
  
  
    [image: WhatDoTheyKnow]
  

  
    Download original attachment
    
(PDF file)
  

  
    This is an HTML version of an attachment to the Freedom of Information request
    'DWP Post Handling Contracts'.
  




  
    
      
[bookmark: 1]Office Services Agreement                           Schedule 8 – Service Management and Reporting 

SCHEDULE 8 

SERVICE MANAGEMENT AND REPORTING 

 
 

1. 

Background  

 

1.1 

Contract management consists of a range of activities that are carried out together to keep 
the arrangement between the Authority and the Contractor running smoothly. They are 
broadly grouped into three areas: 

 

  Service Delivery Management – ensuring that the services are being delivered as agreed, 

to the required level of performance and quality; 
 

  Relationship Management – keeps the relationship between the Authority and the 

Contractor open and constructive, aiming to resolve or ease tensions and identify 
problems early; and  
 

  Contract Administration – handles the formal governance of the contract and changes to 

the contract documentation.  

 
2. 

Introduction 

 
2.1 

The Contractor will provide the Services under this Agreement as described in Schedule 2, 
in accordance with the agreed Service Levels set in Schedule 20, using the management 
and performance procedures set out in this Schedule 8.  

  
2.2 

The Contractor shall establish, implement, maintain and manage a Service Management 
Performance Reporting organisation that takes account of: 

 

a.  day-to-day management of service delivery at local business unit level; 

 

b.  self-monitoring,  recording and validation of Contractor performance ensuring that 

Services are delivered in accordance with the Service Levels set out in Schedule 20; 

 

c.  the Contractor providing a visible, regular and consistent interface with and between 

local business managers and the Contractor; 

 

d.  the Contractor providing a visible, reliable and helpful interface with and between the 

trade union side and the Contractor; 

 

e.  provision of a strategic interface between the Authority and the Contractor;   

 

f.  provision of good contract management between the Authority and the Contractor; and 

 

g.  provision of agreed management information that documents the performance of the 

Services.  

 
2.3 

 The Contractor shall ensure that Key Personnel associated with all elements of its service 
management organisation are in place by the Cutover Date.  

 
2.4 

 All Key Personnel associated with Service Management will be listed by the Contractor and 
subject to the provisions of Schedule 11 – Key Personnel.  

 
2.5 

The Authority shall provide nominated representatives to act on the Authority’s behalf on all 
matters relating to this Agreement 
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3. 

Performance Monitoring & Recording  

 
3.1 

The Contractor will establish, implement, maintain and manage, systems and processes 
that monitors and accurately records and validates the performance of the Contractor in the 
delivery of the Services. 

 
3.2 

The Contractor shall ensure that all systems and processes used for the monitoring and 
recording of Contractor performance, are robust, provide a clear audit trail of evidence and 
give confidence to the Authority that the Contractor is delivering the Services in accordance 
with the agreed Service Levels outlined in Schedule 20 and in accordance with the 
Contractors overall contractual obligations.  

 
3.3 

The Contractor acknowledges that the Authority has the right to audit, in accordance with 
Clause 36 of this Agreement, the Contractor’s systems and processes used for the 
collection, collation and recording of evidence for the recording of its performance of 
Service delivery.  
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4. 

Strategic Interface  

 
4.1 

The Contractor shall convene Strategic Interface meetings bi-annually at a venue and time 
to be agreed with the Authority.  

 
4.2 

Both parties acknowledge that the objectives of the Strategic Interface shall be to review 
the overall success of the Services delivered under this Agreement, discuss operational 
strategies and review efficiency opportunities and their implications for the direction and 
content of the Services delivered under this Agreement.  

 
4.3 

An agenda shall be produced by the Contractor and agreed by the Authority. A record of 
the meeting and action points will be recorded by the Contractor and agreed by the 
Authority before distribution by the Authority. 

 
4.4 

The Authority and the Contractor shall provide suitable senior business and contract 
management representatives to attend Strategic Interface meetings.  

 
5. 

Contract Management  

 
5.1 

The Contractor shall convene and host monthly Contract Management meetings, at a time 
and place agreed with the Authority.   

 
5.2 

Both parties acknowledge that the objectives of the Contract Management meetings shall 
be to manage this Agreement and shall include, but shall not be limited to: 

 

 

Service Delivery Management - Managing the Contractor’s compliance with its 
obligations under this Agreement, ensuring that the Services are being delivered in 
accordance with the Service Levels set out in Schedule 20, resolving operational and 
contractual issues, which may have been raised by customers, sharing and exchanging 
information as required, ensuring that all business needs are met. The Authority will 
inform the Contractor of any forthcoming activities or events that may impact on the 
delivery of the Services; and  

 

 

Contract Administration - Agreeing changes to this Agreement, which have been 
prepared under the Change Control Procedure as detailed in Schedule 9. 

 
5.3 

The Contractor understands that the Authority may request additional meetings when 
required to discuss specific issues, which may impact, on delivery of the Services, and any 
other relevant business. Where the Authority convenes an additional meeting the Authority 
will  produce an agenda and a record of the meeting including action points and both will 
agreed by the Parties before distribution. 

 
5.4 

The Authority and the Contractor shall provide suitable representatives with the necessary 
authority to consider service performance issues and to ensure that any issues impacting 
on the Authority are surfaced and resolved.  

 
5.5 

Subject always to the obligations in Schedule 11, each party reserves the right to change its 
nominated representative(s) with staff of the appropriate authority and responsibility and 
shall notify the other party as soon as practicable of any changes.  
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6. 

Performance Reviews 

 
6.1 

The Contractor and the Authority shall conduct monthly Performance Reviews for the purpose of reviewing performance against the Service 
Level regime as detailed in Schedule 20 of this Agreement and conformance by the Contractor to all other standards and policies set out 
elsewhere in this Agreement. 

 
6.2 

The Performance Review shall be an integral part of the Contract Management meeting, but there is scope for either party to request 
additional meetings whereupon the provisions of paragraphs 5.3 through 5.5 shall apply.   

 
7. 

Management Information  

 
7.1 

The Contractor shall provide the Authority with Management Information as detailed at Appendix 1, to this Schedule 8 at the frequencies and 
due dates specified at Appendix 1 of this Schedule 8. The information provided by the Contractor is required for the following purposes:  

 

a.  to monitor the performance of the Contractor in the provision of the Services as set out in Schedule 2, and to the Service Levels as defined 

in Schedule 20 and in accordance with all other provisions of this Agreement; 

 

b.  to monitor the Contractors adherence to all standards and policies defined in this Agreement; 

 

c.  to monitor the quality of the services being provided across the department and its businesses; and 

 

d.  to provide information of various types to the Authority on Service provision in relation to this Agreement, including all details of such 

information maintained by the Contractor for its own purposes in relation to the provision of the Services, and any other information agreed 
between both parties.  

 
7.2 

The Contractor shall provide the Authority access to information on performance against Service Levels, and additional information as 
required by the Authority. This information may include but may not be limited to:  

 

a.  Health and Safety Issues; 
b.  resource (including staff) issues; 
c. risks; 
d.  issues with Sub Contractors (including performance issues); and  
e.  demand for Office Services – ie new sites added to scope (including OGD’s); 
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7.3 

The Contractor shall provide the Authority with a detailed report in the event of a major failure to meet Service Levels set out in Schedule 20 or 
any other service standards set out in Schedule 20 of this Agreement, which includes the reason for failure and any action being taken to 
retrieve the situation. 

 
7.4 

The Contractor shall provide Management Information to the Authority to support monthly Contract Management meetings/ monthly 
Performance Review meetings. Management Information provided for these meetings shall report performance exceptions (service failures).. 

 
7.5 

The Contractor will provide access to information detailing the standard of provision of the Services in a particular location, district or area, for 
any or all of the Business Units.  In addition the Authority shall, from time to time, require the Contractor to provide a summary of the detailed 
information in reports. 

 
7.6 

The Authority shall from time to time require ad-hoc reports to satisfy particular business requirements. The Contractor shall use reasonable 
endeavours to support the Authority’s requirements and shall agree the format of the report with the Authority prior to its issue. The Contractor 
shall provide each report within the reasonable timescale specified by the Authority. 

 
7.7 

The Contractor shall ensure that all Management Information delivered to the Authority has been validated and is accurate. 

 
7.8 

The Contractor shall provide exception reports to the Authority on any occasion when a Breach of Security standards, facilities, or procedures, 
set out in Schedule 18 is identified.  

 
7.9 

The Contractor shall, during the Transition Period, develop and implement systems and procedures that may be required to provide 
Management Information in accordance with the Authority’s requirements. 

 
7.10  The Authority will agree detailed format, and distribution of the Management Information reports shall be determined by the Authority in 

consultation with the Contractor during the Transition Period. 

 
Appendix 1  
 
Report 

Description  

GRANULARITY  

 

 

Frequency Scotland  North 

East Y&H 

North 

Wales East  West 

London &  South 

West 

Midlands 

Midlands 

The South  West  

East 

Local Office 

From the Cutover Date the   

 

 

 

 

 

 

 

 

 

Report 

Contractor shall establish and  Annually  

 

 

 

 

 

  

 

 

 

 

maintain, throughout the life of 

 

 

 

 

 

 

(IPSR 

the Agreement a Local Office 

 

replacement)  

Report, that shall detail all 

 

services delivered by the 
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Contractor at every local office.  

 

 
Appendix 2 to this Schedule 
provides the proforma that must 

be completed and maintained 

by the Contractor for each office 

were Office Services are 
delivered.  

 
 
Report 

Description  

GRANULARITY  

 

 

Frequency Scotland  North 

East Y&H 

North 

Wales East  West 

London &  South 

West 

Midlands 

Midlands 

The South  West  
East 

Performance 

The contractor will provide a   

 

 

 

 

 

 

 

 

 

Against Service  monthly report that details the  Monthly  

 

 

 

 

 

  

 

 

 

Levels  

exceptions (service failures) 

 

 

 

 

 

 

against the Service Levels 

 

agreed in Schedule 20 
 
Reporting by Service Stream by 

Region.  

 
The Contractor will include 

Service Performance by their 

sub contractors/partners.  
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Report  

Description 

Report  

Description 

Report  

Description  

Report 

Description  

Report  

Description  

Assets 

The Contractor will  Annual Customer  The Contractor will  Risk 

The Contractor will  Audit 

The Contractor 

Employee Claims  

The 

Contractor 

 

provide to the 

Satisfaction 

provide the 

Assessments 

carry out (as a 

Reviews/Generic 

shall carry out (as 

shall provide the 

Authority a 

Survey  

Authority with a 

minimum) bi 

Audits  

a minimum) 

Authority with a 

complete and 

report, that details 

annual risk 

annual Audit 

quarterly  report of 

concise Asset 

customer 

assessment 

Reviews across all 

all claims brought 

register, detailing 

satisfaction with 

exercises in 

services streams; 

against the 

all assets including 

the service 

respect of the 

across business 

Contractor by its 

those owned by 

provided. .  

services it delivers 

units and regions. 

employees 

third party 

 

under the terms of 

In accordance with 

engaged in the 

suppliers used in 

The survey will: 

this agreement. 

the requirements 

provision of the 

the delivery of 

  Cover all 

The Contractor 

of Schedule 17, 

Service including 

services under this 

business 

shall ensure that 

paragraph 35 

any claim made 

agreement. 

units in every 

the risk 

against any 

Information shall 

region; 

assessment report 

Subcontractor by 

include but shall 

  Include 

includes all 

any employee of 

not be limited to: 

questions on 

aspects included 

the Subcontractor 

 

every service 

in Schedule 17, 

engaged in the 

  Owner; 

stream; 

paragraph 30.  

provision of the 

  Location; 

  Provide, 

Services of which 

  Age; 

robust 

the Contractor 

  Lease Expiry 

statistical 

receives 

ate; 

sample 

notification. 

  Condition;  

across 

  Date for 

services, 

Replacement 

business 

 

units and 
regions 
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GRANULARITY 

 

Report Description 

Frequency 

Corporate Centre  Jobcentre 

Pension 

Child Support  Disability &  Inland 

Veterans 

Plus 

Service 

Agency 

Carers 

Revenue 

Agency  

Volumes 

For each service line: 

Monthly  

 

 

 

 

 

 

 

 

  volume of post (non TNT); 

 

  volume of courier post; 
  the number of 

harmful/offensive items 

received in postal 
deliveries  

  calls received; 
  abusive calls; 
  calls abandoned; 
  No of typing jobs; 
  No of scanned images 

(pages) for each Business 

Unit that introduces 
scanning.  

 

Volumes 

In addition to the above, the  Every day 

 

 

 

 

 

 

 

Contractor will count: 

during the 3rd 

 

week of every 

  All in bound mail received  month, every 

via Royal Mail; 

quarter  

  All in bound mail  received 

by the Authority’s courier 

(every item, not every 

pouch); 

  All other in bound mail   
  All out bound Royal Mail 

mail ; and 

  All out bound post to go 

via the Authority courier 

(every item, not every 

pouch); 

  All other out bound post.  
 
 
 

Valuables  

For each Business Unit the: 

Monthly  
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  Number of items (total) 

 

  Number of bankable items; 
  Number of un-bankable 

items; 

  Number of items that are 

of value to the customer  
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Report  

Description 

Granularity  

  

Frequency 

Corporate Centre  Jobcentre 

Pension 

Child Support  Disability &  1The 

Inland 

Veterans 

Plus 

Service 

Agency 

Carers 

Rent 

Revenue 

Agency  

Service 

Annual 

The Contractor shall provide 2  Annually 

 

 

   

  

  

Report  

weeks prior to the agreed Annual 
Review, a report summarising 

performance against each of the 

Services Levels set out in Appendix 

1, Schedule 20. The report will 
include areas of concern for the 

Authority and proposals for 

improving service delivery.  

 

 

 

 

 

 

 

 

 

 

 

Annual 

 

The Contractor will provide, 2  Annually 

 

 

   

  

  

Report  

weeks prior to the agreed 

Annual Review date, provide a 

report that includes the 

following aspects – by racial 
groups, the number of staff 

who:  receive training 

 

benefit or suffer detriment from 

performance appraisals 

 

are involved in grievances 

 

have disciplinary action taken 

against them 

 

end employment with the 

Contractor (whether as a result 
of dismissal or some other 

reason) 

 

 
 
  

GRANULARITY 

 

Report Description 

Frequency 

Corporate Centre  Jobcentre 

Pension 

Child Support  Disability &  Inland 

Veterans 

Plus 

Service 

Agency 

Carers 

Revenue 

Agency  

Scanning 

For each service line: 

Monthly  

 

 

 

 

 

 

 

                                                 

1 Although the Rent Service is included, we acknowledge that at this stage they are not included in the scope of the contract. This is in case they are included at a later stage. / 
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Related 

  volume of post (non TNT); 

Volumes 

  volume of courier post; 

 

  the number of 

 

harmful/offensive items 

received in postal 

deliveries  

  No of scanned images 

(pages) for each Business 

Unit that introduces 

scanning.  

 

Scanning 

In addition to the above, the  Every day 

 

 

 

 

 

 

 

Related 

Contractor will count: 

during the 3rd 

Volumes 

 

week of every 

  All in bound mail received  month, every 

via Royal Mail; 

quarter  

  All in bound mail  received 

by the Authority’s courier 
(every item, not every 

pouch); 

  All other in bound mail   
  All out bound Royal Mail 

mail ; and 

  All out bound post to go 

via the Authority courier 

(every item, not every 
pouch); 

  All other out bound post.  

 
 
 

Scanning 

For each Business Unit the: 

Monthly  

 

 

 

 

 

 

 

Related 

  Number of items (total) 

Valuables  

  Number of bankable items; 

 

  Number of un-bankable 

 

items; 

  Number of items that are 

of value to the customer  
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Report  

Description 

Granularity  

  

Frequency 
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Schedule 8 – Service Management and Reporting Delivery Methodology 

 

8.1 Introduction 

 

The Office Services Agreement will be managed in a manner that encourages open 
communication and builds trust between the Department for Work and Pensions (DWP) and 
Haden Building Management Ltd (Haden). 

 

Haden will provide the services as described in Schedule 2, to the service levels set in Schedule 
20 and to the management of the services under the management and performance procedures 
set out in Schedule 8.  

  

Haden will establish a contract management and reporting regime that takes full account of: 

 

  Day to day management of service delivery at local business unit level. 

  Self-monitoring, recording and validation of service performance against the service 

levels set out in Schedule 20. 

  Providing a visible, regular and consistent interface with, and between, local business 

managers and Haden. 

  Providing a visible, reliable and helpful interface with, and between, Haden and PCS 

or other Trade Union. 

  Providing a strategic interface between Haden and the DWP management. 

  Providing management information that documents the performance of the services.  

The extent of this information is to be agreed with DWP. 

 

8.2 Personnel 

 

The organisation chart below shows the functional support staff who will be employed by Haden to 
support the Office Services contract, alongside the operational management structure.  The staff 
numbers shown on this chart are whole time equivalents who will be dedicated to the contract. 

 

Redacted under section 40 
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8.3 Performance Monitoring & Recording Systems 

 

Haden will establish, implement, maintain and manage systems and processes that monitor, 
accurately record and validate performance in service delivery. 

 

Performance reports for all services will be generated monthly in a format that relates to 
geographical and business streams. All reports produced by Haden will be accurate and validated 
by audit. 

 

All systems and processes used for the monitoring and recording of Haden and Contractor 
performance are robust and will provide a clear audit trail of evidence and will be audited using an 
agreed audit checklist and programme.  

 

Haden acknowledges that the DWP has the right to audit Haden systems and processes used for 
the collection, collation and recording of evidence of service delivery.  

 

Performance measuring against the service levels set out in Schedule 20 will be on an ongoing 
and a real time basis using the management information system to manage performance, 
measuring and monitoring. 

 

Haden’s management information system is a real time, web-based measuring tool designed to 
capture information as it happens. It consists of a series of databases linked to a central MI 
repository, as shown below. 

 

Technical information about this system can be found in the IT Solution documents. 
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The management information system has been designed specifically to enable records to be 
maintained and allow meaningful, practical reports to be produced with the facility to create 
bespoke reports as requested by Haden and/or DWP contract management from the management 
information system. 

 

The management information system allows reports to be formatted by service area, premise and 
business unit and generated automatically. 

 

The system will be populated by a series of automated data feeds from the various service 
applications, feeds from 3rd party contractors, and manual input from OSAs and Service Centre 
nominated persons as they and/or team members carry out the office services and this will allow 
real time monitoring of contract performance. 

 

The system will also record volume information essential for the measurement of services.  This 
volume information will be used as described in Schedule 6 to monitor and if necessary adjust the 
volume assumptions used in calculating the charges. 

 

Reports will be generated form the information stored on the central repository by a specific 
reporting tool.  These reports will include the regular monthly reports described below, which will 
be generated automatically, and bespoke reports, which can be easily generated upon request. 

 

Access to this reporting tool will be given to authorised DWP staff (to be agreed between Haden 
and DWP) entering the system through authorised DOI terminals. 

 

Volumetrics 

 

Volume and performance reports will be generated monthly in geographic and business stream 
format and include, but not be limited to:  
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  All inbound post received via Royal Mail. 

  All inbound post items received by the courier (every item, not every pouch). 

  All other inbound post. 

  Volume of valuables. 

  Number of bankable items. 

  Number of un-bankable items. 

  Number of items that are designated and agreed to be of value to the customer. 

  Number of harmful/offensive items received in postal deliveries. 

  Number of and reports on missing items. 

  Number of misdirected mail items. 

  Number of external telephone calls received. 

  Number of internal telephone calls received. 

  Number of calls returned to Switchboard. 

  Number of calls by time period. 

  Abusive telephone calls received. 

  Number of “Mystery Shopper calls”. 

  Number telephone calls abandoned. 

  Number of typing jobs received. 

  Number of typing jobs completed. 

  Number of IUC tapes received. 

  Number of IUC tapes completed. 

  Number of IUC tapes not transcribed due to problems. 

  Number of copy typing jobs received. 

  Number of copy typing jobs completed. 

  Number of draft letter typing jobs received. 

  Number of draft letter typing jobs completed. 

  Number of secretarial requests. 

  Number of shuttle bus users. 

  Number of hours shuttle bus in operation. 

  Number of vehicle bookings. 

  Number of visit notifications/booking appointments (by telephone and mail). 

  Number of scanning jobs received. 

  Number of scanning jobs completed. 

  Number of scanned images (pages).  

  All outbound Royal Mail post. 

  All outbound post to go via the courier (every item, not every pouch). 

  All other outbound post. 
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  Total number of items. 

  Volumes relating to Royal Mail “Pricing in Proportion” (PIP). 

 

Compliance Reporting 

 

Compliance reporting across all services will be by exception. The central statistics database will 
record failure “as it happens” enabling management to react with immediate corrective actions and 
speedy preventative measures. 

 

Where failures lead to service credits being applied subject to schedule 20, invoices showing these 
credits will be supported by reports generated by the management information system illustrating 
the failures that have led to these credits being generated. 

 

As required by Schedule 20, where Haden believes that any failure is likely to cause an adverse 
effect on DWP business, this will be reported immediately to the nominated DWP point of contact.   

 

Where services are failing to reach the desired standard, a specific improvement plan will be 
introduced as required under Schedule 20 to lift the particular service to the desired level. 

 

The chart below illustrates the statistical reporting process: 
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8.4  Regular Reports 

 

Local Office Reports 

 

During the transition period, Haden will establish a local office report that will detail all services 
delivered at all sites using the proforma provided by the DWP.  These reports will be continually 
maintained and kept up to date by site based staff and management throughout the term of the 
agreement. 

 

Additional Reports 

 

Monthly reports will also include but not be limited to: 

 

  Health and safety issues. 

  Environmental issues. 

  Results/comments in Customer Surveys (in agreed format). 

  Resource (including staff) issues. 

  Risks. 

  Issues with Sub Contractors (including performance issues). 

  Demand for office services – i.e. new sites added to scope including other 

government departments. 

 

Asset Register 
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On an annual basis, Haden will provide the DWP a complete and concise Asset Register 
identifying all assets including those owned by third party suppliers used in the delivery of the 
services on an annual basis. 

 

The information will include but not be limited to: 

 

  Owner 

  Location 

  Age 

  Lease expiry date 

  Condition 

  Date for replacement 

 

Customer Survey Report 

 

On an annual basis, Haden will provide the DWP with a breakdown/analysis of all Customer 
Survey report findings. This will cover all business units, geographical areas and service streams. 

 

In addition to this, Customer Survey findings will be part of Haden’s regular monthly report. 

 

Breaches of Security 

 

Haden shall notify the Authority of any breaches of security, standards, facilities and procedures as 
set out in Schedule 17.  

 

On any occasion that such a breach is identified, Haden shall communicate the facts immediately.  
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8.5 Regular Meetings 

 

Strategic Interface Meeting 

 

Strategic interface meetings will be held bi-annually.  

 

The strategic interface team will review the overall success of the services delivered, discuss 
operational strategies, efficiency opportunities and their implications.  

 

An agenda will be produced by Haden with the agenda, venue and time to be agreed by the DWP. 

 

Minutes of the meeting and action points will be recorded by Haden and agreed by the DWP 
before distribution. 

 

It is envisaged this meeting will be attended by Regional Management, Functional Directors and 
Contract Directors and the agenda will reflect the high level of the meeting. 

 

Contract Management Meeting 

 

Haden will convene and host monthly contract management meetings at a time and place agreed 
with the DWP.  

 

The objectives of the contract management meetings will be to manage the Agreement and shall 
include, but not be limited to: 

 

  Service delivery management.  

  Resolving operational and contractual issues which may have been raised by 

customers. 

  Sharing and exchanging information as required ensuring that all business needs are 

met. 

  Agreeing changes, activities and events which may impact on service delivery.  

 

 

It is envisaged that this meeting will be attended by Functional and Strategic Management and 
have a set agenda which may include risk/change management, audit findings, customer comment 
and HR and Assurance matters. 

 

Haden shall ensure that attendees will have the necessary authority to consider service 
performance issues and ensure that any issues impacting the DWP are surfaced and resolved. 

 

Additional meetings will be held as required by the DWP with the agenda produced by Haden, and 
agreed by the DWP. 
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Minutes of the meeting and action points will be recorded by Haden and agreed by the DWP 
before distribution. 

 

We accept that each party reserves the right to change its nominated representative(s) with staff of 
the appropriate authority and responsibility and shall notify the other party as soon as practicable 
of any changes except when such representatives are key personnel.  

 

Performance Review Meeting 

 

Performance review meetings shall be held on a monthly basis to review performance against 
service levels as detailed in Section 20 and conformance to all other standards and policies set out 
in other schedules in the agreement.   

 

In the event of a major failure to meet service levels Haden will provide the DWP with a detailed 
report of corrective and preventative measures implemented as required under Schedule 20. 

 

It is envisaged that this meeting will be attended by operational management and a set agenda 
issued.  The agenda will contain items relating to performance and also audit findings and 
customer comment. 
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8.6 Account Management 

 

Within the contract we recognise the need to interface closely with the individual Business Units 
within the Department to identify requirements and future plans. For this reason, we have 
developed an Account Management structure in which key members of our management team are 
allocated Account Management responsibility for one or more Business Units. 

 

The following organisation chart shows where the responsibilities for the Account Management lie. 

 

 

 

Contract Director

 

Account Manager - HQ and

Law and Special Policy

Group

 

 

 

Ops Director

Service Center Director

Account Manager -

Account Manager - DCS

 

Pension Service and JCP

and Debt Management

 

 

Regional Manager

Regional Manager

Regional Manager

Regional  Manager

RegionalManager

 

One GOR and CSA

Two GORs

Two GORs

Two GORs

Two GORs

 

 

Key aspects of Account Management will include: 

  Understanding the objectives and operations of each Business Unit 

  Establishing high level relationships and communications with senior managers. 

  Understanding future plans and targets of the Business Units. 

  Tailoring our service offering to suit the requirements of each Business Unit as far as 

possible within the scope of the Contract. 

  Maintaining and providing budgetary information. 

  Communicating requirements and plans for the Business Unit within Haden. 

Quarterly Account Management Meetings will be held to disseminate information about the 
Business Units within Haden.  

 

These discussions will encompass any changes which will impact on the services provided within 
the Contract. Any plans identified will be included in the future operational strategy for the contract. 

 

The Meeting will also address area where Haden are able to contribute to the efficiency or 
operation of the Business Units. Any suggestions or improvement plans will be discussed with 
DWP Contract Management before being put before the Business Unit. 

 

Minutes of the Account Management Meeting will be included in the periodic reports to Contract 
Management. 
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8.7 Process Development & Management Information 

 

This will be ongoing and part of Haden’s continuous improvement process.  However, Haden will 
develop, implement and review systems during the transition period.  

 

Haden will provide management information in accordance with the DWP’s requirements as 
detailed in appendix 1 of Schedule 8 adhering to frequencies and due dates specified in appendix 
1 of Schedule 8. 

 

The detailed format, content, frequency and distribution of the management information reports 
shall be determined in the service specification by the DWP in consultation with Haden during the 
transition period. 

 

Management information can be by business unit, location, district or area and may be used to 
monitor service delivery performance and standards compliance. 

 

On compliance failure, an exception report will be generated documenting preventative/corrective 
actions. 

 

Ad hoc information will be generated as requested.  

 

 

8.8 Service Improvement Planning 

 

Service Improvement Plan (SIP) General 

 

The SIP shall be developed during the first six months of the contract and submitted to the 
Department for consideration and comment.   

 

Detail of improvement shall be based upon information gathered from, but not limited to, the 
following areas:  

 

  Monthly performance measurement  

  Volumetric trends 

  Contract reviews and strategic meetings 

  Customer Survey 

  Monthly reports 

  Internal Assurance audits 

  Third party audits 
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Agreed improvement shall then be implemented over the remaining six months. This process will 
be continued on a bi-annual basis for the duration of the contract. 
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