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1. [bookmark: _Hlk485123813]Introduction

This document (the ‘Specification’) outlines the Services that the Supplier shall make available to Qualifications Wales (QW) through the Facilities Management Reactive and Planned Services Framework Agreement.

2. Scope of the Framework Agreement

2.1 Responsibilities and Interfaces
Qualifications Wales occupies the premises under a lease arrangement and some building systems and statutory obligations sit with the landlord or their managing agent. 
The Supplier will be required to work collaboratively with Qualifications Wales, the landlord and other third parties to ensure all maintenance, compliance and statutory obligations are discharged effectively. Whilst Qualifications Wales retains overall responsibility for ensuring compliance with its legal duties as occupier, the Supplier will be responsible for managing and coordinating activities within the scope of this contract, monitoring contractor performance, advising Qualifications Wales of any risks, defects or non-compliance, and escalating issues requiring landlord intervention.
	Area
	Asset Responsibility
	Delivery Responsibility
	Funding Responsibility

	Fire Alarm System
	Landlord
	Landlord contractor
	Landlord

	Emergency Lighting (demised areas)
	QW
	QW contractor
	QW

	Emergency Lighting (common areas)
	Landlord
	Landlord contractor
	Landlord

	Access Control
	QW
	QW contractor
	QW

	CCTV (QW systems)
	QW
	QW contractor
	QW

	Intruder Alarm
	QW
	QW contractor
	QW

	HVAC serving QW demise
	QW
	QW contractor
	QW

	Fixed Electrical Installation
	QW
	QW Contractor
	QW

	Fire Risk Assessment Actions
	QW accountable
	QW/landlord contractor depending on action
	QW/landlord depending on action

	Statutory Compliance Register
	QW accountable
	QW Contractor
	QW



2.2 Scope of work

The Scope of the Services will comprise of Statutory Inspections and Maintenance, Planned Preventative Maintenance, Break Down Maintenance and Alterations and minor new works projects for the engineering & building fabric assets with the objective of:

· Providing a safe and comfortable working environment for building users.
· Maximising the useful life span of the building, plant and equipment.
· Ensuring efficient and cost-effective use of those assets.
· Complying fully with UK or Welsh government guidance on environmental issues and    QW environmental policies.
· Ensuring QW lease obligations related to maintenance are fulfilled.

Previous 3 years spend against current  Framework Agreement:

	 
 
	Total 3 year previous spend (inc VAT)

	Planned Maintenance
	£30,955.52

	General Reactive Maintenance
	£77,016.18

	Total
	£107,971.7

	Estimated Contract Spend (5 years)
	£160,000




2.3 The Supplier is expected to:	
 
Provide all that is necessary for the execution of the Services in accordance with the Specification, including labour, plant, consumables, transport, test instruments, chemicals, spare parts and sundry materials.

Provide an adequate number of competent personnel at all times including
management, supervisory and operator staff, necessary to execute the Services and meet all other functional, and performance criteria indicated in the Specification.
		
Maintain a continuity of service during the life of the Framework Agreement  so replacements shall be made available by the Supplier for staff absent on leave, sick and public holidays etc., to ensure full continuity of management, supervision and labour.

2.4 Frequencies
 
The Supplier may propose alternative frequencies and maintenance techniques which may offer better value and working efficiencies, but any such proposals should always meet the following criteria and be agreed with QW.

· The Minimum Maintenance Standards specified in Annex E
· Compliance with all legislative requirements relating to the works and services to be        delivered;
· No risks (by reducing maintenance activities) to the health & safety and the welfare of the building users or QW’s business.
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3. Setting-up Operations/Mobilisation

There will be a one-month period from the Framework Agreement Commencement Date during which mobilisation will take place. 
The Supplier will be required to mobilise all the appropriate services to ensure continuous service to QW.
The Supplier will attend weekly progress meetings with QW during the mobilisation period.
During the mobilisation period, the Supplier will be required to: 
Produce a mobilisation programme including;
3.1  Maintenance Strategy & Plan  

· Provide a documented strategy, plan and documentation for both planned and reactive maintenance for Year 1. 
· Establish an annual Planned Preventative Maintenance Programme.
Establish an Annual Statutory Examination & Inspection Programme.
Establish a standard suite of Maintenance Reports. 
· Establish a critical spares list.


3.2  Quality Plan
Develop the maintenance structure, procedures reporting, standards, auditing procedures, documentation, records etc. relating to the overall Quality Plan. 

3.3  Health and Safety Plan
· Develop and maintain maintenance procedures, reporting standards, audit processes, records and documentation to support the delivery of the Services and compliance with all applicable health and safety requirements, including risk assessments and safe systems of work.
· Maintain all records required to demonstrate statutory compliance and support the Fire Safety Logbook. Where records are held electronically, the Supplier shall provide QW with access to the relevant information through the CAFM system and demonstrate how records are completed, stored and reported.
Sub-contractors
The Supplier shall identify all sub-contractors proposed to deliver any part of the Services under this Framework Agreement and provide details of the services they will undertake.
During the mobilisation period, the Supplier shall establish and formalise arrangements with all proposed sub-contractors involved in the delivery of the Services. Evidence of such arrangements shall be provided upon request.
The Supplier shall ensure that all sub-contractors:
· possess the necessary qualifications, accreditations and competencies relevant to the services being delivered.
· comply with all requirements of this Contract, including health and safety, safeguarding, information security and Welsh language obligations, where applicable.
· maintain appropriate insurance cover.
· are effectively managed and monitored to ensure delivery of the required service standards and KPIs.
The Supplier shall remain fully responsible for the performance of all sub-contractors and no sub-contracting arrangement shall relieve the Supplier of its obligations under the Framework Agreement. 

3.4  Liaise with the existing supplier 
Enable the full completion of the mobilisation activities. 
Carry out the routine examinations and inspections of the premises and Services necessary prior to assuming duties and report any issues to QW. 
3.5 	Collate information required from Operating and Maintenance Manuals, Record Drawings, Certification, Test Results etc.  
3.6 Prepare Risk Assessments, Risk Maintenance Strategy & Plan. 

3.5 Establish Permit to Work (PTW) procedures and documentation.

3.6 Set up the IT based support system (CAFM) both for hardware and software.  
            Populate the database with the relevant information (assets) and provide training to the operators as appropriate. Establish functionality and reporting standards. Providing access to QW for monitoring purposes.
3.7	Develop a Performance Management System and agree Key Performance Indicators (KPIs) with QW.

3.8 	 Confirm and verify an Asset Register. The Supplier will be provided with an asset register. QW does not guarantee that the information provided will be exhaustive or complete. It will be the responsibility of the Supplier to verify the asset register provided.

3.9 	Compile a Defects Report including photographic evidence for all assets that considers the condition and functionality of the assets, any recommendations for repair/replacement against enhanced maintenance regimes to maximise the life of the asset.  On agreement of the Defects Report, this will define the agreed condition of the asset. 


4. Standard of Work

4.1 The Work and Services shall be executed in a competent manner and to the satisfaction in all respects of QW. Unsatisfactory work shall be rectified or replaced at the Supplier’s expense. The Supplier shall, if required by QW, provide evidence of a work person’s competence (e.g. welding certificate). QW also reserves the right to request that any unsuitable personnel operating on behalf of the Supplier is removed from site and promptly replaced as appropriate.

4.2 In the event that equipment or control systems require diagnostic
or remedial action which is beyond the first-hand experience of the Supplier’s
own staff, the Supplier shall obtain the services of the manufacturer’s service
engineers (or other specialist as may be necessary) for diagnostic advice, and
repair or equivalent replacement for remedial work.

4.3 The Supplier shall note that liaison with respective manufacturers;
suppliers and utility authorities etc. when required shall be deemed to be the
Supplier’s responsibility. 

4.4 All Work must be completed to agreed deadlines. Any changes to deadlines must be agreed with QW.

4.5 All Work must be signed off by QW to confirm the completion date.

4.6 All materials will be of new manufacture (unless it is the requirement of QW to re-use existing materials e.g. restoration projects) and appropriate for use in each case. The Supplier shall, upon request from QW, prove that the materials conform and do not breach any equipment warranties.

4.7 QW will have the power to inspect, examine and test any part of the Services or any materials intended to be used at any time.

4.8 At the discretion of QW, an independent expert may be appointed to
make any such tests as are referred to above. Such an appointment shall be
made by prior agreement between QW and the Supplier and the charges for the independent expert shall be borne by the Supplier only if the test discloses that the said materials are not in accordance with the provisions of the Agreement. The report of the independent expert shall be final and conclusive.

4.9 If any materials or the execution of the Works does not accord with the provisions of this Framework Agreement, the Supplier will replace, rectify or reconstruct, as appropriate and remove all rejected materials from site at their own cost.


5. [bookmark: _Toc318126337]Health and Safety Management
The Supplier will comply with all QW rules regarding health and safety, including completing a site induction and complying with signing in procedures, together with all applicable statutory rules and regulations regarding these matters.  
· The Supplier will notify QW as soon as practicable of any health and safety hazard and provide advice and instruction on any safety measures if required. 
· The Supplier will participate as required with QW emergency evacuation drills. 
· The Supplier will provide a single contact point for all Health and Safety Issues.
· The Supplier will advise QW on any areas which appear not to comply with legislation and provide advice on actions to resolve this.  
· The Supplier will provide a Health and Safety Report as part of Performance Management information including performance and any matters outstanding.
· The Supplier will ensure that all tools, equipment, consumables and protective clothing are used correctly.

QW may carry out active monitoring on the Supplier’s staff at any time, this will include adherence with the safe systems of work and risk assessments provided.
The Supplier shall maintain current Safety Data Sheets (SDS) for all hazardous substances used in the delivery of the Services. Safety Data Sheets, COSHH assessments and associated control measures shall be managed electronically through the Supplier's CAFM system and made available to QW upon request. Electronic records shall include details of the substance, associated hazards, required control measures, emergency procedures and first aid advice.


5.1 Risk Assessments 

The Supplier shall maintain appropriate health and safety management arrangements to support the delivery of the Services and ensure compliance with all applicable legislation, standards and QW requirements.
The Supplier shall maintain suitable and sufficient risk assessments, method statements and safe systems of work for all planned and reactive maintenance activities. These shall be reviewed regularly and updated whenever there is a change in legislation, process, equipment, working practices, identified risk or following an incident, near miss or audit finding.
Risk assessments, method statements, COSHH assessments and Safety Data Sheets (SDS) shall be managed electronically through the Supplier's CAFM system and made available to QW upon request.
All operatives shall be required to review and acknowledge the relevant risk assessment and method statement before commencing work. The Supplier's CAFM system shall prevent work orders from being commenced or completed until the appropriate safety documentation has been reviewed and recorded.
The Supplier shall maintain a site hazard register and ensure that workplace risks associated with the Services are routinely monitored and updated, as necessary.
The Supplier shall provide task-specific risk assessments and method statements for all project work, alterations, additions and new works prior to commencement.
The Supplier shall operate a dynamic risk assessment process to enable operatives to identify and record unforeseen hazards encountered whilst undertaking work. Where additional risks are identified, appropriate control measures shall be implemented before work proceeds. Where risks cannot be adequately controlled, work shall cease, and the matter shall be escalated through the Supplier's management processes.
The Supplier shall ensure that any sub-contractors engaged in the delivery of the Services provide suitable and sufficient risk assessments and method statements. The Supplier shall review, approve and maintain these documents within its CAFM system and make them available to QW upon request.
Responsibility for the approval, review and ongoing suitability of all risk assessments and method statements shall be assigned to a competent person within the Supplier's organisation.

5.2 Permit to Work
The Supplier will operate a Permit to Work system in relation to the scope of this Framework Agreement.  The Supplier will issue all associated Permits to Work for own staff, sub-contractors, specialist  suppliers and third parties employed directly by QW where necessary.

Copies of permits issued shall be kept on the CAFM system

A Permit to Work is required for, but not limited to: -

i. HV Electrical Work;
ii. Working with Hazardous Materials;
iii. Hot Working;
iv. Working in Confined Areas; and
v. Working at Height.

6. [bookmark: _Toc318126342]Environmental Management  
The Supplier shall comply with QW’s Environmental Policy and all applicable environmental legislation, regulations and industry best practice throughout the duration of the Framework Agreement. The Supplier shall support QW in meeting its obligations under the Well-being of Future Generations (Wales) Act 2015 and the Social Partnership and Public Procurement (Wales) Act 2023 by operating in a sustainable and socially responsible manner and actively contributing to environmental, economic and social well-being objectives. 

The Supplier shall adopt a proactive approach to sustainability and shall identify opportunities to reduce environmental impact, improve resource efficiency and support QW’s carbon reduction and net zero objectives. Recommendations shall be provided to QW where improvements can be achieved through changes in maintenance practices, equipment replacement, energy efficiency measures or investment programmes.

The Supplier shall comply with the UK Government Buying Standards, or equivalent recognised standards, as a minimum requirement and shall provide expert advice and recommendations to ensure sustainable procurement and environmental best practice are applied wherever reasonably practicable.

All works, projects and maintenance activities shall seek to minimise waste generation and maximise the use of sustainable, low environmental impact materials and products. The Supplier shall apply the waste hierarchy principles of prevention, reuse, recycling and recovery before disposal and shall ensure waste management activities are undertaken in accordance with current legislation.

The Supplier shall ensure that all timber and timber-based products supplied under this Agreement are sourced from responsibly managed forests and are certified by the Forest Stewardship Council (FSC) or an equivalent recognised certification scheme.

The Supplier shall demonstrate awareness of current sustainable building standards, environmental legislation and industry best practice and shall apply these principles when planning and delivering works. Consideration shall be given to whole-life costs, energy performance, maintainability, embodied carbon and operational carbon impacts when developing proposals for maintenance projects and asset replacement.

QW will consider opportunities to make environmental improvements when undertaking mechanical and electrical works and projects. Where carbon reduction opportunities are identified, the Supplier shall provide sufficient information to enable informed decision-making, including capital costs, energy savings, carbon savings, payback periods, lifecycle costs and any operational implications.

The Supplier shall ensure that all waste transfer notes, hazardous waste consignment notes and related documentation are accurately completed, retained and made available for audit by QW upon request. Waste records shall be maintained electronically wherever practicable throughout the Term of the Framework Agreement.

The Supplier shall comply with all applicable F-Gas regulations and shall maintain an up-to-date asset register detailing refrigerant types, quantities, leak inspections, maintenance activities and statutory records. Such records shall be available for inspection by QW at any time.

In support of QW's  socially responsible procurement objectives, the Supplier shall endeavour to utilise local suppliers where appropriate, promote fair employment practices, support workforce development and training opportunities, and provide evidence of environmental and social value outcomes achieved during the Framework Agreement Term.

7. Sub-contractors

The Supplier shall seek to maximise opportunities for local suppliers and Small and Medium Enterprises (SMEs) in support of the Wales Procurement Policy Statement and  socially responsible procurement  objectives, where this represents value for money and does not compromise service delivery.

The Supplier shall maintain documented procurement and supplier selection procedures to ensure sub-contractors are appointed on the basis of competence, capability, compliance and value for money.

The Supplier will carry out a competitive process for all works to be sub-contracted (above the quote threshold) and hold the following records
· Insurance 
· Competency records 
· Health & safety documentation 
· Environmental documentation 
· Maintenance records and certification

The Supplier shall not sub-contract any material part of the Services without the prior written approval of QW.

The Supplier shall remain fully responsible for the performance, quality, compliance and delivery of all Services undertaken by sub-contractors and specialists engaged as part of the Contract.

The Supplier shall actively manage all sub-contractors to ensure compliance with the requirements of the Contract, including all health and safety, statutory, environmental and quality obligations.

The Supplier shall operate a documented process for the selection, appointment and management of sub-contractors, ensuring that all sub-contractors:

· are suitably qualified, competent and experienced to undertake the required services;
· hold appropriate licences, accreditations and certifications relevant to their activities;
· maintain adequate insurance cover;
· comply with all applicable health and safety legislation and requirements;
· provide suitable and sufficient risk assessments, method statements and COSHH information where applicable;
· comply with QW site rules, security requirements and permit-to-work procedures; and
· provide all maintenance records, statutory certification and service reports required under the  Framework Agreement.

The Supplier shall maintain records relating to sub-contractor competence, insurance, compliance documentation, service records and statutory certification and shall make such records available to QW upon request.


8. Training & Qualifications

The Supplier will ensure that all staff and sub-contractors carrying out the services are competent through instruction, training, and experience.
Records for all instruction and training must be kept up to date for all employees.
The Supplier will ensure that only trained and qualified staff and sub-contractors carry out work on systems where these qualifications are a requirement e.g. Electrical and Air Conditioning Systems.

The Supplier will provide copies of all training certificates to QW, if required.


9. Computer Aided Facilities Management System (CAFM) 

The Supplier is required to provide, implement, maintain and utilise a Computer Aided Facilities Management System (CAFM) for the administration, management and
control the Maintenance Services throughout the Framework Agreement Term. 

As a minimum, the CAFM system must:

· maintain a comprehensive Asset Register, including unique asset identification numbers, asset details, maintenance history, inspections, repairs, breakdowns, causes, corrective actions, replacements, condition information, lifecycle data and recommendations. 
· manage and schedule all Planned Preventative Maintenance (PPM), statutory inspections, compliance activities, condition-based maintenance and specialist sub-contractor activities. 
· record and manage reactive maintenance requests, including priority classifications, response and resolution times, actions taken and recommendations. 
· manage work orders, including job status, instructions, task descriptions, risk assessments, method statements, permits, completion records and supporting documentation. 
· store and manage statutory certification, maintenance records, inspection reports, service sheets and compliance documentation. 
· record and manage defects, asset condition issues and lifecycle replacement recommendations. 
· produce management information and performance reports, including maintenance completion rates, statutory compliance status, reactive maintenance trends, KPI performance, outstanding actions and contract performance information. 
· record and report maintenance-related costs, including labour, materials, sub-contractor costs and other expenditure associated with the Services.
· maintain a complete repository of compliance documentation, including statutory inspection reports, test certificates, maintenance certificates, risk assessments, method statements, permits to work and records of remedial actions.
· provide configurable dashboards and management information to enable Qualifications Wales to monitor asset performance, maintenance activity, statutory compliance, costs, contractor performance and outstanding actions.
· maintain records of all condition surveys, Forward Maintenance Plan recommendations, lifecycle replacement recommendations and associated status updates.

Qualifications Wales shall be provided with appropriate access to the CAFM system, including real-time access to asset information, work orders, maintenance schedules, compliance documentation, statutory certificates, service reports, performance dashboards, defect records and management information. The system shall be web-based and accessible to authorised Qualifications Wales personnel.

The Supplier shall ensure that all maintenance records, certification, reports and supporting documentation are uploaded to the CAFM system and retained for the duration of the Framework Agreement.

Upon request, at contract expiry or termination, the Supplier shall provide all data in an accessible and commonly used electronic format at no additional cost. As a minimum, this shall include:
· asset registers.
· maintenance histories.
· PPM schedules and completion records.
· reactive maintenance records.
· statutory inspection and testing records.
· compliance certificates.
· service reports and condition assessments.
· defect logs.
· lifecycle and Forward Maintenance Plan information.
· performance reports and KPI data.
The Supplier shall support the transfer of data to any replacement system or service provider.

10. Asset Register

The Supplier must compile maintain and revise the Asset Register to ensure it is accurate and up to date. 

11. Records and Documentation

The Supplier shall maintain complete, accurate and up-to-date maintenance, compliance and operational records within the CAFM system.

As a minimum, the CAFM system shall contain:
· asset information and maintenance history;
· planned and reactive maintenance records;
· statutory inspection and testing records;
· certificates and compliance documentation;
· risk assessments, method statements and permits to work;
· defect reports and remedial action records;
· sub-contractor service records;
· maintenance schedules and planned works programmes; and
· performance and management information reports.

Where original documents are provided in hard copy format, the Supplier shall scan and upload them to the CAFM system as soon as reasonably practicable.

QW shall have access to all relevant maintenance, compliance and asset information held within the CAFM system throughout the Framework Agreement Term.

The Supplier shall ensure all records are maintained in a complete and auditable format and retained for the duration of the  Framework Agreement.


11.1 Maintenance Report Sheets

The Supplier shall ensure that a maintenance record is completed electronically within the CAFM system for all planned and reactive maintenance activities undertaken by both the Supplier and its sub-contractors.

Maintenance records shall be completed by the operative attending site and shall be linked to the relevant asset and work order. 

As a minimum, each maintenance record shall include:

· site details
· work order reference
· asset reference
· details of the maintenance activity undertaken
· any applicable maintenance checklists completed
· observations, defects or recommendations identified
· materials, parts or consumables used
· any further action required
· date and time of attendance
· time spent undertaking the work
· name of the operative or engineer completing the activity
· any relevant photographs, test results or supporting documentation
· confirmation that the work has been completed in accordance with the relevant maintenance procedures, risk assessments and method statements.

The Supplier shall ensure that all maintenance records are uploaded to and retained within the CAFM system promptly following completion of the work.

QW reserves the right to review and audit maintenance records at any time through the CAFM system or upon request.


11.2 Operating Manuals and Drawings

The Supplier will maintain, update and revise the Operating & Maintenance Manuals and Record Drawings to ensure that they are accurate following any changes.

12. Technical Development & Awareness
The Supplier will monitor technical development within the building services and maintenance industry and advise QW of new regulations, standards and Approved Codes of Practice as they arise, developments and innovations that provide the opportunity to improve the performance of the systems either by reducing costs, improving the Site’s environment or providing any other benefit to QW as appropriate with the Services to be delivered.

13. Spares
All spare parts and consumable items that are required will be of the same quality and type as provided for the original installation unless these would currently be considered substandard in which case they should be replaced with current standards. Spare components shall be of the same manufacturer as the equipment being serviced wherever possible and shall not breach any warranty provisions.
The Supplier shall not charge QW any additional costs for the replacement of spares due to defective plant and equipment whilst the manufacturers' warranties remain in force.  Where warranties are in place, the Supplier will use these to make claims for any defects.

14. Supplies, tools & equipment
The Supplier will be responsible for providing all that is necessary for the execution of the Services, including labour, plant, transport, test instruments, chemicals and sundry materials.

All products, supplies and tools used by the Supplier will:

i. comply with and be stored in accordance with statutory requirements
and with the industry best practice;
ii. be environmentally friendly, energy efficient and cost effective insofar
as is reasonably practicable;
iii.  provide and properly maintain all tools and equipment necessary for the
provision of the Services at its own expense;
iv. ensure that equipment capable of being driven on public highways will comply in
every respect with statutory and QW’s requirements.

The Supplier will be responsible for storage of such tools and equipment, which, if stored at the Site, will be under appropriate conditions and with the prior agreement of QW.


15. Consumables
The Supplier will provide as part of the Services, and at no extra cost to QW, the following listed consumable items. For the avoidance of doubt, it is acknowledged that the cost of providing such consumables is included within the tender sum:

i. Rags;
ii. Grease;
iii. Floor paints;
iv. Short lengths of flex/cable;
v. Solder;
vi. Flux;
vii. Sealants;
viii. Saw cutting blades, drill bits and the like;
ix. Plastic rubbish sacks;
x. Sand and rubbing down materials;
xi. Silicone mastic/fillers etc.; and
xii. Screws/nails, nuts & bolts.


16. Access Plant

The Supplier will provide all temporary or mobile equipment including ladders, towers, scaffolds, cherry pickers and mobile electrical platforms required for the correct and safe compliance with Health & Safety legislation and the Supplier’s risk assessments. All access equipment required to perform the Services shall be included within the agreed Planned Preventative Maintenance costs or included within any quotations for additional works. 

17. Plant Room

The Supplier shall ensure that the plant room is kept clean and tidy of all rubbish and are locked when vacated. 

18. Waste & Rubbish

The Supplier will keep the premises free from all rubbish and debris arising during the course of the execution of the Services at all times.

The Supplier must safely and correctly dispose of all waste generated as a result of the execution of the Services by the Supplier or sub-contractors in accordance with all relevant laws and regulations.

19. Planned Preventative Maintenance (PPM): 

19.1 Building Fabric PPM

Landlord Responsibilities 

The landlord is responsible for the maintenance, inspection, testing and statutory compliance of all external and communal areas of the property. These areas are excluded from this agreement and include, but are not limited to:

Full fire alarm system maintenance;
Fire doors located within communal areas;
Fire extinguishers located within communal areas;
Emergency lighting within communal areas;
General lighting within communal areas;
Fire escape staircase(s)
Lifts;
Main entrance doors;
Car park barriers and access control equipment;
External drainage systems;
External electrical outlets; 
Lightning protection systems;
External grounds, landscaping and associated features; and 
External windows and building exterior.

The landlord shall remain responsible for arranging all planned preventative maintenance, statutory inspections, testing, repairs and replacements associated with these assets.
QW FM Supplier Responsibilities

The internal building fabric elements comprise:

Floors and Floor Coverings;
Internal Walls and Partitions – structure, finishes, coverings etc.;
Doors (internal);
Ceilings;
Fixtures and Fittings (other than Mechanical and Electrical); and
Internal Signage.
HVAC system
Internal Emergency lighting within QW domain
Access control within QW domain
Intruder alarm
CCTV
Undertaking the annual fire risk assessment

The Supplier should carry out a defects report as part of the mobilisation period on the building fabric and include any required Planned Preventative Maintenance for these areas in the PPM schedule or Forward Maintenance Programme for Agreement with QW.

19.2 Mechanical and Electrical PPM

The guiding principles for undertaking mechanical and electrical Planned Maintenance will be based on the HVCA’s SFG 20 standard maintenance specifications, manufacturers' instructions and other such maintenance-based activities as required by statute and/or legislation.

A PPM schedule will be developed and operated by the Supplier in agreement with QW and will comply with this Specification and any supplementary proposals by the Supplier which may be accepted by QW.

The PPM Schedule will include the following data as a minimum:

Asset Number;
Asset Description;
Location;
Planned maintenance frequencies;
Actual maintenance tasks completed; and
Notes column and/or any other information as appropriate.

All Services will take place at the agreed time and date and within the
programme to be proposed by the Supplier and agreed by QW.

The PPM schedule will specify activities at times to avoid disruption to the normal
business or convenience of QW. Additional costs for carrying out pre-determined maintenance tasks out of hours will not be chargeable to QW.


The Supplier will identify any assets not suitably covered by SFG20 and provide a proposal for supplementary maintenance for approval by QW.

The Supplier may propose their own PPM Specifications and frequencies, which will be considered by QW.

The Supplier shall ensure all relevant PPM documentation is uploaded to the CAFM system upon completion of the task; this documentation will be accessible by QW and remain on record for a relevant period.

The Supplier will ensure repairs and replacements do not reduce the asset’s performance capabilities and must be effected using matching spares and materials wherever practical.

The Supplier must comply with the QW Electrical Policy Annex B.

19.3 Statutory Examinations & Inspections

The Supplier will be responsible for ensuring that all plant and equipment
subject to statutory inspections are identified and included on the asset register.

The PPM Schedule will include an annual programme of statutory inspections to cover the requirements relevant to the installed assets, all records including reports, recommendations and records of completed works will be held in the CAFM system.

For statutory inspections and examinations, the Supplier will
· appoint an approved and qualified supplier to undertake the appropriate tests and examinations 
· provide attendance for all statutory inspections;
· prepare plant for inspection, including strip down of plant when required;
· return systems to a satisfactory state;
· prepare comprehensive individual reports on all items of plant inspected, complete with recommendations and proposals for rectification, if applicable. Issue these reports to QW within five  Business Days of the inspection;
· obtain instructions and approval prior to implementation for any repair
work required.

For any defects or non-conformances which require reactive works as a result
of a maintenance activity, test, inspection or examination, the Supplier will advise QW at the earliest convenience and provide a written quotation within five working days of receiving the report.

19.4 Water Management 

The Supplier will undertake a water risk assessment for all relevant wet
systems on Site.

This service must be provided by a competent supplier who is a member of the Legionella Control Association and must conform to the L8 Approved Code of practice.
		
A Risk assessment should be carried out at the start of the Framework Agreement and reviewed at least every two years or at the request of QW following a change to the water systems or other changes which may indicate it is no longer valid. 

A written scheme for controlling the risk from exposure must be prepared. This scheme must include:
· up to date plan schematic drawings of the water systems and photographic evidence of all areas of risk;
· a description of the correct and safe operation of the system;
· precautions to be taken, which may include:
· controlling the release of water spray;
· avoiding water temperatures between 20°C and 45°C;
· avoiding conditions that favour the proliferation of legionella bacteria and other micro-organisms;
· avoiding water stagnation;
· maintaining cleanliness of the system;
· use of water treatment;
· monitoring and routine inspection, including:
· checking the performance of the system;
· inspecting the accessible parts of the system for damage and signs of contamination;
· monitoring to ensure that the written scheme continues to control to the required standard;
· remedial action.    

The Supplier will address any remedial actions arising from the Legionella Risk Assessments and Written Scheme updates as part of the Framework Agreement.     
The Supplier will produce, agree with QW and implement an inspection and monitoring regime to cover the actions identified in the written scheme for controlling the risks identified, including but not limited to; monitoring temperatures, flushing little used outlets, cleaning and descaling. 

The Supplier will report any anomalies detected to QW and detail corrective works where required. 
A Logbook or the CAFM system should be used to record the all the activities relating to Water Management including the risk assessment, regular monitoring, precautionary activities, remedial actions and sampling results.  The method of recording must be approved by QW.  

[bookmark: _Toc318126381]19.5 Control of Asbestos

A copy of the asbestos report and register will be provided by QW during mobilisation.  The Supplier will be responsible for managing and updating the report and register as required.

The asbestos report and register will be included in all supplier inductions carried out by QW. Where appropriate risk assessments and method statements must include control measures for dealing with this hazard.
Should the Supplier identify any material that is suspected to contain asbestos that is not included within the report and register, they shall stop work immediately and advise QW.
19.6 Portable Appliance Testing:

The Supplier will include Portable Appliance Testing in the PPM schedule.

All records including reports, recommendations and records of completed works will be held in the CAFM system. 

All portable electrical equipment shall be given a unique identification number, inspected and tested at regular intervals according to a programme proposed by the Supplier and agreed by QW.

This programme should be in line with the Health and Safety Executive suggested initial maintenance intervals Maintaining portable electrical equipment HSG107.

Testing is to be carried out using purpose designed portable appliance test
instruments following the procedures detailed in the manufacturer’s instructions.
The test instrument shall have a current calibration certificate, a copy of which
shall be attached to the test results.

All equipment tested should be tagged showing a unique reference number, date of test and date of next test.

Any faulty equipment should be made safe and reported to QW immediately.

Appliances shall be defined as all equipment connected to the supply by a
plug and socket and which can be moved while in operation or while connected
to the supply. This includes extension leads.

New appliances will be visually checked by users before first use. The first full Portable Appliance Testing or formal visual inspection will be carried out at the first scheduled annual checks.  QW Electrical Policy Annex B provides advice and guidance to users on visual inspections, using portable equipment safely and the QW PAT testing regime.



19.7 Fixed Wiring Testing 
The Supplier shall ensure that Electrical Installation Condition Reports (EICRs) are undertaken at intervals recommended by the previous inspection report, current BS 7671 Requirements for Electrical Installations, statutory requirements and recognised industry guidance. Copies of all inspection reports, test results, certificates and recommendations shall be uploaded to the CAFM system and provided to QW.

19.8 Fire Risk Assessment

The Supplier is responsible for carrying out a fire risk assessment and annual reviews.  

The Supplier will agree responsibility for the completion of any remedial and ongoing actions as a result of this assessment with QW.

19.9 Fire Alarm Installations and Fire Protection Equipment

The Fire Alarm system is maintained and tested by the landlord and is excluded from this requirement.

19.10 Emergency Lighting 

A full plan of testing for the emergency lighting system within the QW office space must be included in the PPM schedule. 

Any emergency lighting failures should be reported to QW as a defect with costs for remedial works submitted to QW at the soonest opportunity.

QW will raise a Breakdown Maintenance Work Order to resolve this as soon as possible.

19.11 Fire Prevention & Control Equipment

The Supplier shall inspect, test and maintain all portable fire-fighting equipment, including fire extinguishers and fire blankets, in accordance with the current editions of relevant British Standards, manufacturers' recommendations and all applicable legislation and guidance.
The Supplier shall notify QW of any defects, non-compliances or changes in building layout, occupancy or use that may affect the suitability, type, location or quantity of fire-fighting equipment and shall provide recommendations for any required additions, removals or alterations.

All inspection and maintenance records, service labels, certificates and recommendations shall be recorded within the CAFM system and made available to QW upon request.
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The Supplier will include maintenance of the CCTV, intruder and access control systems in the PPM schedule.

19.13 Defects/Recommendations Reporting

Where defects are noted during PPM activities:

· The Supplier will confirm the details of the fault, the service affected, any interim arrangements, the proposal to resolve the problem and costs as soon as practical depending on the nature of the defect.

· All plant should be left operational or an interim solution proposed.

· QW will raise a Purchase Order to confirm acceptance of the works proposed.

Where recommendations for improvement are noted following PPM activities:

· The Supplier will provide recommendations in writing, fully costed and provided as a quote to QW for consideration.

· QW will raise a Purchase Order to confirm acceptance of the works proposed.
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All defects and recommendations will be recorded on the CAFM system and updated as any additional works are completed.

20. Replacement of Assets

Where the Supplier advises QW that an asset is beyond economical maintenance and repair, likely to cause ongoing unplanned downtime or pose potential health and safety risks because: 
· the performance and purpose of the relevant item or asset or works is not being achieved and is not capable of remedy through routine repair and maintenance; 
· routine repair and maintenance cannot be undertaken due to the unavailability of replacement components, themselves not constituting asset replacement, due to their obsolescence or for any other reason outside the Supplier’s reasonable control; 
· the replacement of components or repair or refurbishment is occurring more frequently than would reasonably be expected; 
· the cost of routine repair and maintenance is unreasonable. 

The Supplier will assist QW in determining a suitable replacement option considering operational use, capital cost and required life. Quotations will be required for the replacement of any asset and QW reserves the right to seek additional quotations and proceed to tender following normal procedures.

[bookmark: _Toc318126355]21. Forward Maintenance Plan
The Supplier will provide a rolling three year Forward Maintenance Plan (FMP).

This will include maintenance required to 
· comply with the Q2 building lease
· address any defects identified, to mechanical and electrical equipment/assets or  building fabric.
For a building of our size we would suggest the FMP is likely to contain the following examples:
· HVAC component replacements and lifecycle planning.
· Lighting upgrades (particularly opportunities for LED or energy efficiency improvements).
· Emergency lighting replacement programmes.
· Flooring, decorations and internal fabric repairs.
· Access control, CCTV and intruder equipment nearing end of life.
· Actions arising from fire risk assessments.
· Defects identified during PPM activities.
· Lease-related maintenance obligations.

The FMP will prioritise work and provide indicative all inclusive (excluding VAT) costs for each item, broken down into an appropriate level of detail to assist in planning and budgeting for works.

QW will consider the plan put forward and issue individual Purchase Orders for any tasks to be progressed.

The Plan will be reviewed on the anniversary of the issue date each year.

22. Breakdown Maintenance (BM)

The Supplier will provide a Breakdown Maintenance service. This will be provided on a 24/7, 365 days per year basis for the duration of the Framework Agreement with response times as detailed in table 1.

The Supplier will provide a helpdesk function to manage QW requests with a single contact number and email address to report issues.  This telephone number and email address will be monitored and answered 24/7, 365 days per year, by competent staff. 

QW staff raising a request will confirm the priority, provide a full description of the issue and provide contact details for the QW staff member handling the request. 

The helpdesk should use the CAFM system to raise a Work Order and allocate a unique reference number for all service requests and faults raised.
The CAFM system must be kept up to date with the progress of the works. 

The Helpdesk must provide updates to QW on request.

QW must be advised if there are delays or issues with completing works within the response time requested. 
Works should be carried out during normal business hours unless agreed with QW.  

All work carried out will be dealt with by suitably qualified operatives and tradesmen and cover both Mechanical and Electrical and Building Fabric Assets.

Wherever possible the Supplier will provide a permanent repair at first attendance. If this is not possible QW must be advised and the premises or plant left functioning and safe until resolution can be reached.

With the exception of emergencies, no works with a value in excess of £300 are to be undertaken by the Supplier without the prior agreement of the Qualifications Wales Senior Facilities Manager.

Annex A shows the typical reactive calls made in the last six months by QW.

22.1 Response Times
The response time is measured from the time that the phone call or email notification is made by QW.
The Supplier’s response times for activities managed through the helpdesk for all services will be as follows:
Table 1
	Response Category
	Initial Response within normal business hours (07:00 – 19:00, Mon – Fri excl. bank holidays)
	Initial Response outside normal business hours (19:00 – 07:00, Mon – Fri incl. bank holidays)
	Resolution/ rectification time

	Emergency

Risk to life, health and safety, security, statutory compliance, or significant business disruption.

	2-hours

Respond and institute at least an interim solution, within 5 hours, which returns the area/ plant to operational state until the permanent repair is completed.
	2-hours

Respond and institute at least an interim solution, within 5 hours, which returns the area/ plant to operational state until the permanent repair is completed.

	5-Business Days

Permanent repair/ rectification to be achieved within five Business Days of notification. This timescale will be dependant of options, parts and costs which should be provided to QW within 3 Business Days.

	Urgent

Significant impact on business operations, comfort, welfare or service delivery but not requiring emergency attendance.

	1 day

Respond and institute at least an interim solution, within one  Business Day, which returns the area/ plant to operational state until the permanent repair if complete.
	1 day

Respond and institute at least an interim solution, within one  Business Day, that returns the area/ plant to operational state until the permanent repair if complete.
	10 Business  Days

Permanent rectification to be achieved within five Business Days of notification. This timescale will be dependant options, parts and costs which should be provided to QW within 5 Business Days.

	Routine

Minor defects with limited impact on operations.

	4-days

Respond and institute at least an interim solution, within four Business Days, that returns the area/ plant to operational state until the permanent repair if complete.
	5-days

Respond and institute at least an interim solution, within five Business Day, which returns the area/ plant to operational state until the permanent repair if complete.
	15-Business Days

Permanent rectification to be achieved within five Business Days of notification. This timescale will be dependant options, parts and costs which should be provided to QW within 5  Business Days.




Quotes – Quotes for all works
Quotes for all works should be provided to QW within the response/ resolution time indicated in table above.


22.2 Defects/Recommendations Reporting

Where defects are observed during breakdown maintenance, but resolution of the issue is not possible during the initial response, the Supplier will work to the response and resolution times indicated in the table above.
Any recommendations for further improvements following breakdown maintenance activities should be provided in writing, fully costed and provided as a quote to QW for consideration.

QW will raise a Purchase Order raised to confirm acceptance of the works proposed.

All defects and recommendations will be recorded on the CAFM system and updated as any additional works are completed.

23. Alterations, Additions and New Works

In addition to PPM and BM, QW will have a requirement from time to time for
alterations, additions and small projects. 

Where additional services are required during the Framework Agreement Term the following thresholds, including VAT, will usually apply.

	Up to £6,000 
	Instructed via the Framework Agreement via the rates included in the Framework Agreement

	Up to £29,999 
	Three quotations required and a
recommendation provided for QW approval prior to proceeding

	Above £30,000 
	Classified as ‘Works Projects’ whereby the
Supplier may be required to undertake formal
competitive tendering. 



At its sole discretion QW may choose to accept the quotation from the Supplier or choose to tender the opportunity to other providers.  

QW will raise a Purchase Order to confirm acceptance of a quotation. 
The Supplier shall provide the most appropriately qualified tradesmen to carry out the works in each case using its own staff or sub-contractors as appropriate. 

For Services to be undertaken by the Supplier’s specialist sub-contractors, QW may request to see up to three quotations that the Supplier has obtained. Rates will not exceed the agreed schedule unless the sub-contractor is to fulfil a specialist function not covered by the schedule.  

All Services will comply with the current Building Regulations and any other
Legislative/Regulatory requirement relevant to the Services e.g. The Construction (Design and Management) Regulations 2015

QW reserves the right to have any new works carried out by a Replacement  Supplier.

24. Defects Liability 

QW will give the Supplier notice of any defects under a Work Order requiring them to be made good not later than fourteen Business Days after the completion of the works.  All defects reported in this way will be made good at the Supplier’s own cost.

In addition, a defects liability period for all works (including workmanship and parts) will be a minimum of 12 months after the date which QW signed off the completion of the works.

Any defects which appear within this period, in respect of the Services provided (or material supplied) will be made good by the Supplier at its own cost.

If it becomes necessary for the Supplier to make good any defective portions of the works, the provisions of this section will apply to the portions of the works made good until the expiration of this Defects Liability Period or 12 months from the date of making good, whichever is the later.
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25. Specialist Plant and Equipment 

In addition to general mechanical, electrical and building fabric maintenance Services, the Supplier shall engage reputable and appropriate third-party suppliers to undertake specialist maintenance services as required to certain assets where the required level of maintenance and/or skill is not available in house within the Supplier’s direct organisation.

The Supplier shall prepare detailed maintenance specifications and
frequencies for all specialist systems and equipment’. The Supplier shall also
apply and enhance where appropriate the ‘Minimum’ Maintenance Standards to
which the assets will be maintained. 

26. Performance Management

The Supplier's Account Manager and the QW Contract Manager shall meet on a quarterly basis, or at such other intervals as may be agreed, to review the performance and effectiveness of the Services.

QW will have direct access to the Supplier's CAFM system for the monitoring of service performance, statutory compliance, maintenance activities, asset information and outstanding actions.

Prior to each review meeting, the Supplier shall provide a summary of key matters for discussion, including any significant service issues, contractual matters, risks, proposed improvements or emerging compliance concerns.

The review meeting agenda shall typically include:
· performance against agreed KPIs and service levels;
· planned maintenance completion rates and statutory compliance performance;
· outstanding reactive maintenance and defect trends;
· open remedial actions and lifecycle recommendations;
· health, safety and environmental performance, including any incidents, near misses or non-conformances;
· complaints, compliments and customer feedback;
· Framework Agreement variations and service improvement proposals;
· changes in legislation or industry guidance that may affect service delivery;
· staffing or sub-contractor changes relevant to the Contract;
· CAFM performance, data quality and reporting; and
· forward look activities, including upcoming maintenance, inspections and planned works.

The Supplier shall maintain all performance, compliance and maintenance records within the CAFM system and make such information available to QW upon request.


27. Key Performance Indicators

[bookmark: _Toc318126331]QW and the Supplier shall confirm the KPI baseline reporting method. Unless otherwise agreed, the Supplier shall report performance monthly through the CAFM system and review the results with QW quarterly. The following minimum KPIs shall apply. 

	KPI 
	Measurement method 
	Target 
	Frequency 
	Required evidence 

	1. Planned preventative maintenance (PPM) completion 
	PPM tasks completed by the planned due date ÷ PPM tasks due in the reporting period × 100. 
	≥ 98% each month; 100% for statutory PPM. Any missed statutory task escalated to QW within 1 working day. 
	Quarterly
	CAFM report showing due date, completion date, asset, job sheet and exception reason. 

	2. Statutory certification 
	Statutory inspections with a valid certificate uploaded by the due date ÷ statutory inspections due × 100. 
	100%. Certificates uploaded to CAFM within 2 working days of completion. 
	Quarterly
	Current certificates, inspection reports and CAFM audit trail. 

	3. Reactive maintenance response 
	Reactive jobs attended within the contractual priority response time ÷ reactive jobs logged × 100. 
	≥ 95% overall and 100% for Priority 1 / emergency jobs. 
	Quarterly
	CAFM timestamps for logging, acknowledgement, attendance and priority classification. 

	4. Reactive maintenance resolution 
	Reactive jobs completed within the contractual priority resolution time ÷ reactive jobs due for completion × 100. 
	≥ 90% overall. All overdue jobs to have an agreed action, owner and revised completion date. 
	Quarterly
	CAFM completion timestamps, completion notes, job sheets and approved extensions. 

	5. Defect quotations 
	Valid quotations submitted within 5 working days of the defect being identified, unless a different period is agreed ÷ quotations requested × 100. 
	≥ 95%. Urgent safety-related quotations submitted within 1 working day. 
	Quarterly or per event
	Defect record, quotation request date, quotation issue date, scope and cost breakdown. 

	6. Health and safety actions 
	Risk assessments, method statements, inspections and corrective actions completed by their due dates ÷ actions due × 100. 
	100% for high-risk actions; ≥ 95% for all other actions. 
	Quarterly
	Approved RAMS, inspection records, action tracker and closure evidence. 

	7. Incident and near-miss reporting 
	Incidents and near misses initially notified within the required timescale ÷ total incidents and near misses × 100. 
	100% notified to QW within 1 hour for serious incidents and within 1 working day for all other events; investigation report within 5 working days. 
	Quarterly and per event 
	Initial notification, investigation report, root-cause analysis and corrective-action log. 

	8. CAFM data quality 
	Mandatory CAFM fields complete and accurate in a QW sample audit ÷ records sampled × 100. 
	≥ 98% accuracy and completeness; critical compliance records 100%. 
	Quarterly
	Audit sample, error log, corrective actions and evidence of correction. 

	9. Open remedial actions 
	Remedial actions closed by the agreed due date ÷ remedial actions due × 100. 
	≥ 95%; 100% for high-risk or statutory actions. No overdue action without QW-approved extension. 
	Quarterly
	CAFM action log showing risk rating, owner, due date, status and closure evidence. 

	10. Complaints 
	Complaints acknowledged and resolved within the agreed timescales ÷ complaints received × 100. 
	100% acknowledged within 1 working day; ≥ 95% resolved within 5 working days or within an agreed action plan. 
	Quarterly
	Complaint register, acknowledgement, investigation, response and closure confirmation. 

	11. Waste diversion from landfill 
	Tonnes of waste reused, recycled or recovered ÷ total tonnes of waste generated × 100. 
	≥ 90% each quarter. 
	Annual Report
	Waste transfer notes, contractor reports and calculation summary. 

	12. Carbon reduction 
	Delivery of the agreed annual carbon reduction actions and reporting of greenhouse gas emissions associated with the Services. 
	100% of annual actions completed by agreed dates; annual report submitted by the agreed reporting date. 
	Annual Report
	Carbon reduction plan, action tracker, emissions data, methodology and annual report. 

	13. Sustainable products and materials 
	Compliant sustainable products/materials used ÷ products/materials sampled × 100. 
	≥ 95%, where reasonably practicable; 100% evidence available for sampled items. 
	Annual Report
	Product list, environmental certification, safety data sheets and purchasing records. 

	14. Energy efficiency initiatives 
	Agreed energy-saving initiatives completed by due date ÷ initiatives due × 100, with benefits recorded. 
	100% of agreed initiatives completed; annual benefits report submitted by the agreed date. 
	Annual Report
	Initiative register, baseline, completion evidence and quantified or evidenced benefits. 

	15. Real Living Wage compliance 
	Personnel sampled who are paid at least the current Real Living Wage ÷ personnel sampled × 100. 
	100% throughout the Framework Agreement Term. 
	Annual Report
	Supplier declaration and anonymised payroll or equivalent assurance evidence. 

	16. Welsh, local, SME and VCSE supply-chain expenditure 
	Qualifying expenditure ÷ total addressable sub-contract and supply-chain expenditure × 100, reported by category. 
	Baseline and annual improvement target agreed during mobilisation; 100% of expenditure data reported accurately. 
	Annual Report
	Spend report identifying Welsh, local, SME and VCSE suppliers and the calculation basis. 



KPI assessment: Performance shall be calculated using the records for the relevant reporting period. Any excluded job, approved extension or force majeure event must be evidenced and agreed by QW. Failure to provide complete supporting evidence shall be treated as non-achievement of the relevant KPI. 

28. Monitoring and Assurance

The Supplier shall provide QW with full access to the Computer Aided Facilities Management (CAFM) system throughout the mobilisation period and for the duration of the Framework Agreement. Appropriate training shall be provided to the QW Authorised Representatives to enable effective use of the system, including the monitoring of planned and reactive maintenance activities. The CAFM system shall a contain comprehensive record for all Planned Preventative Maintenance(PPM) tasks, including completed job sheets, inspection reports, test results, statutory certificates and any other relevant documentation. QW will undertake routine audits of the CAFM system to verify that maintenance activities are being completed within agreed timescales, that records are current and accurate and that all supporting documentation has been uploaded and retained in accordance with the requirements of this Framework Agreement.


29. Payment and Invoicing

The Supplier shall submit applications for payment in accordance with the agreed invoicing process and frequencies.

Planned Preventative Maintenance (PPM) services shall be invoiced monthly and submitted no later than one month following completion of the relevant maintenance activities.

Reactive maintenance and additional works may be submitted periodically in agreed batches for review and approval by QW.

Prior to submitting an invoice, the Supplier shall provide a supporting payment submission containing sufficient detail to enable QW to validate the Charges. As a minimum, the submission shall include:

· QW Purchase Order number;
· description of the works or services undertaken;
· relevant work order reference(s);
· date(s) of attendance;
· breakdown of labour, including trade, hours worked and applicable contract rates;
· breakdown of materials and parts used;
· details of sub-contractor costs and supporting evidence where applicable;
· copies of any relevant quotations, approvals or completion documentation; and
· total value of the submission, excluding and including VAT.

QW reserves the right to review and challenge any costs prior to approval.

Following agreement of the payment submission, the Supplier shall issue a VAT invoice reflecting the approved value.

Any contractually agreed discounts shall be clearly identified on supporting submissions and invoices.

Credit notes shall be issued within five Business Days of agreement by QW.

All invoices and supporting documentation shall be submitted electronically unless otherwise instructed by QW.
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Six months before expiry, or earlier termination of the Framework Agreement, the Supplier shall:
· ensure there is no diminution of the Services up to and including the final day of the Framework Term;
· ensure that all work is transferred to any new supplier or suppliers as smoothly and efficiently as possible;
· draw any outstanding work to a close at an appropriate stage as agreed with QW; 
· hand over to QW all documents and information relating to the Services;
· co-operate fully with any incoming supplier or suppliers.
