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SECTION 1 - INTRODUCTION AND SIGNATORIES TO THE AGREEMENT

11 INTRODUCTION

1.1.1 This Armed Forces Personnel Administration Agency (AFPAA) Generic
Service Level Agreement (SLA), (herein after called the SLA), is between
Deputy Chief of Defence Staff (Personnel) Strategy - Director (DCDS(Pers)
Strat — D) , Assistant Chief of Staff, Naval Personnel Strategy (ACOS NPS),
Director Staff and Personnel Support (Army) (DSPS(A)), Director of Personnel
Policy (D Pers Pol), and the principals of other AFPAA Customers (herein after
described as the Customer), and AFPAA, (herein after described as the
Supplier). The term Supplier encompasses AFPAA’s partner, EDS Defence
Ltd.

1.1.2 This SLA describes the provision of Personnel Administration services,
delivered by AFPAA to specified Customers, as detailed in the Annexes to this
document. The service provided by AFPAA has been recognised as a centrally
provided service as set out in the Departmental Plan and is overseen by the
Deputy Chief of the Defence Staff (Personnel) (DCDS(Pers)) on behalf of the
Vice Chief of the Defence Staff (VCDS). It is funded through the VCDS Top
Level Budget. JPA will replace many of the existing single Service practices
and current information systems with common processes and modern
information systems. Current Services will continue until each individual JPA
roll out, when the JPA Services will take over.

1.1.3 Inthe event of the termination of this SLA, suitable arrangements will be
made in advance between the parties; however, these arrangements will be
outside the terms of this SLA. In the unlikely event of this occurrence, these
arrangements will formalise the relationship that will prevail between the
Supplier and the Customer.

1.1.4 This SLA remains valid until superseded by a revised SLA mutually
endorsed by the signatories below. After full rollout of JPA to the 3 Services, a
formal review of this SLA will be undertaken annually. Until that time, more
regular reviews will be required and will be agreed with the Customer. Changes
to this SLA should be submitted on the form shown at Section 9 and recorded at
the front of this SLA providing that both parties mutually endorse them.

1.2  SIGNATORIES

1.2.1 DCDS(Pers) Strat - D who signs this SLA on behalf of all interested
MOD (Centre) Directorates, ACOS DNPS, DSPS(A) and D Pers Pol act as
signatories on behalf of all of the organisations within each of their respective
Services. The principals of each directorate or branch to which a service is
delivered will be consulted and collective agreement sought before the Annexes
are either accepted initially or amended subsequently.
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SECTION 2 - SCOPE OF THE AGREEMENT
2.1 PURPOSE

2.1.1 This SLA covers the provision of services in support of Personnel

Administration through a variety of systems. Listed below are the 18 principal

processes provided under JPA:
2.1.1.1 Manage Establishments.
2.1.1.2 Plan Manpower.
2.1.1.3 Administer Mobilisation.
2.1.1.4 Recruitment.
2.1.1.5 Pay and Charges.
2.1.1.6 Allowances.
2.1.1.7 Move and Track.
2.1.1.8 Appraisal.
2.1.1.9 Selection for Promotion.
2.1.1.10 Selection for Position.
2.1.1.11 Change of Engagement.
2.1.1.12 Termination.
2.1.1.13 Maintain Personal Details.
2.1.1.14 Administer Personal and Professional Development.
2.1.1.15 Casualty Reporting.
2.1.1.16 Absence.
2.1.1.17 Honours & Awards.
2.1.1.18 Service Discipline.

As well as these processes this SLA covers related work in the following:

2.1.1.19 JPAC.

AFPAA GENERIC SLA/002 3 Version 3.0 dated 23 Mar 07
This document is UNCONTROLLED when printed



2.1.1.20 DHC.
2.1.1.21  Off-line Deployed JPA service.

2.1.2 Complementary applications, electronic interfaces and user interfaces are
not specifically listed amongst the 18 principal processes shown above,
however, they are important elements of the services provided by AFPAA and
are therefore covered by Annexes M and N to this SLA.

2.1.3 The provision of service pensions and the compensation scheme will be
delivered through the new CAPS. Whilst CAPS is not a principal process under
JPA, it is nevertheless an AFPAA controlled COTS package that will have a
two-way electronic interface with Oracle HRMS. CAPS will be used jointly by
AFPAA and the VA. CAPS will link into the JPA Oracle HRMS for one-off
compensation payments and other pension related payments. It will also have a
link to Paymaster (1836) Ltd for continuing pension and/or guaranteed income
stream payments.

2.1.4 Under the provision of the process described at Para 2.1.1.3 above, the
following is included:

2.1.4.1 The provision of services in support of steady state
mobilisation and;

2.1.4.2 The provision of services in support of unforeseen events
which may arise, without limitation, as a result of the following:

2.1.4.2.1 Mobilisation.
2.1.4.2.2 Military Operation.
2.1.4.2.3 Increased tension.
21424 Crisis.

2.1.4.2.5 Transition to war.

21426 War.

2.1.5 The provision of services in support of unforeseen events will not be
limited to the service described at Para 2.1.1.3 above. An unforeseen event is
likely to have an impact on other services and the Supplier acknowledges that an
upsurge in service requirements will be prioritised and dealt with under its
unforeseen event procedures.

2.1.6 The services provided by the Supplier to the Customer are set out in
a series of Annexes. The serials in the Annexes have measurable outputs that
are shown in a quantifiable form that covers the key indicators for accuracy and
timeliness. Detailed volumetric data is recorded by the Supplier for all
measurable outputs. The detail that underpins the measurable outputs can be
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found in various documents, such as JSPs, DCDS(Pers) and SPPol letters,
Business Process Guides and User Manuals.

2.1.7 All of the services that are provided and are covered by this SLA are in
accordance with all applicable legislation and good industry practice. If new
legislation is enacted then the affected services, SLA and Annexes will be
amended to reflect the new statutory position.

2.1.8 This SLA is not intended to be a legal document. In the event of a
dispute between the two parties, it will not be adjudicated in a Court of Law.
Both parties will however use all reasonable endeavours to meet their
obligations as defined within this SLA and the supporting Annexes.

2.2 NON-COMPLIANCE AND ESCALATION PROCEDURES

2.2.1 Any differences, disputes, or questions arising from this SLA or the
duties, obligations and other provisions contained within this SLA and its
Annexes are to be handled by communications or meetings between the relevant
parties to achieve a reasonable and acceptable resolution for each party. This
should be done at the lowest possible managerial level. The following
procedure should be used in the resolution of differences:

2.2.1.1 The Customer is to provide the Supplier with a written note of
the problem and any preferred solution.

2.2.1.2 If the problem can be resolved, the Supplier is to reply in
writing with a broad outline of the actions to be taken by both parties
and the proposed timeframe for resolution.

2.2.1.3 If the problem cannot be resolved at working level, the Supplier
is to acknowledge this in writing to the Customer.

2.2.1.4 The Customer should then write to the relevant AFPAA AD
with details of the problem, including a copy of the AFPAA desk level
response.

2.2.1.5 The AFPAA AD is to reply with a proposed solution, including
a timeframe and any actions to be taken by the Customer or
acknowledge that the problem cannot be resolved and that the problem
should be raised to the CAG.

2.2.1.6 If the issue is not resolved by the CAG, the case and supporting
paperwork is to be presented to the OAB for final adjudication.
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SECTION 3 - MANAGEMENT RESPONSIBILITIES

3.1 AFPAA GOVERNANCE

3.1.1 The Departmental guidelines for Corporate Governance are set out in
JSP 525. AFPAA Governance works within the parameters detailed in the JSP.
MOD responsibility for AFPAA is delegated by the Secretary of State for
Defence to DCDS(Pers), who is the Owner of AFPAA. DCDS(Pers) is the
chairman of the OAB. The OAB provides top-level direction and assurance that
the Agency is meeting its remit. OAB membership includes the two star
representatives of the three PPOs and DGSPPol. This ensures that all the major
business areas have representation at the highest level.

3.1.2 The day-to-day management of AFPAA is the responsibility of the CE.
Through the CAG, senior Customer representatives advise the CE on the
prioritisation of services and on the quality of the service delivered.

3.1.3 The CAG which sits with Customer Foci representation, meets to
support the three PPOs areas and SPPol, these being the principal Customer.
The CAG meets on a quarterly basis, or more regularly as required.

3.2 SUPPLIER RESPONSIBILITIES

3.2.1 The Supplier is responsible for delivering the service defined in this SLA
and its Annexes. In addition, the Supplier will also undertake to:

3.2.1.1 Provide the Customer with details of Points of Contact
responsible for the maintenance of this SLA and each of the Annexes,
this is attached at Annex B.

3.2.1.2  Ensure security, consistency and availability of all data and
safeguard against misuse or loss as defined in JSP 440. Comply with the
requirements of both current and all emerging Government security
policy, the DPA 1998 and other relevant statute, enactments, regulations
or instruments in force during the term of this agreement. Those
requirements and regulations shall apply irrespective of the medium on
which the information is held, stored or recorded.

3.2.1.3 In particular, comply with Schedule 1 of the DPA as detailed
below:

3.2.1.3.1 Appropriate technical and organisational security
measures shall be taken against unauthorised or unlawful
processing of personal data and against accidental loss or
destruction of, or damage to, personal data.

3.2.1.3.2 Allow the Customer to take reasonable steps to
ensure compliance with those security measures.

3.2.1.3.3 Actonly on instructions from the PPOs, or their
representatives, with regard to the processing of personal data.
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3.2.1.4  Ensure compliance of any subcontractors with the provision of
the DPA 1998 and retain original and copy documents in accordance
with the guidelines provided by the Public Records Office.

3.2.1.5 Take all legal measures required to comply with its obligations
under DPA 1998, FOI 2000 and EIR 2004, and work within a strict
disclosure of information regime.

3.2.1.6  Provide a dedicated resource to ensure such compliance with
access to managed Government information. The self-imposed internal
AFPAA requirements in support of DPA, FOI and EIR are shown in
Annex K. However, these requirements are more stringent than the
legislative requirements of 40 WDs for DPA and 20 WDs for FOI and
EIR.

3.2.1.7  Provide reliable services in the most efficient, flexible and cost
effective way to meet customer needs and to provide a continuous
quality improvement programme.

3.2.1.8 Respond promptly to requests for changes to services arising
from business change emanating from the Customer or legislation.

3.2.1.9 In accordance with JSP 503, provide, implement, maintain and
continually update a BCP as agreed by the Business Continuity Working
Group. The BCP will make provision for business continuity for all
services supplied and detailed within the Annexes to this SLA and in the
event of an irrecoverable failure or damage to computer systems located
at the Supplier's premises. The BCP is to be subject to periodic review
and will be tested once annually.

3.2.1.10 Ensure that sufficient AFPAA personnel are correctly
qualified, trained, have the appropriate security clearance and are
available to provide the agreed service.

3.2.1.11 Provide business process guides/desk manuals for the Oracle
HRMS services. Carry out ongoing maintenance of all such guides and
manuals to correctly reflect any business or system changes.

3.2.1.12 Provide access to, or copies of, appropriate and releasable
documentation that supports the delivery of the services and helps to
define the processes involved in the outputs described in the Annexes to
this SLA.

3.2.1.13 Carry out a rolling SLA review programme to ensure currency
of the SLA and its Annexes. The review will be conducted at least
annually with exact time scales to be agreed with the Customer. The
review period during the transition of each of the 3 Services across to
JPA will be more frequent and is likely to be a biannual event.

AFPAA GENERIC SLA/002 7 Version 3.0 dated 23 Mar 07
This document is UNCONTROLLED when printed



3.2.1.14 Maintain and annually update a SLA between AFPAA and the
local establishment to formalise the provision of infrastructure support
and thus ensure that local risks have been identified and measures put in
place to mitigate such risks.

3.2.1.15 Negotiate, review and update annually all SLAs, CSAs or
OLAs with 3" party suppliers who provide services that AFPAA
requires to operate effectively.

3.2.1.16 Communicate to the Customer, by the most effective means
available, details of any live or impending service delivery problems or
potential failures in its ability to meet agreed outputs. The Customer
will be given the maximum amount of notice possible, subject to normal
constraints. Resolution of any live or impending problem will also be
notified to the Customer by the most effective means available.

3.2.1.17 Record and monitor all failures in the service, whether within
or outside the bounds of the agreed service levels. Take proactive and
reactive action to solve reported and internally identified service
delivery problems and set up measures to prevent recurrences. Where
such problems impact upon a service level, are likely to contribute to a
service level failure, has had an impact on the end user or is likely to
have an impact on the end user, this information will be communicated
to the Customer. When appropriate, the Customer will be brought into
any discussions over how the failure can be corrected and recurrence
prevented.

3.2.1.18 Identify and implement measures that will improve the
standard of service. These will follow discussion and agreement from
the Customer. Together with the Customer Foci, the Supplier will carry
out a quarterly review of service delivery as part of the SDMP as
mentioned in section 3.4 below. Additionally, the Customer/Customer
Foci will be able to discuss any service delivery issues, or measures that
may improve the service, at the CAG.

3.2.1.19 Provide the Customer with a monthly report detailing service
delivery performance information, including, service delivery successes,
failures, volumetric data and contracted KT achievement. The report
will normally be in the medium of the Tri-Service SDR but when this is
not the case for contractual reasons, a separate report will be provided in
a format agreed with the Customer.

3.2.1.20 Report, on a monthly basis, the successes or failures against
Customer selected service delivery outputs as part of the SDMP and
JPMT BSC. SDMP and JPMT BSC are explained at Para 3.4 below.

3.2.1.21 Provision of a JPA training support facility located at
Centurion Building for Career Managers and HQ staff.

3.3 CUSTOMER RESPONSIBILITIES
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3.3.1 The Customer will ensure that their responsibilities are carried out at
least to the standard as defined in this SLA. The Customer will inform the
Supplier of any steps that the Supplier could take to improve the efficiency of
the service or help with the planning or operation of the service.

3.3.2 Specifically, the Customer is responsible for the following and will:

3.3.2.1 Provide a point of contact for the services described in the
Annexes to this SLA.

3.3.2.2 Record, monitor and report to the Supplier any real or perceived
service level failures that they may become aware of.

3.3.2.3 Attend all CAG meetings with the Supplier to review the level
of service provided and when appropriate, negotiate any changes
deemed necessary by all concerned parties. Attend all OAB and CAG
meetings to provide Customer input and feedback as required.

3.3.2.4 Provide access to infrastructure at Customer sites to enable the
Supplier to deliver the contracted services. This also includes the
provision of suitable space within appropriate secure buildings/office
space with a safe power supply for the installation of such equipment
that may be required for the delivery of AFPAA services. High level
site and infrastructure requirements will remain a matter between
AFPAA and the MOD.

3.3.2.5 Retain responsibility for the infrastructure supporting any
hardware that it provides. In the case of software provided by the
Supplier and loaded on Customer owned hardware, the Supplier shall
only be responsible for the software and will bear no responsibility for
the associated hardware.

3.3.2.6 Ensure that Customer personnel, such as PFA specialists and
HR Administrators at unit level, making use of AFPAA provided
infrastructure and applications are correctly trained, authorised and
security cleared to the appropriate level.

3.4 SERVICE LEVEL MONITORING

3.4.1 The Supplier will continue to use the SDMP and JPMT BSC, as
explained in Para 3.2.1.20 above, as the means by which it will monitor the level
of services provided to the Customer against the outputs detailed within this
SLA and its Annexes. As part of the SDMP the 3 Customer Foci will be able to
select a small number of service level outputs to be monitored each month and
these will be in addition to those selected by the Supplier.

3.4.2 The SDR will show whether KT service levels and other selected service
levels are being achieved. It will also provide the customer with visibility of
any service level failures that may have occurred during the reported month and
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have been reported through the Suppliers own formal Service Level Failure
Reporting system. The SDR will include details of the corrective action taken.

3.4.3 The Customer Focus will report to the Supplier any user dissatisfaction
of which they are made aware. Whenever possible, the Customer and Supplier
will jointly investigate whether these complaints have any foundation and where
justified, instigate remedial measures, such as a change proposal to improve the
service. However, it may not always be appropriate and practicable for the
Customer to be involved in such investigations. In such cases, the Customer
will be kept informed of the outcome. The Customer will not be liable for
charges for rectification of failures to an existing service.

3.4.4 Inaddition to the information provided to the Customer through the
SDMP post visit report and the SDR, or other such reports, the Supplier will
notify the Customer of any service delivery issues that it becomes aware of and
which are likely to have an impact on the users of the service.

3.5 PERFORMANCE MEETINGS

3.5.1 The Supplier’s Service Delivery staffs will make contact with the
Customer Foci representative on at least a quarterly basis to review performance
over the previous period. The aim of this procedure is to confirm that the
Customer is content with the provision of the service, highlight any issues or
concerns with regards to the achieved performance against this SLA and its
Annexes and to discuss actions required to remedy any deficit.

3.5.2 The Supplier will seek regular formal and informal feedback from the
Customer in an effort to gauge Customer satisfaction. The prime means of
obtaining this feedback will be to provide the Customer with an annual
Customer Satisfaction Survey. The aim of this survey is to allow the Customer
to comment on the full range of services provided by AFPAA and for AFPAA to
monitor and improve service when deemed to be necessary and appropriate.
Other feedback methods will also be used and these will be included in the
AFPAA Customer Care Policy strategy level paper.

3.5.3 As and when required, the Customer may call a meeting in order to
discuss urgent service delivery or SLA issues. The Supplier will provide
appropriate representation at such meetings, subject to normal constraining
factors.

3.5.4 Details on the frequency of the CAG is detailed at Para 3.1.3 above.
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SECTION 4 - AFPAA IS AND INFRASTRUCTURE SERVICES
41  SERVICE HOURS

4.1.1 AFPAA IS services will be provided on a 24/7 basis, subject to any
failure of the IS services, the supporting infrastructure and agreed downtime for
maintenance. Details of the supported service hours are listed in Annex D.
Annex D also includes details of service breaks, restoration of the services
following a failure and JPAC EC IT services. The AFPAA IS and infrastructure
services will be unsupported at all other times. Except in unforeseen
circumstances, advanced notification of any downtime for maintenance of the
AFPAA IS and infrastructure services will be agreed and communicated to the
Customer.

4.1.2 Scheduled Service Breaks will not be counted as downtime when assessing
service availability. The delivery of the AFPAA IS services to remote sites is
dependent upon the availability of communication links that are outside the direct
control of AFPAA, such as the 3 party services provided by DII. In such cases, it
will be an AFPAA responsibility to report the error to the 31 party, secure
resolution and keep the customer advised. AFPAA will be responsible for
maintaining any SLA, OLA or CSA that may be required with the 3" party
Supplier(s).

4.1.3 AFPAA IS services/infrastructure failures will be resolved in accordance
with the Infrastructure Incident Resolution Matrix that forms part of Annex D.
Errors involving 3 party suppliers will be reported to and handled by AFPAA.

4.2  SUPPORTED IS SERVICE HOURS - REQUIREMENT CHANGES

4.2.1 Notwithstanding circumstances classed as an unforeseen event, any
requirement to change the supported IS service hours will be subject to the
normal Requirement Change procedures and consideration by the AFPAA CGS.

4.3  OFF-LINE SERVICES
4.3.1 For clarification, off-line services are considered to be the provision of

physical media outputs such as paper, CD-ROMs, DVDs, magnetic disks,
magnetic tapes and any other form of physical media.
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SECTION 5 - AFPAA IS SERVICE AVAILABILITY

5.1

5.2

CONTINGENCY

5.1.1 Inthe event of a service level failure that has had a major impact upon
the availability of the AFPAA IS services, causing invocation of the BCP, the
Customer will be notified of the cause of that failure within 1 Working Day.
The Customer will be kept abreast of developments as and when they occur and
in any event will be notified formally of contingency arrangements within 3
Working Days, or as agreed within the BCP. Whenever a major incident occurs
the Customer will be provided with the best possible service available in the
prevailing conditions and whenever possible, in accordance with the critical
function priorities within the BCP, as supplied by the Customer. Standby
services, for AFPAA Core Services, will be provided to the customer as detailed
in the BCP in the following time scales:

5.1.1.1 Forthe HRMS COTS System, the services shall be operational
within 1 WD.

5.1.1.2  For other IS systems, the services shall be operational within 5
WDs.

5.1.1.3 For other services declared critical by the Business Continuity
Working Group, the Services shall be operational within 5 WDs.

5.1.1.4  All other non-IS services shall be operational within 10 WDs.

5.1.2 Customers will be consulted in the BCP/contingency planning processes
and brought into discussions whenever appropriate. Where the Supplier is
constrained by factors outside of his control, e.g. MOD or externally supplied
services, the Customer should be prepared to be involved in the resolution of
any difficulties. The Customer will also be required to assist in the planning and
delivery of temporary workarounds or solutions.

UNFORESEEN EVENTS

5.2.1 If an unforeseen event is declared by CE AFPAA the Supplier will
provide the necessary resources to meet extended or increased levels of service.
In such instances, it may be necessary to modify other service levels specified
within the Annexes to this SLA. This will be done in consultation with the

Customer.

5.2.2 Where services to support an unforeseen event, as detailed in Para
2.1.4.2 but less steady state mobilisation, requires a change to AFPAA Core
services, the implementation of the change shall not be delayed by the change
procedure.
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SECTION 6 - CUSTOMER/USER SUPPORT

6.1 CUSTOMER SUPPORT SERVICES

6.1.1 To ensure that services are consistent with the levels agreed in this SLA, the

Supplier will provide and maintain all of the Customer/user support arrangements

necessary. All requests for support should be directed, in the first instance, to the

JPACECHRoOrECIT.

6.1.2 The JPAC will provide a single point of contact telephone number for the

JPAC EC HR and the JPAC EC IT. Calls to this telephone number will be

channelled to the appropriate front/back office desk for action. Details on timings

for this service can be found at Annex D.

6.1.3 All enquires/incidents reported to the JPAC EC HR and/or JPAC EC IT

will be managed from the receipt of the call, through to resolution of the

enquiry/incident and closure. Each enquiry/incident will be allocated a unique

call number which must be quoted by the Customer should any further queries

arise. When an enquiry/incident cannot be resolved immediately, the Supplier

will assign the call to an appropriate support team. For those enquiries that have

not been resolved within the times stated in the Annexes to this SLA, the following

provisions shall apply:
6.1.3.1 The Supplier shall use all reasonable endeavours to resolve all
remaining enquiries as soon as possible and provide updates on
progress to the originator of the enquiry every 10 WDs thereafter, until
final resolution is achieved.
6.1.3.2 Where resolution of an enquiry requires information from the
Customer, third parties or archives, an initial response shall be provided
by the Supplier within 10 WDs of receipt of the enquiry, indicating,
where possible, a timescale for its resolution. Where the enquiry is not
resolved in the given timescale, the Supplier shall provide an update
within 10 WDs of the proposed resolution date.
6.1.3.3 Upon receipt of all required information from the Customer or
third party, the Supplier shall resolve the enquiry within no more than
10 WDs of its receipt in accordance with Annex D.
6.1.3.4 For all other issues relating to wider interpretation on policy,
procedure or complaints that could not be addressed through normal
administrative channels will be referred to the Ops Team. The Ops Team
will act as the conduit for all such matters and will assign the issue to a
nominated SME from the relevant business areas. The Ops Team will
maintain a database of all items received from inception through the
iterative stages to resolution and will format and issue a response provided
by the SME, ensuring continuity of the message. The Ops Team will also
undertake trend analysis on complaints to identify potential shortfalls with
Agency business. For illustrative purposes a complaints process flowchart
is provided at Annex O however a separate procedural instruction
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detailing how the Ops Team is to be invoked will be disseminated outwith
of this SLA.

6.1.4 The Supplier will provide an Ad Hoc Enquiry Service through the BIC to
enable the interrogation of data relating to the delivery of AFPAA Core Services as
detailed in the Annexes to this SLA. AFPAA Core Service in the JPA era is
defined as:

6.1.4.1 All of the Services which are to be performed, from the
Amendment Agreement effective date, to meet the requirements as
specified in the Annexes to this SLA will be varied from time to time in
accordance with the Change Procedures.

6.2 HEALTH & SAFETY

6.2.1 Throughout the term of this SLA and at intervals of no more than five
years, the Supplier will be responsible for PAT of all applicable hardware elements
of the Technical Infrastructure which are owned and/or managed by the Supplier at
the Supplier’s sites located within buildings or sections of buildings at all AFPAA
sites. Any appliance that fails the test will be reported to the Supplier’s Site
Support Manager. If the problem with the appliance cannot be rectified and the
appliance is AFPAA owned, the appliance will be replaced by AFPAA. If the
appliance is managed by the Supplier on behalf of the Customer, the Customer will
be responsible for replacing the defective appliance.

6.2.2 The Customer shall be responsible for PAT of all applicable hardware
elements of the Technical Infrastructure that are not the responsibility of the
Supplier.

6.2.3 The Supplier will carry out further PAT on such equipment where it
becomes aware of, or is notified of, any electrical safety risk in respect of such
equipment.

6.2.4 The Supplier will comply with, and work within, the Health & Safety
legislation and regulations in force during the term of this SLA.
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SECTION 7 - CHANGE MANAGEMENT
7.1  CHANGE GATE SUPPORT (CGS)

7.1.1 All change will be managed through the AFPAA CGS. Changes to JPA
and other AFPAA maintained systems will be delivered in a defined number of
planned releases each year. The AFPAA Change Programme will be authorised
by the JRSG, however the JRSG will delegate certain low level categories of
change e.g. Reference Data, to the CGS.

7.1.2 The CGS will keep the Customer informed about any delays to the
change programme, together with a reason for the delay.

7.2  JOINT REQUIREMENTS STEERING GROUP (JRSG)

7.2.1 The JRSG is a high level steering group charged with the provision of
direction and support to policy development on harmonisation, simplification
and prioritisation issues related to JPA™.

7.2.2  Membership of the JRSG will include 1* representation from each of the
3 Services, SPPol, and DASA.

7.3 CHANGE CONTROL - SUPPLIER RESPONSIBILITIES
7.3.1 The Supplier will undertake to:

7.3.1.1 Assist the Customer, if requested, with the articulation or
formulation of the business need, business justification, detailed
requirement and acceptance criteria associated with a CP.

7.3.1.2 Review each CP and ensure that the CP meets Defence needs
and enhances the harmonisation and simplification principles.

7.3.1.3 If appropriate, recommend to the Customer that a specific CP
should be abandoned and provide reasons to support the
recommendation.

7.3.1.4 Develop and implement approved CPs to meet the detailed
requirement and, whenever possible, in accordance with the Customer’s
stated order of importance. In all cases feedback will be provided to the
Customer.

7.3.1.5 Commence development/implementation work immediately
that a CP is agreed as being required for urgent operational reasons that
are classified as “unforeseen events” and inform the Customer as soon as
possible of the impact on the CGS programme of work.

1 D/DCDS(Pers)/45/18 dated 09 Mar 07
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7.3.1.6 Hold regular CGS meetings with the Customer at which CPs
are discussed.

7.3.1.7 Maintain a database of all CPs. This database is currently
maintained on a system called CREST. A read only version of CREST
is available to a limited number of Customers who have access to the
appropriate system. Users will have access to both current and future
CPs.

7.4  CHANGE CONTROL - CUSTOMER RESPONSIBILITIES
7.4.1 The Customer is responsible for the following and will:

7.4.1.1 Formulate and articulate the business need and justification.
Determine, articulate and agree the detailed requirement, including any
specific output requirements associated with a request for change.

7.4.1.2 Formulate, articulate and agree acceptance criteria for a request
for change.

7.4.1.3 Establish the strategic and, if appropriate, relative business
priority of requests for change.

7.4.1.4 Advise the Supplier at the earliest possible opportunity that a
particular CP is required for urgent operational reasons.

7.4.1.5 Advise the Supplier that a CP should be abandoned and
respond to the Suppliers’ recommendation to abandon a CP. Any
disagreement to the Suppliers recommendation to abandon a CP will be
handled via the CGS, CAG and finally the JRSG.

7.4.1.6 Assess and manage the introduction of a change across the
business area(s), including, where applicable, undertaking internal
publicity and training.

7.4.1.7 Comply with any agreed conditions and/or dependencies
associated with the implementation of a change.
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SECTION 8 - SECURITY
81 SYSTEM SECURITY

8.1.1 The Supplier is responsible for system security in accordance with JSP
440, Part 8 (Communication & Information Systems), current and emerging
security policy and legislation and the AFPAA AUP (Annex P). The Supplier
will take all legal measures required to comply with its obligations under the
DPA 1998.

8.1.2 The system will lie within the RESTRICTED security domain, but will
interface to some civilian organisations in the UNCLASSIFIED domain. Where
there is a need for data to be passed to and from the SECRET domain this will
be achieved indirectly via non-electronic means. Core security assumptions are
as follows:

8.1.2.1 Data Protective Marking shall be no higher than
RESTRICTED.

8.1.2.2 User accreditation will be in accordance with the current
AFPAA Sy Ops and cleared to at least BC.

8.1.2.3 System Administrators shall be cleared to SC.

8.1.3 The AFPAA infrastructure services will be hosted on servers installed at
the AFPAA Data Centre with a further server configuration at a remote Disaster
Recovery Centre to provide business continuity in the event of catastrophic
failure at the Data Centre. The database at the Disaster Recovery Centre will
automatically receive all updates effected on the main database at the Data
Centre.

8.1.4 The Customer will advise the Supplier of any changes to the classification
of the data that may impact upon the security provisions.

8.2 SITESECURITY

8.2.1 The Supplier, its employees, agents, consultants and sub-contractors shall
comply with the security regulations in place at MOD sites, as specified in JSP
440 and in any local documentation, as amended from time to time. Any impact
on the provision of the Services at MOD sites, caused by an amendment to
Government security policy, shall be dealt with in accordance with normal change
procedures.

8.2.2 The Supplier shall ensure that all visitors to a Service sites or premises by
its employees, agents, consultants and sub-contractors are properly authorised.
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83  ACCESS

8.3.1 The Supplier, in accordance with instructions issued by the Customer,
controls Customer user access to the AFPAA IS systems. Any person attempting
to violate the security of the system will be reported to the Customer and may be
denied further access to the system until the Customer grants further authority.

8.3.2 The Supplier shall comply with the Official Secrets Acts 1911 to 1989
and any future iterations of the said Act. The Supplier shall also take all
reasonable steps to ensure such compliance with the Act by its employees,
agents, consultants and sub-contractors.
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SECTION 9 - CHANGES TO THIS SERVICE LEVEL AGREEMENT
9.1 PROCEDURE

9.1.1 The Supplier’s Service Delivery staffs will make every effort to
anticipate the impact of authorised changes to the services provided by AFPAA
on this SLA and will revise the detail of the appropriate Annex to reflect the
changes.

9.2 SLA AMENDMENTS

9.2.1 All requested changes to this SLA are to be documented and then
reviewed for agreement by both parties. Either party can propose changes to the
SLA at any time.

9.2.2 Permanent agreed changes to the SLA will be included formally at the
agreed review point. All such changes will be recorded on a SLA Amendment
Record (see format below) and at the front of this document. In normal
circumstances, changes to a service level or a new service are usually delivered
to the Customer prior to inclusion in the SLA.

AFPAA SERVICE LEVEL AGREEMENT AMENDMENT RECORD

SLA/Annex Reference: Version Number:
Name of Originator: Change Number:
Date of Change Request: Section Number:

Change Request Details:

Authorised by the Customer: Date:

Authorised by the Supplier: Date:

Date of Incorporation:

9.3 SLA LIBRARIAN

9.3.1 Copies of the SLA and Annexes are retained by the SLA Librarian, the
Configuration Manager. Copies of the most current versions of the Supplier’s
SLA and Annexes, including superseded versions, are retained in the
Configuration/SLA Library.

AFPAA GENERIC SLA/002 19 Version 3.0 dated 23 Mar 07
This document is UNCONTROLLED when printed



AD
AFPAA
AUP
BC
BCP
BFPO
BIC
BSC
CAG
CAPS
CGS
CCSG
CE
COTS
CP
CREST
CSA
DASA
DCDS(Pers)

DE

DFMS
DGSPPol
DHC

DIl

ACOS NPS
D Pers Pol
DPA

D Ops

DP
DCDS(Pers) Strat - D

DSPS(A)
EDS Defence Ltd
Enquiry Desk

EIR
FOI
HRMS
ICSB

IS
JPA
JPAC
JPMT
JRSG

GENERIC/SLA/002

ANNEX A TO
GENERIC SLA/002

GLOSSARY — ANNEX A

Assistant Director

Armed Forces Personnel Administration Agency

Acceptable Use Policy

Basic Check

Business Continuity Plan

British Forces Post Office

Business Information Cell

Balanced Scorecard

Customer Advisory Group

Compensation and Pensions System

Change Gate Support

Change Control Steering Group

Chief Executive

Commercial Off The Shelf

Change Proposal

Change Request Situation Tracking System

Customer Supplier Agreement

Defence Analytical Services Agency

Deputy Chief of the Defence Staff (Personnel)
[AFPAA’s Owner and has equivalent
responsibilities to the PPOs (qv)]

Defence Estates

Departmental Financial Management System

Director General Service Personnel Policy

Document Handling Centre

Defence Information Infrastructure

Assistant Chief of Staff Naval Personnel Strategy

Director Personnel Policy

Data Protection Act

Director Operations

Director Plans

Deputy Chief of Defence Staff (Personnel) Strategy -

Director

Director Staff and Personnel Support (Army)

Electronic Data Systems Defence Limited

The initial point of contact for users who require

application support or have a query regarding a process,

product, AFPAA provided service or task

Environmental Information Regulations

Freedom of Information Act

Human Resources Management System

Infrastructure, Communications, Security and Business

Continuity

Infrastructure Services

Joint Personnel Administration

Joint Personnel Administration Centre

Joint Partnering Management Team

Joint Requirements Steering Group
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JPAC EC HR
JPACECIT

JSP

KT

MOD
OAB
OLA

Ops Team
PAT

PFA

PPO

PPPA
P&P
P&P SD
RSL
sC
SDM&R

SDR
SDMP
Service Desk

SLA
SME
SPEG
SPPol
Sy Ops
TOR
VA
VCDS

WD

GENERIC/SLA/002

Joint Personnel Administration Centre Enquiry Centre

Human Resources

Joint Personnel Administration Centre Enquiry Centre

Information Technology

Joint Service Publication

Key Target

Ministry of Defence

Owner’s Advisory Board

Operational Level Agreement

Operations Team

Portable Appliance Testing

Personnel Functional Area

Principal Personnel Officer
[The most senior officer in each Service
responsible for all aspects of personnel
recruitment, training, manning, management,
retirement & welfare within his Service]

Personnel, Pay, and Pension Administration

Personnel & Pay

Personnel & Pay Service Delivery

Required Service Level

Security Check

Service Delivery Monitoring and Reporting
[A branch of Operations Directorate in AFPAA
charged with the maintenance and custody of
SLAs]

Service Delivery Report

Service Delivery Monitoring Programme

The initial point of contact for users who require support

for AFPAA-supplied hardware or software

Service Level Agreement

Subject Matter Expert

Service Personnel Executive Group

Service Personnel Policy

Security Operating Procedures

Terms of Reference.

Veterans Agency

Vice Chief of the Defence Staff
[DCDS(Pers)’s superior officer, & the appointment
with overall supervisory authority for the AFPAA
contract, AFPAA’s TLB holder.]

Working Day
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ANNEX B TO
GENERIC/SLA/002

LIST OF SUPPLIER FOCAL POINTS AND DESKS SUPPORTING THIS SLA - ANNEX B

SLA Focal Point/ Postal Address Email Address Tel No Secondary Focal Point
Annex | Appointment Title
(@) (b) (© (d) (€) ()
AFPAA(C)
Generic | SO2 P&P SD Centurion Building AFPAA(C)-PPSD SO2 (9)3844 2001 SO3 P&P SD(C)
SLA & Grange Road, Gosport Email: AFPAA(C)-PPSD SD SO3
Annexes Hants (9)3844 2062/2380
PO13 9XA
Additional | SO3 P&P SD1 AFPAA(C) AFPAA(C)-PPSD SD SO3 (9)3844 2062 SO3 P&P SD(C)
RN Centurion Building, Email: AFPAA(C)-PPSD SD SO31
Focal Grange Road, Gosport, (9)3844 2062
Point Hants,
PO13 9XA
Additional | SO3 P&P SD2 AFPAA(C) AFPAA(C)-PPSD SD SO3 2 SO3 P&PSD(C) 2
RAF Centurion Building, 93844 2380 Email: AFPAA(C)-PPSD SD SO3 2
Focal Grange Road, Gosport, 93844 2380
Point Hants,
PO13 9XA
Additional | SO2 P&P SDM&R(N) | AFPAA(G) AFPAA(G)-PPSD(N) SDMR(N) SO2 (9)4561 2353 SO3 P&P SDM&R(G)
Army Room 2424 Email: AFPAA(G)-P&PSD(N) SDM&R(G) SO3
Focal MP 600 (9)4561 3556
Point Kentigern House

65 Brown Street
Glasgow
G2 8EX
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ANNEX B TO
GENERIC/SLA/002

SLA Focal Point/ Postal Address Email Address Tel No Secondary Focal Point
Annex | Appointment Title
(@) (b) (© (d) (€) (f)
Additional | SO3 P&PSD1 SO3 P&PSD(C) 2
Tri- AFPAA(C)-PPSD SD SO3 1 93844 2062 Email: AFPAA(C)-PPSD SD SO3 1
Service 93844 2380
Focal
point
SLA E1 SLA Librarian AFPAA(C) AFPAA(C)-E1 P&P SD(C) (9)3844 2380 SO3 P&P SD(C)1
Librarian Centurion Building, Email: AFPAA(C)-PPSD SD SO3
Grange Road, Gosport, (9)3844 2062
Hants,
PO13 9XA
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ANNEX CTO
GENERIC/SLA/002

LIST OF ANNEXES TO THE GENERIC SLA - ANNEX C

Ser

(@)

Annex

Title
(c)

Supplier Coord
(d)

Customer Coord

(€)

(b)
A

iy

Annex A V3.0

Glossary

SO2 P&P SD

PPO Customer Focal Points

(ACOS NPS, DSPS(A), D Pers Pol and DCDS(Pers) Strat -D for
MOD Centre directorates)

B

iy

Annex BV3.0

List of Supplier Focal Points and Desks
Supporting this SLA

As above

As above

C
Intentionally Blank

List of Annexes to the Generic SLA

As above

As above

D

N

Annex D V3.0

Service Support — Systems Services

As above

As above

E

A

Annex E V3.0

Service Delivery — Pay & Accounting
Services

As above

As above

F

A

Annex F V3.0

Service Delivery — Pension Services

As above

As above

G

Annex G V3.0

Service Delivery - MODMO

As above

As above
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ANNEX C TO
GENERIC/SLA/002

Ser

(@)

Annex

Title
(©)

Supplier Coord
(d)

Customer Coord

()

(b)
H

Annex HV3.0

Service Delivery — JCCC Services

As above

As above

Annex 1 V3.0

Service Delivery — PACC

As above

As above

10

J

Annex J V3.0

Service Delivery — Personnel Records

As above

As above

11

K

Annex KV3.0

Service Delivery — Information Services

As above

As above

12

L

Annex L V3.0

Service Delivery — Other Services

As above

As above

13

M

Annex M V3.0

Complementary Applications and Standalone
Systems (CASS)

As above

As above

14

N

Annex N V3.0

Interfaces

As above

As above
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ANNEX C TO
GENERIC/SLA/002

Ser

(@)

Annex

Title
©)

Supplier Coord
(d)

Customer Coord

()

15

(b)
0]

KA

Annex O V3.0

Complaints Process

As above

As above

16

P

A

Annex P V3.0

AFPAA Acceptable Use Policy

As above

As above

17

Q

KN

Annex Q V3.0

Service Delivery — VA Services

As above

As above

18

R

Annex R V3.0

Service Delivery — Business Information Cell
(BIC)

As above

As above
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ANNEX D TO
GENERIC SLA/002

SERVICE SUPPORT - SYSTEMS SERVICES - ANNEX D

This Annex sets out some of the Service Levels that underpin the requirements for the Services to be provided by the Supplier under this Agreement. Each serial is an extract from Schedule 2B

of the AFPAA Amendment Agreement (the contract). This Annex is not intended to be a legal document. In the event of a dispute between the two parties, it will not be adjudicated in a Court of

Law. The Service Levels comprise the following:

e A serial number that numerically identifies each Service Level.

e A Key Service Description that outlines the basis of the Service Level.

e  Success Factors that specify the measures that are required in order to achieve a successful outcome. These have two specific elements, a Performance Measure and an Operating Level. The
Performance Measure specifies the operating frequency and any standards that may apply; in this respect where a Performance Measure refers to a number of Working Days; the first day
includes the day of receipt of the request or documentation. The Operating Level specifies the degree, including any tolerances, by which a successful outcome of that Service will be
measured. For example, pay for 99.9% of all service personnel is to be enabled both accurately and timely by the due date each month and within an agreed tolerance of a maximum of 2%
error in net pay on any individual pay account.

Services.

available to the user population at
addresses recorded in The
Register of Premises that is
controlled by the Supplier.

Availability 24/7 subject to any
service failures and agreed
downtime for maintenance and
backups. Service failures to be
recovered in accordance with
Serial 2 below.

Service Breaks limited to:

e A maximumof2in
Calendar Month for JPA-
configured Oracle HRMS:
any such breaks not to

exceed 60 minutes per break.

e 3in Calendar Month for
other AFPAA IS Services.

Ser Key Service Success Factors Notes
No Description Performance Measure Operating Level
Tolerance Measure
(@) (©) (d) () ()
(b)
1 Provide AFPAA IS | AFPAA IS Services to be

For external users, service availability to be measured at the
AFPAA RLI entry point. For the avoidance of doubt, the
Customer agrees that the Supplier will successfully meet this
service level providing Service Breaks do not exceed the
measure as stated. Service Failures are to be managed in
accordance with Serial 2 below.

The definition of AFPAA IS Services is - the full functionality
of Complementary Applications, Office Automation and the
JPA COTS HRMS package, including: Data records, Query
Tools, Interface Hub, Other Oracle packages such as CRM &
OLM, AFPAA Hardware & Operating Systems, EMS, Loan
Pool and Remote Access Services.

Maintenance times are to be by agreement and out of hours
availability will be governed by backup time.

AFPAA IS Services includes all Complementary Applications

SYSTEMS SERVICES
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ANNEX D TO
GENERIC SLA/002

Ser Key Service Success Factors Notes
No Description Performance Measure Operating Level
Tolerance Measure
(@) (©) (d) (€) ()
(b)
listed in Annex M to this SLA.

2 Restore AFPAA IS | A defined service is restored 100% In the event of the Customer requiring recovery of any failure
Services following a following a failure: that. occurs oytside of Supported Hpurs earlier than timescales
Service Failure e  Within Supported Hours - In set in the Incident Resolution Matrix then procedures, as

' accordance with Incident detailed for Unforeseen Events, are to apply. For external
Resolution Matrix. users, the service availability is to be measured at the AFPAA
e Outside of Supported Hours - RLI entry point.

The Supplier to respond

within 4 hours of an observed Restoration of the IS services is subject to the availability of

or notified failure, with technical support staff.

ultimate resolution in

accordance with Incident Note: It is currently envisaged that the AFPAA Duty Officer

Resolution Matrix. at the JCCC will report any out of hour’s event that impacts
on the 24/7 availability of Oracle HRMS. The JCCC will be a
24/7 user of the system and should therefore notice any
downtime. However, if the main Oracle HRMS server fails,
the disaster recovery server automatically kicks into action
and the end users should not notice the transition from one to
the other.

SYSTEMS SERVICES D-2 Version 3.0 dated 23 Mar 07
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ANNEX D TO
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Ser
No

(@)

Key Service
Description

(b)

Success Factors

Performance Measure

©

Operating Level

Tolerance

(d)

Measure

(€)

Notes

()

Support AFPAA IS
Services.

08:00 — 17:00 (UK local time) on

Working Days.

100%

Resolution of problems to be in accordance with the Incident
Resolution Matrix. Additional supported hours/days to be
covered under Unforeseen events.

Technical support staffs are to be available on all Working
Days — 2" line support. The definition of Working Days is —
‘Monday to Friday inclusive, excluding public holidays as
appropriate to site’. On English public holidays, support will
continue to be provided to the Glasgow site.

Technical Support outside working hours, for AFPAA IS
Services — The Supplier will respond to a call out and will
attend the appropriate site within 4 hours of the call.

Hardware/Software support will be provided to APC &
DSPS(A) as it is already covered in the core contract.

Provide Help Desk
and Enquiry
Service.

07:00 — 19:00 (UK Local time) on

Working Days.

99% in Calendar Month.

Note: This means that the JPAC
EC IT and JPAC EC HR will
operate 99% of the time during
the published hours each month.
See the note in column (f).

To include all Working Days in England and Scotland. The
definition of Working Days is — ‘Monday to Friday inclusive,
excluding public holidays as appropriate to site’. As service
will be provided by the JPAC EC IT and the JPAC EC HR
during both English and Scottish public holidays.

IT problems to be managed in accordance with the Incident
Resolution Matrix, within supported hours. This is the initial
point of contact for all verbal enquiries.

This includes 1% line rectification for IT calls in accordance
with the Incident Resolution Matrix. Calls passed for
resolution and failures graded in accordance with Business
Impact.

Also includes the Enquiry Service for Pay, Pens, ROS and
Medal enquiries. The Enquiry Service is the initial point of

SYSTEMS SERVICES
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Ser Key Service Success Factors Notes
No Description Performance Measure Operating Level
Tolerance Measure
(@) (©) (d) (€) ()
(b)

contact for all verbal enquiries.
Note: The JPAC EC IT will be manned from 0800 to 1700
hrs on Working Days. The JPAC EC HR will be manned
from 0700 to 1900 hrs on Working Days.

5 Provide a timely 07:00 — 19:00 (UK Local time) on This Service Level to have a number of constituent elements,
and responsive Working Days. to re_flect time and quality _standards wh_lch, for the purposes of
telephone service delivery and the failure mechanls_m, should be _

) ) considered separately. However these will each be subject to
answering service a period of verification and refinement to be agreed at a
in respect of the suitable point after Army “go live” date.
Help Desk and Response times, performance measures and quality standards
i i will be subject to a period of verification and due diligence.
Enquiry Service. This is likely to be a period of 6 months after the cut-over for
each service.
5a Calls answered in maximum of 20 50% in Calendar Month. Calls answered by an operator.
seconds.

5b Average call-waiting time not to 100%

exceed 50 seconds — measured
over a Calendar Month.
5c Maximum call waiting time for 97%
any call not to exceed 90 seconds
— measured over a Calendar
Month.

5d Non-IT problems to be resolved 50% in Calendar Month. This includes password resets. Remaining percentage to be
during the initial call. treated as a written enquiry and resolved in accordance with

serial 6 to Annex K.

5e Service Requests (SR) referred to 100% SRs that cannot be closed within the performance measure are
Back Office to be acknowledged to be treated as a written enquiry and resolved in accordance
within 24 hours of receipt. with Annex K Serial 6.

6 Resolve incidents In accordance with the Incident As defined | 100% A copy of the Incident Resolution Matrix follows serial 11 to
reported in respect Resolution Matrix. within the this Annex.

SYSTEMS SERVICES

This document is UNCONTROLLED when printed

D-4

Version 3.0 dated 23 Mar 07




ANNEX D TO
GENERIC SLA/002

Ser
No

(@)

Key Service
Description

(b)

Success Factors

Performance Measure

©

Operating Level

Tolerance

(d)

Measure

(€)

Notes

()

of AFPAA IS
Services.

Incident
Resolution
Matrix.

Create, change or
remove Office
Automation or
Complementary
Application user
profiles in
accordance with an
authorised request.

Within 5 Working Days of receipt

of an authorised request.

99% in Calendar Month.

This is for Non-JPA AFPAA IS Services only.
The customer will be informed if the process is completed
before the 5 days.

Create, change or
remove JPA user
profile in
accordance with an
authorised request.

Within 1 Working Day of receipt

of an authorised request.

99% in Calendar Month.

This is for JPA-Configured Oracle HRMS user profiles only.

Implement
standing data and
legislative updates
to the AFPAA IS
Systems.

By the Agreed Date.

100%

For JPA-Configured Oracle HRMS, legislative changes
should mirror the Oracle commitment to maintain tax rules
etc.

10

Maintain the JPA-
Configured Oracle
HRMS system in
accordance with
Oracle HRMS
Releases to include

By the Agreed Date.

100%

Subject to agreed policy on amendments to Oracle packages
and allocation of responsibilities. Some updates may not be
relevant and could disrupt normal service delivery.
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Query Tools etc.

Ser Key Service Success Factors Notes
No Description Performance Measure Operating Level
Tolerance Measure
(@) (© (d) O ()
(b)
OLM, CRM &

11 | Provide an Off-
Line Deployed JPA
Service

Provision of appropriate number
of instances of off-line Deployed
JPA systems to enable JPA to be
used in an environment with
intermittent communications as
determined by PJHQ, Fleet, Land
and STC.

100% - as requested by the
AUTHORITY in the pursuit of
operational and exercise
commitments.

Create the Off-line JPA system within a minimum of 1 (one)
day of receipt of a detailed request or, if greater, by the
requested timescale. Provide 1% and 2™ line UK based
technical support to the Off-line JPA system wherever it is
deployed.

software/hardware.

within 10 days of request.

-12 | Transmit electronic | To meet Due or Agreed Dates for 100% This is intended to cover those payments which are not
output to effect payment. embraced wit_hin the respect?ve “gqabling” service _Ievels for _
miscellaneous pay and pensions payments identified in other service levels in

Annexes E and F.
payments.
This includes, but is not restricted to, the following examples:
solicitors (LSAP), Utilities (JSAAC), Charities, CSA,
Removal Companies, Final pay and One-off pensions.
13 Install/Remove Standard software/hardware 100% This serial refers to hardware/software that has been subject to

the change process and thus has been scoped, agreed, funding
secured and purchased. Unless changes to priorities dictate
otherwise, delivery and installation will usually be undertaken
within the performance measure.
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Incident Resolution Matrix

Overview
Each Incident logged by the IT Service Desk will be allocated an Impact Code (see Table 1) and will be managed to resolution using the parameters in Table 2 (which apply during
Supported Hours).
Table 1 Impact Codes
Impact Code Description/Definition
CRITICAL Disruption to Critical Business Process (i.e. Casualty Management, Operational Manpower Support, Pay Delivery, Pensions).
Operational services(s) or system(s) unavailable to more than 100 users causing operational inconvenience to key business
process(s).
Entire User location and/or population “down”, and unable to recover.
MAJOR Major disruption to key Business Process (i.e.: Routine (as opposed to Operational) Manpower Support, Financial Management).
Whole or key part of system or service unavailable to large subset of users (21-99).
Application error with significant affect on system functionality.
MEDIUM Moderate business disruption.
Whole or key part of system or service unavailable to small subset of users (2-20).
Fault contained by workaround or acceptable recovery period.
Application error with limited affect on system functionality.
MINOR Minor business disruption.
Single user terminal or printer cannot function.
Minor nuisance affecting business operations (e.g. shared terminal or printer with intermittent failure).
NIL No business disruption.
Query or request for supplies.
Plaudit or complaint.
Preventative maintenance.

SYSTEMS SERVICES
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Table 2 - Incident Resolution Targets (during Supported Hours)
Impact Code |Resolution Escalate |Min Max Tolerance

Within After Tolerance
CRITICAL - |60 minutes 15 minutes {100% 100%
JPA-
Configured
Oracle HRMS
CRITICAL 4 hours 30 minutes |100% 100%
MAJOR 8 hours 1 hour 95% Remaining 5% within 48 hours.
MEDIUM 3 days 1 day 93% Remaining 7% within 15 calendar days.
MINOR 5 days 2 days 90% Remaining 10% within 25 calendar days.
NIL 25 calendar days 100% 100%

Definitions

Problem Management - The process for managing the reporting and resolution of incidents and problems, which may occur on any component of the IT Infrastructure
(Hardware or Software) supported by the Supplier. This may involve the transfer of the incident to a third party should the problem/resolution not fall within the Supplier’s

contractual obligations.

Incident - An incident is an operational event, which is not part of the standard operation of a system or service. Incidents may be raised against any component of the IT
Infrastructure (Hardware or Software) supported by the Supplier. They will normally be used to report a failure but could also be used to register an enquiry regarding any aspect of
the services provided by the Supplier. An Incident could be raised as a result of any of the following:

* Service downtime (either planned or unplanned).

* Failure of any equipment or software used to support, deliver or receive services provided by the Supplier.

* Customer enquiry regarding any aspect of the service provided by the Supplier.

* Service level failure (or potential service level failure).

Problem - A condition identified from the occurrence of multiple incidents exhibiting common symptoms, or a single significant incident. A significant incident is defined as
one that requires skills and/or resources that are not available at the Help Desk. Therefore, once an incident has been referred to the appropriate group for resolution it will be
classified as a problem.
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Operational System - An IT system being delivered in support of the services being provided by the Supplier.

Impact Code - Each incident is assigned an Impact Code reflecting the level of disruption to the customer and based upon a number of factors:
* Affect on the business.

* Impact of the incident/problem in both process and technology terms.

* Associated Service Levels.

* Detail provided by the customer at the time of logging.

* Time and date of the occurrence.

* Sensitive Impact (Operational, strategic or “political” reasons).

Business Impact — Initially assessed by the Service Desk operator logging the incident based on the customer’s comments and the operator’s knowledge and experience
supported by documented scripts and procedures. The Impact Code may be subsequently amended by the Service Desk to reflect real-time changes to the significance and impact

of an incident/problem. Any of the Impact Codes may be overruled by applying value judgements and/or by referral to the appropriate level of line management.

Resolution - To rectify the underlying cause of the incident and restore the service, UNLESS an agreed plan of action including timescales, to achieve service restoration, can be
agreed with the Supplier.

Service Availability - The monthly Service Availability shall be measured at the Service Delivery Point within the JPAC and shall be calculated as follows:

e Availability = (AST - DT) / AST * 100.
e  Where:
e AST = Agreed Service Time.

e DT = Actual downtime during Agreed Service Time.
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SERVICE DELIVERY - PAY & ACCOUNTING SERVICES - ANNEX E

This Annex sets out some of the Service Levels that underpin the requirements for the Services to be provided by the Supplier under this Agreement. Each serial is an extract from schedule 2B
of the AFPAA Amendment Agreement (the contract). This Annex is not intended to be a legal document. In the event of a dispute between the two parties, it will not be adjudicated in a Court
of Law. The Service Levels comprise the following:

e A serial number that numerically identifies each Service Level.

o A Key Service Description that outlines the basis of the Service Level.

e  Success Factors that specify the measures that are required in order to achieve a successful outcome. These have two specific elements, a Performance Measure and an Operating Level. The
Performance Measure specifies the operating frequency and any standards that may apply; in this respect where a Performance Measure refers to a number of Working Days; the first day
includes the day of receipt of the request or documentation. The Operating Level specifies the degree, including any tolerances, by which a successful outcome of that Service will be
measured. For example, pay for 99.9% of all service personnel is to be enabled both accurately and timely by the due date each month and within an agreed tolerance of a maximum of 2%
error in net pay on any individual pay account.

Ser
No

(@)

Key Service Description

(b)

Success Factors

Performance Measure

(©)

Operating Level

Tolerance

(d)

Measure

(€)

Notes

(f)

1

Enable Net Pay for
Regular, Reserve
and Volunteer
Reserve Military
Personnel in
accordance with
current Standards
and Regulations.

This Service Level is the main Element of Key Target 1 as defined in the
AFPAA Corporate Plan. It has two constituent elements to reflect time and
quality standards which, for the purposes of service delivery and the failure
mechanism, should be considered separately. Net pay is to reflect basic
pay, specialist pay, plus all allowances and deductions. Also, such
provision is to include any requirements for supplementary payments as
agreed. Those payments not made by the Due Date will be deemed to be
“delayed” payments and embraced within serial 2 below.

Net pay is defined as: all pay, allowances and other credits due to an
individual, after Tax, National Insurance and any other debits or recoveries
have been deducted.

This service includes, but is not limited to, the following functions:
selective mobilisation, specially determined rates of pay, investigation and
rectification of rejected inputs, processing of advances of pay and
travelling expenses, Reserve Forces advance of pay for training exercises,
family maintenance grants, salvage award, refund of bank charges, refund
of additional insurance premiums, RN Reserve reporting bounty,

AVC payments, calculation of capitation costs for loan service personnel,
process uniform grants for reserve officers and secondments to other
services as well as clearance of credit balances to non-cash paid soldiers
using payable orders.

la

By the Due Date

99.9% in Calendar Month.
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Pay for Regular,
Reserve and
Volunteer Reserve
Military Personnel
leaving the Armed

Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(@) (b) (©) (d) (e) ()
1b Accurately in accordance with A 2% maximum | 99.9% in Calendar Month.
current Standards and Regulations. error on an
individual net
pay account, per
Calendar Month,
will not be
considered a
failure.
2 Enable any This Service Level is complementary to, but separate from, Serial 1 and
P » embraces "delayed" payments. It has two constituent elements, to reflect
delayed Net Pay time and quality standards which, for the purposes of service delivery and
for Regular, the failure mechanism, should be considered separately. Net pay is to
Reserve and reflect basic pay, specialist pay, plus all allowances and deductions. Also,
Volunteer Reserve :l;(;r;g;\jnsmn is to include any requirements for supplementary payments
Military Personnel
in accordance with Note: A delayed payment is any payment that is not enabled in accordance
the current with the performance measure and operating level state in Serial 1 above
Standards and
Regulations.
2a Within 5 Working Days of Due Date 100%
or notification of failure to pay by the
Due Date, whichever is the later.
2b Accurately in accordance with A 2% maximum | 99.9% in Calendar Month.
current Standards and Regulations. error on an
individual net
pay account, per
Calendar Month,
will not be
considered a
failure.
3 Enable Final Net This supports the Agency Key Target 1. It includes SMP, SAP, SSP and

Post Discharge credits. It has two constituent elements to reflect time and
quality standards which, for the purposes of service delivery and the failure
mechanism, should be considered separately. Errors must be corrected and
accurately reflected in DFMS.
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(a) (b) (© (d) (e) (f)
Forces, in
accordance with the
current Standards
and Regulations.
3a By the Due Date or within 5 99.9% in Calendar Month.
Working Days of receipt of
notification, whichever is the later.
3b Accurately in accordance with A 2% maximum | 99.9% in Calendar Month.
current Standards and Regulations. error on an
individual net
pay account, per
Calendar Montbh,
will not be
considered a
failure.
4 Enable any This Service Level is complementary to, but separate from, Serial 3 and
“ i embraces "delayed" payments. It has two constituent elements, to reflect
delayed Final Net time and quality standards which, for the purposes of service delivery and
Pay for Regular, the failure mechanism, should be considered separately. Net pay is to
Reserve and reflect basic pay plus all allowances and deductions.
Vqunteer Reserve Note: A delayed payment is any payment that is not enabled in accordance
Mllltary Personnel with the performance measure and operating level state in Serial 3 above.
leaving the Armed
Forces, in
accordance with the
current Standards
and Regulations.
4a Within 10 Working Days of the 100%
receipt of notification.
4b Accurately in accordance with A 2% maximum | 99.9% in Calendar Month.
current Standards and Regulations. error on an
individual net
pay account, per
Calendar Month,
will not be
considered a
failure.
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(a) (b) (© (d) (e) (f)
5 Verify and This Service Level has two constituent elements to reflect time and quality
thorise th standards which, for the purposes of service delivery and the failure
autho I.SG. e mechanism, should be considered separately. Accounting data includes
transmission of Transfer Entries. Processes and control points are to be agreed with the
timely and accurate Supplier.
accounting data This service includes the verification of data in local ledgers from feeder
from Oracle HRMS systems. Local ledgers are defined in JSP475
Payroll Process to . _
DEMS Payroll processes are distinct from HR records and must comply with
' Financial controls.
Transmission is of valid "double entry" data. Direct changes to accounting
data are not permitted; corrections must be within normal records.
5a To meet the agreed timetable each 100%
Calendar Month.
5b Accurately in accordance with 100%
current Standards and Regulations.
6 Provide a quarterly | Within 1 month of receipt of Return 100% Reconciliation is the comparison of two records i.e. DFMS and Local
. 11. Ledger and is to be reported in accordance with JSP 475 and relevant
statement In respect financial instructions and accords with the current Form 1188. Upon a
of each Local Change request the Supplier shall use reasonable endeavours to provide
Ledger and, in these statements within one week of Return 11.
addition, a monthly Control accounts are to be maintained in accordance with JSP 475,
statement and including Local Ledgers and reconciliations so defined. Unreconciled
agreed action plan accounts are to be reported monthly in accordance with JSP 475.
for all balances in Local ledgers are defined in JSP 475 and must reflect the 8 categories
Local Ledgers that identified in Chapter 8 Annex C.
fail to match those o _ N o
in DEMS This service includes, but is not limited to, the investigation of balances,
: forwarding debts for write on/off action, reporting, with verification on
outstanding balances, within 1 week of month end and investigation of
audit prints.
7 Implement a In accordance with an agreed 100% Discrepancies found are to be rectified, as required by the Supplier.
programme and timetable.
Mana@!ement This service includes the auditing of pay accounts.
Checking
Programme
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(@) (b) (© (d) (e) ()
8 Process receipts in Within 5 Working Days of receipt of 100% Receipts including, without limitation, incoming cheques, bank mandates,
. payment advice, instrument and/or recalled and returned BACS payments, out of date or cancelled payable
acco_rdance with documentation. orders/giro cheques.
applicable
Standards and This service includes, but is not limited to, revoked Paymaster payments,
. recovered costs for Doctors in Civilian hospitals, personal cheques cashed
ReQUIat_Ions and by Units, returned cheques from overseas payments, payment for medals
ag reed internal and the repayment of debts as well as payment of EPICs.
procedures.
9 Pursue the recovery Initiate recovery or write off action 100% Action taken in accordance with agreed action plan i.e. seek authority to
f debts f with 10 Working Days of receiving write off small debts, write to individual, monitor recoveries, escalate
_0 _e_ sfrom documentation. unrecovered debts.
individuals.
This service includes, but is not limited to, debt letters, maintenance of a
debtors register, maintenance of accurate aged debtor records to analyse
bad and doubtful debts, referring of unrecovered debts, the reporting of
unrecovered education & bursary debts to Recruiting Authorities and other
in-service recoveries.
10 Recover gratuity Initiate recovery action with 10 100% Recovery rate governed by MoD regulations. Will require manual
' Working Days of receiving intervention for re-entrants with no previous JPA record.
resettlem_ent g rz_:mts documentation.
and special capital Sets up monthly recovery.
payments from
individuals re-
entering the Armed
Forces.
11 Enable and pay- By the Due Date. 100% Third party payments include charity payroll administered through the
Charities Aid Foundation (CAF), dependant funds, sports lotteries and
over statutory and allotments. Pay-over to CAF is to be undertaken in accordance with the
other third party operational process documentation, is fully reconciled and transmitted
together with the supporting extract file. For statutory payments (e.g.
payments.
PAYE/NIC) the Supplier is to produce a report for each payment run
(normally monthly) showing the analysis of the total paid.
This service includes, but is not limited to, Tax & NI, NI for Bandsmen,
maintenance of P11 records and equivalent for payments and balances,
issuing of substitute P60s, processing of Tax & NI changes, dependants
funds, charity payroll giving, CSA payments, miscellaneous payments,
BACs recalls, compulsory allotments & Court Orders, voluntary allotments
and punishment compensation payments.
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(a) (b) (© (d) (e) ()
12 Verify and process V\f/iéhin 10 VYc;rking I?ays of rdeceipt 100% \l\//lvotr)l'(li'rtlg Ln ctonqugti?g I\\;lv;)t; commercial estate agents Countrywide
of documentation or in accordance obility Partnership .
property related with MoD/ Countrywide Mobility
charges for Partnership (CMP) agreement. This service includes, but is not limited to, the processing of applications
Substitute Service for singleéintq marritehd p_erst(_)nnelfto mov;z in argdlout of sutbstitute Cof
. accommodation, authorisation of property rental payments, payment o
Accommodation. utilities, finalisation of utility accounts, authorisation of administration fees
including TV fees, open and close property, council tax rebate.
13 | Establish By Due Date or within 10 Working 100% Due Date is house purchase completion date. Process claims including
. Days of receipt of documentation legal charges, deeds of postponement and conversion to Crown Debt.
entitlement to L_SAP whichever is the later.
and jprocess claims This service includes, but is not limited to, the processing of claims, advise
to enable payment on entitlement, pa_yr_nent to legal representgitive, registering charges against
to Solicit the property, administer changes, redemptions, transfer
0 Solicrtors. repayments/pensions, ancillary administration, maintenance of D/B & store
legal charges, conversions to Crown Debt, provide interest
statement/P11Ds and despatch deeds.
14 Establish Within 10 Working Days of receipt 100% Enablement will only action payment within 28 days of moving date.
entitlement to of documentation.
Housing and
Relocation benefits
and process claims
to enable payment.
15 | Provide statement In acgor?ance vtvg]h 'II':)reasBr); p?Iicy 100% In order to avoid penalties, the MoD Accounts must not be overdrawn.
. in order to meet the Due Date for
of funds _re_ql’"red to payment. This service includes, but is not limited to, main payments, overseas
meet ant|C|pated payments, allotments, commercial systems and MoD cash flow forecast.
payments for
forthcoming
banking period.
16 Despatch pay Within 5 days of Pay S_tatement N 100% Pay Sta}tement production' is geared to t_he pqyroll balancing process as
Stat t production date as set in the specified determined by the Operational Processing Timetable.
atements. Operational Processing Timetable.
17 Implement This_Service Level hgis three constituent element§ to ref_lect time and _
quality standards which, for the purposes of service delivery and the failure
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(@) (b) (© (d) (e) ()
statutory end of mechanism, should be considered separately. Output includes production
financial year and despatch of all documents including P60s, P35s and P11Ds.
processes in
accordance with
current legislation.
17a Submit year-end summary and make 100%
final payment ensuring agreement to
the P35 total. Any subsequent
payment that is required in respect of
a closed tax year to be submitted
prior to authorisation.
-17b Statutory output e.g. P60, P11D to be 99%
forwarded to employee/third party
annually in accordance with agreed
time scales.
17c Accurately in accordance with 99%
current Standards and Regulations.
18¢c
18a | Enable payment of Enable payment within 3 Working 100%
. . Days of receipt or authorisation.
all i-expense claims. | °% P
180 | Process manual Transfer data on to JPA system and 100% JPAC will process all claims received through Accounts Payable (AP) on a
. . run daily processes to enable daily basis to the claimant’s nominated bank account. Payment will be
ﬂgms fro(;nhU I‘ltlt payment. enabled within 3 Working Days from the point of that authorisation
Spreadsneets.
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SERVICE DELIVERY - PENSIONS SERVICES - ANNEX F

This Annex sets out some of the Service Levels that underpin the requirements for the Services to be provided by the Supplier under this Agreement. Each serial is an extract from schedule 2B
of the AFPAA Amendment Agreement (the contract). This Annex is not intended to be a legal document. In the event of a dispute between the two parties, it will not be adjudicated in a Court
of Law. The Service Levels comprise the following:

e A serial number that numerically identifies each Service Level.

e A Key Service Description that outlines the basis of the Service Level.

e  Success Factors that specify the measures that are required in order to achieve a successful outcome. These have two specific elements, a Performance Measure and an Operating Level. The
Performance Measure specifies the operating frequency and any standards that may apply; in this respect where a Performance Measure refers to a number of Working Days; the first day
includes the day of receipt of the request or documentation. The Operating Level specifies the degree, including any tolerances, by which a successful outcome of that Service will be
measured. For example, pay for 99.9% of all service personnel is to be enabled both accurately and timely by the due date each month and within an agreed tolerance of a maximum of 2%
error in net pay on any individual pay account.

e Enabling payment of a pension includes the assessment of entitlement, calculation of the pension, terminal grant and/or resettlement grant, production of the payment warrant and a letter to
the Pensioner. Terminal grants and resettlement grants are paid by AFPAA(G). The pensions warrant is sent to Paymaster 1836 Ltd for initial and continuing payment of the monthly
pension.

Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure

(@) (b) (©) (d) (€) (f)

1| Enable the payment Component Functions

of PENSIONS for the This Service Level is the main element Key Target 2 as defined in the
Royal Navy, Army AFPAA Corporate Plan. It has two constituent elements to reflect time
and Royal Air and quality standards which, for the purposes of service delivery and the

H failure mechanism, should be considered separately. Those payments not
Force PENSIONETS. made in accordance with this serial will be deemed to be "delayed"
payments and embraced within serial 2.
This service includes, but is not limited to, immediate awards eg Early
Departure Payments (EDP),Preserved pensions, discretionary awards,
redundancy payments, reassessments at age 60, reassessments of awards
after period of re-employment, reassessments of awards after VA
assessment, assessment of additions for ex pensioners working as Yeoman
Warders, administration of TA attributable benefits for reserve pensioners,
manage Cadet disablement cases including ad hoc payments as necessary,
maintain a database for LEP & overseas pensions, processing of
applications for disablement awards (inter war injuries), assessment of
claims for loss of earnings or residual disability for TA Cadets/staff
instructors/LEPs and provide written pension forecasts. Pension forecasts
will be provided to all 3 Services.

la Within 5 Working Days of receipt of 99% in Calendar Month.
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(@) (b) (© (d) (e) (f)
all documentation or discharge date,
whichever is the later.
1b Accurately in accordance with 99.9% in Calendar Month.
current Standards and Regulations.
2 Enable any This Servi::e LeveI"is complementary to, but separate from, serial 1 and
v del aye d- e_mbraces del_ayed payments. It has two constituent elem_ents, to reflect
time and quality standards which, for the purposes of service delivery and
payments of the failure mechanism, should be considered separately.
penSions for the Note: A delayed payment is any payment that is not enabled in
: y y IS any pay! ! !
Royal Navy’ _Army accordance with the performance measure and operating level state in
and Royal Air Serial 1 above.
Force pensioners.
2a Within 10 Working Days of receipt 100%
of all documentation.
2b Accurately in accordance with 99.9% in Calendar Month.
current Standards and Regulations.
3 Enable the payment This Service Level is the families” element of Key Target 2, as defined in
of Fa m”y Forces the AFPAA Corporate Pl_an. It has two constituent elgmentg to reflect time
- and quality standards which, for the purposes of service delivery and the
Pensions for failure, should be considered separately. Those payments not made in
dependants of Royal accordance with this serial will be deemed to be “delayed™ payments and
Navy Army and embraced within serial 4 below.
Royal Air Force This service includes, but is not limited to, the assessment of entitlement,
personnel or enablement of payments, cessation of payments, discretionary extension
. for children over 17, revisions as notified by Veterans Agency, restoration
pensioners. for re-entitled widows, calculation and award of pensions for reserved
service/TA/Royal Irish Regiment home service part time/Careers
Officers/NRPS, assessment of death gratuity for pensioners estate and the
maintenance of an LEP database for LEP & overseas pensions, widows
and dependants enabling and authorising pension payments as
appropriate.
3a Within 5 Working Days of receipt of 99% in Calendar Month.
application.
3b Accurately in accordance with 99.9% in Calendar Month.
current Standards and Regulations.
4 Enable any This Service Level is complementary to, but separate from, serial 3 and
"delayed" embraces "delayed" payments. It has two constituent elements, to reflect

payments of Family

time and quality standards which, for the purposes of service delivery and
the failure mechanism, should be considered separately.
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current Standards and Regulations.

Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level
Tolerance Measure
(@) (b) (©) (d) (e) ()
Forces Pensions for Note: A delaved y ¢ that is not enabled i
ote: A delayed payment is any payment that is not enabled in
dependants of Royal accordance with the performance measure and operating level state in
Navy, Army and Serial 3 above.
Royal Air Force
personnel or
pensioners.
4a Within 10 Working Days of receipt 100%
of application.
4b Accurately in accordance with 99.9% in Calendar Month.

and Gratuities for
Royal Navy, Army
and Royal Air
Force Personnel.

5 | Enable the payment
of Terminal Grants

This Service Level has two constituent elements, to reflect time and
quality standards which, for the purposes of service delivery and the
failure mechanism, should be considered separately. Those payments not
made in accordance with this serial will be deemed to be "delayed"
payments and embraced within serial 6 below.

This service includes, but is not limited to, terminal grants, SCC gratuity,
resettlement commutation, the recovery of debts and recoveries on
reemployment.

5a Within 5 Working Days of receipt of 99% in Calendar Month.
all documentation or discharge date,
whichever is the later.
5b Accurately in accordance with 99.9% in Calendar Month.
current Standards and Regulations.
6 Enable the This Service Level is complementary to and separate from serial 5 and
"delaved" embraces "delayed™ payments. It has two constituent elements, to reflect
Yy time and quality standards which, for the purposes of service delivery and
payments of the failure mechanism, should be considered separately.
Terminal Grants Note: A delayed payment is any payment that is not enabled in
and Gratuities for accordance with the performance measure and operating level state in
Royal Navy, Army Serial 5 above.
and Royal Air
Force Personnel.
6a Within 10 Working Days of receipt 100%
of all documentation or discharge
date, whichever is the later.
6b Accurately in accordance with 99.9% in Calendar Month.
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level

Tolerance Measure
(@) (b) (© (d) (e) (f)

current Standards and Regulations.

7 Stop or Abate the \é\f/i;niz (}guang)r:gtr;gnDoaryrseOf receipt 100% Notification to paying authority.
payment of pensions employment date, whichever is the
for pensioners later.
rejoining the Royal
Navy, Army or
Royal Air Force.
8 Issue FSAVC Within 30 Working Days of 100% Only applies to personnel eligible for AVC.
certificates, where | "otfication
applicable, to
Insurance
Companies for
discharged
personnel.
9 Process app| ications | Within 5 W_orking Days of receipt of 100% Process is subject to appropriate medical considerations by the medical
: documentation.
for Life
Commutation via
the JSCO.
10 Enable pension Within 10 W?rking Days of receipt 100%
abatement for Life of pensioners' acceptance of offer.
Commutation as
appropriate.
11 Calculate Process applications within 5 100% Refer to GAD.
commutation for | WornaDays o centar |
widows small GAD.
pensions under the
limits set by the
appropriate
Authority.
12 Enable the award of | !ssue award within 5 Working Days 100%
widow’s pension gzgﬁmﬂttgof]" necessary
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Ser | Key Service Description Success Factors Notes
No Performance Measure Operating Level

Tolerance Measure
(@) (b) (© (d) (e) (f)

following action at
serial 11 above.

13 | Assess the Transfer | Within 3 calendar months of receipt 100%

Value of benefits of request.
between Armed
Forces Pension and
other pension
provider and
inform requester.

14 Arrange transfer in | On the date agreed between both 100% On the date agreed between both pension providers is a legal requirement.
or out of pension pension providers.

from approved

scheme, on request.

15 Provide divorce In accordance with court order or, in 100% Will be actioned on either court order or at agreed date.
. . absence of a court order, within three
Pension V"flluatlons calendar months of individual Includes the collection of the appropriate fee, the provision of valuations
and benefit request. and appropriate action on court orders.
statements, as
requested by
individual or in
accordance with
court orders.
16 Provide information | Within 10 Working Days of receipt 100% Includes the collection of the appropriate enquiry fee and the provision of
of enquiry and fee. benefit statements.

in response to
enquiries over
Pension mis-selling.

EXTRACTS FROM THE PAYMASTER (1836) LTD CONTRACT:
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(This information is for customer guidance only. It is given without prejudice to any contractual agreements
that exists between AFPAA and Paymaster 1836 Ltd)

Paymaster Contract Description
Para Number
(@) (b)
The following Services are provided to AFPAA/EDS and the Customer by Paymaster 1836 Ltd. Listed below are extracts taken from the contract.
These extracts give a broad overview of the general and specific service requirements.
AFPAA/EDS will:
Schedule 1 Provide the Contractor with the correct data to enable the Contractor to meet the objectives of the Statement of Requirement.
Para2.2.1.2.1
Schedule 1 Accept responsibility for the preparation of accurate warrants and to pass them to the Contractor on a regular and timely basis.
Para2.2.1.2.2
Schedule 1 Initiate emergency procedures as necessary for the superannuation awarding processes.
Para 2.2.1.2.3
Schedule 1 Discuss the efficiency improvements as suggested by the Contractor from time to time.
Para2.2.1.2.4
Schedule 1 Notify the Contractor of any correspondence sent to the pensioner that will affect payment of retired pay or pension.
Para 2.2.1.2.5
Schedule 1 Carry out all action relating to authorisation of the commencement or reinstatement of widows/widowers and children’s pensions.
Para 2.2.1.2.6
Schedule 1 Consider and respond to questions arising from the interpretation of any legislation on which the calculation of retired pay and
Para 2.2.1.2.7 pensions is based.
Schedule 1 Give adequate written advance warning to the Contractor and to carry out early consultation regarding prospective changes in
Para2.2.1.2.8 Armed Forces legislation, or future developments in the Ministry of Defence business, operations or information technology
matters which could have an effect on the calculation or payment of retired pay, pensions, or other benefits.
Schedule 1 Provide the Contractor with the signatures of staff who are authorised to issue a warrant.
Para2.2.1.2.9
General Service Requirements:
Schedule 1 Payments will be made in accordance with AFPAA instructions. AFPAA will be responsible for the calculation, assessment and
Para 4.2.1 notification of award of pension or retired pay entitlement to the individual.
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Paymaster Contract
Para Number

(2) (b)

Description

Where required by AFPAA, new awards will include pro forma documentation for completion by the pensioner and return to the
Contractor, and the Contractor will provide franked and pre-addressed envelopes for this purpose.

Schedule 1 The Contractor will be notified of the pension and retirement pay awards and will action the award and provide confirmation and
Para4.2.2 details as requested by AFPAA.

Where required by AFPAA, the Contractor will hasten the return of pro forma address/payment detail forms three weeks from the
date of receipt of the payment notification, or as requested by AFPAA.

Schedule 1 The Contractor is required to issue and pay the correct amount to the right payee; at the correct time; at the right destination; for
Para 4.2.3 the correct period; and to make suggestions for service improvement, which will be the prerogative of AFPAA to accept.
Schedule 1 The Contractor shall develop and maintain a sufficient knowledge of the Regulations so as to be pro-active in the implementation
Para 4.2.4 of changes to existing procedures and processes; and new procedures and processes.

Schedule 1 The Contractor shall provide AFPAA Pensions staff direct access to the Contractor’s specialist/commercial staff, avoiding the
Para 4.2.5 need to contact through a call centre.

Schedule 1 The Contractor shall provide estimates of pension entitlement at age 55 to pensioners who are currently in receipt of a pension.
Para 4.2.8 Requests for estimates on preserved awards should be referred to AFPAA Pension Offices.

Particular Service Requirements:

Schedule 1 To administer the payment of retired pay and pensions on behalf of AFPAA in accordance with Royal Warrants Orders by Her
Para 4.3.1 Majesty, and Orders in Council in accordance with the instructions of the Ministry of Defence.

There should be no change in payment date for those existing pensioners taken over on Contract Start Date without the prior
approval of AFPAA.

Schedule 1 To issue, and pay, from the Vote 2 Bank Account the sums authorised on a warrant by an approved signatory from the Single
Para 4.3.2 Service AFPAA Pension Offices and on a monthly basis.

Schedule 1 Payment may be made by electronic transfer, cheque or payable order, including where appropriate, transfers to overseas accounts
Para 4.3.3 where the payment may be in Sterling or foreign currencies.

Schedule 1 The Contractor shall provide separate cost estimates for the payment of Locally Enlisted Personnel (LEPS). Some overseas

Para 4.3.3.1 recipients of an AFPS pension, namely LEPs and their survivors, are currently paid in cash through the Foreign and

Commonwealth Office (FCO) and other organisations. AFPAA require this method of payment, or an alternative, which is at nil
cost to the pensioner, to be maintained.
Schedule 1 To ensure that no Service connection can be made to those receiving pay and pensions, thus protecting their personal security.

PENSIONS SERVICES F-7 Version 3.0 dated 23 Mar 07
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Paymaster Contract

Para Number Description
(@) (b)

Para 4.3.6

Schedule 1 Once verification of the caller has been established, to respond promptly to communications from pensioners, their

Para 4.3.7 representatives, AFPAA and other organisations in connection with the administration and payment of retired pay and pensions.
All queries should be handled in accordance with the Pensions Act 1995 and industry best practice. Communications not proper
for the Contractor to conduct should be sent to the appropriate AFPAA Pension Office immediately.

Schedule 1 To pay, after notifying AFPAA and the pensioner, the higher rate where the awarded retired pay or pension is less than the

Para 4.3.8 entitlement under the provisions of the Social Security Act 1975 as amended.

Schedule 1 To calculate, issue, and pay the correct increase on retired pay or pensions, taking into account any Guaranteed Minimum

Para 4.3.9 Pensions (GMP), in accordance with Ministry of Defence authorities, consistent with orders issued under the Pensions Increase
Act 1971 as amended; and to notify AFPAA Pension Offices accordingly. The pensioner should also be informed.

Schedule 1 To collect and pay over to the Inland Revenue the appropriate amount of income tax from retired pay, pensions, and other benefits

Para 4.3.10 in accordance with Pay As You Earn and instructions received from HM Inspector of Taxes, and to notify Inland Revenue and
pensioners, where appropriate, of the retired pay or pension and tax details each year.

Schedule 1 To set up where necessary new payment arrangements and correspond with third parties when pensioners become unable to

Para 4.3.11 manage their own affairs, or when an “Attachment of Earnings Order” is received. AFPAA Pension Offices should be informed
accordingly.

Schedule 1 To make voluntary deductions from retired pay and pensions, in accordance with the pensioners’ instructions, and to pay those

Para 4.3.12 amounts over to the approved organisations at agreed intervals.

Schedule 1 To maintain proper, requisite, and retrievable records of all issues, payments and cancellations, and to make duplicate or

Para 4.3.13 replacement issues where necessary, such records to be kept for at least six years.

Schedule 1 To resume payment of lapsed or unclaimed retired pay or pensions, once the legitimacy of the payee has been established and

Para 4.3.14 AFPAA has authorised the Contractor to pay such arrears as may be due.

Schedule 1 To remind pensioners annually, by means of an AFPS newsletter, of the conditions of entitlement to continuing payment of

Para 4.3.15 benefits.

Schedule 1 To issue and check periodic declarations of entitlement to ensure continued eligibility of the pensioners being paid. Declarations

Para 4.3.16 of entitlement are required in the following three areas:

Schedule 1 A Full Time Education Certificate — upon notification from an AFPAA Pension Office that a dependant who has reached age 17,

Para 4.3.16.1 and is in receipt of a Child’s Forces Families Pension, is to continue in full time education; the Contractor shall establish annual
checks with the individual school/college to ensure continued entitlement. Upon notification that the full time education has
ceased, the Contractor shall notify AFPAA Pension Office Staff accordingly.

Schedule 1 A Life Certificate which, by way of a suggested minimum standard, the Contractor should seek to issue declarations at least every
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Paymaster Contract

Para Number Description
(@) (b)

Para 4.3.16.2 five (5) years to all pensioners up to age 74, every two (2) years to those who reside overseas, to those who are aged 75 to 84 and
annually to those aged 85 and over. This arrangement takes into account cost effectiveness and the necessary provision of
adequate levels of internal control, with particular emphasis on areas of greatest risk.

Schedule 1 A Co-habitation Certificate — upon receipt of notification that a widow/widower may be co-habiting, the contractor shall establish

Para 4.3.16.3 an eligibility check through the issue of a co-habitation certificate. If no response has been received after the issue of three
certificates the case should be referred to the appropriate AFPAA Pension Office.

Schedule 1 To issue advice of payment to pensioners whose retired pay or pensions are paid to bank or building society accounts where there

Para 4.3.17 are changes in the annual rates of retired pay or pensions, tax codes or voluntary deductions.

Schedule 1 To refer to AFPAA for consideration and authorisation of any claim for ex-gratia payment to compensate pensioners, or their

Para 4.3.18 representatives, for AFPAA Pension Office errors or delays.

Schedule 1 To implement, to the satisfaction of the Designated Officer, a method to recover overpayments of retired pay or pension from the

Para 4.3.19 payee or from the estate of deceased pensioners, above a minimum notified by AFPAA. Notification of Contractor errors and
reimbursements to be made to AFPAA.

Schedule 1 To finalise retired pay or pension issues upon the death of pensioners; pay any residue; recover any overpayment; and notify

Para 4.3.20 AFPAA Pension Offices of all deaths in a format to be agreed by the Contractor and AFPAA.

Schedule 1 To provide AFPAA with the latest addresses of pensioners as requested.

Para 4.3.23

Schedule 1 To initiate emergency procedures as necessary for the administration and payment of retired pay, pensions, and other benefits.

Para 4.3.25

Performance Standards:

Schedule 1 The Contractor shall propose and implement continual improvements to the performance standards in order to meet the

Para4.4.1 operational timetable of pension issues at least 99% of the time.

Schedule 1 The Contractor will keep the number of serious errors in cases actioned to less than 0.1% (a serious error is one which has caused

Para 4.4.2 or could cause the Contractor, AFPAA, or the payee, to incur a quantifiable financial loss).

Schedule 1 Correspondence from Pensioners, or their representatives, will be responded to by the Contractor in the form of a holding reply for

Para 4.4.3 matters of policy and by resolution of matters of procedure with 10 Working Days of receipt. This is to be in no less than 97% of
cases in Financial Year 2003/2004 and thereafter.

Schedule 1 The Contractor will complete all immediate action on new awards (that is to say where payment is already due) within five (5)

Para 4.4.4 Working Days of receipt. This is to be in no less than 99% of cases in Financial Year 2003/2004 and thereafter.

Schedule 1 The Contractor will complete all immediate action on revised awards within five (5) Working Days of receipt.
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Paymaster Contract

Para Number Description
(@) (b)
Para 4.4.5
Schedule 1 The Contractor will send notification to AFPAA Pension Offices within four Working Days of receiving confirmation of the death
Para 4.4.6 of a pensioner.

Management Informati

on:

Schedule 2
Para 2

at 4.4.3 to 4.4.6 of Schedule 1.

The Contractor shall notify the Designated Officer if 10% or more of cases fail to meet the standard for any performance indicator
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SERVICE DELIVERY — MODMO - ANNEX G

This Annex sets out the Service Levels that underpin the requirements for the Services to be provided jointly by both MoD and the Partner (collectively known as the Supplier)
under this Agreement.

Note: This SLA contains a large amount of detail in an effort to provide full visibility of this new AFPAA service. It should be noted that it is not possible to incorporate the same
amount of detail within the other Annexes to this SLA as the detail will be provided elsewhere.
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MINISTRY OF DEFENCE MEDAL OFFICE (MODMO) - ANNEX G

Note 1. Key Target 7 states that the average processing time from receipt of application and relevant information, to issue of Historic Medals (including Canal Zone) is to be
achieved by 31 Mar 07 due to the backlog.

Note 2. It must be noted that the ‘clock stops’ when assessment is required by a Medal Board/Review Panel or when information/confirmation is required from any source outwith
the MODMO from issue of request to receipt of reply.

Note 3. The MODMO will seek to check each applicant for other medal eligibility as each case is reviewed.

Serial No Service Area Description Output Required Service Level
(a) (b) (©) (d) (€)
1 Current Assess eligibility for and process current Single services may indicate desired delivery programmes and
. campaign medals (Irag, N Ireland, and priorities, which the MODMO will seek to meet.
Campaign Afahani
ghanistan).
Medals
la Assess eligibility and notify Assess eligibility and notify unit/individual of non-entitlement
unit/individual of non-entitlement. |within 20 WDs of receipt of application.
1b Assess eligibility and notify Assess eligibility and notify Storekeeper of medal to be issued
Storekeeper of medal to be issued. |within 20 WDs of receipt of application.
2 Accumulated Assess eligibility for and process ACSM.
Campaign service
medal
(ACSM)
2a Assess eligibility and notify Assess eligibility and notify unit/individual of non-entitlement
unit/individual of non-entitlement. |within 25 WDs of receipt of application.
2b Assess eligibility and notify Assess eligibility and notify Storekeeper of medal to be issued
Storekeeper of medal to be issued. |within 25 WDs of receipt of application.
3 Conduct medals Assess eligibility (conduct) for and
process conduct medals (e.g. LS&GCM).
3a Assess conduct, obtain unit Assess conduct, obtain unit confirmation, and where appropriate
confirmation and, where notify unit/individual of non-entitlement within 30 WDs of date of
appropriate, notify unit/individual |eligibility.
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Serial No Service Area Description Output Required Service Level
(a) (b) (©) (d) (€)
of non-entitlement.
3b Assess conduct, obtain unit Assess conduct, obtain unit confirmation and notify Storekeeper of
confirmation and notify medal to be issued within 30 WDs of date of eligibility.
Storekeeper of medal to be issued.
4 MSM Confirm eligibility for and process MSM. |Prepare supporting information to |On receipt of confirmation from Medal Board/Review Panel notify
present to next Medal Storekeeper of medal to be issued within 10 WDs.
Board/Review Panel.
5 Reserves medals Assess eligibility for and process
Reserves medals (e.g. Air Efficiency
Award and Volunteer Reserve Service
Medal).
5a Assess eligibility and notify Assess eligibility and notify unit/individual of non-entitlement
unit/individual of non-entitlement. |within 30 WDs of receipt of application.
5b Assess eligibility and notify Assess eligibility and notify Storekeeper of medal to be issued
Storekeeper of medal to be issued. |within 30 WDs of receipt of application.
6 Cadet Forces Assess or confirm eligibility for and
medals process Cadet Forces medals.
6a Assess or confirm eligibility and |Assess eligibility and notify unit/individual of non-entitlement
notify unit/individual of non- within 30 WDs of receipt of application.
entitlement.
6b Assess or confirm eligibility and  |Assess eligibility and notify Storekeeper of medal to be issued
notify Storekeeper of medal to be |within 30 WDs of receipt of application.
issued.
7 Historic medals Assess eligibility for and process historic
medals (e.g. WW2, GSM Canal Zone,
GSM and NGSM pre 1962, Home Guard,
Gulf, South Atlantic and UN/NATO
medals).
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Serial No Service Area Description Output Required Service Level
(a) (b) (©) (d) (€)
7a Confirm receipt of application. Confirm receipt with individual within 10 WDs of receipt of
application.
7b Assess eligibility and notify Assess eligibility and notify individual of non-entitlement within 70
individual of non-entitlement. WDs of receipt of application.
7c Assess eligibility and notify Assess eligibility and notify Storekeeper of medal to be issued
Storekeeper of medal to be issued. |within 70 WDs of receipt of application.
8 Deceased medals Assess eligibility for and process current
campaign medals and prepare
presentational box for any retrieved
medals.
8a Assess eligibility and, if Assess eligibility and notify Storekeeper of medal to be issued to
appropriate, notify Storekeeper of |the relevant party (eg unit, executor, family) as a priority.
medal to be issued.
8b Prepare presentation box and On receipt of medals, mount in presentation box and issue to the
mounts for existing medals. relevant party as a priority.
9 Replacement and  |Assess eligibility for and process
Next of Kin medals replacement and Next of Kin medals.
9a Confirm receipt of application. Confirm receipt with individual within 10 WDs of receipt of
application.
9b Assess eligibility and notify Assess eligibility and notify individual of non-entitlement within 40
individual of non-entitlement. WDs of receipt of all necessary documentation.
9c Assess eligibility and notify Assess eligibility and notify Storekeeper of medal to be issued
Storekeeper of medal to be issued. |within 40 WDs of receipt of all necessary documentation.
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Serial No Service Area Description Output Required Service Level
(@) (b) (©) (d) (€)
10 Single Service Prepare and run Single Service Medal Review all applications requiring |Prepare Single Service Medal Boards/Review Panels as required
Medal Boards Boards/Review Panels as required. adjudication and instances of and refer contentious medal issues, personnel’s complaints and
forfeiture. appeals for adjudication.
11 Medal engraving Engrave and despatch medals as required.|Engrave, clean, box and despatch |a. Medals to be engraved, cleaned, boxed and despatched to
and despatch medal to unit/individual. unit/individual within 15 WDs of receipt of notification from
Assessment Section.
b. Non-engraved medals to be cleaned, boxed and despatched to
individual within 10 WDs of receipt of notification from
Assessment Section.
12 Written enquiries Investigate and respond to written
enquiries about medals as appropriate.
12a Provide written response to Provide written response within 10 WDs of receipt, or confirm
enquiry. receipt within 10 WDs and written response within 40 WDs of
receipt if information has to be obtained from external archives.
12b Pass enquiry to appropriate MOD |Pass enquiry to appropriate MOD department for action within 10
department for action. WDs of receipt.
13 Telephone Investigate and respond to telephone Provide verbal response to Provide verbal response within one Working Day (WD) of receipt
enquiries to enquiries. enquiry. of enquiry.
MODMO
14 Telephone Investigate and respond to JPAC EC Provide written or verbal response |Provide written or verbal response within 10 WDs of receipt of
enquiries to JPAC templates. to enquirer. template.
Enquiry Centre
(EC)
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Serial No Service Area Description Output Required Service Level
(@) (b) (©) (d) (€)
15 WO Warrants Issue WO Warrants.
(RAF only)
15a Produce WO Warrant for serving |Produce and despatch warrant to unit within 30 WDs of receipt of
personnel. notification.
15b Produce WO Warrant for ex- Produce and despatch warrant within 30 WDs of receipt of

Service personnel.

notification.

16 Statistics

Provide statistics to single Services and
MOD.

Provide monthly statistics on
medal applications received and
cleared by type of medal.

Provide written report within 10 WDs of end of month.

17 Records

Maintain and preserve electronic, paper
and other medal related records for
serving and retired servicemen.

Preserve records or transfer to
national archive as appropriate.

Retrieve any preserved/archived record within 20 WDs of receipt of
request.

18 Medal display

Maintain and safeguard the Army Medal
Collection on behalf of AG, and other
medals as requested.

Maintain and display the Medal
Collection.

Generate a Joint Service Medal Collection, adding all new medals
as appropriate.

19 Process receipts

Process receipts in accordance with
applicable standards and regulations and
agreed internal procedures.

Process cheques received for
payment of replacement medals.

Within 5 WDs of receipt.

20 Operational
Honours List —
Second and Third

Extract all relevant Second and Third
level honours details from the
Operational, Birthday and New Years
Honours List and place an order for the

Delivery of awards to Military
Secretariat 1 (MS1), or Central
Chancery, as directed in time for
investiture.

Construct a list of all recipients ensuring correct naming and post
nominal detail within 10 working days.

Send list to Royal Mint for them to use for engraving purpose.
On receipt of medals back from the from Royal Mint carry out a

level awards required amount of medals on the Royal 100% quality check to ensure all medals are perfect in every detail
Mint or appropriate jewellers. and the naming detail is also correct.
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Serial No Service Area Description Output Required Service Level
(a) (b) (©) (d) (e)
On receipt back from Royal Mint deliver to MS1 within 20 working
days.
21 Operational Extract all relevant fourth level honours |Delivery of Certificates and Pass details of recipients of fourth level award to the Design Office.
Honours List - details from the Operational Honours list |emblems to Commanding Officers|Pass also suff_ic_ient Palace Crested parchment to enable them to
Fourth level and place an order on the Design Office |of the awarding units or home complete certificate.
ourth feve for Certificates to be completed. addresses for those discharged  |All fourth level awards and certificates to be despatched within 35
awards from the Service. working days.
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SERVICE DELIVERY - JCCC SERVICES - ANNEX H

e This Annex sets out the Service Levels that underpin the requirements for the Services to be provided by MoD personnel (known as the Supplier) under this Agreement.

Note: This SLA contains a large amount of detail in an effort to provide full visibility of this new AFPAA service. It should be noted that it is not possible to incorporate the
same amount of detail within the other Annexes to this SLA as the detail will be provided elsewhere.
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AIASC
AFMDB
AFMPT
AHB
ASLO
BOI
CASADU
CNO
COMECT
CWGC

D News
DAC
DASA
DCMC
DILFOR
DOMCOL
DTMA
EOD
EPIC
FLC
JCCC
MIC
MMARS
NA
NAAFI
NHB
NOK
NWG
OGD

PF

PJHQ
PPO
UKSC(G)
VO

JCCC

JCCCSLA

GLOSSARY

Army Inquiries and Aftercare Support Cell
Armed Forces Memorial Database

Armed Forces Memorial Project Team

Air Historical Branch

Accident Site Liaison Officer

Board of Inquiry

Casualty Administration Unit

Casualty Notifying Officer

Commonwealth Entitled Compassionate Travel
Commonwealth War Games Commission
Director News

Defence Augmentation Cell

Defence Analytical Services Agency
Defence Crisis Management Centre
Dangerously Il Forwarding of Relatives
Domiciled Commonwealth Leave

Defence Transport and Movements Agency
Explosive Ordnance Disposal

Emergency Procedures Information Centre (British Airways)
Front Line Command

Joint Casualty and Compassionate Centre
Major Incident Centre

Movement Management Air Reservation System
Notifying Authority

Navy Army Air Force Institute

Naval Historical Branch

Next of Kin

Non-War Graves

Other Government Departments

Procurator Fiscal

Permanent Joint Head Quarters

Principal Personnel Officer

UK Support Command (Germany)

Visiting Officer

H-2
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JOINT CASUALTY AND COMPASSIONATE CENTRE (JCCC) - ANNEX H

Serial No Service Area JCCC Responsibilities Customer Responsibilities
(@) (b) (© (d)
1 Overseas
Deployments
and Exercises
la Provide briefings for the Chain of Command, prior to overseas deployments, Front Line Commands (FLCs) to provide JCCC with details of
on both Casualty and Compassionate issues. overseas deployments and all roulement units and briefing/study days,
usually held at 1* level.
FLCs to provide contact details of unit rear parties for all operational
deployments.
FLCs to provide details of all overseas exercises, including
adventurous training, including contact details, and nominal rolls as
appropriate.
1b Provide appropriate briefings to the single Services on JCCC. FLCs to advise JCCC of briefing requirements.
2 Casualty -
Single/Minor
Incidents
2a JCCC is the authority for the notification of casualty occurrences to single Ensure Next of Kin (NOK)/Emergency Contact details are accurate and
Services/Chain of Command as directed by JSP 751. up to date. Ensure lists of Souls on Board ship are passed to JCCC.
Timescale: Single Services/Director News (D News) to be informed, when Single Services to be responsible for briefing chain of
appropriate, within 30 mins of receipt of PUBLINTCAS, whilst ensuring that command/minister as appropriate.
the KINFORMING process is actioned first.
2b Provide appropriately trained staff to respond to each and every notification of | If KINFORMING has not already taken place, JCCC to nominate and
casualty information. task Notifying Authorities (NA) to ensure casualty administration is
completed iaw the guidelines and timescales outlined in JSP 751. NAs
Timescale: 24 hrs basis. to ensure that all CNOs and VVOs are appropriately trained.
2C Where appropriate, provide an immediate response to information relayed by Provide accurate notification to JCCC in respect of each and every
telephone, Fax, signal, or electronic transmission. casualty iaw JSP 751. Units are to provide as much factual detail as
possible concerning the nature of the incident.
2d Respond immediately to casualty notification as determined by JSP 751 Respond to requests for assistance from JCCC iaw the guidelines and
tasking appropriate NA with KINFORMING action where reporting unit timescales outlined in JSP 751. NA to confirm completion of
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Serial No Service Area JCCC Responsibilities Customer Responsibilities
(@) (b) () (d)
unable to action direct. KINFORMING action to JCCC via immediate signal/fax.
2e Disseminate casualty details to appropriate authorities for casualties from Customers undertake delegated KINFORMING and subsequent
Foreign and Commonwealth nationals, Exchange personnel, contractors, responsibilities.
NAAFI and non-military personnel on duty with the Armed Forces iaw JSP
751
2f Disseminate casualty details (removing restricted-medical in confidence Single Services/Reporting Units will report casualty information to the
information) to single Service authorities iaw distribution specified in JSP 751 | JCCC as the only action addressee.
Timescale: ~ ASAP but within 3 hrs.
29 Provide an advisory service to NA, CNO, Visiting Officer (VO) and unit Staff | Respond to requests for assistance from JCCC in relation to casualty
on casualty policy, advice/support and related financial matters. advice/support and policy matters. Responses to be made during
normal working hours.
Timescale: 24 hrs basis.
2h Maintain records of all casualty notifications and provide details for the update | NAs to maintain records of all actions taken in respect of casualties.
of electronic personnel records. Where appropriate, records to be updated. AIASC becomes the focus
for ARMY NAs and VOs following the funeral, keeping JCCC
Timescale: Within 1 Working Day. informed.
Timescale: Within 1 Working Day.
2i Consider, and where appropriate authorise, Dangerously Il Forwarding of NAs and Notifying Units will assist the JCCC over any DILFOR
Relatives (DILFOR) accommodation and transportation arrangements, iaw transport and accommodation requirements as requested providing
guidelines outlined in JSP 751. appropriate support to NOK iaw guidelines and timescales outlined in
JSP 751.
Timescale: Immediate.
2j Provide appropriate details to single Service Secretariats and, in the case of the | Single Service Secretariats to forward details/draft letters of
Army, AIASC, of a death in Service to enable Secretariats to prepare letters of | condolence to Ministerial/PPO outer offices following a death in
condolence for Ministers/Principal Personnel Officer (PPO). Details must Service (AIASC will draft letter for CGS).
include, where available, NOK in addition to EC, and whether parents are
divorced, separated or together.
Timescale: Within 2 Working Days
Timescale: Within 1% working days, to enable the Customer to meet their 2
working day deadline.
3 Aeromed
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3a Check all Aeromed signals and initiate casualty notification if required. Single Services to ensure that the individual is visited as soon as
Update and monitor until discharged from the airhead, hospital or returned to possible.
unit. Inform appropriate single Service authority.
4 Casualty -
Major
Incidents
4a Head of JCCC is the authority to designate an event as a mass casualty incident | Single Services or PJHQ to alert JCCC as to scale of incident and
and implement modified casualty reporting iaw JSP 751 Chapter 3. potential number of casualties as soon as possible. Initial casualty
report detailing the scale of incident, potential number of casualties to
be made iaw JSP 751. In the event of a major incident overseas,
including Germany, it is likely that the Command or Embassy/BHC
will also set up its own MIC irrespective of what the JCCC does. This
includes UKSC(G).
4b Provide appropriately trained staff to provide initial response to a major Services to report casualties to JCCC iaw guidelines in JSP 751
casualty incident. Chapter 3.
Timescale: 24 hrs basis.
4c JCCC will alert the relevant NAs by immediate signal of activation of Major NAs to adopt modified reporting procedures iaw JSP 751 Chapter 3.
Incident Centre (MIC) and introduction of modified reporting procedures for
named incident.
4d Provide and promulgate the means by which information for a major incident When requested by JCCC, NAs or Chain of Command to provide
is relayed to JCCC by telephone (24 hr), FAX, signal or electronic verification of major incident information to VO, NA, unit welfare
transmission. staff, EC/NOK, single Service Secretariat staff.
de Co-ordinate with Defence Crisis Management Centre (DCMC) Defence Provide appropriately qualified staff to augment MIC as directed by
Augmentation Cell (DAC) augmentation of staff as required to maintaina MIC | DCMC DAC.
capability
Timescale: First shift 12 hrs from notification.
Subsequent shifts at 12 hr intervals thereafter.
4f Operate and maintain a continuous programme of refresher and induction Ensure that personnel are released for induction training and that they
training for MIC augmentees. maintain currency by attending refresher training.
Timescale: Induction within 3 weeks of start date. Refresher training
every 6 months.
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49 In conjunction with D News (and HQ N Ireland if appropriate), staff and Single Services to direct all requests for information from the public to
operate a public enquiry bureau for the Armed Forces in response to a major JCCC MIC.
casualty incident requiring activation of MIC for as long as required. D News to reinforce the MIC with specialist media ops personnel.
Where it is essential for information to be disseminated locally JCCC
Timescale: 24 hrs basis. to be informed of details released.
4h Maintain link with British Airways Emergency Procedures Information Centre | RAF Uxbridge to provide personnel to deploy to EPIC, Heathrow to
(EPIC), via RAF Uxbridge. provide accurate casualty notification to JCCC iaw guidelines and
timescales outlined in JSP 751.
Timescale: Within 2 hours.
4j Maintain link with Defence Transport & Movements Agency (DTMA) to DTMA to provide and maintain JCCC connectivity and the provision
ensure Movement Management Air Reservation System (MMARS) link into of system training to JCCC personnel when required.
JCCC remains operational.
Timescale: 24 hrs basis. Timescale: 24 hr basis
4j Maintain link with Movement staff at RAF Lyneham and RAF Brize Norton to | RAF Lyneham/Brize Norton to provide on request a fully trained
retain the availability of a MMARS operator at JCCC MIC, if required. MMARS operator to be despatched to JCCC.
Timescale: Despatched within 1 hour of request.
4k In consultation with single Services, nominate a Casualty Administration Unit | Nearest suitable military unit to undertake CASADU responsibilities.
(CASADU), if required for a serious military/chartered aircraft accident.
5 Registration of
Deaths
5a Register the deaths of all personnel who die in specified locations (as directed Ensure registration of deaths of S