ensuring that an emergency service call reaches the emergency operator,

3.7 Direct Access Service is available within the United Kingdom and Northern Ircland only.

4, Service Options

4.1 Sections 4.2, 4.3, and 4.4 sct out the options available with the Service. The Customer
must identify on the Order Form all options to be provided as part of the Service.

4.2 The Customer may order a further allocation of geographically based telephone numbers
in association with a 2 Mbit Tail Circuit, subject to approval by Global Crossing,

4.3 Customers taking geographically based numbers may also request a Direct Dial Inward
(DDI) facility, subject to approval by Global Crossing.

4.4 Customers may also import numbers issued by another Service Provider under the Ofcom
dircctive concerning geographic number portability. Implementation of this option will be
at the discretion of Global Crossing and subjcct to compliance with the Ofcom directive
by the Service Provider.

5. Service Boundary

5.1 Global Crossing is responsible for providing the Servicc up to and including the Customer
Interface at each Site. Any cquipment or Services provided beyond the Customer Interface
is the Customer’s responsibility.

6. Reporting

6.1 The Service provides monthly call detail reports via the web portal to which Customer has
aecess as part of the Scrvice: Summary reports containing statistics on outgoing calls,
limited to a Global Crossing standard report set.

6.2 Global Crossing supplies (at no additional cost to Customer) a software package ineluding
a tool called “Express View” from which Customers may view call records and
manipulate data and compile and tailor using tcmplates contained in the package their own
customised reports from the supplied monthly CDR’s which are posted to uCommand and
can then be downloaded into Express View to producing such reports.

7. Site Requirements

7.1 The Customer is required to provide a suitable environment for accommodating active
Global Crossing maintained Equipment. The environment should conform to ETS 300
019-1-3 Class 3.1, notably:
¢ Temperature limits within +5°C to +40°C
e Humidity limits within 5% to 85%.

7.2 The environment must also be suitable for equipment conforming to the following EMC
standards;

e BS EN 55022 for radiatcd and conducted emission.

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
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e [EC 801 for electro-static discharge, radiated susceptibility and conducted
susceptibility.

7.3 The Customer is required to provide an a.c. mains power source in accordance with
BS EN 50160 presented by a 3-pin mains socket. The power source should be within 3
metres of the proposed Customer Interface.

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
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Annex 4

Agreed Implementation Plan
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APPENDIX C

REPLACEMENT SCHEDULE 2-3 TO THE FRAMEWORK TERMS
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30

SCHEDULE 2-3
THE CHARGES AND CHARGES VARIATION PROCEDURE
INTRODUCTION
1.1.  This Schedule 2-3 details:

1.1.1. the Charges for the Ordered Services; and
1.1.2. the Charges Variation Procedure applicable to this Contract.

THE CHARGES

2.1.

The Charges shall be calculated in accordance with the pricing schedule
attached at the annex hereto.

CHARGES VARIATION PROCEDURE

3.1.

The Charges shall only be varied due to:

3.1.1. indexing, in accordance with the provisions of paragraph 0 of this
Schedule 2-3; and/or

3.1.2. agreement between the parties at any time to decrease any of the
Charges where such a decrease is identified as a result of any
benchmarking exercises the SERVICE PROVIDER undertakes in
accordance with paragraph 6 below.

INDEXING

4.1.

In accordance with the provisions of the Framework Agreement, on the first
day following each anniversary of the commencement of the Framework
Agreement, the Charges shall be varied by the application of the following
formula:

NC=EC*X

where:

NC
EC
X

New Charge

Existing Charge, and
1 + (% change in RPIX Index)
100

INDEX

5.1.

5.2.

RPIX Index - The “Retail Prices Index excluding mortgage interest rates
(RPIX)” as published by the Office of National Statistics
(http://www.statistics.gov.uk/instantfigures.asp). The measurement to be used
in the variation calculation of the variable ‘X’ in paragraph 0 of this

Schedule 2-3 shall be the percentage “Annual change” in the RPIX Index in
respect of the “Period” two months prior to the relevant anniversary occurring.

Where the published figure specified in paragraph 0 of this Schedule 2-3 is
stated to be a provisional figure or is subsequently amended, that figure shall
apply as ultimately confirmed or amended.

BENCHMARKING

The SERVICE PROVIDER shall make available to the CUSTOMER the results of
any benchmarking exercises the SERVICE PROVIDER conducts from time to time.

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
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7. IMPLEMENTATION OF ADJUSTED CHARGES

7.1. Charges varied in accordance with the provisions of this Schedule 2-3 shall be
amended by the SERVICE PROVIDER to take effect on the relevant date.
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ANNEX TO SCHEDULE 2-3

PRICING SCHEDULE
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APPENDIX D

REPLACEMENT SCHEDULE 2-5 TO THE FRAMEWORK TERMS
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1.

SCHEDULE 2-5
SERVICE ACCEPTANCE PROCEDURES
INTRODUCTION

1.1 This Schedule 2-5 specifies the Service Acceptance Procedures and the Acceptance
Test Criteria to be used in the acceptance of the Ordered Services.

SERVICE ACCEPTANCE PROCEDURES

2.1 The SERVICE PROVIDER shall, during the Acceptance Test Period, make
available the Ordercd Scrvices to the CUSTOMER (including any products supplied
by the SERVICE PROVIDER necessary to enable the provision of those Ordered
Services) for the Service Acceptance Procedures to be performed.

2.2 The CUSTOMER will conduct Acceptance Tests on the Ordered Services to test
whether they meet the requirement specified in the Order and meet the appropriate
Service Levels.

2.3 The CUSTOMER will perform the Service Acceptance Procedures in respect of
each Ordercd Service (including any applicable delivery milestones stated within the
Implementation Plan of this Contract).

2.4 The Service Acceptance Procedures shall be recorded as successful and the
SERVICE PROVIDER notified accordingly where all the Acceptance Test Criteria
are met.

2.5 The Service Acceptance Procedures shall be recorded as unsuccessful and the
SERVICE PROVIDER notitied accordingly where any of the Acceptance Test
Criteria are not met.

2.6 In the event that the Service Acceptance Procedures in respect of each Ordered
Service or any part thereof, have not been recorded as successful pursuant to
paragraph 0 by the end of the relevant Acceptance Test Period, the CUSTOMER
will extend the Acceptance Test Period by a period of ten (10) Working Days (or
such other period as the parties may agree) during which the SERVICE PROVIDER
shall correct the faults which caused the Service Acceptance Procedures to be
recorded as unsuccessful and the Service Acceptance Procedures shall be re-
performed.

2.7 In the event that after the CUSTOMER has extended the Acceptance Test Period
pursuant to paragraph 0 the relevant Service Acceptance Procedures have not been
recorded as successful by the end of that period, the CUSTOMER shall, without
prejudice to its other rights and remedies, be entitled to:

2.7.1 extend the Acceptance Test Period for a further period (or periods) specified
by the CUSTOMER during which the SERVICE PROVIDER shall correct the
faults which caused the Service Acceptance Procedures to be recorded as
unsuccessful and the Service Acceptance Procedures shall be re-performed; or

2.7.2 reject the Ordered Service and terminate this Contract and receive a full refund
of all sums paid under this Contract in respect of Service provision after the
comimencement of the Service Acceptance Procedures.

2.8 If the CUSTOMER fails to carry out the relevant Acceptance Tests within the
Acceptance Test Period and such failure is wholly and solely due to the actions or
inactivity of the CUSTOMER, the Acceptance Tests shall be deemed to have been
completed successfully.
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ANNEX TO SCHEDULE 2-5

ACCEPTANCE TEST CRITERIA
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No

Acceptance Test

Primary
Responsibility

Notes

Test result
required

location to where
SFT’s are going in
the building (extns)

Outgoing caller ID will show the agreed number 020 7983 4000,

GX

The GLA confirm
that this
presentation is
required

Calls made to
various landline and
mobile numbers
which need to show
the stated number

Confirm OOH calls are going to correct locations (FM24)

Matrix

GX to be advised

Matrix to test and
confirm
configuration, also
obtain confirmation
from FM24

Confinm that all ONS lines are routing correctly through the new
lines (those are analogue lines)

Matrix/GL A to test

GX to be advised

Test calls/faxes to
be made from all
ONS lines.
Calls/faxes to be
successfully
completed/sent.

Confirm that all 60 calls work when dialling in and 61 is busy tone.

Do a parallel testing of in/out calls to prove.

GLA

61 simultaneous
calls to be made
inbound to GLA.
Expected result is
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No | Acceptance Test Primary Notes Test result
Responsibility required
should fail. An
external call made
with a “9” prefix
should connect
successfully.
12 | Confirmation that emergency services can be contacted (i.¢ 999 GX/Matrix The GLA confirm Successful
emergency services). that this connection of test
functionality is call.
required
13 | Confirm patching of correct EX circuit to the correct port to the GX engineer to match
correct system. (Matrix & GX) (As per criteria 1 the GLA require at the existing
least one engineer to be on site during the changeover process.) configuration
14 | Confirmation that the GLA’s desktop faxing (Genifax) works via GLA Test fax sent and
the new circuits. successfully
recetved from/to a
desktop fax
15 | Confirmation from GX and Matrix that the new circuits are GX/Matrix When new circuits
compatible to the GLA’s PBX i.e. that they do not generate system are connected. No
alarms. alarms showing on
any system
16 | GX to confirm we own entire number range: GX Confirmed by lan N/a
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Acceptance Test

Primary
Responsibility

Notes

Test result
required

VOIP enabled
extension.

23

Confirmation that the new service is capable of accepting Voice
Over IP telephone calls.

GX

GX to confirm in
writing

Successful calls
made to and from

VOIP enabled
extension.

24

Phone system to differentiate ring tones internally and externally
(Matrix to confirm this when lines are installed, GX to confirm this
will not be an issue.

GLA/Matrix

GX to be advised

Successful calis
made with different
ring tones for
internal DDI calls
and external DDI
calls

25

ISDN Bri cards on Mitel system functioning as expected

Maltrix/GX

Successful call
made over ISDN to
Rodex Machine

Notes:

Some of the acceptance tests will involve the use of third party suppliers to the GLA, specifically Matrix Ltd, DataTrack and ProVoice. The
GLA will arrange for these companies to be present to conduct the required tests.
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REPLACEMENT SCHEDULE 2-8 TO THE FRAMEWORK TERMS
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SPECIALIST SOLUTIONS FRAMEWORK AGREEMENT

SCHEDULE 2-8
SUB-CONTRACTORS
1. INTRODUCTION
1.1. This Schedule 2-8 contains:

1.1.1, details of the Sub-Contractors to be employed by the SERVICE PROVIDER
in the provision of Ordered Services; and

1.1.2. the procedure to select, appoint and manage Sub-Contractors.
2. SUB-CONTRACTORS
2.1. Table of Sub-Contractors:

Name and full contact details Obligation
RY71Jr TELEC M) AN
FI rBaIGATE SopaT \
ACAaxDdry o) FAT ) , Ty R SR VET )

B A T AT A T e

CONLT  wAuECyg LT

IS 7 favadhss 1menT

ADrsonns ECQeA PN /

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
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SPECIALIST SOLUTIONS FRAMEWORK AGREEMENT

SCHEDULE 2-12
STANDARDS AND REGULATIONS
1. INTRODUCTION

[.1. This Schedule 2-12 sets out the Standards and Regulations with which the SERVICE
PROVIDER shall comply in its provision of the Ordered Services.

2. The SERVICE PROVIDER shall at all times adhere to all relevant Standards and
Regulations relating to the provision of the Ordered Services to the CUSTOMER which
shall include without limitation legislation and EEC, Ofcom, Ofcom and ISO standards
and regulations

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
Page 17 of' |






Special Terms 27.05.08 (TRACKED)

Specialist Solutions Schedule 02-12 (Standards and Regulations) v 3.00
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