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THIS SCHEDULE is made the [insert the day that the Purchasing Authority or Beneficiary signs] day of [insert the month and year that the Purchasing Authority or Beneficiary signs] (‘the Purchasing Authority’)

BETWEEN:-

[insert the name of the Purchasing Authority or Beneficiary] whose principal office is [insert address] (‘The Purchasing Authority’); and 

[insert name of Provider] whose registered office is at [insert address of Provider] (‘the Provider”).

Contents
41.
Preamble


52.
Defined Terms


83.
Ordering Procedures


94.
Delivery


125.
Packaging


126.
Identification of Goods


127.
Acceptance and / or Rejection Of Goods


138.
Quality


139.
Copyright


1310.
Provider’s undertakings


1411.
Purchasing Authority’s Undertakings


1512.
Undertakings by Both Parties


1513.
Lot Specific: Performance Measurement  & Related Payment


1514.
[Reporting & Monitoring]


1615.
[Standard Service Level Agreements (SLAs)]


2016.
[Standard Key Performance Indicators (KPIs)]




1. Preamble
The following Schedules must be used by the Purchasing Authority when placing an Order. The Schedules are specific to each Lot below.
Lots 2, 4, 5 and 6 consist of two (02) Schedules:
“Agent Supply” Schedules should be used for electronic content which is purchased directly from an agent.

“Direct Publisher Supply” Schedules should be used for electronic content which is purchased directly from a publisher or an aggregator.

	LOT Number
	LOT Name
	Schedule Name
	Schedule Number

	LOT 1
	Print journals
	Schedule A: Print Journals
	Schedule A (05A)

	LOT 2
	E-journals 
	Schedule  B: Electronic Journals: Agent Supply 

Schedule  B: Electronic Journals: Direct Publisher Supply
	Schedule B (05B/A)

Schedule B (05B/P)

	LOT 3
	Print books 
	Schedule C: Print Books
	Schedule C

	LOT 4
	E-books 
	Schedule D: Electronic Books: Agent Supply

Schedule D: Electronic Books: Direct Publisher Supply 
	Schedule D (05D/A)

Schedule D (05D/P)

	LOT 5
	Databases
	Schedule E: Databases: Agent Supply 

Schedule E: Databases: Direct Publisher Supply 
	Schedule E (05E/A)

Schedule E (05E/P)

	LOT 6
	Aggregated Evidence Summaries Resources
	Schedule F: Aggregated Evidence Summaries Resources: Agent Supply 

Schedule F: Aggregated Evidence Summaries Resources: Direct Publisher Supply
	Schedule F (05F/A)

Schedule F (05F/P)


Schedule A: Print Journals is to be used for the purchase of Print Journals ONLY.
Schedule A must be used for the supply of print journals for single or multiple sites from an appointed Provider(s) to the NICE Electronic and Print Content Framework Agreement within Lot 1.
 Schedule A should be used in conjunction with the: 

Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement. 

The clauses within this Schedule are those terms which are mandatory and should not be altered.  However [bracketed] sections, clauses or terms are negotiable dependent on the local requirements of individual Authorities. For the avoidance of doubt, the term “must” is used throughout this Schedule within those clauses considered mandatory. The terms “shall” and “should” are used within those clauses considered negotiable.
Further instructions and guidance is supplied to purchasing Authorities for those [bracketed] sections, clauses or terms in a separate Purchasing Instructions and Guidance document to support negotiations with Framework Providers during the procurement period of individual / local content purchases.

2. Defined Terms 
In this Schedule, the words and expressions below will be interpreted to have the meanings adjacent to them:

	“Agent” 
	means, an organisation or intermediary which supplies print journal titles for which it does not publish, and is an appointed Provider. 

	“the Agreement” 
	means, the whole Agreement, which consists of the Supplementary Terms and Conditions of Contract (reference number: NICE_FA_08a) and any Annexes; the Schedule(s) and any Appendices, specific to this Agreement. 

	 “Beneficiary"  
	means entities which the Purchasing Authority may have purchased on behalf of another Beneficiary as defined in Annex 3 of the Supplementary Terms and Conditions of Contract. Only those Beneficiaries listed in Annex 3 shall be Party to this agreement and be eligible to use the deliverables as detailed in Annex 1.

	“Bibliographic Data” 
	means, the information needed to identify and retrieve a publication, to include items like author, title, publisher, place of publication, publication date, journal title, volume and part number, keywords of relevance.

	 “CLA” 
	means, the UK Copyright Licensing Agency.

	“Commencement Date” 
	means the date agreed by the Parties in writing or detailed in the Specification, on which the provision of the Goods and / or Provider’s Service is to start. 

	 “Contracting Authority” 
	means, the National Institute for Health and Care Excellence (NICE), that concludes this Framework Agreement for the Deliverables intended for the Beneficiaries, or any successor body.  

	“Copyright” 
	means, the ownership of an intellectual property within the limits of current UK Copyright legislation. A bundle of intangible rights granted by statute to the author or originator of certain literary or artistic productions, whereby, for a limited period, the exclusive privilege is given to that person (or to any Party to whom he or she transfers ownership) to make copies of the same for publication and sale.

	“Default” 
	means, any breach of the obligations of either Party, (including but not limited to fundamental breach or breach of a fundamental term), or any default, act, omission, negligence or statement of either party, its employees, agents or sub-contractors in connection with or in relation to the subject matter of the Agreement and in respect of which such Party is liable to the other hereunder. 

	"Deliverable(s)" 
	means the Good(s) and the Provider’s Service(s) as detailed in the Specification; the Service Level Agreement(s) and Key Performance Indicators(s) as set out in the Schedule(s).

	 “General Enquiries” 
	means, all 1st line or 2nd line support queries sent to the Provider for resolution that does not concern an incident or critical query regarding any Order or term of this Schedule.

	“Goods” 
	means, the print material as set out in Specification, Annex One to the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement.

	“KPI” 
	means Key Performance Indicator(s) that are metrics used to quantify the performance of the Provider and monitor the Provider’s adherence to the Service Level Agreement(s). 

	“Location” 
	means, the location where the Goods are to be supplied, as set out in the Specification.

	“Order” 
	means, the Order placed by the Purchasing Authority that details the requirements of the Purchasing Authority to be supplied by the Provider at the agreed cost in the Invitation to Quote and as detailed in Annex One to the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement.

	“Party” 
	means any Party to the Agreement individually and “Parties” refers to all of the parties to the Agreement collectively.  A Party shall include all permitted assigns of the Party in question.  All persons who are not a Party to the Agreement are third Parties.

	 “Provider” 
	means, an organisation appointed to the NICE Electronic and Print Content Framework Agreement.

	“Provider’s Service” 
	means, the Deliverables in the Specification as detailed in Annex One of the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement. 

	 “Publisher” 
	means, an entity which owns the intellectual property rights (IPR) to the Goods provided, and is an appointed Provider.

	 "Purchasing Authority" 
	means the organisation (of which is listed in the Beneficiary list) and as detailed in (Party 1) of Supplementary Terms and Conditions of Contract and this Agreement, placing the Order for the supply of Deliverable(s).

	 “SLA” 
	means, Service Level Agreement(s), a formal negotiated agreement between two Parties that sits beneath the Schedule that records the common understanding about the standards of the Provider’s Service or Provider’s Service objectives which the Provider is required to achieve in the performance of the Agreement, details of which are contained in [Clause 15]. 

	  “Specification” 
	means, the description of the Goods and / or Provider’s Service(s) together with (where applicable) a brief description of Deliverables to be provided pursuant to such Goods and / or Provider’s Service(s) as referred to, set out in or attached to the Order (or, if no such description is set out in or attached to the Order, as set out in or attached to any documentation inviting the Provider to tender for the appointment to provide the Goods and / or Provider’s Service(s), including any documentation issued, or made available, to the Provider by any Purchasing Authority or Beneficiary).

	“Subscription Fee” 
	means, the fee set out in Annex 3 Price Schedule to the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement.

	“Subscription Term” 
	means, the period set forth in the Specification. 


3. Ordering Procedures

The Provider must accept the Order placed by the Purchasing Authority in electronic form (EDI, email or online), by paper, or fax, or telephone if urgent.

The Provider shall acknowledge receipt of the Order in line with the SLA and no later than the specified working days as detailed in the SLA. 
The Provider shall process the Order placed by the Purchasing Authority within the timeframe as detailed in the Specification.

Subscription Term:

The term of the subscription(s) under this Agreement shall be for an initial twelve (12) months with options to renew for two (02) x twelve (12) month periods.

Renewals

Subject to 3.4.1 where the Subscription Term allows for the option(s) to renew, the Provider shall:

Provide the Purchasing Authority with dates for renewals to ensure continuity of supply. A renewal list must be provided to the Purchasing Authority, including current prices in line with the SLA. Every effort should be made by the Provider to obtain firm prices from Publisher(s) prior to dispatch of the renewal list.

Terminate the supply on the expiry date of the Subscription Period or where a renewal provision has been agreed subject to 3.4.1, the Provider shall renew the supply on written confirmation. 

4. Delivery
The Provider shall deliver the Goods on the date(s) specified in the Specification. If no date is specified then delivery shall be made on the day of publication or within fourteen (14) working days of publication. 
[Unless otherwise stated in the Order, where the Goods are delivered by the Provider, the point of delivery shall be when the Goods are removed from the transporting vehicle at the Premises and such delivery has been accepted by a duly authorised agent, employee or Location representative of the Purchasing Authority.  The Purchasing Authority shall ensure that such duly authorised agent, employee or Location representative of the Purchasing Authority is at the delivery location in order to accept such delivery.]
[Except where otherwise provided in the Specification , delivery shall include the unloading, stacking or installation of the Goods by the Staff or the Provider’s suppliers or carriers at such place as the Purchasing Authority or duly authorised person shall reasonably direct.]
[The Purchasing Authority shall be under no obligation to accept or pay for any Goods supplied earlier than the date for delivery stated in the Specification. Unless otherwise agreed with the Purchasing Authority, Goods shall not be delivered more than five (05) working days prior to the delivery date specified in the Specification. The Purchasing Authority shall be entitled at its sole discretion to refuse to accept the delivery or to accept delivery and apply a charge to the Provider any expenses incurred by it as a result of such early delivery (including but not limited to the costs of moving and storing the Goods).]
[The Purchasing Authority shall be under no obligation to accept or pay for any Goods delivered in excess of the quantity ordered. If the Purchasing Authority elects not to accept such over-delivered Goods it shall give notice in writing to the Provider to remove them within five (05) working Days and to refund to the Purchasing Authority any expenses incurred by it as a result of such over-delivery (including but not limited to the costs of moving and storing the Goods), failing which the Purchasing Authority may dispose of such Goods and charge the Provider for the costs of such disposal. The risk in any over-delivered Goods shall remain with the Provider unless they are accepted by the Purchasing Authority.]
[In the event that the Purchasing Authority requires next day or short notice deliveries which are not provided for in the Specification, the Provider may pass on any additional costs relating to the delivery of the Goods to the Purchasing Authority placing the Order.]
[In the event that the Purchasing Authority has specified a date in the Order but has not been ready to receive the Goods on that date, the Provider may charge additional costs of return, storage and redelivery to the Purchasing Authority, notwithstanding Clause 4.4.] 
[Any carrier engaged in the carriage and/or delivery of the Goods shall be deemed to be an agent of the Provider and not the Purchasing Authority.] 

[Unless otherwise stated in the Order, the Provider is responsible for obtaining all export and import licences for the Goods and shall be responsible for any delays due to such licences not being available when required.]
[In the case of any Goods supplied from outside the United Kingdom, the Provider shall ensure that accurate information is provided to the Purchasing Authority as to the country of origin of the Goods and shall be liable to the Purchasing Authority for any additional duties or taxes for which the Purchasing Authority may be accountable should the country of origin prove to be different from that advised by the Provider.]
[Any arrangement to deliver the Goods where carriage is to be charged separately or any arrangement by which the Goods are collected by the Purchasing Authority in return for a discount on the Contract Price shall be recorded in writing and signed by a duly authorised signatory on behalf of the Purchasing Authority.  Where due to an emergency such arrangements cannot be committed to writing and signed off as aforesaid the Parties shall confirm such arrangements in writing as soon as possible thereafter.]
[If the Provider fails to deliver the Goods within the date specified in the Specification or within fourteen (14) working days of receipt of Order, the Purchasing Authority may release itself from any obligation to accept and pay for the Goods and/or terminate the Agreement, in either case without prejudice to any other rights and remedies of the Purchasing Authority.] 
[Delivery Time]
[The time of delivery shall be agreed on the face of the Order (or otherwise agreed in writing by the Parties).

Where the time of delivery has been agreed by the Parties on the face of the Order or otherwise agreed in writing then time for delivery shall be of the essence and without prejudice to any other right or remedy of the Purchasing Authority.]
Unless otherwise agreed in writing by the Purchasing Authority and the Provider:
[a delivery note shall accompany each delivery of the Goods in line with the SLA;]
[an invoice shall be rendered on the Provider’s own invoice form in line with the SLA.]
Ownership and Risk 

Subject to Clause 4.15.2, risk in the Goods shall, without prejudice to any other rights or remedies of the Purchasing Authority (including the Purchasing Authority’s rights and remedies under Clause 7 (Acceptance and / or Rejection Of Goods)) pass to the Purchasing Authority at the time of delivery. 
Ownership in the Goods shall, without prejudice to any other rights or remedies of the Purchasing Authority (including the Purchasing Authority’s rights and remedies under Clause 7(Acceptance and / or Rejection Of Goods)), pass to the Purchasing Authority at the time of delivery (or payment, if earlier). 
[Non-Delivery] 
[On dispatch of any consignment of the Goods the Provider shall send the Purchasing Authority an advice note specifying the means of transport, the place and date of dispatch, the number of packages and their weight and volume. Where the Goods, having been placed in transit, fail to be delivered to the Purchasing Authority on the due date for delivery, the Purchasing Authority shall, (provided that the Purchasing Authority has been advised in writing of the dispatch of the Goods), within ten (10) working days of the notified date of delivery, give notice to the Provider that the Goods have not been delivered and may initiate a claims process, or  request the Provider free of charge to deliver substitute Goods within the timescales specified by the Purchasing Authority.] 
5. Packaging
Where the Goods are imported into the United Kingdom, the Producer Responsibility Obligations (Packaging Waste) Regulations 1997 shall apply. The Provider shall assume the rolled-up obligations for all the activities performed outside the United Kingdom in relation to the Goods and the packaging which is used for the containment, protection, handling, delivery and presentation of the Goods in addition to any other obligations the Provider may have pursuant to the said Regulations. 

[The Goods shall be securely packed in trade packages of a type normally used by the Provider for commercial deliveries of the same or similar goods either in retail or in bulk quantities within the United Kingdom.]
[All Goods must clearly show required details in line with the SLA on the outside of each package unless otherwise specified in the Order.] 
6. Identification of Goods
All Goods that customarily bear any mark, tab, brand, label or other device indicating place of origin, inspection by any government or other body or standard of quality must be delivered with all the said marks, tabs, brands, labels, serial numbers or other devices intact.

7. Acceptance and / or Rejection Of Goods
Without prejudice to the operation of Clause 7.4, the Goods shall be inspected on behalf of the Purchasing Authority within a reasonable time after delivery under Clause 4 (Delivery). The Goods  may be rejected if found to be defective or inferior in quality to or differing in form or material from the requirements of the  Specification, or if they do not comply with any term, whether expressed or implied, of the Agreement.

Without prejudice to the operation of Clause 7.4, the Purchasing Authority shall notify the Provider of:

the discovery of any defect[ within fourteen (14) working days of delivery] and shall give the Provider all reasonable opportunities to investigate such defect; and

any shortage or damage caused in transit and found on delivery [within fourteen (14) working days of delivery.]
The whole of any delivery may be rejected if a reasonable sample of the Goods taken indiscriminately from that delivery is found not to conform in every material respect to the requirements of the  Specification.

Goods so rejected under clauses 7.1, 7.2 and 7.3 after delivery shall be removed [in line with the SLA clauses 15.10 (Rejected Goods)]. 

8. Quality
The Provider  shall ensure that: 

the Goods conform in all respects with the Specification and, where applicable, with any sample approved by the Purchasing Authority; 

the Goods correspond with the requirements and/or any particulars specified in the  Specification; 

the Goods conform in all respects with all applicable Laws; and 

the Goods shall be free from defects in design, materials and workmanship, new, and shall be supplied strictly in accordance with the Specification and/or any sample previously provided to the Purchasing Authority and are fit and sufficient for all the purposes for which such Goods are ordinarily used and for any particular purpose made known to the Provider. 

9. Copyright
The Goods provided under this Agreement shall be subject to current UK Copyright legislation, and any licence held by the Purchasing Authority which grants additional copying permissions.
10. Provider’s undertakings 
The Provider reserves the right at any time to withdraw from the Goods any item or part of an item for which it no longer retains the right to [publish or supply], or which it has reasonable grounds to believe infringes Copyright or is defamatory, obscene, unlawful or otherwise objectionable. In the event of an entire journal issue(s) being removed during the Subscription Term, the Purchasing Authority may exercise its rights under Clause 13.1.1. 

Except as expressly provided in this Schedule, the Provider makes no representations or warranties of any kind, express or implied, including, but not limited to, warranties of design, accuracy of the information contained in the Goods, merchantability or fitness of use for a particular purpose. The Goods are supplied ‘as is.
Limitation of Liability

Subject to clause 19 and 21 of the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement, the Purchasing Authority shall not be liable to the Provider for any indirect or consequent loss, damage, injury or costs whatsoever which arise out of or are connected with the Purchasing Authority's adherence or non-adherence to the terms and conditions of this Agreement.  Except in the case of death or personal injury caused by negligence, and fraudulent misrepresentation or in other circumstances where liability may not be so limited under any applicable law.

Subject to clause 19 and 21 of the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement, and always to clause 10.5.1, the Provider’s liability for Defaults or termination shall be subject to the following financial limits: 

the aggregate liability for all Defaults arising in any twelve (12) month contract period from the Commencement Date, in connection with this Agreement shall in no event exceed [125%] of the Fee payable by the Purchasing Authority to the Provider;

the aggregate liability in circumstances where the Purchasing Authority terminates this Agreement shall in no event exceed [125%] of the Fee payable by the Purchasing Authority to the Provider.  

11.  Purchasing Authority’s Undertakings 
Nothing in this Schedule shall make the Purchasing Authority liable for breach of the terms of the Schedule by any Authorised User provided that the Purchasing Authority did not cause, knowingly assist or condone the continuation of such breach after becoming aware of an actual breach having occurred.
12. Undertakings by Both Parties 
Each Party shall use its best endeavours to safeguard the intellectual property, confidential information and proprietary rights of the other Party.
13. Lot Specific: Performance Measurement  & Related Payment
In addition to clause 6 of the Supplementary Terms and Conditions of Contract for NICE Electronic and Print Content Framework Agreement the Purchasing Authority and any Beneficiary shall be entitled to:

In the event that an entire journal issue(s) is permanently removed, or unavailable, during the Subscription Term for any reason, the Provider shall refund to the Purchasing Authority that part of the Subscription Fee for the remaining un-expired portion of the Subscription Term, proportional to the amount of the Goods withdrawn or unavailable. [The Provider shall issue a credit note to the value of the agreed reduction to be credited against future purchases.]
14.  [Reporting & Monitoring]
The Provider should give written notice to the Purchasing Authority, within fourteen (14) working days, of withdrawal from the Goods any item or part of an item for which it no longer retains the right to [publish or supply], or which it has reasonable grounds to believe infringes Copyright or is defamatory, obscene, unlawful or otherwise objectionable
The Provider shall attend [monthly / quarterly / 6 monthly / annual]  required review meetings with the Purchasing Authority and provide the Purchasing Authority with a Provider’s Service report no later than ten (10) working days before the scheduled review meeting. The Provider’s Service report should provide a summary of performance against any agreed KPIs, as well as accurate details of the quantity and value of the Goods sold to include (but not limited to):

Confirmation of new Orders, payment method used, Subscription Term;
Total amount of spend by an individual Purchasing Authority, region and consortia including account code and departmental code;

List of titles purchased with Publisher name, country of origin and published price; 

Outstanding Orders/claims processed;

Details of credits made or due to be made to the Purchasing Authority’s account;

Changes to publication schedules;
Details of General Enquiries received and/or complaints and their resolution.
15.  [Standard Service Level Agreements (SLAs)]
Help Desk and support services: 
The Provider must have a single point of contact (named person, dedicated email and telephone number).

The Provider must provide a response to a query of an outstanding Order(s)  and/or claim(s) status raised by the Purchasing Authority  within two (02) working days, with a clear indication of Publisher’s or other Provider’s responses and actions ensuing.

The Provider must provide acknowledgment of any complaint received within one (01) working day and provide confirmation of action to be taken within (02) working days. Regular notification and updates must be provided for Authorities about actions taken until a satisfactory conclusion has been achieved
The Provider should provide the Purchasing Authority with a written policy to evidence a standard procedure in place to notify the Purchasing Authority of any duplication of content purchases within the same organisation.

The Provider should provide the Purchasing Authority with details of regular training and education programmes provided to support use of print journal management / claims systems.
General Enquiry response: 

The Provider must ensure there is a named contact and chain of command for General Enquiry response. 

The Provider must respond to any General Enquiry within two (02) working days. 

General Enquiries should be resolved and closed within twenty (20) working days from reported enquiry date. Where a General Enquiry is not closed within the required timescales regular notifications of progress must be provided to the Purchasing Authority of action taken to resolve within an indication of additional timescales required.
Order procedures:
The Provider must acknowledge that Orders have been placed and confirm by fax, post or e-mail within five (05) working days, clearly stating ‘Confirmation of Order’.  Confirmation of Orders should provide a statement of:
Confirmation that Orders have been placed [with the relevant Publisher(s).] 

Notification if the Goods ordered are known to be behind in publication, or has temporarily ceased. The Provider must give the Purchasing Authority the option of suspension of the subscription until normal publication resumes. 

Current price(s) - titles clearly marked as to whether firm or estimated prices.

Start date.
Subscription period;
Subscriptions which cover more than a twelve (12) month Subscription Term. 
An indication of electronic availability of print titles. 
Frequency of publication.
Claim limit if known.
Delivery address.
Account number.
Order number.
Department number.
Method of payment.
Selection support:

The Provider should provide a regular, new title announcement service in either printed or tagged electronic form, sorted by subject. 
The Provider should provide free online access to the Purchasing Authority’s records on the Providers system (including but not limited to):
Availability status of Goods (not yet available, out of print, reprinting, etc.) to include realistic dates when titles are expected to be available.
Facility to initiate claims.
Account information, including address details.
Current status of Orders and Order tracking, including delivery dates of past orders.

Invoice / payment details.
Online ordering.
Management information and reports.
Expenditure to date.
Bibliographic Data on all titles supplied.
provision of the ability to download MaRC records as detailed in Appendix 1 to this Schedule with embedded Order data,  including frequency of publication and estimated date of publication.

Renewals:

Exact dates for renewals must be provided to the Purchasing Authority.

A renewal list should be provided to the Purchasing Authority which should include:

Current prices.
Titles clearly marked as to whether firm or estimated prices.
Details of subscriptions which cover more than a twelve (12) month period;

An indication of electronic availability of print titles. 

Written notification should be provided of the correct renewal price and the percentage change within five (05) working days of receiving this information from the Publisher. All firm renewal prices should be agreed with the Purchasing Authority within fourteen (14) working days of the commencement date for renewals.

Dispatch & delivery: 
Delivery of all print journals must be provided at no additional charge within the UK. 

The Provider must notify the Purchasing Authority when a journal issue is known to be behind in publication during the Subscription Term, or has temporarily ceased, in writing within five (05) working days of receipt of this information from the Publisher.

The following packaging details should be shown on the outside of every package:

a description of the Goods to  include  the weight of the Goods where available and the Purchasing Authority's or any Beneficiary’s Order number;

the quantity in the package where available;

any special directions for storage.
The following delivery note details should be provided:

the Purchasing Authority’s or any Beneficiary’s Order number;

the description and quantity of the Goods.
The following invoice note details should be provided:

the Purchasing Authority’s or any Beneficiary’s Order number;

the description and quantity of the Goods.

Cancellations:
The Provider must automatically cancel any Orders outstanding due to delayed publication after (Purchasing Authority to insert period – maximum 1 year) and provide a confirmation to the Purchasing Authority.
Rejected Goods:

Where Goods are rejected after delivery the Provider must agree with the Purchasing Authority the removal, return or non-return of the Goods. Any cost of return must be reimbursed to the Purchasing Authority from the Provider and any removal must be at the Providers own expense within fourteen (14) working days from the date of notification of rejection.

Replacement issues where faults are found in the original copy received to be dispatched within seven (07) working days from the date of notification of rejection. 

16. [Standard Key Performance Indicators (KPIs)]
	Category
	KPI 
	Performance / Quality Level
	Compliance level (annual)
	Actions

	Order Procedures
	Confirmation of Order(s) – to include elements as set out in SLA.
	Within 05 working days of Order receipt.
	98% of all Orders placed
	Provider to monitor and provide in any required reporting.

	Order Procedures
	Notification to be provided of title(s) known to be behind in publication, issues missing, or temporarily ceased publication. 
	Within 05 working days of Order receipt.
	98% of all Orders placed.
	Option of suspension of the subscription until normal publication resumes.

Where issues still unavailable after 01 year see KPI for   “Delivery:  Missing issues”.
Where full Order(s) still unavailable after 01 year see KPI for: “ Delivery: Missing Order(s)

Provider to monitor and provide in any required reporting.

	Order Procedures
	Response to Order status queries raised 
	Within 02 working days of receipt -  an acceptable provides a clear indication actions and timescales ensuing
	98% of all queries received by Provider.
	Provider to monitor and provide in any required reporting.

	Delivery
	Notification of delayed journal issues during the Subscription Term (e.g. behind in publication,  has temporarily ceased)
	Within 05 working days of receipt of this information from the Publisher.
	98% of all subscriptions.
	Provider to monitor and provide in any required reporting.

	Delivery
	Adherence to delivery date(s). 


	As set out in Specification
	98% of all subscriptions.
	Provider to monitor and provide in any required reporting.

	Delivery
	Delivery date- (where no delivery date specified)
	Within 14 working days of Order receipt
	98% of all subscriptions.
	Provider to monitor and provide in any required reporting.

	Delivery
	Delivery of replacement issues (due to faults in original)
	Dispatched within 07 working days from the date of notification of rejection.
	98% of all subscriptions.
	Provider to monitor and provide in any required reporting.

	Delivery 
	Missing issue(s)
	Outstanding issue(s) after end of Subscription Term
	100% of all subscriptions.
	See clause 13.1.1 

Provider to offer a credit note to the value of an agreed reduction to the [annual] Subscription Fee paid. 

Purchasing Authority to monitor.

	Delivery
	Missing Order(s) 
	Full outstanding Order(s) after 01 year


	100% of all Orders.
	Provider to provide confirmation of Order cancellation and offer a credit note to the value of the full Subscription Fee paid, [to be credited against future purchases.]

Purchasing Authority to monitor.

	Helpdesk & support
	Response to Complaints
	Within 01 working day of receipt and provide confirmation of action to be taken within 02 working days – an acceptable response provides confirmation of action to be taken.
	98% of all complaints received.
	Provider to monitor and provide in any required reporting.

	Helpdesk & support
	Response to General Enquiries.


	Within 02 working days of receipt.
	98% of all General Enquiries received.
	Provider to monitor and provide in any required reporting.

	Helpdesk & support
	Resolution and closure of General Enquiries.


	Within 20 working days from reported issue date –regular notification should be provided of action taken and additional timescales required to resolve.
	85% of all General Enquiries received.
	Provider to monitor and provide in any required reporting.

	Reporting & Monitoring
	Compliance with reporting requirements
	
	100%
	Purchasing Authority to monitor.


Schedule Signatures
AS WITNESS the hands of the parties the day and year below first written

Authorised Signatories

	For and on behalf of The Provider

	Signature
	

	Print Name
	

	Date
	

	Position 
(Budget Holder)
	


	For and on behalf of The Purchasing Authority

	Signature
	

	Print Name
	

	Date
	

	Position 
(Budget Holder)
	


Appendix 1: MARC RECORD REQUIREMENTS

	Field
	Subfield
	Description

	20
	$a
	ISBN

	22
	$a
	ISSN

	100
	$a
	Author - Personal Name

	130
	all
	Uniform Title

	245
	$a
	Title - title

	260
	$a
	Publication - place

	 
	$b
	Publication - name of Publisher

	 
	$c
	Publication - date of publication

	440
	$a
	Series statement - title (1)

	533
	all
	Reproduction note

	650 00
	 Subject added entry - topical term - LoC - term or geographic name
	

	700
	 
	Added entry - personal name

	710
	 
	Added entry - corporate name

	711
	 
	Added entry - meeting name

	856 40
	$uLocation of resource - URI
	

	1
	 
	Control Number

	3
	 
	Control Number Identifier

	8
	 
	General information (all)

	8
	pos 30
	Books - General information - Festschrift

	8
	pos 23
	Continuing resources - General information - Form of item

	10
	 
	Library of Congress control number

	35
	$a
	System control number

	41
	all
	Language code

	100
	all
	Author

	240
	all
	Uniform Title

	 
	$b
	Title - remainder of title

	 
	$c
	Title - statement of responsibility etc

	 
	$h
	Title - medium

	 
	$n
	Title - number of part/section

	 
	$p
	Title - name of part/section

	246
	all
	Varying form of title

	250
	all
	Edition statement

	250
	$a
	Edition statement

	254
	all
	Musical presentation statement

	255
	all
	Cartographic mathematical data

	260
	all
	Publication

	300
	all
	Physical description

	300
	$a
	Physical description - extent (pages etc)

	310
	all
	Current publication frequency

	362
	all
	Dates of publication and/or sequential designation

	440
	all
	Series statement/Added entry -- Title

	 
	$n
	Series statement - Number of part/section of a work

	 
	$p
	Series statement - Name of part/section of a work

	 
	$v
	Series statement added entry - volume number (1)

	 
	$v
	Series statement - Volume number/sequential designation

	500
	all
	General note

	502
	all
	Dissertation note

	506
	 
	Restrictions on access note

	516
	$a
	Type of computer file or data note

	534
	$p
	Original version note - introductory phrase

	 
	$c
	Original version note - publication, distribution etc of original

	590
	$a
	Local Note (2)

	Important
	
	

	600
	 
	Subject added entry - personal name

	610
	 
	Subject added entry - corporate name

	611
	all
	Subject added entry - Meeting name

	630
	all
	Subject added entry - Uniform title

	650 02
	 
	Subject added entry - topical term - medical subject headings

	651
	 
	Subject added entry - geographic name

	655 7
	$a
	Index Term - Genre/form

	 
	$2
	Index Term - source of term

	730
	all
	Added entry - uniform title

	830
	all
	Series added entry - uniform title

	830
	$a
	Series added entry - uniform title

	 
	$n
	Series added entry - uniform title - number of part/section of a work

	 
	$p
	Series added entry - uniform title - Name of part/section of a work

	 
	$v
	Series added entry - uniform title - Volume/sequential designation

	110
	all
	Corporate name

	110
	$a
	Corporate name - name

	 
	$b
	Corporate name - subordinate

	111
	all
	Meeting name

	111
	$a
	Meeting name - name

	 
	$c
	Meeting name - location 

	 
	$d
	Meeting name - date

	 
	$n
	Meeting name - number/part/section

	 
	$d
	Author - Dates

	
	100$d, 110$a, $b, 111$a, $c, $d, $n:
	The presence of at least one of these fields is Important, but if one is present the others need not be.
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