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[bookmark: _Toc459293400][bookmark: _Toc374628961]Introduction
This Provider Agreement must be used when placing an Order for the supply of Print Books under Lot 2 of the NICE Electronic and Print Content Framework Agreement.
The Provider Agreement is specific to The Stationery Office Limited supply of Print Books (Medical and Healthcare publications) under Lot 2. It must be used in conjunction with the “Order Terms & Conditions” and any Annexes to form the whole Agreement.
All terms in this Provider Agreement must not be altered and are non-negotiable. Where additional terms are agreed these should be set out in Annex SEVEN: “Additional Terms” of the “Order Terms & Conditions”. These additional terms must not conflict with, or materially change, the terms in:
the “Terms and Conditions of Contract for NICE Electronic and Print Content”  and any Annexes”; AND
the “Order Terms & Conditions” and any Annexes, AND 
this Provider Agreement.
[bookmark: _Toc459293401]Defined Terms
In this Agreement the words and expressions below will be interpreted to have the meanings adjacent to them: The following definitions should be read in conjunction with those set out in the “Order Terms & Conditions”:
Effective Start Date	means the date of delivery of the first item of the Goods under a Subscription or Standing Order.
Price		means that amount quoted in the Provider’s price list from time to time plus delivery costs and any applicable Value Added Tax or other taxes or duties.
Standing Order	means the Purchasing Authority’s Order for any Goods published during the Term and fitting the description submitted to the Provide by the Purchasing Authority in the Order.
Subscription	means the Purchasing Authority’s order for specific Goods to be published periodically during the Term.	
Website	means the Provider’s websites to be found at www.tsoshop.co.uk.	

[bookmark: _Toc459293402]Contact Details
[bookmark: _Toc459293403]			 Name		Clare Polley
[bookmark: _Toc459293404]Job Title	Official and Library Channel Sales Manager
[bookmark: _Toc459293405]Address	St Crispins, Duke Street, Norwich, NR3 1PD
[bookmark: _Toc459293406]Telephone	+44 (0) 1603 69 5198		
[bookmark: _Toc459293407]Facsimile	+44 (0) 3332 02 5080
[bookmark: _Toc459293408]Email	NICE@tso.co.uk 
[bookmark: _Toc459293409]Service Usage 
Authorised Users may, in accordance with the terms of this Licence:
Order Process – subject to Clauses 11: Ordering of the “Order Terms and Conditions”:
4.2.1	Submit the Purchasing Authorities orders to the Provider on its Websites or by emailing orders direct to the Provider at NICE@tso.co.uk 
The Purchasing Authority will receive an electronic confirmation of receipt of its Order and of the details of its order within (5) working days clearly stating “Confirmation of Order”. The Purchasing Authority will be notified separately if the Goods are unavailable or if the order cannot be fulfilled for any other reason. 
If at any time the Purchasing Authority wishes to alter the details of its Order, please contact NICE@tso.co.uk. The Purchasing Authority will not be able to alter the details of the Order once the Order has been placed in the Provider’s order processing system. 
4.2.2 Where the Purchasing Authority submit its Order to the Provider by telephone or by post: 
the Purchasing Authority will be notified if the Goods are unavailable or if its Order cannot be fulfilled for any other reason.

4.2.3 The Provider will retain a copy of the order for one year in the case of all orders other than Standing Orders, the orders for which will be kept for 5 - 6 years. The Provider strongly advises the Purchasing Authority to keep a copy for its own records.
4.2.4 The Provider will automatically cancel any Orders outstanding due to delayed publication after 01 (one) year and provide confirmation to the Purchasing Authority

[bookmark: _Toc459293410]Service Availability
The Provider will provide notification of an Incident:
Email:  NICE@tso.co.uk
Phone: 03332020 5070
[bookmark: _Toc459293411]Technical 
The Provider will ensure full compliance with the following technical standards:
Provide downloadable MARC records in the format: MARC 21 or ONIX versions as required.
[bookmark: _Toc459293412]User Support
 The Provider will:
provide a point of contact for helpdesk and support services. Details are: 
Email: NICE@tso.co.uk (a dedicated emil box specifically for email communications by the Authorised User of the Agreement)
Phone:  0333 2020 5070
respond to complaints within 1 working day of receipt and provide confirmation of action to be taken within 2 working days;
respond to General Enquiries within 2 working days of receipt and resolve 95% within 18 working days;
provide a dedicated Customer Services Agent who will manage all orders and communications of the Agreement in order to identify and notify the Purchasing Authority of any duplication of purchasing Goods.


[bookmark: _Toc459293413]Service Notifications
 The Provider will:
in the event of Print Books becoming withdrawn i.e. out of print, notification will be given on www.tsoshop.co.uk at point of out of print.  If a Purchasing Authority places an order for an out of print publication the new/equivalent publication will be offered
the Purchasing Authority is notified on new Books Print within their subject interest prior to publication date (as soon as release is granted) via “Advance Information” email alerts   
The TSO Daily List which can be downloaded by Purchasing Authorities http://www.officialpublicationsonline.co.uk/publications/search?type=Daily+List provides a daily update of new Print Books published by TSO
www.tsoshop.co.uk profiles new titles as published each day
[bookmark: _Toc459293414]Service Reporting
The Provider will:
attend contract and service review meetings on an annual basis at a minimum, set at the beginning of each calendar year.  Additional  appointments are offered  on an as and when required basis;
provide a regular contract management/service report to agreed timescales;
provide reports of key service standards, SLAs and KPIs on an annual basis as a minimum.
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