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Bailiff Services Agreement

THIS AGREEMENT is dated the day of April 2009 and made
BETWEEN:
(1) TRANSPORT FOR LONDON, (“TfL") (which expression shall include any firm,

corporation or other contracting authority succeeding to the functions of TfL in
relation to the Services to be provided under this Agreement), of Palestra, 197
Blackfriars Road, London SE1 8NJ; and

(2) MARSTON GROUP LIMITED, (the “the Service Provider”), registered in England
and Wales as company number 2512508 and having its registered office at 50
Broadway, Westminster, London, SW1H OBL.

WHEREAS:

(A) TIL has implemented a fully functioning Congestion Charging Scheme within a

prescribed area within London pursuant to the Congestion Charging Scheme Order.

(B) TIfL has implemented a Low Emissions Zone in the Greater London area pursuant to

the LEZ Scheme Order.
(C) TIL administers various Traffic Enforcement Schemes in the Greater London Area.
(D) TIL has selected the Service Provider and other service providers to recover debts
due to TfL from time to time resulting from non-compliance with the Congestion
Charging Scheme, LEZ Scheme and Traffic Enforcement Schemes in England,
Wales and, if requested by TfL, Scotland.

(E) The Service Provider has agreed to perform the Services when required by TfL and

in accordance with the provisions of this Agreement and Debt Recovery Law.

NOW IT IS HEREBY AGREED AS FOLLOWS:

1. Interpretation
1.1 Definitions
In this Agreement where the context admits the definitions set out in schedule 1
(Definitions) will apply.
1.2  Construction of Certain References
In this Agreement where the context admits:
(A) words and phrases the definitions of which are contained or referred to in
Part XXVI Companies Act 1985 or in Part 38 of the Companies Act 2006
and which are in force at the date of this Agreement shall be construed as
having the meanings so attributed to them;
Enforcement Agent Services Agreement Page 1 of 36
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(B)

(©)

(D)

(E)

(F)

(G)

(H)

(1

any reference to a “person” includes any individual, company, corporation,
firm partnership, joint venture, association, organisation or trust (in each
case, whether or not having separate legal personality) and references to
any of the same shall include a reference to the others;

references to any enactment, order, regulation, or other similar instrument
shall be construed as a reference to the enactment, order, regulation or
instrument as amended, replaced, consolidated, re-enacted or as their
application is modified by other provisions from time to time and any
reference to a statutory provision shall include any subordinate legislation
made from time to time under that provision;

references to “this Agreement” or to any other agreement or document
referred to in this Agreement mean this agreement or such other agreement
or document as amended, varied, supplemented, modified or novated from
time to time, and include the schedules;

reference to clause(s) and schedule(s) are references to clause(s) and
schedule(s) of and to this Agreement, references to paragraphs are, unless
otherwise stated, references to paragraphs of the schedule in which the
reference appears;

references to TfL include its successors and permitted assigns which will
include any person who at any time is entitled, by assignment, novation,
merger, division, reconstruction, reorganisation or otherwise, to TfL’s rights
under this Agreement or any interest in those rights, or who, as an
insolvency practitioner or otherwise, is entitled to exercise those rights (and,
in the case of a novation or similar event, references in this Agreement to
TfL’s rights shall include the novated rights to which another person is
entitled as a result of that event);

any reference to “writing” shall include typewriting, printing, lithography,
photography, telex, facsimile and the printed out version of a communication
by electronic mail and other modes of representing or reproducing words in
a legible form;

where a general obligation in this Agreement is followed by more specific
obligations, the general obligation shall not be construed restrictively by
reference to the specific obligations or deemed to be fully performed by
reason only that the specific obligations have been performed; and

reference to the singular includes the plural and vice versa.

1.3 Headings

The headings and sub headings are inserted for convenience only and shall not
affect the construction of this Agreement.
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1.4

15

1.6

1.7

2.1

2.2

Schedules
Each of the schedules shall have effect as if set out in this Agreement.
Precedence

In the event of any conflict or inconsistency between any provision contained in
this Agreement and any of the schedules, the following order of precedence shall
apply, but only in so far as is necessary to resolve that conflict or inconsistency:

(A) the clauses;

(B) the schedules to this Agreement;

(C) any annex or appendix to a schedule; and

(D) any other documents incorporated into this Agreement by reference.
Conflict

In the event of any conflict or inconsistency between any provision of this
Agreement (including the schedules) and any provision of Debt Recovery Law,
then the relevant provision of Debt Recovery Law shall prevail but only where such
conflict or inconsistency would in TfL's reasonable opinion require the Service
Provider to breach Debt Recovery Law and only in so far as is necessary to
resolve that conflict or inconsistency.

Obligation on TfL to act reasonably

Any reference to TfL being required to act reasonably or to exercise its discretion
acting reasonably shall be construed as if the terms “reasonably” and “reasonable”
were an objective test of the reasonableness of TfL, but subject always to the
following exception, namely that TfL shall be entitled to take into account, and to
give such weight as it shall in good faith consider proper as to the requirement
(which shall be regarded as paramount) to discharge its statutory functions and
deliver safe, integrated, reliable, efficient and economic transport facilities and
service to, from and within Greater London, provided that such exception shall not
be used by TfL to unreasonably impose on the Service Provider any additional
obligations which are not set out in this Agreement.

Commencement and Duration

This Agreement shall come into force on the Effective Date and shall, subject to
extension in accordance with clause 2.22:.2 or earlier termination in accordance
with clause 3131 (Termination) below, continue in force until midnight on the date
five (5) years following the Operational Commencement Date (the “Initial Term”).

TfL shall be entitled, at its option, by giving notice to the Service Provider of at
least twelve (12) Months prior to the expiry of the Initial Term, to extend this

Enforcement Agent Services Agreement Page 3 of 36
CCS0000149230



Bailiff Services Agreement

3.1

3.2

3.3

3.4

Agreement, for such period, of up to five (5) years following the date of expiry of
the Initial Term, as TfL may specify in such notice and thereafter, on one or more
occasions, to further extend the term of this Agreement by giving further notice of
at least twelve (12) Months prior to expiry, provided that the total period of
extension shall not exceed five (5) years from the date of expiry of the Initial Term.

Provision of the Services

In consideration of being appointed by TfL to provide the Services as required by
TfL, and recognising that Debt Recovery Law permits the Service Provider to
obtain Enforcement Fees, the Service Provider shall for the duration of this
Agreement provide the Services in accordance with Debt Recovery Law and the
provisions of this Agreement.

From the Operational Commencement Date, the Service Provider shall carry out
Enforcement Action in respect of Warrants issued to it by TfL in accordance with
the provisions of this Agreement.

TfL may, pursuant to the Change Control Request Procedure, require the Service
Provider from time to time to provide additional services which are the same as or
substantially similar to the Services provided by the Service Provider under this
Agreement in order to support traffic and vehicle parking enforcement and further
road user charging and/or infrastructure charging schemes (“Additional
Services”). Any Additional Services shall be provided on and subject to the terms
and conditions of this Agreement.

In providing the Services, the Service Provider shall, and where appropriate shall
ensure that its Personnel shall:

(A) comply with the provisions of this Agreement;
(B) perform the Services in accordance with the Acceptable Service Levels;

(C) perform the Services in accordance with the time periods set out in the
Statement of Requirements or, where no period is specified, within a
reasonable time;

(D) use the best care, skill and diligence required in accordance with the best
practice in the enforcement industry and in accordance with clause 2626
(Compliance with Law and Policies);

(E) ensure that the manner in which it performs or provides the Services does
not cause TfL or any of its officers, employees, agents and contractors to
breach any Laws;

(F) use all reasonable endeavours to verify the accuracy and currency of
information to be used in the performance of the Services; and
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3.5

4.1

4.2

4.3

4.4

4.5

(G) ensure that the manner in which it performs or provides the Services does
not adversely affect (in TfL's sole discretion) the name, image, reputation or
business of TfL.

The Service Provider shall at all time comply with the rules of the Schemes.

Performance Management

The Service Provider shall perform the Services in accordance with the Acceptable
Service Levels set out in schedule 5 (Service Level Agreement).

The parties agree the purpose of the Service Failure Points is to give the Service
Provider an incentive to perform and that the operation of the Performance
Management Regime is without prejudice to TfL's right at any time and without
reference to the Performance Management Regime not to allocate any Warrants to
the Service Provider,

In the event that the Service Provider fails to achieve the Acceptable Service
Levels, the following provisions shall apply:

(A) the Service Provider shall, subject to the terms of this Agreement, promptly
undertake all necessary actions in order to rectify the failure and achieve the
Acceptable Service Levels;

(B) if the failure to achieve the Acceptable Service Levels results in the Service
Provider accumulating more than 25 Service Failure Points in a month, TfL
may take the action described in Table 2 of schedule 5 (Service Level
Agreement); and

(C) in the event of a Material Service Level Failure, TfL shall be entitled to
terminate this Agreement in accordance with clause 31.1(F)3+34F)
(Termination).

TfL’s rights under this clause 4 are in addition to and without prejudice to any other
rights or remedies available to TfL.

Any dispute as to whether the Services are supplied, or the Service Provider's
relevant obligations are performed, in accordance with the Acceptable Service
Levels shall be resolved in accordance with clause 3636 (Dispute Resolution
Procedure).

5. Testing

5.1 Each party shall have the relevant rights, and shall comply with the provisions, set
out in schedule 4 (Testing Regime) in relation to Testing.

5.2 The Service Provider agrees that all Testing shall be the responsibility of, and
carried out at the cost and expense of, the Service Provider.

Enforcement Agent Services Agreement Page 5 of 36
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6.1

7.1

7.2

7.3

7.4

7.5

7.6

Achievement of Milestones

Each party shall have the relevant rights, and shall comply with the provisions, set
out in schedule 3 (Milestones and Deliverables) in relation to the achievement of
Milestones.

Personnel and Training

The Service Provider will use sufficient, suitable, appropriately qualified, skilled
and experienced Personnel who hold all necessary certificates and any other
qualifications required in accordance with Debt Recovery Law to perform the
Services.

The Service Provider shall not engage any person who will or who may carry out
Enforcement Action for TfL unless the Service Provider has obtained satisfactory
written references for such person.

On the Effective Date, and thereafter in the event of any change in its Personnel,
the Service Provider shall provide TfL with the following details in writing in relation
to each member of its Personnel:

(A)  full name;

(B) in the case of Baliliffs, the name of the County Court at which he or she
obtained his or her certification;

(C)  his or her references; and

(D) the date on which he or she successfully completed the training referred to

in clause 7.9(A)79{A} below,

and the Service Provider shall promptly notify TfL from time to time of any changes
to these detalils.

The Service Provider shall procure (as far as it is lawfully able to do so) that all its
Personnel disclose to the Service Provider details of any convictions. The Service
Provider shall not engage any of its Personnel who have convictions in the
performance of the Services without the prior written consent of TfL.

The Service Provider shall require (as far as it is lawfully able to do so) that its
Personnel declare any interests or relationships they have with Customers at any
time and from time to time. The Service Provider shall notify TfL of all such
declarations and shall ensure that none of its Personnel shall carry out
Enforcement Action in respect of a Customer with whom he or she has declared
an interest or relationship.

The Service Provider shall provide TfL, upon request, with copies of the contracts
of employment or service (as the case may be) of Bailiffs engaged to perform
Enforcement Action for TfL.
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7.7

7.8

7.9

7.10

7.11

7.12

The Service Provider shall ensure that all Bailiffs update their County Court
certification so as to indicate their employment or engagement by the Service
Provider.

If TfL, acting reasonably, considers that any member of the Service Provider's
Personnel is not performing properly, efficiently or effectively or is in any way
disruptive to TfL’s activities then TfL may, by written notice to the Service Provider,
require the removal of such member of the Service Provider's Personnel from the
provision of the Services with immediate effect. The Service Provider shall inform
TfL in writing if it considers that the re-engagement of any such member of the
Service Provider’'s Personnel in the provision of the Services to be justified, and
TfL may permit such re-engagement on such terms as TfL shall determine. The
exercise of these rights by TfL will not relieve the Service Provider of any of its
obligations under this Agreement.

The Service Provider shall:

(A) only use Personnel in the performance of the Services who have first
successfully completed an induction training programme developed by the
Service Provider and approved by TfL;

(B) deliver the TfL Modules to each member of the Service Provider’s
Personnel prior to such Personnel providing any of the Services;

(C) ensure that all Personnel receive training in the TfL Modules on an annual
basis; and

(D) maintain an accurate and up-to-date record of the training history of all
Personnel, including details of the training dates, the courses undertaken,
and any further training scheduled.

TfL may from time to time:

(A) attend, inspect and audit the Service Provider’s Personnel training courses
at any time (with or without prior notice); and

(B) deliver additional training to the Service Provider's Personnel on the TfL
Modules.

If the Service Provider replaces any Personnel for whatever reason, the cost of
effecting such replacement shall be borne by the Service Provider (including, for
the avoidance of doubt, any costs of training, induction or other efforts involved in
bringing the replacement Personnel up to the required level of knowledge as his or
her predecessor with regard to the provision of the Services).

For the Term of this Agreement and twelve (12) Months thereafter, neither party
shall, without the prior written consent of the other party, solicit or employ any
employee of the other directly involved in performance of the other’s obligations
under this Agreement. This provision shall not apply if an employee is employed as
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7.13

8.1

8.2

8.4

a result of a response by the employee to a public advertisement or as a result of
the operation of the TUPE Regulations.

Nothing contained in this Agreement shall be construed or have effect as
constituting any relationship of employer and employee between TfL and any
member of the Service Provider’s Personnel.

Service Provider Personnel — Information

The Service Provider shall update and provide to TfL, no later than two (2) weeks
following the Effective Date and thereafter within two (2) Working Days of any
changes, a manual in such form as is appropriate which shall set out:

(A) the organisational structure and internal lines of reporting of the Service
Provider in relation to the Services;

(B) a brief summary of the roles and responsibilities of all Personnel within the
organisation; and

(C) if requested by TfL, a curriculum vitae for any or all members of Personnel
within the organisation.

The Service Provider shall (subject to restrictions imposed by any relevant data
protection laws) within twenty (20) Working Days following a request by TfL during
the continuance of this Agreement deliver up, or procure the delivery up of, to TfL
full and accurate information in respect of the Service Provider's Personnel
concerning their number, function, remuneration and benefits, terms of
employment or engagement, age, length of service or engagement and the
proportion of working time each individual has been concerned with the Services
during the preceding twelve (12) Months and such copies of any personnel records
as may be required by TfL.

In the event that information provided pursuant to clause 8.28-2 of this Agreement
during the Relevant Period changes in any material respect at any time prior to the
expiry or termination of this Agreement, the Service Provider will notify TfL
promptly, and in any event by or at the next Review Meeting. The Service
Provider shall upon written request by TfL (such requests to be made at intervals
of no less than 20 Working Days except on reasonable grounds) provide updated
information within 5 Working Days of such request. Further, the Service Provider
shall clarify any matter in relation to the information provided for which TfL makes
a request. In supplying such information to TfL the Service Provider thereby
consents to the disclosure of such information to any actual or prospective New
Service Provider and to TfL's professional advisers and warrants to TfL the
accuracy of the information.

No later than ten (10) Working Days following the expiry or termination of this
Agreement, the Service Provider shall provide or procure the provision to TfL or
any New Service Provider (as appropriate) updated payroll information following

Enforcement Agent Services Agreement Page 8 of 36
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the final payroll run and P45 details in respect of the Service Provider Personnel
(including the Assigned Employees, if any) and:

(A) agrees to pay or provide to the Service Provider's Personnel (if any) all
emoluments due or accrued in the period up to but excluding the date of
termination or expiry of this Agreement (whichever is applicable) and shall
pay to the appropriate party an apportioned sum in respect of accrued but
untaken holiday pay (less any holiday pay for holiday taken but not yet
accrued) in respect of the Service Provider's Personnel as at the date of
termination or expiry of this Agreement (whichever is applicable); and

(B) shall provide personnel records relevant to any Service Provider Personnel
(if any) requested by TfL.

9. No Changes During a Relevant Period

9.1 During any Relevant Period, the Service Provider shall not, and shall procure that
none of its Key Sub-Contractors shall, without the written permission of TfL:

(A) amend the rate of remuneration (including, without limitation, eligibility to
receive payment pursuant to the expiry or termination of this Agreement) or
any other terms of employment or engagement of the Service Provider's
Personnel (including without limitation the terms of any pension entitlement);

(B) redeploy or terminate the employment or engagement of any of the Service
Provider’s Personnel;

(C) recruit any person for employment or engagement in connection with, or
assign any additional Service Provider Personnel to, all or any of the
Services provided under this Agreement and TfL's consent shall not be
unreasonably withheld where the Service Provider is replacing its Personnel
on a one-for-one basis with appropriately skilled employees on substantially
similar remuneration to the member(s) of Service Provider Personnel being
replaced; or

(D) amend any existing, compulsory or voluntary Collective Obligation or enter
into any new Collective Obligations.

9.2 The Service Provider shall co-operate and procure co-operation from any other
employer (save for TfL or any actual or prospective New Service Provider) in the
orderly management of issues relating to the Service Provider's Personnel
(including without limitation any Assigned Employees) in connection with the expiry
or termination of this Agreement (as applicable). The Service Provider will comply
promptly and will procure timely compliance from any other employer (save for TfL
or any actual or prospective New Service Provider) with all instructions from TfL
with regard to arrangements connected with the expiry or termination of this
Agreement. Insofar as it is within the Service Provider's control and without
prejudice to the Service Provider’'s obligations to comply with its obligations under
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10.

10.1

10.2

10.3

10.4

| 10.5

this Agreement, the Service Provider will take all commercially reasonable steps to
reduce the circumstances under which TfL or any New Service Provider may incur
cost as a result of the expiry or termination of this Agreement in connection with
the Service Provider’s Personnel.

Service Provider Personnel — Obligations on Commencement, Expiry and
Termination

The Service Provider shall comply with its obligations, if any, to inform and/or
consult in relation to the Transferring Employees in connection with the
commencement of the provision of the Services and shall indemnify TfL against
any losses, costs, expenses (including taxes, management time and legal fees),
liabilities and damages incurred by TfL as a result of the Service Provider’s failure
to do so.

TfL shall comply with its obligations, if any, to inform and/or consult in relation to
the Transferring Employees in connection with the commencement of the provision
of the Services.

The Service Provider agrees to satisfy and will procure that any Key Sub-
Contractor will satisfy all of its obligations up to expiry or termination of this
Agreement (as applicable) with respect to all outgoings and accrued liabilities in
respect of the Service Provider Personnel involved in performing the Service
Provider’s obligations under this Agreement.

The Service Provider shall comply with its obligations, if any, to inform and/or
consult in relation to the Service Provider's Personnel in connection with expiry or
termination of this Agreement and shall indemnify TfL and/or any New Service
Provider against any losses, costs, expenses (including taxes, management time
and legal fees), liabilities and damages incurred by them as a result of the Service
Provider’s failure to do so.

Notwithstanding clause 88 (Service Provider Personnel - Information), the Service
Provider shall (subject to any applicable Laws including those relating to data
protection) no later than six (6) weeks before expiry or termination of this
Agreement (as applicable) provide to TfL the following relevant information in
respect of each member of the Service Provider's Personnel:

(A) their full name and date of birth;

(B) their general terms and conditions of employment including (but not limited
to) date of commencement of employment/engagement, remuneration
details, holiday entitlement, hours of work, pension entitlement and all other
benefits;

(C) taxation details including PAYE, national insurance contributions and other
social security contributions;
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(D) the date continuous employment began;
(E) details of any collective agreements;
(F) any outstanding claims arising from their employment; and

(G) any other information which, pursuant to the TUPE Regulations, the Service
Provider is required to provide in respect of the Service Provider’s
Personnel,

to enable it to comply with its obligations in respect of the Service Provider's
Personnel under the TUPE Regulations.

10.6 The Service Provider shall:

(A) co-operate in the orderly management of issues relating to the Service
Provider Personnel in connection with expiry or termination of this
Agreement (as applicable);

(B) enable and assist TfL and/or any New Service Provider (as appropriate), if
requested, to inform and consult or communicate with and meet any
relevant Service Provider Personnel or their trade union or other
representatives; and

(C)  promptly comply with all reasonable instructions from TfL with regard to
arrangements in relation to relevant Service Provider Personnel connected
with expiry or termination of this Agreement (as applicable).

11. Indemnities relating to Employees

11.1 TIL shall have no liability for any Personnel, former Personnel or other individual
who is or was engaged in providing services substantially similar to Services
provided under this Agreement and the Service Provider shall indemnify TfL
against all and any costs, expenses (including taxes and management time),
liabilities, damages and losses arising out of any demand, claim, action or
proceeding (including legal fees and expenses on an indemnity basis) which arises
or is alleged to arise or is made against TfL (including, without limitation, by virtue
of the operation of the TUPE Regulations) in connection with facts or events
occurring or alleged to occur in connection with the commencement or provision of
Services under this Agreement or provision of services substantially similar to
Services provided under this Agreement or expiry and/or termination of this
Agreement (as applicable) and which is made or brought by:

(A)  one or more of the Personnel, former Personnel or other individual who is or
was engaged in providing the Services or services substantially similar to
Services provided under this Agreement and relates to facts or events
occurring at any time in connection with such person’s employment or
engagement in respect of the provision of the Services provided under this
Agreement or services substantially similar to the Services provided under
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this Agreement or the termination of such employment or engagement
(including without limitation, any dismissal or alleged dismissal of such
person by TfL, the Service Provider, a Sub-Contractor or otherwise); and/or

(B) a trade union and/or appropriate representatives in connection with any
Personnel, former Personnel or other individual who is or was engaged in
providing the Services or services substantially similar to the Services
(including without limitation in relation to obligations to inform and consult or
any rights, entitlements or liabilities under any Collective Obligations).

12. Assistance with Employment Claims

In the event that any of the Service Provider's Personnel or any other person who
is or has been, or purports to be or have been, employed in connection with all or
any of the Services or services substantially similar to the Services provided under
this Agreement, makes a claim against TfL or a New Service Provider arising out
of or in connection with the provision of the Services or services substantially
similar to the Services provided under this Agreement, TfL and the Service
Provider shall notify the other party that such claim has been made and shall give
to the other as soon as practicable after any request all co-operation, assistance
and information which may be reasonably required by the other in relation to the
claim.

13. Pensions

The Service Provider shall make available an arrangement (the “Service Provider
Pension Plan”) for the provision of relevant benefits to the Service Provider’s
employees in accordance with applicable Laws. The terms of the Service Provider
Pension Plan (including the benefits provided under it) shall be made available to
TfL on request. “Relevant benefits” has the meaning given to it in section 612 of
the Income and Corporation Taxes Act 1988.

14. London Living Wage

14.1 The Service Provider shall:

(A) ensure that none of the London Living Wage Employees is paid an hourly
wage (or equivalent of an hourly wage) less than the London Living Wage;

(B) ensure that none of the London Living Wage Employees is paid less than
the amount to which they are entitled in accordance with their respective
contracts of employment;

(C) provide to TfL such information concerning the London Living Wage as TfL
may reasonably require from time to time;

(D) disseminate on behalf of TfL to the London Living Wage Employees such
perception questionnaires as TfL may reasonably require from time to time
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and promptly collate and return to TfL responses to such questionnaires;
and

(E) co-operate and provide all reasonable assistance in monitoring the effect of
the London Living Wage.

14.2 The Service Provider acknowledges that the London Living Wage may be
increased from time to time and that TfL shall have the right, as a Mandatory
Change, from time to time to require the Service Provider to comply with its
obligations under this Agreement in relation to such increased London Living
Wage.

15. Revenue Collection and Payment

15.1 Subject to paragraph 11.3.2 of Schedule 13 (TfL Bailiff Policy), the Service
Provider shall pay to TfL all Revenue within one (1) Working Day of receipt and in
accordance with the provisions of schedule 11 (Revenue Collection and Payment).

15.2 The Service Provider may not recover from TfL any payment, charges, costs, fees
or expenses whatsoever or howsoever incurred in respect of the performance of
the Services.

15.3 Where the Service Provider has undertaken Enforcement Action, the Service
Provider may seek to recover from the Customer any applicable Enforcement Fees
in addition to the sums owing to TfL, in accordance with Debt Recovery Law. It
shall be entirely the responsibility of the Service Provider to ensure that sums
recovered from Customers are sufficient to cover Enforcement Fees in addition to
sums owing to TfL and TfL makes no warranty or representation that Enforcement
Fees shall be recoverable by the Service Provider and TfL accepts no
responsibility or liability whatsoever to the Service Provider in the event that the
Service Provider is unable to recover Enforcement Fees or any amount thereof
from a Customer.

15.4 The Service Provider shall apply any monies obtained from a Customer in the
following order:

(A) firstly in the payment to TfL in full of the outstanding sum stated in the
Warrant (subject to paragraph 11.3.2 of Schedule 13 (TfL Bailiff Policy));
and

(B) secondly in the satisfaction of the Enforcement Fees (if any) incurred by the
Service Provider; and

(C) thirdly, subject to paragraph 3.3.4 of schedule 2 (Statement of
Requirements), the balance of the monies (if any) following the deduction of
the sums referred to in (A){A) and (B){B)} above shall be promptly repaid to
the Customer.
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15.5 For the avoidance of doubt, in the event that the Service Provider is unable to
recover the Enforcement Fees in full from a Customer, the Service Provider shall
have no right to deduct any amount from the sums owing to TfL, or otherwise to
seek to recover the Enforcement Fees, or any part of them, from TfL.

16. TfL’s Obligations

16.1 Notwithstanding the provisions of schedule 5 (Service Level Agreement), TfL is not
obliged to allocate any Warrants to the Service Provider whether pursuant to this
Agreement or otherwise.

16.2 TIL reserves the right to cancel any instruction in respect of any Warrant previously
allocated to the Service Provider without notice, explanation or payment of any
compensation, fees or expenses to the Service Provider. TfL shall use reasonable
endeavours to ensure that where a Warrant is withdrawn the Service Provider is
informed within two (2) Working Days. In the event of any such cancellation or
withdrawal, the Service Provider shall promptly return any Removed Goods which
have not been disposed of to the Customer.

16.3 TfL shall use its reasonable endeavours to ensure that TfL and the Core Service
Provider:

(A) do not accept, without prior notice to the Service Provider, any payment
which to their reasonable knowledge is in respect of any Warrant which has
been allocated to the Service Provider for execution; and

(B) shall advise Customers that any payment in respect of a Warrant should be
made to the Service Provider.

17. Warranties

17.1 Without prejudice to any other warranties or representations expressed elsewhere
in this Agreement or implied by Law, the Service Provider hereby warrants,
represents and undertakes to TfL that:

(A) it has full capacity and authority and all authorisations, consents, approvals
and permits necessary (including without limitation all necessary
shareholder and board approvals) for it to enter into and discharge its
obligations under this Agreement and that this Agreement has been
executed by a duly authorised representative of the Service Provider;

(B) it is entering into this Agreement as principal and not as agent for any
person and it will act as an independent contractor in carrying out its
obligations under this Agreement;

(C) the Service Provider is aware of the purpose for which the Services are
required and acknowledges that TfL is relying upon the Service Provider's
expertise and knowledge in the provision of the Services;
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17.2

18.

18.1

19.

19.1

19.2

19.3

19.4

19.5

19.6

(D) the Services shall be performed in compliance with all applicable Laws; and

(E) without prejudice to the generality of clause 17.1171(D){B} above, any
Enforcement Action undertaken in performance of the Services shall be
undertaken strictly in accordance with the relevant Debt Recovery Law and
TfL Bailiff Policy.

Each warranty and representation shall be construed as a separate warranty or
representation and shall not be limited or restricted by any other term of this
Agreement.

Contract Management

The parties shall comply with the provisions of schedule 10 (Contract Management
and Reporting).

Sub-Contractors

The appointment by the Service Provider of Key Sub-Contractors shall be on
substantially the same terms and conditions as contained in this Agreement and
the Service Provider shall provide a copy of its contract with any Key Sub-
Contractor to TfL on request from time to time.

Where the Service Provider has appointed a Sub-Contractor, the Service Provider
shall ensure that such Sub-Contractor is properly equipped, experienced,
organised and financed to undertake the duties assigned to it and the Service
Provider warrants that it will actively monitor the performance of such Sub-
Contractor at all times.

The Service Provider shall ensure that none of its Sub-Contractors, without the
prior written consent of the Service Provider and TfL, shall sub-contract, assign,
transfer or otherwise dispose of the whole or any part of their rights or obligations
under their Sub-Contracts and that the Sub-Contracts shall contain provisions to
this effect.

The Service Provider shall ensure that any Key Sub-Contractor appointed shall
maintain at their own cost a policy or policies of insurance in accordance with the
provisions of clause 2525 (Insurance).

In the event that the Service Provider sub-contracts any of its obligations under
this Agreement it shall nevertheless remain fully liable to TfL for the performance
of such obligations.

If TfL, acting reasonably, considers that any Sub-Contractor is not performing
properly, efficiently or effectively or is in any way damaging to TfL's activities or
reputation then TfL may, by written notice to the Service Provider, require the
removal of such Sub-Contractor from the provision of the Services with immediate
effect. The Service Provider shall inform TfL in writing if it considers that the re-
engagement of any such Sub-Contractor in the provision of the Services to be
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justified, and TfL may permit such re-engagement on such terms as TfL shall
determine. The exercise of these rights by TfL will not relieve the Service Provider
of any of its obligations under this Agreement.

19.7 The Service Provider shall take into account its obligations set out in schedule 8
(Equality and Diversity) when appointing Sub-Contractors.

20. Records, Audit and Inspection

20.1 The Service Provider shall:

(A) maintain a complete and correct set of records of all activities relating to the
performance of the Services and the Service Provider’'s obligations under
this Agreement, including, without limitation, detailed financial records
including records relating to monies recovered from Customers, sums due
to TfL, sums paid to TfL, Enforcement Fees due, Enforcement Fees
recovered and any sums repaid to Customers; and

(B) retain all such records for a period of not less than six (6) years (or such
longer period as may be prescribed by Law) following the termination or
expiry of this Agreement.

20.2 TfL or its nominated representative shall have the right at any time during the
period of not less than six (6) years (or such other period as may be prescribed by
Law) on reasonable notice to visit the Service Provider's premises and audit and
inspect all computer systems, records, reports, information and procedures of the
Service Provider which relate to the provision of the Services to verify compliance
with the requirements of this Agreement.

20.3 The Service Provider shall, at no cost to TfL, promptly and fully co-operate, and
procure that its Personnel shall promptly and fully co-operate, with TfL in relation to
any inspection, audit or check carried out pursuant to this Agreement including
(without limitation):

(A) granting or procuring the grant of access to any premises, computer
systems, vehicles or equipment used in the Service Provider’s performance
of this Agreement;

(B) facilitating observation of the performance of the Services (including
Enforcement Action) in accordance with applicable Debt Recovery Law and
Health and Safety Legislation;

(C) making the records required to be maintained under this Agreement
available for inspection and providing a reasonable number of copies of
such records if required; and

(D) providing all requested support at its own facilities to TfL or its nhominated
representative in relation to any inspection, audit or check and allowing
them use of suitable office accommodation if necessary.
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20.4

21.

21.1

21.2

21.3

21.4

The Service Provider shall procure that each Sub-Contract into which it enters
shall contain:

(A) equivalent rights of audit, inspection and access in favour of TfL or its
nominated representative; and

(B) equivalent obligations on the relevant Sub-Contractor.

Security Policy

The Service Provider shall provide the Services in accordance with, and shall
ensure that its Personnel comply with, the provisions of this clause 2121 and
schedule 6 (Security Policy).

The Service Provider shall at all times provide such access, facilities, information,
data, documentation and assistance reasonably required by TfL, the Core Service
Provider and any third party nominated by TfL in connection with the preparation
and implementation of the Security Policy and any updates thereof and any other
security requirements envisaged under this Agreement.

The Service Provider shall as soon as possible, and in any event before the end of
each day, update the Incident Log in respect of each Security Incident and ensure
that the Incident Log is always available to TfL and is accurate, up to date and
complete.

In the event of a Security Incident:

(A) the Service Provider shall immediately, and at the Service Provider’'s cost,
correct, make good, reinstate, replace and fix all deficiencies, loss and/or
damage to the Services in connection with a Security Incident, including
without limitation to the Enforcement System and the CSP Interface, and
perform any appropriate testing, to demonstrate to TfL’s satisfaction that the
performance of the Services is secure and meets the criteria specified in
this Agreement including in connection with the Service Provider
implementing any Security Rectification Plan pursuant to clause
21.423-4(B)(By;

(B) the Service Provider shall immediately and at the Service Provider’'s cost
prepare a Security Rectification Plan including full details of the steps to be
taken by the Service Provider to perform its obligations under
clause 21.4214(A)A)y and shall, without limiting clause 21.4213-4(A){A),
submit a copy of that Security Rectification Plan to TfL for its approval and,
subject to such approval, the Service Provider shall fully carry out that
Security Rectification Plan;

(C) the Service Provider shall promptly escalate the matter to such level of
seniority within the Service Provider’'s Personnel as TfL may require;
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21.5

21.6

22.

22.1

22.2

23.

23.1

23.2

23.3

(D) TfL may, in the event that it is not satisfied that a Security Rectification Plan
envisaged under clause 21.421-4(B} is being fully implemented by the
Service Provider, terminate this Agreement with immediate effect by giving
notice to the Service Provider.

The Service Provider agrees that:

(A) any breach of this clause 2121 shall be deemed to be a material breach of
this Agreement by the Service Provider; and

(B) notwithstanding clause 21.521.5(A)(A}, a breach or failure of security in
connection with the Services shall be at the sole risk of, and sole cost to, the
Service Provider.

If any data is inaccurate, corrupted, lost or sufficiently degraded as to be unusable
as a result of the Service Provider’s failure to comply with the provisions of this
clause 2121 or any other act or omission of the Service Provider, the Service
Provider shall at its own cost carry out (or procure the carrying out of) such
remedial action to restore such data or information.

Intellectual Property

The Service Provider shall have no right (save where expressly permitted under
this Agreement or with TfL’s prior written consent) to use any trade marks, trade
names, logos or other Intellectual Property of TfL.

Notwithstanding the generality of clause 23.323.3 (Liability and Indemnity) below,
the Service Provider shall indemnify and hold TfL harmless against any costs,
claims, expenses or damages suffered or incurred by TfL arising out of or in
connection with any claim brought against TfL for infringement of any third party
Intellectual Property rights due to the performance of the Services by the Service
Provider.

Liability and Indemnity

Nothing in this Agreement shall limit or exclude either party’s liability in respect of
death or personal injury caused by the negligence of such party or in respect of
fraudulent misrepresentation by either party.

Subject to clause 23.1, TfL'’s liability under this Agreement shall in no event exceed
£1,000,000 (one million pounds) in aggregate per annum.

The Service Provider shall on demand fully indemnify and keep indemnified on an
after tax basis TfL, its officers, employees, agents and contractors from and
against any and all cost, loss, expense, liability, claim or damage of whatsoever
nature (including any liability for legal fees and expenses) whether direct, indirect
or consequential (including without limitation, any economic loss or loss of profits
or goodwill) which TfL or its officers, employees, agents and contractors incurs or
suffers as a consequence of, or would not have arisen but for:
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24,

24.1

25.

(A) any default by the Service Provider in the due and punctual performance of
any of its obligations under this Agreement including, without limitation, any
act or omission, neglect or default of the Service Provider or its Personnel or
Sub-Contractors, or any breach of Debt Recovery Law or any breach or
tortious acts or omissions by the Service Provider or its Personnel or Sub-
Contractors in respect of any matter arising from the performance of the
Services; or

(B) the Service Provider having undertaken any Enforcement Action (including
without limitation any Removal or Disposal of Goods) in respect of any
Warrant for which an Out of Time Statutory Declaration is accepted.

Change Control Request Procedure

Each party shall have the relevant rights and shall comply with the provisions set
out in schedule 9 (Change Control Request Procedure and Changes).

Insurance

| 25.1  Without prejudice to its liability to indemnify TfL under clause 2323.3 (Liability and

| 25.2

Indemnity) or any other provision of this Agreement, the Service Provider shall
arrange and maintain throughout the duration of this Agreement (or any other
period stated in the Agreement) insurance of the types and values specified below
(the “Insurances”) with an insurer or insurers authorised to underwrite such risks
in the United Kingdom and on terms that are standard in the British insurance
market subject to such cover being available in the market at reasonable
commercial rates and terms (as defined in clause 25.2):

(A)  employer’s liability insurance in the sum of not less than five million pounds
(£5,000,000) per incident;

(B)  public liability insurance in the sum of not less than five million pounds
(£5,000,000) per occurrence;

(C) professional indemnity insurance in a sum normal and customary for a
service provider engaged in the same business as the Service Provider, but
not less than one million pounds (£1,000,000) in the aggregate per annum
for the duration of the Agreement and for six (6) years after expiry or
termination of this Agreement; and

(D) crime insurance (fidelity guarantee) in a sum of not less than one million
pounds (£1,000,000).

For the purpose of this clause 2525, “commercial rates and terms” shall mean
rates and terms at a premium level and on conditions such that a business of
comparable size to the Service Provider and carrying out substantially the same
business would, in the opinion of an insurance broker acceptance to both TfL and
the Service Provider, be prepared to accept.
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25.3

25.4

25.5

25.6

25.7

25.8

25.9

Where the Insurances contain a care, custody or control exclusion, the relevant
policy shall be endorsed so as to delete the exclusion in respect of any TfL
premises (including contents) that are occupied by the Service Provider for the
purpose of performing the Services.

The Service Provider shall ensure that the Insurances cover the Service Provider’s
legal liability (including liability assumed under this Agreement) which may arise
out of or in the course of or by reason of the Service Provider's or its Sub-
Contractors’ performance, non-performance or part-performance of this Agreement
and, save in respect of professional indemnity insurance, extend to indemnify TfL
as principal.

The Service Provider shall provide evidence satisfactory to TfL on the Effective
Date of the Agreement and at each anniversary thereof that the Insurances have
been effected and are in force which evidence may include (without limitation)
such insurance policies or a summary of the principal terms and conditions.

The Service Provider shall comply with the terms and conditions of the Insurances
and all reasonable requirements of the insurers, including (without limitation), in
connection with the prosecution, defence and settlement of claims, the recovery of
losses and the prevention of accidents. The Service Provider shall bear the cost of
all exclusions and limitations under the Insurances and shall pay for any excess.
Any deficiencies in the cover or policy limits of insurance of Sub-Contractors shall
be the Service Provider’s sole responsibility.

If the Service Provider fails or is unable to maintain insurance in accordance with
clause 25.125-1 (or is unable to supply satisfactory documentary evidence
pursuant to clause 25.525.5), the Service Provider shall immediately notify TfL in
writing and TfL may at its absolute discretion:

(A) effect such alternative insurance cover as it deems to be requisite and
recover all costs and expenses incurred by TfL in doing so from the Service
Provider upon demand; or

(B) terminate this Agreement immediately upon written notice.

In relation to all the Insurances except employer’s liability insurance, in the event of
any incident, the Service Provider shall not make any comment to the press or
other media without the express permission of TfL.

In the event of a claim being made under any of the Insurances, the proceeds shall
be applied in making good the loss or damage in respect of which the claim is
made save to the extent that any such sums (or part of them) are specifically
claimed in respect of the Service Provider's management, overhead and legal
expenses.
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26.

26.1

26.2

26.3

26.4

27.

27.1

Compliance with Law and Policies

The Service Provider shall be responsible for ensuring that all operations or
activities carried out by the Service Provider, its Personnel and Sub-Contractors
pursuant to this Agreement shall comply at all times with all relevant Laws,
whether local, national or supranational and with all relevant regulations, codes of
good conduct and any reasonable instructions of TfL or any other relevant
regulatory body or organisation whether or not having the force of law (including,
without limitation, those relating to health and safety at work, public safety and
environmental matters).

In performing its obligations under or pursuant to this Agreement, the Service
Provider shall ensure that it obtains and maintains throughout the duration of this
Agreement at its own expense all necessary certificates, licences, authorisations
and any other permissions (whether statutory or otherwise) required to perform its
obligations.

The Service Provider, at no additional cost to TfL:

(A) shall, and shall procure that all the Service Provider's Personnel and Sub-
Contractors shall, comply with all of TfL's policies and standards that are
relevant to the performance of the Services, including but not limited to the
provisions set out in schedule 13 (TfL Bailiff Policy);

(B)  shall comply with the provisions of schedule 8 (Equality and Diversity);

(C) acknowledges that TfL is under a duty under section 17 of the Crime and
Disorder Act 1998 to exercise its various functions with due regard to the
likely effect of the exercise of its functions on, and the need to do all that it
reasonably can to prevent, crime and disorder in its area. In providing the
Services, the Service Provider shall assist and co-operate with TfL where
possible to enable TfL to satisfy this duty; and

(D) acknowledges that in all cases, the costs of compliance with this clause
2626 shall be borne by the Service Provider.

TfL shall provide the Service Provider with copies of the policies and standards
referred to in clause 26.3(A)26-3(A} on request.

Conflict of Interest

The Service Provider acknowledges and agrees that it does not have an interest in
any matter where there is or is likely to be a conflict of interest with its providing the
Services to TfL or with any member of the TfL Group and that (except as provided
below) it shall not act for any person, organisation or company where there is or is
likely to be a conflict of interest with it providing the Services or with any member
of the TfL Group. This clause shall not prevent the Service Provider from providing
services to an existing client of the Service Provider to whom the Service Provider
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27.2

| 27.3

28.

28.1

is, as at the Effective Date, providing services provided that the Service Provider
shall:

(A) not act for any such client in respect of any transactions between any
member of TfL Group and such client;

(B) ensure that the personnel acting in any capacity for any such client are
different from the Personnel involved in providing the Services or in any
other work which the Service Provider carries out in relation to any member
of TfL Group;

(C) ensure that any personnel acting for any such client do not have access to
information held by the Service Provider relating to any member of TfL
Group; and

(D) inform TfL of all such existing clients and the steps that it is taking to ensure
compliance with clauses 27.1271(A){A} to 27.127-1(C){S} inclusive.

The Service Provider shall undertake ongoing and regular conflict of interest
checks throughout the duration of the Agreement and shall notify TfL in writing
immediately upon becoming aware of any actual or potential conflict of interest
with the Services or any member of the TfL Group and shall work with TfL to do
whatever is necessary (including the separation of staff working on, and data
relating to, the Services from the matter in question) to manage such conflict to
TfL’s satisfaction.

Breach of clause 27.1272 or clause 27.2272 shall entitle TfL to terminate this
Agreement and any other contracts between the Service Provider and any
member of the TfL Group immediately.

Corrupt Gifts or Payment and Fraud

Corrupt gifts or payment

(A)  The Service Provider shall not receive or agree to receive from any person,
or offer or agree to give to any person, or procure for any person any gift or
consideration of any kind as an inducement or reward for doing or not doing
anything, or for showing favour or disfavour to any person in relation to the
Services or the Agreement or any other agreement with any member of the
TfL Group.

(B) The Service Provider shall not conspire with any person to do any of the
acts mentioned in clause 28.1281(A)(A).

(C) Any:

(1) breach by the Service Provider of the foregoing provision of this clause
2828; or
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28.2

29.

29.1

29.2

(2) commission of any offence by the Service Provider under the
Prevention of Corruption Acts 1889-1916 in relation to this Agreement
or any contract with any member of TfL Group, The Greater London
Authority and/or other associated bodies,

shall entitle TfL to terminate this Agreement in accordance with clause 3131
(Termination) and recover from the Service Provider the amount of value of
any such gift, consideration or commission and any cost, loss, liability or
damage incurred or suffered by TfL as a result of, or which would not have
arisen but for, the breach of this clause.

(D)  The decision of TfL in relation to the foregoing provisions of this clause 2828
shall be final and conclusive provided always that it shall have acted
proportionately having regard to the nature of the breach by the Service
Provider of this clause 2828.

Fraud

(A) If any fraudulent activity comes to the attention of the Service Provider in
relation to the provision of the Services, the Service Provider shall notify TfL
by the most expeditious means available. The Service Provider shall then
co-operate in the investigation of such fraudulent activity and shall
implement any necessary changes to the procedures or working practices
employed in the provision of the Services as may be necessary to ensure
that the likelihood or opportunity for a recurrence of such fraud is minimised.

(B) In the event of any fraudulent activity on the part of the Service Provider, its
Personnel or Sub-Contractors, TfL shall have the right to terminate this
Agreement in accordance with clause 3131 (Termination) and to recover
from the Service Provider any cost, loss, liability or damage incurred or
suffered by TfL as a result of, or which would not have arisen but for, such
fraudulent activity.

Health and Safety

The Service Provider shall at all times comply with:
(A) all applicable Health and Safety Legislation;

(B) all decisions, requirements, regulations, orders, instructions, directions or
rules relating to health and safety applicable to the provision of the Services.

The Service Provider shall be responsible for the observance by itself, its
Personnel and Sub-Contractors of all current and relevant health and safety
precautions necessary for the protection of itself, its Personnel, Sub-Contractors
and other persons affected by the performance of the Services including all
precautions required to be taken by or under any Health and Safety Legislation.
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29.3

29.4

29.5

The Service Provider undertakes to carry out formal risk assessments from time to
time of all aspects of the Services in accordance with the requirements of all
applicable Health and Safety Legislation and to carry out all testing, examination
and other work necessary to minimise and, so far as reasonably practicable,
eliminate all risk to health or safety resulting from the performance of the Services
or the use of any equipment or materials or other things in connection with the
Services.

The Service Provider will strictly comply with and will procure that the Service
Provider's Personnel strictly comply with such induction training procedures and
safety training procedures as are required by Health and Safety Legislation and as
TfL may require from time to time.

In the event that a serious health or safety risk has arisen or is likely to arise in the
provision of the Services, the Service Provider will notify TfL promptly in writing
and will provide TfL with adequate information relating to such risk including any
steps and safeguards which the Service Provider proposes to take and observe in
order to ensure that the Services are performed safely. The Service Provider shall
promptly take such steps and adopt such safeguards.

30. Information Compliance
30.1 The Service Provider warrants and undertakes that it will comply with all relevant
data protection laws and data protection principles (the “DP Requirements”),

including, without limitation, in the United Kingdom, the Data Protection Act 1998,

the Computer Misuse Act 1990 and the Telecommunications (Data Protection and

Privacy) (Direct Marketing) Regulations 1998 and the Privacy and Electronic

Communications (EC Directive) Regulations 2003. In complying with the DP

Requirements, the Service Provider will, without limitation:

(A) comply with any applicable notification requirements under such DP
Requirements;

(B) ensure that any Personal Data to be supplied by the Service Provider to TfL
or processed by the Service Provider and/or its Sub-Contractors on behalf
of TfL pursuant to this Agreement will be processed in accordance with the
requirements of such DP Requirements; and

(C) comply with the further obligations in relation to data protection set out in
schedule 7 (Information Compliance).

30.2 The Service Provider shall and shall procure that its Sub-Contractors shall:

(A) comply with all requests made by TfL;

(B) provide all such assistance as may be required by TfL; and

(C) comply with the further obligations set out in schedule 7 (Information
Compliance),
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SO as to enable TfL to comply with its obligations under the FOI Legislation.

| 30.3 Notwithstanding the generality of clause 23.323.3 (Liability and Indemnity) above,
the Service Provider shall be liable for and shall indemnify TfL and keep
indemnified TfL against each and every expense, cost, liability, loss, damage,
actions, claims or proceedings (including legal fees and expenses on an indemnity
basis) and demands incurred by TfL which arise directly out of or in connection
with the Service Provider's data processing activities under this Agreement,
including without limitation those arising out of any third party demand, claim or
action, or any breach of contract, negligence, fraud, wilful misconduct, breach of
statutory duty or non-compliance with any part of the DP Requirements and/or the

FOI Legislation by the Service Provider or its Personnel and Sub-Contractors and

any liability of TfL under the FOI Legislation as a result of the acts or omissions of

the Service Provider or its Personnel and Sub-Contractors.
31. Termination
31.1 TfL may terminate this Agreement forthwith by giving written notice to the Service

Provider on the occurrence of any of the following events or circumstances:

(A) a Change of Control of the Service Provider provided that TfL serves the
notice of termination within sixty (60) days of the date of receipt of notice
from the Service Provider of the Change of Control; or

(B) the Service Provider commits a material breach or a Persistent Breach of
this Agreement, which is incapable of remedy, or if capable of remedy is not
remedied within ten (10) Working Days of service of notice by TfL giving
particulars of the breach and, where appropriate, requiring it to be remedied,;

(C) the Service Provider commits any breach of clause 1515 (Revenue
Collection and Payment) which results in TfL incurring any financial loss;

(D) in circumstances in which a Milestone is delayed beyond the Milestone Date
by more than twenty (20) Working Days or such other period agreed in
writing by the parties;

(E) the Service Provider falsifies any data or Personal Data and/or there is any
non-compliance with clause 3038 (Information Compliance);

(F) there is a Material Service Level Failure;

(G) anInsolvency Event affecting the Service Provider occurs;

(H) there is a Change in Law, other than a change in TfL policy, which renders
operation of a Scheme or the Schemes wholly or partially illegal or if a
Scheme or the Schemes are cancelled or terminated by an authority
(including but not limited to the Mayor of London) other than TfL;

() there has been a Diversity Infraction which is either:
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()
(K)

(L)

(M)

(1) not capable of remedy (in TfL's reasonable opinion); or

(2) if capable of remedy is not dealt with to TfL's reasonable satisfaction
(including but not limited to the Service Provider taking such steps as
may be required by Law and appropriate disciplinary or other steps);

breach by the Service Provider of clause 1414 (London Living Wage);

the Service Provider engages in any conduct which TfL reasonably believes
may be unlawful or believes in its sole discretion is otherwise prejudicial to
its name, image, business or reputation;

a System Failure has occurred and has continued, or in TfL's opinion is
likely to continue, for a period of more than one Month and the Service
Provider has failed to implement a business continuity plan such that the
standard of Services provided does not comply with the standards to which
the Services were provided immediately prior to the Service Failure
occurring;

as expressly provided for in the following provisions:

(1) clause 25 (Insurance);

(2) clause 27.327.3 (Conflict of Interest);

(3) clause 28.1(C)28-HC) (Corrupt Gifts or Payment);

(4) clause 28.2(B)28-2(B) (Fraud);

(5) clause 35.435.4 (Termination for Force Majeure); and

(6) clause 37.337%3 (Assignment).

31.2 TfL may terminate this Agreement at any time by giving the Service Provider at
least one (1) Month’s written notice of termination.

32. Consequences of Termination

32.1 Upon any termination of this Agreement (for whatever cause):

(A)  subject to clause 32.132-1(B){B} below, the rights and the obligations of the
parties under this Agreement shall terminate and be of no future effect;

(B) clauses 2020 (Records, Audit and Inspection), 2323 (Liability and
Indemnity), 2828 (Corrupt Gifts or Payment and Fraud), 3030 (Information
Compliance), 3232 (Consequences of Termination), 3333 (Confidentiality),
3434 (Publicity), 3636 (Dispute Resolution Procedure), 4545 (Third Party
Rights) and 4646 (Law and Jurisdiction) shall remain in effect together with
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(©)
(D)

(E)

(F)

such provisions which expressly or by necessary implication will survive
termination;

no compensation of any form shall be payable to the Service Provider;

unless instructed by TfL to the contrary, the Service Provider shall
immediately:

(1) cease all Enforcement Action;
(2) return any Removed Goods to the appropriate Customers; and
(3) return to TfL (at its own cost) any unexecuted Warrants;

any rights or obligations to which any of the parties to this Agreement may
be entitled or be subject before its termination shall remain in full force and
effect; and

termination shall not affect or prejudice any right to damages or other
remedy which the terminating party may have in respect of the event giving
rise to the termination or any other right to damages or other remedy which
any party may have in respect of any breach of this Agreement which
existed at or before the date of termination.

33. Confidentiality

33.1 The Service Provider acknowledges that it may receive, obtain, prepare or create
Confidential Information. The Service Provider undertakes that:

(A)

(B)

(©)

it shall receive and/or maintain the Confidential Information in strictest
confidence and it acknowledges that such information is of a confidential
nature;

it shall not use the Confidential Information for any purposes whatsoever
(and in particular shall not use the Confidential Information to the detriment
of TfL) other than for the purpose of the performance of the Services or
compliance with its obligations under this Agreement;

it shall not disclose the Confidential Information to any third party without the
prior written consent of TfL except that it is entitled to the extent strictly
necessary to disclose the Confidential Information:

(1) to such of the Service Provider's employees and professional advisers
who need to know the Confidential Information for the performance of
the Services provided that the Service Provider shall be responsible for
any breach of its obligations occasioned by any act or omission of
such employees and advisers; or
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| 33.2

33.3

(D)

(E)

(F)

(2) to the Service Provider’s auditors and any other person or body having
a legal right or duty to know the Confidential Information in connection
with the Service Provider's business provided that prior to such
disclosure the Service Provider consults with TfL as to the proposed
form of such disclosure and what, if any, confidentiality undertakings
each such third party should enter into before Confidential Information
is disclosed,;

it shall inform each of the persons referred to in clauses 33.133.-1(C)(1L){SHLH
and 33.133:2(C)(2){S}2) to whom Confidential Information is disclosed of
the restrictions as to use and disclosure of the Confidential Information and
shall use its best endeavours to ensure that each of them observe such
restrictions and enter into any written undertakings required by TfL;

it shall, at TfL’s request, deliver to TfL or destroy all or any documents and
other materials in its possession, custody or control (or the relevant parts of
such materials) that bear or incorporate any Confidential Information and if
instructed by TfL in writing, remove all electronically held Confidential
Information, save that the Service Provider shall be entitled to retain one
copy of the Confidential Information where such Confidential Information is
required by the Service Provider to comply with any Laws or in order to
provide the Services; and

it shall not, except where provided in clause 33.133-1(C){C), or with the prior
written consent of TfL, disclose to any third party the nature or content of
any discussions or negotiations between the parties relating to the
Confidential Information.

The obligations set out in clause 33.133-2 do not apply to any Confidential
Information which:

(A)

(B)

(©)

(D)

the Service Provider can show by documentary evidence was already in its
lawful possession and at its free disposal before the disclosure to the
Service Provider by TfL;

is lawfully disclosed to the Service Provider without any obligations of
confidence, by a third party who has not derived it directly or indirectly from
TIL,;

is or has come into the public domain through no fault of the Service
Provider or its employees, agents or Sub-Contractors; or

is required by law or by order of a court of competent jurisdiction to be
disclosed.

The Service Provider acknowledges that damages would not be an adequate
remedy for any breach of clause 33.133-1 and that (without prejudice to all other
remedies which TfL may be entitled to as a matter of law) TfL shall be entitled to
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33.4

34.

34.1

34.2

34.3

34.4

the remedies of injunction, specific performance and other equitable relief to
enforce the provisions of this clause and no proof of special damages shall be
necessary for the enforcement of the provisions of this clause.

The obligations of confidentiality set out in this clause shall remain in effect
indefinitely, or until the relevant information is no longer confidential in accordance
with the provisions of this clause.

Publicity

Subject to clause 34.334-3 and whether or not any restriction contained in clause
3333 (Confidentiality) applies, the Service Provider shall not, and shall procure that
its employees, agents and Sub-Contractors do not, make any announcement
(including, without limitation, any communication to the public, to any clients or
suppliers of either party or to all or any of the employees of either party or to
representatives of the press, television, radio or other media) concerning the
existence, provisions or subject matter of this Agreement or containing any
information about TfL (including, without limitation Confidential Information) without
the prior written approval of TfL.

TfL shall have the absolute discretion in deciding whether to give its consent as
referred to in this clause 3434.

Clause 34.134-1 shall not apply if and to the extent that such announcement is
required by Law or by any securities exchange or regulatory or Governmental body
having jurisdiction over either party (including but, not limited to, the Financial
Services Authority, the London Stock Exchange, The Panel on Takeovers and
Mergers and the Serious Fraud Office) and whether or not the requirement has the
force of law and provided that any such announcement will be made only after
consultation with the other party.

The obligations and restrictions contained in this clause 3434 will survive
termination of the Agreement and continue without limit of time.

35. Force Majeure

35.1 Effect of Force Majeure
Neither party to this Agreement shall be deemed to be in breach of this Agreement
or otherwise liable to the other as a result of any delay or failure in the
performance of its obligations under this Agreement if and to the extent that such
delay or failure is caused by Force Majeure (as defined in clause 35.235-2).

35.2 Definition of Force Majeure
“Force Majeure” means (other than in each case, one caused by a breach of
contract by or with the assistance of the party concerned):
(A) any war, civil war, armed conflict or terrorism;
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35.3

35.4

36.

36.1

36.2

36.3

(B) any fire, explosion, storm, flood, earthquake, subsidence, epidemic or other
natural physical disaster; and

(C) strikes or other industrial action other than strikes or industrial action solely
among the Service Provider’'s employees.

Obligations of affected party

A party whose performance of its obligations under this Agreement is delayed or
prevented by Force Majeure:

(A) shall forthwith notify the other party of the nature, extent, effect and likely
duration of the circumstances constituting the Force Majeure;

(B) shall use all reasonable endeavours to minimise the effect of the Force
Majeure on its performance of its obligations under this Agreement including
the making of any alternative arrangements for resuming the performance of
its obligations which may be practicable without incurring material additional
expense; and

(C) shall, subject to clause 35.435.4, forthwith after the cessation of the Force
Majeure, notify the other party thereof and resume full performance of its
obligations under this Agreement.

Termination for Force Majeure

If any Force Majeure delays or prevents the performance of the obligations of
either party for a continuous period in excess of three (3) Months, the party not so
affected shall then be entitled to give notice to the affected party to terminate this
Agreement, specifying the date on which termination will take effect. Upon
termination the provisions of clause 3232 (Consequences of Termination) shall

apply.

Dispute Resolution Procedure

The parties shall use their reasonable endeavours to resolve any dispute arising
out of or in connection with any provision of this Agreement (“Dispute”) at the
Project Review Meeting or Review Meeting (as the case may be) taking place after
the date on which the Dispute arose.

If the Dispute has not been resolved within 10 Working Days after the date of the
Project Review Meeting or Review Meeting (as the case may be) at which it was
considered (or if there was no such Project Review Meeting or Review Meeting
within one Month after the date on which the Dispute arose), the Dispute shall be
referred as soon as practicable to the Strategic Review Meeting for resolution.

Any joint decision which resolves the Dispute and which is made pursuant to
clauses 36.136-1 and 36.236.2 shall be recorded in writing and signed on behalf of
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36.4

36.5

36.6

36.7

36.8

36.9

36.10

36.11

36.12

36.13

36.14

each party by their respective Representatives and shall be final and binding on
the parties. TfL's Representative shall keep a record of all such resolutions.

If the Dispute has not been resolved within 20 Working Days of it being referred to
the Strategic Review Meeting, then the parties may agree to refer the Dispute to
mediation.

When the parties wish to have the Dispute resolved by mediation, if they are
unable to agree on the appointment of the mediator, either party may apply to
CEDR to nominate the mediator. Each of the parties shall ensure that it is
represented in the mediation by an individual with authority to settle the dispute
and to sign any settlement agreement that may be agreed.

The mediator shall, in consultation with the parties, determine the timetable and
procedure for mediation. Unless otherwise agreed, the CEDR Mediation Rules in
force at the commencement of the mediation shall apply.

The procedure in the CEDR Mediation Rules shall be amended to take account of
any relevant provisions in this Agreement or any other agreement which the
parties may enter into in relation to the conduct of the mediation.

The mediation shall be conducted on a without prejudice basis and in strict
confidence.

If the Dispute is settled through mediation, the terms of the settlement shall be
recorded in writing in a legally binding form signed by a duly authorised
representative of each of the parties.

If either party withdraws from the mediation at any time, or within 30 Working Days
of the mediator being appointed the mediation has not resulted in the settlement of
the dispute being reached, then the mediation procedure shall, unless otherwise
agreed, be terminated.

No-one appointed to act as mediator shall be called to give evidence in any
subsequent proceedings between the parties, nor may any mediator act as an
advisor to either party in any subsequent proceedings whether as counsel, solicitor
or independent expert without the prior written consent of the other parties.

The parties acknowledge, for the avoidance of doubt, that the commencement of a
mediation shall not prevent the parties commencing or continuing Proceedings in
accordance with clause 4646 (Law and Jurisdiction).

For the avoidance of doubt, the Service Provider shall continue to provide the
Services in accordance with this Agreement and without delay or disruption while
the parties are seeking to resolve the Dispute pursuant to this clause 3636.

The restrictions contained in this clause shall survive the termination of this
Agreement.
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37. Assignment

37.1 The Service Provider shall not assign, transfer or novate any or all of its rights or
benefits under this Agreement.

37.2 TfL may at any time assign or novate all or any part of its rights, benefits and
obligations under this Agreement.

37.3 In the event of breach of this clause 3737 by the Service Provider, TfL shall be
entitled to terminate this Agreement immediately.

38. Entire agreement

38.1 This Agreement, together with any documents referred to in it, constitutes the
whole agreement between the parties relating to its subject matter and supersedes
and extinguishes any prior drafts, agreements, undertakings, representations,
warranties and arrangements of any nature, whether in writing or oral, relating to
such subject matter.

38.2 The Service Provider acknowledges that it has not been induced to enter into this
Agreement by any representation or warranty other than those contained in this
Agreement and, having freely entered into this Agreement, agrees that it shall
have no remedy in respect of any other such representation or warranty except in
the case of fraud.

38.3 No variation of this Agreement shall be effective unless made in writing and signed
by each of the parties.

39. Rights etc cumulative and other matters

39.1 The rights, powers, privileges and remedies provided in this Agreement are
cumulative and are not exclusive of any rights, powers, privileges or remedies
provided by law or otherwise.

39.2 No failure to exercise nor any delay in exercising by any party to this Agreement of
any right, power, privilege or remedy under this Agreement shall impair or operate
as a waiver thereof in whole or in part.

39.3 No single or partial exercise of any right, power privilege or remedy under this
Agreement shall prevent any further or other exercise thereof or the exercise of
any other right, powers, privilege or remedy.

40. Further assurance
Each party shall at its own expense execute all documents and do all acts and
things reasonably required by the other to give effect to the terms of this
Agreement.
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41.

42.

43.

43.1

43.2

Invalidity

If any provision of this Agreement shall be held to be illegal, void, invalid or
unenforceable under the laws of any jurisdiction, the legality, validity and
enforceability of the remainder of this Agreement in that jurisdiction shall not be
affected, and the legality, validity and enforceability of the whole of this Agreement
in any other jurisdiction shall not be affected.

Counterparts

This Agreement may be executed in any number of counterparts, which shall
together constitute one Agreement. Either party may enter into this Agreement by
signing any such counterpart.

Notices

Any notice (which term shall in this clause include any other communication)
required to be given under this Agreement or in connection with the matters
contemplated by it shall, except where otherwise specifically provided, be in writing
in the English language.

Any such notice shall be addressed as provided in clause 43.443-4 and may be:

(A) personally delivered, in which case it shall be deemed to have been given
upon delivery at the relevant address if it is delivered not later than 17.00
hours on a Working Day, or, if it is delivered later than 17.00 hours on a
Working Day or at any time on a day which is not a Working Day, at 08.00
hours on the next Working Day; or

(B) if within the United Kingdom, sent by first class pre-paid post, in which case
it shall be deemed to have been given two (2) Working Days after the date
of posting; or

(C) if from or to any place outside the United Kingdom, sent by pre-paid airmail,
or by air courier in which case it shall be deemed to have been given seven
(7) Working Days after the date of posting in the case of airmail or two
Working Days after delivery to the courier, in the case of air courier;

(D) sent by facsimile, in which case it shall be deemed to have been given when
despatched, subject to confirmation of uninterrupted transmission by a
transmission report provided that any notice despatched by facsimile after
17.00 hours on any Working Day or at any time on a day which is not a
Working Day shall be deemed to have been given at 08.00 on the next
Working Day; or

(E) sent by electronic mail, in which case, it shall be deemed to be given when
received but subject to the same provisions regarding receipt after 17.00
hours as apply to notices sent by facsimile.
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43.3 Notices sent by electronic mail shall:

43.4

43.5

(A) be in a form and context calculated to come to the recipient's immediate
attention, including by being classified as “urgent”;

(B) be set up such that the sender is able to check whether they have been
received and opened by the recipient;

(C) Dbe in immediately intelligible form and saveable to the relevant information

systems; and

(D) comply with any other requirements specified in writing by TfL from time to

time.

If any notice is received in an unintelligible or unrecognisable form, the recipient
shall immediately notify the sender (if identifiable from such notice) and the sender
shall re-send the notice and simultaneously serve a copy of the notice by one or
other of the methods referred to in clause 43.243.2.

The addresses and other details of the parties referred to in clause 43.243.2 are,

subject to clause 43.543.5:

Name:

For the attention of:

Enforcement

Address:

Facsimile number:

E-mail address:

Name:

For the attention of:

Address:
Essex, EN9 1EL

Facsimile number:

E-mail address:

Transport for London

James Summers, Congestion Charging & Traffic

Palestra, 197 Blackfriars Road, London SE1 8NJ
020 3054 2007

jamessummers@tfl.gov.uk

Marston Group Limited

Bridgman House, 37 Sun Street, Waltham Abbey,

01992 703 703

I G arstongroup.co.uk

Either party to this Agreement may notify the other party of any change to the
address or any of the other details specified in clause 43.443-4, provided that such
notification shall only be effective on the date specified in such notice or five (5)
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44,

44.1

44.2

45.

46.

46.1

46.2

Working Days after the notice is given, whichever is later, and provided also that
any new address shall be in the United Kingdom.

Relationship of the parties

Nothing in this Agreement shall constitute, or be deemed to constitute, a
partnership between the parties nor, except as expressly provided, shall it
constitute, or be deemed to constitute, any party the agent of any other party for
any purpose.

Subject to any express provisions to the contrary in this Agreement, the Service
Provider shall have no right or authority to and shall not do any act, enter into any
contract, make any representation, give any warranty, incur any liability, assume
any obligation, whether express or implied, of any kind on behalf of TfL or bind TfL
in any way.

Third Party Rights

No person (other than a New Service Provider pursuant to clause 10.4 (Service
Provider Personnel) and TfL's officers, employees, agents and contractors
pursuant to clause 23.3 (Liability and Indemnity)) who is not a party to this
Agreement shall have any rights under the Contracts (Rights of Third Parties) Act
1999 to enforce any term of this Agreement.

Law and Jurisdiction

English Law

This Agreement and any non-contractual obligations arising from or connected
with it shall be governed by, and construed in accordance with, English Law.

Jurisdiction

In relation to any legal action or proceedings arising out of or in connection with
this Agreement (whether arising out of or in connection with contractual or non-
contractual obligations) (“Proceedings”) each of the parties irrevocably submits to
the exclusive jurisdiction of the English courts and waives any objection to
Proceedings in such courts on the grounds of venue or on the grounds that
Proceedings have been brought in an inappropriate forum.
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AS WITNESS WHEREOF this Agreement has been duly executed the day and year first
before written.

SIGNED for and on behalf of TRANSPORT FOR LONDON
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SCHEDULE 1
Definitions

“Acceptable Service Level” has the meaning ascribed in paragraph 2.5 of schedule 5
(Performance Management Regime Overview);

“Additional Services” has the meaning ascribed in clause 3.3 (Provision of Services);

“Agreed Communications Plan” means the communications plan set out in Annex 4
(Agreed Communications Plan) to schedule 8 (Equality and Diversity);

“Agreed Diversity Training Plan” means the diversity training plan set out in Annex 2
(Agreed Training Plan) to schedule 8 (Equality and Diversity);

“Agreed Equality Policy” means the equality and diversity policy set out in Annex 1
(Agreed Equality Plan) to schedule 8 (Equality and Diversity);

“Agreed Supplier Diversity Plan” means the supplier diversity plan set out in Annex 3
(Agreed Supplier Diversity Plan) to schedule 8 (Equality and Diversity);

“Approved Driver Training” means the Safe Urban Driving course as accredited by the
Joint Approvals Unit for Periodic Training details of which can be found at: www.fors-
online.org.uk set out in Schedule 13 (Extension of Services);

“Assigned Employees” means any Service Provider Personnel who, following the date
of termination or expiry of this Agreement (whichever is applicable), commences active
employment with a New Service Provider or TfL in connection with all or any of the
services to be provided in replacement of, or which are substantially similar to, the
Services provided under this Agreement;

“Authority to Proceed” means an authorisation by TfL in respect of a Milestone, as
evidenced by the issue of a Notice of Authority to Proceed,;

“Automatic Number Plate Recognition” or “ANPR” means the automated method of
recognising a vehicle registration mark from a camera image,;

“Bronze Accreditation” means the minimum level of accreditation within the FORS
Standard, the requirements of which are more particularly described at: www.fors-
online.org.uk set out in Schedule 13 (Extension of Services);

“Car-derived Vans” means a vehicle based on a car, but with an interior that has been
altered for the purpose of carrying larger amounts of goods and/or equipment as set out
in Schedule 13 (Extension Services);

“Change” means any change to the Services (or the scope thereof or to the manner in
which they are provided) or to any of the terms of this Agreement pursuant to the Change
Control Request Procedure other than minor amendments required by TfL to processes
and procedures (including without limitation to the Enforcement Action Procedure) set out
in schedule 2 (Statement of Requirements) or in TfL Baliliff Policy, which TfL reasonably
considers shall not result in significant costs to the Service Provider;
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“Change Authorisation” means a notice issued by TfL in accordance with schedule 9
(Change Control Request Procedure and Changes) authorising the Service Provider to
proceed with a Change,;

“Change Control Request” or “CCR” means a written request, raised by TfL or the
Service Provider in accordance with schedule 9 (Change Control Request Procedure and
Changes), in relation to a proposed Change;

“Change Control Request Procedure” means the procedures for requesting a Change
as set out in schedule 9 (Change Control Request Procedure and Changes);

“Change in Law” means any:

(A) amendment, alteration or modification to or repeal of existing Law (including but
not limited to any Scheme Order) (or any elements thereof);

(B) introduction of any new Law (including but not limited to a Scheme Order) (or any
elements thereof);

(C) judgment of a competent court which changes a binding precedent or the
interpretation of any relevant Legislation;

(D) the suspension of any Scheme Order; or

(E) the introduction of or amendment to any TfL policy, instruction or guidance on any
matters relevant to the operation and/or administration of one or more Schemes,

which takes effect after the Effective Date;

“Change Manager” has the meaning ascribed in paragraph 2.1 of schedule 9 (Change
Control Request Procedure and Changes);

“Change of Control” means any event where any person, whether acting alone or with
others and whether on their own account or for or through one or more third parties:

(A) acquires control (as defined in Section 416 of the Income and Corporation Taxes
Act 1988) of the Service Provider; or

(B) in the event that the Service Provider is subject to the Take-over Code, increases
its or their interest in the relevant share capital (as defined in Section 792 of the
Companies Act 2006) such that that person or group of persons would be obliged
to make an offer for the Service Provider under Rule 9 of the Take-over Code or
would be so obliged, but for any “whitewash” carried out pursuant to the notes on
Dispensations from Rule 9 of the Take-over Code,

and for the purposes of this definition the “Service Provider” includes the Service
Provider and each body corporate which is from time to time directly or indirectly its
holding company (as defined in Section 1159 of the Companies Act 2006);

“Charge Certificate” means a notice served under regulation 17(1) of the Road User
Charging (Enforcement and Adjudication) (London) Regulations 2001 on a Registered

Enforcement Agents Agreement Page 2 of 19
CCS0000149230



Schedule 1 — Definitions

Keeper / Person Liable of a vehicle who has failed to pay a Penalty Charge within the
time allowed;

“Charge Payment” means each (or any) of:
(A) aCongestion Charge Payment;
(B) aLEZ Charge Payment; or

(C) any other charge payment which permits a vehicle which does not qualify for an
exemption or a 100% discount to be in a Charging Zone during Charging Hours
without incurring a Penalty Charge;

“Charging Day” means a day on which one or more Schemes requires payment to enter
the Charging Zone;

“Charging Hours” means the hours on a Charging Day during which a payment is
required in relation to vehicles travelling or parked within the Charging Zone, as defined
in the relevant Scheme Order;

“Charging Zone” means the area within which persons are liable to pay a Charge
Payment to travel or park designated vehicles on designated roads at designated times,
as defined in the relevant Scheme Order;

“Class VI Mirror” means a mirror that allows the driver to see what is immediately in
front of the vehicle and that complies with Directive 2003/97/EC set out in Schedule 13
(Extension of Services);

“Close a Warrant” means the Service Provider shall permanently cease all Enforcement
Action in respect of a Warrant and record its Status as being closed,;

“Close Proximity Sensor” means a device consisting of a sensor system that detects
objects in a vehicle’s blind spot and alerts the driver via in-cab visual and/or audio stimuli
and which alerts other road users to the planned movement of the vehicle when the
vehicle’s indicators are engaged set out in Schedule 13 (Extension of Services);

“Collective Obligations” means the provisions of any collective bargaining agreement,
recognition agreement, partnership agreement or workforce agreement, or any codes,
regulations or legislative obligations relating to the need to inform or consult or both with
the Service Provider Personnel or other individuals or their appropriate representatives
(including any trade union representatives);

“Collision Report” means a report detailing all collisions during the previous 12 months
involving injuries to persons or fatalities set out in Schedule 13 (Extension of Services);
“Compliance Fee” means the fee(s) referenced in Debt Recovery Law;

“Confidential Information” means information relating to one or more Schemes or the
business or affairs of TfL and its employees which is divulged to, or obtained, prepared or
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created by or for the Service Provider during the bid process, entry into this Agreement
and/or provision of the Services and which is either:

(A) in written form and marked as proprietary and confidential,
(B) s by its very nature confidential; or
(C)  which may otherwise reasonably be regarded as confidential;

“Congestion Charge Payment” means the payment that permits a vehicle, which does
not qualify for an exemption or 100% discount, to be within the Congestion Charging
Zone during Charging Hours without incurring a Penalty Charge;

“Congestion Charging Scheme” means the congestion charging scheme for London as
set out or referred to in the Congestion Charging Scheme Order as amended from time to
time and any implementation of such scheme;

“Congestion Charging Scheme Order” means the Greater London (Central Zone)
Congestion Charging Order 2004, as varied; and any amendment to or supersession of
the same;

“Congestion Charging Zone” means the Charging Zone relating to the Congestion
Charging Scheme;

“Contract Variation Date” means 31 December 2012 as set out in Schedule 13
(Extension of Services);

“Core Service Provider” or “CSP” means the service provider providing the services
under the London Road User Charging Agreement dated 14 December 2007 (or such
other party as TfL may notify to the Service Provider from time to time);

“Correspondence” means any letter, leaflet or other information sent to Customers as
part of any Enforcement Action;

“CSP Interface” means the electronic link between the Service Provider and the CSP
developed by the Service Provider in accordance with Annex A to schedule 2 (Statement
of Requirements) for the purpose of receiving Warrants and exchanging associated
documentation and information;

“CSP Testing” has the meaning ascribed to it in paragraph 7.1 of schedule 4 (Testing
Regime);

“Customer” means a person named in a Warrant;

“Customer Representative” means a person in respect of whom the Service Provider
has received written notification from the Customer as being authorised to represent the
Customer,

“‘Debt Recovery Law” means the legislation applicable to the enforcement of debts
relating to outstanding Charge Certificates and Traffic Enforcement Penalties from time to
time in force in the jurisdiction in which the Services are performed, including without
limitation (as at the date of this Agreement), County Courts Act 1984, the Distress for
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Rent Rules 1988, the Road User Charging (Charges and Penalty Charges) (London)
Regulations 2001, the Road User Charging (Enforcement and Adjudication) (London)
Regulations 2001, the Civil Enforcement of Parking Contraventions (England) General
Regulations 2007, the London Local Authorities Act 1996, the London Local Authorities
and Transport for London Act 2003, the Civil Procedure Rules 1998, the Enforcement of
Road Traffic Debts (Certificated Bailiffs) Regulations 1993 (as amended) the Enforcement
of Road Traffic Debts Order 1993 (as amended), the Tribunals, Courts and Enforcement
Act 2007 and the Taking Control of Goods Regulations 2014;

“Detailed Milestone Achievement Criteria” has the meaning ascribed in paragraph 9.1
of schedule 3 (Milestones and Deliverables);

“Deliverables” means the materials that are deliverable at a Milestone Date in
accordance with schedule 3 (Milestones and Deliverables) and the Implementation Plan
and any other tangible item that the Service Provider is required to provide as part of the
Services or as a result of the Change Control Procedure;

“Disposal” or “Disposal of Goods” means the sale of Removed Goods to recover debt
owed to TfL and any enforcement fees owed to the Enforcement Agents under a Warrant
of control or execution and “Dispose” shall be construed accordingly;

“Dispute Resolution Procedure” means the procedure set out in clause 36 (Dispute
Resolution Procedure);

“Diversity Infraction” means any breach by the Service Provider of any of its obligations
under paragraphs 1 to 7 of schedule 8 (Equality and Diversity);

“Documentation List” means the list to be produced by the Service Provider pursuant to
paragraph 6.1 of schedule 3 (Milestones and Deliverables);

“Driver” means any employee of the Service Provider (including an agency driver), who
operates Freight Vehicles on behalf of the Service Provider while delivering the Services
as set out in Schedule 13 (Extension of Services);

“Driver and Vehicle Licensing Agency” or “DVLA” means the Driver and Vebhicle
Licensing Agency, an executive agency of the Department for Transport responsible for
maintaining registers of vehicles and drivers for law enforcement and taxation purposes,
and its successors from time to time;

“Effective Date” means the date of execution of this Agreement;

“Emergency” means a situation in which if a Change is required to avoid or mitigate (or if
not implemented would result in):

(A) loss of the Services;
(B) material loss to TfL of Revenue or potential Revenue;
(C) the immediate risk of death or personal injury to any person; and/or

(D) animmediate material risk:

Enforcement Agents Agreement Page 5 of 19
CCS0000149230



Schedule 1 — Definitions

(1) to the integrity of the Scheme(s); and/or
(2)  of loss of or damage to property;

“Enforcement Action” means any action taken by the Service Provider or its Personnel
in order to execute a Warrant;

“Enforcement Action Procedure” means the procedure and associated timelines for
Enforcement Action described in paragraphs 2.1.5 to 2.1.17 inclusive of Schedule 2
(Statement of Requirements);

“Enforcement Agent” means a person that is both (i) employed or engaged by the Service
Provider or any of its Key Sub-Contractors and (ii) authorised under Taking Control of
Goods to execute Warrants;

“Enforcement Fees” means statutory feed and disbursements costs the Service
Provider is entitled to recover from a Customer in accordance with Taking Control of
Goods Regulations 2014, and the terms of this Agreement (and for the avoidance of
doubt, this excludes the sum owed to TfL in respect of the outstanding Charge Certificate
or Traffic Enforcement Penalty;

“Enforcement Stage” as referenced in Debt Recovery Law;

“Enforcement System” has, other than as defined in schedule 6 (Security Policy) for the
purposes of that schedule, the meaning ascribed to it in paragraph 5.2.1 of schedule 2
(Statement of Requirements);

“Error” means a fault or error found in the Service Provider’'s systems during Testing or
during provision of the Services arising:

(A) from any failure to meet the Interface Specification or any other provision of the
Statement of Requirements;

(B) as a result of any misinstructions, inaccuracy, incompleteness or “out of date” in
connection with Deliverables or other instructions of the Service Provider; or

(C) because the relevant software, hardware or equipment is not Fit for Purpose;

“Escalation” means a Customer enquiry or complaint, or any other issue relating to the
performance of the Services that requires input, guidance or a response from TfL and
which has been forwarded to TfL for action, and “Escalate” or “Escalated” shall be
construed accordingly;

“Fit for Purpose” means:

(A) inthe case of hardware, software, systems or Interfaces, that the hardware,
software, systems or Interfaces deliver the functionality for the intended use,
as envisaged by the performance criteria and other requirements of this
Agreement; and

(B) in the case of any other Deliverables not referred to in (A), that the relevant
Deliverables:
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(1) are complete taking into account the stage of the implementation of the
Services (or, during the Operational Phase, the stage reached in the
implementation of any Change);

(2) meet any criteria or requirements relevant to the Deliverables set out in
the Agreement;

(3) are comprehensible to someone with the knowledge and skills of the
intended audience,;

(4) reflect Good Industry Practice;

(5) are consistent with any physical or actual assets or processes that
they describe;

(6) reflect any relevant agreements between TfL and the Service Provider
in respect of the Services; and

(7) take account of TfL's reasonable comments following prior review
unless otherwise agreed between the parties;

“FOI Legislation” means the Freedom of Information Act 2000, any subordinate
legislation made under that Act from time to time, the Environmental Information
Regulations 2004, the Re-Use of Public Sector Information Regulations 2005, and any
guidance given by the Information Commissioner, the Office of Public Sector Information,
the Ministry of Justice, the Department for Constitutional Affairs and/or the Department for
Environment, Food and Rural Affairs, and any amendment to or successors of such
legislation or guidance;

“Force Majeure” has the meaning ascribed to it in clause 35.2 (Definition of Force
Majeure) of this Agreement;

“FORS” means the Fleet Operator Recognition Scheme, which is an accreditation
scheme for businesses operating van and lorry fleets. It is free to join and offers impartial,
independent advice and guidance to motivate companies to improve their compliance
with relevant laws and their environmental, social and economic performance as set out
in Schedule 13 (Extension of Services);

“FORS Standard” means the standard setting out the accreditation requirements for the
Fleet Operator Recognition Scheme, a copy of which can be found at: www.fors-
online.org.uk as set out in Schedule 13 (Extension of Services);

“Founded Customer Complaint” has the meaning ascribed in paragraph Pl 9.1 of
schedule 5 (Service Level Agreement);

“Freight Vehicle” means a Lorry, a Van or a Car-derived Van as set out in Schedule 13
(Extension of Services);

“Fresnel Lens” means a clear thin plastic lens that is press fitted to a lorry window on
the passenger side and that allows the driver to see that which is in the vehicle’s blind
spot as set out in Schedule 13 (Extension of Services);
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“General Change” means any Change other than an Emergency Change or a Mandatory
Change;

“Good Industry Practice” means in relation to any undertaking and any circumstances,
the exercise of that degree of skill, diligence, prudence, foresight and practice that would
reasonably and ordinarily be expected from a highly skilled and experienced person
engaged in the same type of undertaking as that to which the particular element of the
Services relates under the same or similar circumstances to those in which each element
of the Services is to be provided;

“Goods” means assets, including without limitation furniture, vehicles, or money,
belonging to a Customer;

“Gold Accreditation” means the highest level of accreditation within the FORS Standard,
the requirements of which are more particularly described at: www.fors-online.org.uk as
set out in Schedule 13 (Extension of Services);

“Greater London Authority Languages” or “GLA Languages” means Arabic, Bengali,
Greek, Cantonese, Gujarati, Hindi, Punjabi, Turkish, Urdu, and Vietnamese, and any
other languages as specified by TfL from time to time;

“Health and Safety Legislation” means all EU Directives or EU Regulations, statutes, or
subordinate legislation or civil or common law, all court orders, ordinances, decrees or
regulatory codes of practice, circulars, guidance notes and equivalent controls which
have as a purpose or effect the protection or prevention of harm to human health,
environment or health and safety or compensation for such harm which are binding in
relation to the Schemes and/or upon the Service Provider;

“High Value” means that the reasonably anticipated value of the vehicle sold at auction is
at least twenty five (25) times greater than the outstanding debt due in respect of the
Warrant and Enforcement Fees;

“Impact Assessment” means the documents of that title, each relating to a proposed
Change, as the Service Provider may be required to prepare from time to time in
accordance with schedule 9 (Change Control Request Procedure and Changes);

“Implementation Phase” means the period from the Effective Date until the Operational
Commencement Date;

“Implementation Plan” means the plan to be produced by the Service Provider pursuant
to paragraph 3.1 of schedule 3 (Milestones and Deliverables);

“Incident” means an event that occurs or is observed during Testing or during the
provision of the Services which causes, or may cause, an adverse impact on the
provision or quality of the Services, including Errors, Service Issues and Security
Incidents, and in the case of Testing, where the relevant Test Criteria are not met;
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“Incident Log” means the centralised electronic tool used to record all events that occur
or are observed during the provision of the Services which cause, or may cause, an
adverse impact on the provision or quality of the Services;

“Incumbent Service Provider” means the incumbent service provider (if any) as at the
Effective Date performing services which are substantially similar to or the same as the
Services provided under this Agreement;

“Initial Term” has the meaning ascribed in clause 2.1 (Commencement and Duration);

“Insolvency Event” means the occurrence of any of the following insolvency events in
respect of the Service Provider, not being events which have received the prior written
approval of TfL:

(1) any action is taken, or any proceedings are commenced in any court and not
withdrawn or struck out within thirty (30) days (provided the Service Provider is taking all
necessary steps during such period to have such action or proceedings withdrawn or
struck out, as the case may be), for the liquidation, winding up, dissolution or any
analogous process of, or for the making of an administration order in relation to, the
Service Provider;

(2) proposals are formulated for a moratorium or for any other arrangement with
creditors generally or any class of creditors of the Service Provider or for any other
proceeding or arrangement by which all or any material part of the assets of the Service
Provider would be submitted to the control or supervision of a trustee, supervisor, debtor
in possession or creditors or any competent court or governmental authority;

3) a trustee, supervisor, administrator, administrative receiver, receiver, manager or
similar officer is appointed in respect of the Service Provider or of all or any material part
of its assets (or, in the case of an administrator, a party gives notice of its intention to
appoint an administrator);

(4) all or any material part of the assets of the Service Provider are attached or
distrained upon or become subject to any order of court or other process;

(5) the Service Provider becomes insolvent or is declared insolvent by a competent
court or governmental authority or is unable or admits its inability to pay its debts as they
fall due or suspends or proposes to suspend payment of its debts; or

(6) any other event occurs in any jurisdiction outside England which has an effect
equivalent or as nearly as can be equivalent to any of the events described in paragraphs
1 to 5 of this definition above inclusive;

“Insurances” has the meaning ascribed in clause 25.1 (Insurance);

“Intellectual Property” means patents, trade marks, service marks, rights (registered or
unregistered) in any designs, applications for any of the foregoing, trade or business
names, copyright (including rights in computer software) and topography rights; know-
how, secret formulae and processes, lists of suppliers and customers and other
proprietary knowledge and information; internet domain names; rights protecting goodwill
and reputation; database rights and all rights and forms of protection of a similar nature to
any of the foregoing or having equivalent effect anywhere in the world and all rights under

Enforcement Agents Agreement Page 9 of 19
CCS0000149230




Schedule 1 — Definitions

licences and consents in respect of any of the rights and forms of protection mentioned in
this definition;

“Interface Specification” means the specification and description of the CSP Interface
set out in Annex A to schedule 2 (Statement of Requirements);

“Interfaces” means the CSP Interface and any other interfaces, processes, procedures or
methods which provide access, functionality, interaction, inputs, or outputs, or which
otherwise allow data feeds, in each case as may be required from time to time to deliver
the Services in accordance with this Agreement including without limitation relevant
software, hardware and systems;

“Internal Changes” has the meaning ascribed in paragraph 3.3 of schedule 9 (Change
Control Request Procedure and Changes);

“Inventory of Seizure” has the meaning ascribed to it in paragraph 2.3.5 of Schedule 2
(Statement of Requirements);

“Key Sub-Contractor” means any person who is authorised under Debt Recovery Law to
execute Warrants to whom the Service Provider sub-contracts core Enforcement Action
activities or any person to whom the Service Provider sub-contracts core Enforcement
Action activities and who employs or engages any person that is authorised under Debt
Recovery Law to execute Warrants;

“Law” means the EC Treaty and any directive, regulation or any other law, Legislation,
treaty, enactment, statute, proclamation, decree, bye-law, decision, notice, order, rule
(including, without limitation, any rule or decision of court), local government rule,
statutory instrument or other delegated or subordinate legislation and any directions,
codes of practice or guidance issued pursuant to any legislation and/or, in any such case,
the equivalent thereof (howsoever described) applicable in any jurisdiction in which or
through which the Services are to be performed;

“Legislation” means any Act or subordinate legislation within the meaning of section 2(1)
of the Interpretation Act 1978, and any enforceable Community right within the meaning
of the European Communities Act 1972 and in each case, includes the interpretation,
administration or application thereof;

“‘LEZ Charge”, “LEZ Charge Payment” or “LEZ Payment” means the payment that
permits a vehicle, which does not qualify for an exemption or 100% discount, to be within
the LEZ without incurring a Penalty Charge, as defined in the LEZ Scheme Order;

“LEZ Penalty Charge” means a charge incurred by the registered keeper of a non
compliant vehicle which has been detected within the LEZ;

“LEZ Scheme” means the low emissions zone scheme for London as set out or referred
to in the LEZ Scheme Order as amended from time to time and any implementation of
such scheme;

“LEZ Scheme Order” means the Greater London Low Emission Zone Charging Order
2006, as varied;
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“London Living Wage” means, subject to clause 14 (London Living Wage), the basic
hourly wage of £9.75 (before tax, other deduction and any increase for overtime);

“London Living Wage Employees” means all employees of the Service Provider and
employees of any Sub-Contractor who are employed for substantially all of their time:

(A) inthe provision of the Services; and

(B)  within the Greater London Area (as defined in the Greater London Authority Act
1999);

“Lorry” means a vehicle with an MAM exceeding 3,500 kilograms as set out in Schedule
13 (Extension of Services);

“Low Emissions Zone” or “LEZ” means the low emissions zone, being the geographical
zone within which the Registered Keeper / Person Liable for a qualifying vehicle identified
as having been in the zone will be liable for a charge, as defined in the LEZ Scheme
Order,

“MAM” means the maximum authorised mass of a vehicle or trailer including the
maximum load that can be carried safely while used on the road as set out in Schedule
13 (Extension of Services);

“Mandatory Change” means any Change which either one party or both parties are
required to implement as part of this Agreement and which is necessitated by, or results
directly from:

(A) a Change in Law, except if and to the extent that the actions to be undertaken by
the Service Provider as a result constitute or relate to Additional Services;

(B) an Emergency; or

(C) a change or changes to one or more Other Service Provider’s systems (including
the Core Service Provider) and/or service delivery processes;

which takes effect after the Effective Date and which impacts on:

(1) the provision of the Services;

(2)  the operation or administration of a Scheme and/or the Schemes; or
3) otherwise on the terms of this Agreement;

or which the Agreement otherwise specifies is a Mandatory Change;

“Material Service Level Failure” means that the Service Provider has accrued 100
Service Failure Points or more in respect of any Month;
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“Milestone” means a milestone to be achieved pursuant to schedule 3 (Milestones and
Deliverables) by the relevant Milestone Date or as specified as a result of the Change
Control Request Procedure;

“Milestone Achievement Criteria” means the criteria to be met by the Service Provider
in order to achieve a Milestone, as specified in Table 1 of schedule 3 (Milestones and
Deliverables) or as specified as a result of the Change Control Request Procedure;

“Milestone Date” means that date specified in Table 1 of schedule 3 (Milestone and
Deliverables) or otherwise agreed between the parties in writing or as part of the Change
Control Request Procedure, as appropriate, for realisation of a specified Milestone;

“Milestone Tasks” has the meaning given in paragraph 8.1(C) of schedule 3 (Milestones
and Deliverables);

“Minimum Records” means all information relating to the Service Provider’'s performance
of paragraphs 1 to 7 of schedule 8 (Equality and Diversity);

“Month” means calendar month;

“New Service Provider” means TfL or any person who does, or is appointed to, provide
to TfL all or any of the Services which are or have been provided pursuant to this
Agreement by the Service Provider;

“Notice of Approval” means a notice issued by TfL to the Service Provider pursuant to
paragraph 10.1 of schedule 3 (Milestones and Deliverables);

“Notice of Authority to Proceed” means a notice issued by TfL to the Service Provider
pursuant to paragraph 8.2(A) of schedule 3 (Milestones and Deliverables);

“Notice of Enforcement” means the proscribed Notice(s) referenced in Debt Recovery
Law;

“Objection Notice” has the meaning ascribed to it in paragraph 8.3 of schedule 9
(Change Control Request Procedure and Changes);

“On Hold” has the meaning ascribed to it in paragraph 2.4.1 of Schedule 2 (Statement of
Requirements);

“Operational Commencement Date” means 01 November 2009 or such other date as
may be notified to the Service Provider by TfL;

“Operational Phase” means the period from the Operational Commencement Date until
the date of expiry or termination of this Agreement;

“Operational Processes and Procedures” means the document to be produced by the
Service Provider pursuant to paragraph 5.1 of schedule 3 (Milestones and Deliverables);

“Other Service Provider” means any party providing services to, or having an interface
with, TfL in relation to one or more Schemes from time to time, other than the Service
Provider;
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“Out of Time Statutory Declaration” means a statutory declaration submitted more than
21 days after an order for recovery has been issued by the Traffic Enforcement Centre;

“Parameterised Change Element” means that element of a Change relating to the re-
configuration of a parameterised aspect of the Services, as detailed in Annex A to
schedule 9 (Change Control Request Procedure and Changes);

“Payment” means the receipt of money from a Customer in full or part satisfaction of a
debt as described in the Warrant naming that Customer;

“Payment Arrangements” has the meaning ascribed to it in paragraph 3.4.1 of Schedule
2 (Statement of Requirements);

“Payment in Full” means a Payment which, either of itself or when in addition to previous
Payments, fully satisfies a debt as described in the Warrant;

“Penalty Charge” means a penalty charge incurred in relation to a vehicle which does not
qualify for a 100% discount or an exemption and which has been identified as being
within the relevant Charging Zone without a valid Charge Payment having been made in
respect of it as required under the relevant Laws relating to a Scheme,;

“Penalty Charge Notice” or “PCN” means a notice issued to a Registered Keeper /
Person Liable notifying him or her of a Penalty Charge;

“Performance Indicator” or "PI" has the meaning ascribed in paragraph 2.1 of schedule
5 ((Performance Management Regime Overview);

“Performance Indicator Report” means the report provided by the Service Provider in
accordance with paragraph 6 of schedule 10 (Contract Management and Reporting);

“Performance Management Regime” has the meaning ascribed in paragraph 2.1 of
schedule 5 (Performance Management Regime Overview);

“Persistent Breach” means a breach of this Agreement which has continued beyond
twenty (20) Working Days or has recurred three (3) or more times during the Month
following the first such breach;

“Personal Data” shall have the meaning given to it in the Data Protection Act 1998;

“Personnel” means any individual engaged in the performance of the Services, including
the Service Provider’s officers, employees, agency workers, contract workers, agents,
contractors and, if appropriate, the officers, employees, agency workers, contract workers,
agents and contractors of the Service Provider’'s Sub-Contractors;

“Proceedings” has the meaning ascribed in clause 46 (Law and Jurisdiction);

“Project Review Group” has the meaning ascribed in paragraph 3.1 of schedule 10
(Contract Management and Reporting);

“Project Review Meeting” has the meaning ascribed in paragraph 3.3 of schedule 10
(Contract Management and Reporting);
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“Registered Keeper / Person Liable” means the registered keeper or person liable for a
vehicle as registered with DVLA or the person that has otherwise been properly
established as the person liable;

“Relevant Period” means the period beginning with the later of:
(A) the date on which any notice of termination of this Agreement is given; and
(B) the date twelve (12) Months before the date of such termination,

and ending on the date this Agreement terminates or, if this Agreement expires by
effluxion of time, the period of six Months immediately preceding the date of expiry;

“Remittance” has the meaning ascribed in paragraph 2.1 of schedule 11 (Revenue
Collection and Payment);

“Representative” or “Representatives” means any or all of the Service Provider's
Contract Manager, TfL's Project Manager and TfL's Contract Manager, as the context
requires;

“‘Reports” means the reports to be produced by the Service Provider under this
Agreement;

“‘Report Specifications” means functional specifications for each of the Reports which
shall include, but not be limited to details explaining:

(A) the source of the data;

(B) the script used to obtain the data;

(C) any exclusion of data;

(D) the transformation applied to the data;

(E) the presentation of the data;

(F)  the process and tools used to generate the report; and

(G) any input parameters to the report and report frequency if generated automatically:

“Return” means the process by which a Warrant is sent back to TfL by the Service
Provider with an appropriate Status once all Enforcement Action has ended, and
“Returned” shall be construed accordingly;

“Revenue” means all sums recovered by the Service Provider from Customers as a result
of Enforcement Action that are due to TfL in respect of an outstanding Charge Certificate
or Traffic Enforcement Penalty and which, for the avoidance of doubt, shall not include
any Enforcement Fees properly due to the Service Provider or any overpayments;

‘Review Meeting” means the meeting between the Service Provider's Representative
and TfL's Representative as described in paragraph 4.1 of schedule 10 (Contract
Management and Reporting);
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“Sale or Disposal Stage” means the physical removal by an Enforcement Agent of Goods
belonging to a Customer that may be Disposed of by the Service Provider, and both
“Removed” and “Removed Goods” shall be construed accordingly;

“Sale or Disposal Stage” as referenced in Debt Recovery Law;
“Schemes” means:

(A) the Congestion Charging Scheme;

(B) the LEZ Scheme;

(C) the Traffic Enforcement Schemes; and

(D) any other scheme in respect of which Services are to be provided by the Service
Provider pursuant to this Agreement from time to time,

and “Scheme” means any of the above;

“Scheme Order” means an order, rules or regulations relating to any one or more of the
Schemes and as they may be amended or varied from time to time;

“Security Incident” means any failure, breach, hacking, penetration, virus or other
incident in connection with:

(A)  the security of the Services or the Enforcement System; and
(B) the requirements of schedule 6 (Security Policy) and/or the Security Plan,

in each case whether or not caused in whole or in part by an act or omission of the
Service Provider (or a Sub-Contractor);

“Service Failure Points” has the meaning ascribed in paragraph 2.1 of schedule 5
(Performance Management Regime Overview);

“Service Issue” means an Incident which does not constitute an Error or change to the
Interface Specification but which will or may adversely affect the quality or efficient
functioning of the Services;

“Service Level” or “SL” has the meaning ascribed in paragraph 1.1 of schedule 5
(Performance Management Regime Objectives);

“Services” means the services to be provided by the Service Provider to TfL as set out in
schedule 2 (Statement of Requirements) and includes any Additional Services;

“Service Provider’'s Contract Manager” has the meaning ascribed in paragraph 2.1 of
schedule 10 (Contract Management and Reporting);

“Service Provider’s Technical Solution” means the document described in paragraph
4.1 of schedule 3 (Milestones and Deliverables);
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“Security Plan” has the meaning ascribed in paragraph 2.2 of schedule 6 (Security
Policy);

“Security Policy” means the security policy set out in schedule 6 (Security Policy) as
amended from time to time in accordance with the Change Control Request Procedure;

“Security Rectification Plan” means the plan developed to resolve any Security
Incidents as further described in clause 21 (Security Policy) and schedule 6 (Security
Policy);

“Severity 1" means a critical element of the Services is or is likely to be prevented from
functioning or being performed, or results or is likely to result in an unacceptable impact
on the public or on TfL or on an Other Service Provider, as determined by TfL in its
absolute discretion, in relation to a Service Issue or Error in connection with the Testing
or operation of, or a Security Incident in relation to the security of, the Services;

“Severity 2" means Services still function with a workaround, however the functionality or
performance is or is likely to be severely impacted or there is or is likely to be a significant
impact on the public or on TfL or on an Other Service Provider, as determined by TfL in
its absolute discretion, in relation to a Service Issue or Error in connection with the
Testing or operation of, or a Security Incident in relation to the security of, the Services;

“Severity 3” means Services still function with a workaround however the required
functionality or performance is or is likely to be materially impacted or there is or is likely
to be a material impact on the public or on TfL or on an Other Service Provider, as
determined by TfL in its absolute discretion, in relation to a Service Issue or Error in
connection with the Testing or operation of, or a Security Incident in relation to the
security of, the Services;

“Severity Level” or “SL” means Severity 1, Severity 2 or Severity 3 (as applicable);

“Side Guards” means guards that are fitted between the front and rear axles of a Lorry
and that comply with EC Directive 89/297/EEC and the Road Vehicles (Construction and
Use) Regulations 1986 as set out in Schedule 13 (Extension of Services);

“Silver Accreditation” means the intermediate level of accreditation within the FORS
Standard, the requirements of which are more particularly described at: www.fors-
online.org.uk as set out in Schedule 13 (Extension of Services);

“Statement of Requirements” means the requirements for the Services set out in
schedule 2 (Statement of Requirements);

“Status” means the status of a Warrant with respect to any Enforcement Action that has
taken place;

“Strategic Review Meeting” means the meeting between the Service Provider and TfL
described in paragraph 5 of schedule 10 (Contract Management and Reporting);

“Storage Fees” means those sums payable by a Customer to the Service Provider for the
storage of Removed Goods by the Service Provider;
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“Sub-Contract” means any contract or agreement (whether or not in writing) between the
Service Provider and any third party in relation to any activity arising out of or related to
the provision of the Services;

“Sub-Contractors” means the sub-contractors (if any) with whom the Service Provider
enters into a Sub-Contract appointed pursuant to clause 19 (Sub-Contractors);

“System Failure” means any material failure, fault or problem of the Service Provider's
systems;

“Term” means the period from the Effective Date to the date of expiry or earlier
termination of the Agreement;

“Tests” means the tests undertaken or to be undertaken by the Service Provider as
envisaged under clause 5 (Testing) and schedule 4 (Testing Regime) to assess whether
the CSP Interface meet TfL's requirements as set out in this Agreement and “Testing”
shall have a corresponding meaning;

“Test Criteria” means the specific test conditions and criteria used to determine whether
a software or hardware item passes or fails a Test;

“Test Data” means any data in relation to any Testing;

“Test Plan” means a detailed document prepared or to be prepared by the Service
Provider as envisaged under paragraph 5 of schedule 4 (Testing Regime);

“Test Report” means a test report prepared or to be prepared by the Service Provider as
envisaged under paragraph 10 of schedule 4 (Testing Regime);

“Test Specification” means a detailed specification document prepared or to be
prepared by the Service Provider setting out how the Tests will demonstrate that the Test
Criteria have been met as envisaged under paragraph 6 of schedule 4 (Testing Regime);

“Test Strategy” means the high level document to be produced by the Service Provider
in accordance with paragraph 3 of schedule 4 (Testing Regime);

“Test Witnessing” means a process by which personnel from TfL, or a nominated third
party, witnesses the execution of Tests performed by the Service Provider as envisaged
under paragraph 9 of schedule 4 (Testing Regime);

“Test Documents” means all documentation to be provided by the Service Provider to
TfL in accordance with schedule 4 (Testing Regime);

“TfL Enforcement Agent Policy” means the policy set out in schedule 13 (TfL Bailiff
Policy) as may be amended from time to time;

“TfL Group” means Transport for London and all of its subsidiaries from time to time;

“TfL Modules” means specific training content developed and maintained by TfL covering
important aspects of TfL's operations, including:

(A) details of the Schemes;
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(B) clarification of TfL Enforcement Agent Policy and TfL Policies;
(C)  TiL internal procedures; and
(D) data protection;

“TfL’s Contract Manager” has the meaning ascribed in paragraph 2.3 of schedule 10
(Contract Management and Reporting);

“TfL’s Project Manager” has the meaning ascribed in paragraph 2.2 of schedule 10
(Contract Management and Reporting);

“Traffic Enforcement Centre” or “TEC” means the Traffic Enforcement Centre at
Northampton County Court;

“Traffic Enforcement Penalty” means a fine or penalty charge incurred in relation to a
vehicle which has been identified as being in contravention of any Traffic Enforcement
Scheme;

“Traffic Enforcement Scheme” means a scheme relating to the regulation of vehicular
traffic that is provided for by Law including, without limitation, the Road Traffic Regulation
Act 1984, the Traffic Management Act 2004, the London Local Authorities and Transport
for London Act 2003 and the London Local Authorities Act 1996;

“Transferring Employees” means any and all individuals who are employed by the
Incumbent Service Provider (or by its sub-contractors or by TfL) any time before the
Effective Date and who at any time prior to such date are concerned with all or any of the
services provided by the Incumbent Service Provider under its agreement with TfL or any
part thereof;

“TUPE Regulations” means the Transfer of Undertakings (Protection of Employment)
Regulations 2006 (as amended) or any successor legislation in force from time to time;

“VAN” means a vehicle with a MAM not exceeding 3,500 kilograms as set out in
Schedule 13 (Extension of Services);

“Visit” means attendance at a place where the Customer or the Customer’'s Goods are
or may be present by a Bailiff in the course of performance of Enforcement Action, and
“Visiting” shall be construed accordingly;

“Warrant” means an instrument issued by the courts on behalf of TfL in accordance with
Debt Recovery Law entitling TfL to enforce an outstanding Charge Certificate or Traffic
Enforcement Penalty by the seizure and sale of goods;

“Working Day” means any day other than any Saturday, Sunday or public holiday in
England;

“Working Hours” means the hours of 8:00am to 6:00pm each Working Day;

“Working Week” means Monday to Friday and does not include Saturday, Sundays or
public holidays in England and Wales. However Enforcement can continue on these days.
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“Workplace Harassment Policy” has such meaning as is set out in paragraph 1.5 of
Schedule 8 (Equality and Diversity).
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11

1.2

1.3

2.1

211

2.1.2

2.1.3

214

SCHEDULE 2

Statement of Requirements

OVERVIEW OF SERVICES

The Service Provider shall maintain adequate facilities, resources and
Personnel to effectively perform Enforcement Action in England, Wales
and Scotland, as required, receive Payments and respond to Customer
enquiries. This shall include, but not be limited to:

a. continuous access to appropriate vehicle and Registered Keeper
information;

b. provision of an Enforcement System;

c. provision of a Customer website; and

d. provision of a Customer contact centre.

The Service Provider shall refer Customers to the relevant Debt
Recovery Law where appropriate.

The Service Provider shall ensure that it has access to legal advice (at
its own cost) in respect of Debt Recovery Law.

COLLECTION AND PROCESSING OF WARRANTS
Execution of Warrants

The Service Provider shall not permit any member of its Personnel to
attend or assist with Visits, Removal and/or taking Control of Goods
except when they are closely accompanied by and under the direct
supervision of a Certificated Enforcement Agent.

The Service Provider shall undertake Enforcement Action in
accordance with TfL Enforcement Agent Policy, as provided and
updated by TfL from time to time.

The Service Provider shall ensure that in the event that an application
is made to the court challenging either an Enforcement Agent’s
certification or seeking an assessment of the Fees, the TfL
Representative is notified within twenty-four (24) hours of receipt by the
Service Provider of notification of the application. The Service Provider
shall promptly provide any additional information requested by TfL in
relation to the application.

Where the Service Provider is unsure of how to proceed with
Enforcement Action it shall cease Enforcement Action, Escalate the
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2.1.5

2.1.6

2.1.7

2.1.8

2.1.9

matter to TfL and shall act in accordance with any input, guidance or
other response as TfL may provide in consequence of the Escalation.

Enforcement Action Procedure

Upon receipt of a Warrant, the Service Provider shall, within two (2)
days (Monday to Friday) from the date on which the Warrant is
retrieved from the CSP Interface, issue a Notification of Enforcement to
the Customer with all of the relevant sections fully completed.

The Service Provider shall as a minimum trace a contact telephone
number where available and attempt to make contact at least once in
the week (Monday to Friday) at variable times and also at the weekend
(Saturday and Sunday) at variable times until contact has been made.

After 7 working days (Monday to Friday) from the date of Notice of
Enforcement being issued, if there has been no contact from the
customer or returned mail, the Service Provider shall send a letter
reminding the customer of the outstanding amount owing and carry out
further tracing elements to confirm the customer is still residing at the
warrant address.

If after ten (10) working days (Monday to Friday) from the date of the
Notice of Enforcement was issued, a Payment in Full has not been
received from the Customer or a Controlled Goods Arrangement has
not been entered into, the Service Provider may commence with the
Enforcement Stage and/or the use of mobile ANPR technology.

In the event that Payment in Full is not received from the Customer,
and where no Controlled Goods Arrangement has been entered into
with the Customer, the Service Provider shall conduct at least three (3)
Visits before the date the Warrant expires and must be Returned to
TiL.

2.1.10 At least thirty (30) days prior to the Return of a Warrant to TfL, the

Service Provider shall issue a final letter to the Customer demanding
Payment in Full and summarising the outstanding amounts owed to
both TfL and the Service Provider.

2.1.11 The Service Provider shall not undertake Enforcement Action in cases

of extreme hardship, as determined by TfL Enforcement Agent Policy
or Debt Recovery Law from time to time.

2.1.12 The Service Provider shall ensure that where it is unable to execute a

Warrant, either as a result of TfL Enforcement Agent Policy or any
other reason, and it has undertaken any minimum Enforcement Action
that may be required by TfL Enforcement Agent Policy, such
occurrence is recorded on the Enforcement System.
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2.1.13 The Service Provider shall ensure that, unless otherwise authorised by

the Customer in writing, details relating to the execution of a Warrant
are discussed only with TfL, CSP’s sub-contractors where necessary
and the Customer named in the Warrant.

2.1.14 The Service Provider shall immediately cease Enforcement Action in

respect of a particular Warrant when instructed to do so by TfL or the
CSP in writing.

2.1.15 Where a Customer provides documentary evidence that Payment in

Full has been made in respect of a Penalty Charge Notice for which a
Warrant has been issued, the Service Provider shall cease
Enforcement Action immediately and forward that evidence to TfL
within twenty-four (24) hours of such evidence being received. In such
cases, the Enforcement Agent/Agencies will not be entitled to the
Compliance stage fee.

2.1.16 The Service Provider shall only Close a Warrant when:

a) Payment in Full has been made; or
b) TfL has agreed that the Service Provider should Close a
Warrant; or

C) as otherwise permitted or required by TfL Enforcement Agent
Policy.

2.1.17 Where TfL Enforcement Agent Policy requires the Service Provider to

Close a Warrant without Payment in Full, the Service Provider shall
notify TfL of the reason and provide any supporting documentation to
support their rational.

2.1.18 The Service Provider shall ensure that where notification is received

from TfL to Return a Warrant, Enforcement Action ceases immediately
and the Warrant is Returned to TfL within twenty-four (24) hours.

2.1.19 Where the Service Provider obtains new address details for a

2.2

221

Customer who is the subject of Enforcement Action, and the Service
Provider is satisfied that any previous Correspondence relating to the
Enforcement Action has not been received by the Customer, the
Service Provider shall revert to the start of the Enforcement Action
Procedure and cancel any Enforcement Fees that have accrued.

Visits

The Service Provider shall ensure when Visiting a Customer, an
Enforcement Agent will immediately explain the purpose of their Visit
and identify themselves using an identity card that contains a
photograph and shows proof of their certification as an Enforcement
Agent and that they represent the Service Provider.
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2.2.2

2.2.3

224

2.2.5

2.3

231

2.3.2

2.3.3

2.3.4

2.3.5

The Service Provider shall ensure the Enforcement Agent only seek
access to a Customer’s premises in accordance with the relevant Debt
Recovery Law and TfL Enforcement Agent Policy.

The Service Provider shall ensure that an Enforcement Agent provides
a full receipt for all monies received during a Visit to a Customer in
accordance with the relevant Debt Recovery Law..

Where the Service Provider is unable to make contact with a Customer
during a Visit, the Service Provider shall wait for a period of at least
twenty-four (24) hours before another Visit is undertaken.

Where the Service Provider is unable to make contact through
notifications and telephone calls, the Enforcement Agent must make at
least 3 visits on the leading warrant before returning the case back to
TiL.

Immobilising vehicles and the Removal of Goods

The Service Provider shall make all reasonable efforts, and undertake
all actions required by TfL Enforcement Agent Policy, to contact a
Customer prior to the Removal of Goods and/or Taking Control of
Goods.

The Service Provider shall ensure prior to the Removal of Goods
and/or Taking Control of Goods the Enforcement Agent will use all
reasonable endeavours to confirm that a Payment in Full has not been
received from the Customer and that no other information has been
provided which might otherwise prevent further Enforcement Action.

The Service Provider shall ensure it has access to all necessary
equipment for safe and secure clamping and Removal of a range of
vehicles including heavy goods vehicles, buses, and coaches.

Vehicles cannot be removed until one hundred and twenty (120)
minutes (2 hours) have lapsed from the start time of the vehicle being
immobilised.

The Service Provider must use the proscribed forms as laid out in Debt
Recovery Law with all enforcement action.
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2.3.6

2.3.7

2.3.8

2.3.9

2.4

24.1

2.4.2

2.4.3

24.4

2.5

251

The Service Provider shall notify the appropriate authorities, in
accordance with TfL Enforcement Agent Policy, where a vehicle is
Removed and the Customer is not present.

The Service Provider shall maintain sufficient storage facilities to hold
any Goods that are Removed from Enforcement Action.

The Service Provider shall ensure that Removed Goods are held at a
secure location until the Customer has collected them or their Disposal.

The Service Provider shall only be entitled to apply Storage Fees to
Removed Goods:

a) from midnight on the day on which the Goods are Removed; and
b) for each twenty-four hour period the Goods are held in storage by
the Service Provider.

Where Goods are stored on behalf of the Service Provider by a third
party, the Service Provider shall ensure that the Enforcement Fees
include any third party storage costs (which shall be payable by the
Service Provider to such third party) and the Customer is not invoiced
for such costs by the third party directly.

Placing a Warrant On Hold

The Service Provider shall cease all Enforcement Action in respect of a
Warrant at the request of TfL or the CSP or otherwise in accordance
with TfL Enforcement Agent Policy (to place a Warrant “On Hold”).

The Service Provider shall await TfL or the CSP’s instructions in
respect of all Warrants On Hold.

The Service Provider shall not Dispose of any Removed Goods in
respect of a Warrant that is On Hold unless notified to do so by TfL or
the CSP.

The Service Provider shall provide details of any Enforcement Action
taken on a Warrant that has been placed On Hold at the request of TfL
or the CSP.

Disposal of Goods

The Service Provider shall ensure that on the Disposal of Goods the
best available price is obtained for each item.
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2.5.2 The Service Provider shall obtain prior written approval from TfL for any
auction house or internet auction used by it for the Disposal of Goods.

2.5.3 The Service Provider shall submit the details of any auction house or
internet auction for which approval is required at least one (1) Month
prior to the date of intended use.

2.5.4 Where the Disposal of Goods takes place at public auction or internet
auction, the Service Provider shall provide the following details to the
Customer within five (5) Working Days following the date of the auction:

a. the Inventory of Seizure (updated if necessary to reflect any
changes in the condition of the Goods whilst in the Service
Provider’s possession);

place of sale;

time of sale;

itemised list of items sold;

amount raised for each item;

costs incurred in the sale; and

Enforcement Fees deducted.

@~ ooo0so

This information shall also be made available to TfL on request.

2.5.5 Where the Service Provider has Removed a vehicle of High Value, the
Service Provider shall obtain written approval from TfL before Disposal
of the vehicle.

2.5.6 Prior to the Removal of a vehicle where the Customer is not present,
the Service Provider shall use all reasonable efforts to ensure that the
vehicle in question belongs to the Customer. Such evidence shall be
recorded by the Service Provider.

2.5.7 Where the Service Provider has Removed a vehicle without the
Customer being present, the Service Provider shall obtain written
approval from TfL before Disposal of the vehicle but any such approval
shall not reduce the Service Provider’s liability for the proper
performance of its obligations under this Agreement.

2.6  Out of Time Statutory Declarations

2.6.1 The Service Provider shall ensure that where it has received
notification from TfL, the CSP or the TEC that a Customer has filed an
Out of Time Statutory Declaration regarding a Warrant, the Warrant is
placed On Hold immediately.

2.6.2 Where an Out of Time Statutory Declaration is accepted by the court all
Enforcement Fees including the Compliance Fee shall be cancelled
and shall not be recoverable from TfL or the Customer.
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2.6.3

2.6.4

3.1

3.1.1

3.1.2

3.1.3

The Service Provider shall ensure that where it has received
notification from TfL, the CSP or the court that an Out of Time Statutory
Declaration regarding a Warrant has been accepted by the court:

a. all Enforcement Action in respect of such Warrant ceases
immediately;

b. where required by TfL in order to refund the Customer, a sum
equivalent to the sum of any Enforcement Fees paid by the
Customer with respect to the Warrant is transferred promptly to TfL
in accordance with paragraph 4.1,

c. any Goods Removed but not Disposed of in relation to the Warrant
are returned to the Customer;

d. where required by TfL in order to refund the Customer, the
proceeds of any Disposal of Goods in relation to the Warrant are
transferred promptly to TfL in accordance with paragraph 4.1; and

e. the Warrant is Returned to TfL within twenty-four (24) hours.

Where the Service Provider has received notification from TfL, the CSP
or a court that an Out of Time Statutory Declaration relating to a PCN
for which a Warrant is outstanding, has been rejected, the Service
Provider shall issue a letter to the Customer notifying them that
Enforcement Action will resume in seven (7) days from the date of the
letter. The Service Provider shall then resume Enforcement Action in
respect of such Warrant after such seven (7) day period has expired.

ENQUIRIES, COMPLAINTS AND PAYMENTS
Correspondence

The Service Provider shall obtain prior written approval from TfL with
respect to any templates or standard text to be used for
Correspondence.

The Service Provider shall provide TfL with a printed and electronic
copy of any Correspondence and any other supporting documentation
associated with Enforcement Action, such as a Warrant or a complaint,
within forty-eight (48) hours of a request by TfL.

The Service Provider shall ensure that all Correspondence includes a
clear explanation of the details of the Warrant that the Correspondence
relates to, a breakdown of any outstanding amounts owed including all
Enforcement Fees, Storage Fees or any other disbursements, and the
Service Provider’s contact details.
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3.1.4

3.1.5

3.1.6

3.1.7

3.1.8

3.2

3.2.1

3.2.2

3.2.3

3.24

3.2.5

3.3

3.3.1

The Service Provider shall include all corresponding PCN numbers in a
prominent position on all Correspondence.

When replying to Customer enquiries, the Service Provider shall
ensure that each relevant point raised by the Customer is addressed
and appropriate evidence provided as requested.

The Service Provider shall issue a notice of acknowledgement to the
Customer, the format of which shall be agreed with TfL, within five (5)
Working Days of receiving a written enquiry or other item of
correspondence from the Customer.

The Service Provider shall provide documentation in any of the GLA
Languages, large print, braille or audio cassette at the request of a
Customer, TfL or the CSP.

The Service Provider shall direct Customers to the TfL website on all
written correspondence by adding the website address.

Contact Centre

The Service Provider shall maintain the following contact channels
through which Customers can make an enquiry or complaint:

a. telephone contact centre;
b. post;

c. counter (or in person); and
d. website.

The Service Provider shall ensure that the telephone contact centre
and any counter where Customers may make an enquiry, complaint or
Payment is operational and adequately staffed during Working Hours.

The Service Provider shall provide a telephone answering service for
the contact centre, which shall operate outside of Working Hours.

Where a return contact number is known or provided, the Service
Provider shall respond to messages left by Customers on the
answering service on the first Working Day after they were left.

If the Service Provider implements an automated call management or
distribution system, the Service Provider shall provide the option for
Customers to immediately transfer to a contact centre operative.

Payments

The Service Provider shall offer, at a minimum, the following Payment
methods to Customers:
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a. cash;

b. cheque;

c. postal order; and
d. credit or debit card.

3.3.2 The Service Provider shall offer, at a minimum, Customers the

opportunity to make Payments:

a. by telephone;

b. by post;

C. in person;

d. by direct bank transfer; and
e. through a website.

3.3.3 Where a Payment defaults, is not accepted or is otherwise invalid and
the Customer is not present (for example, the Payment is made via
post) the Service Provider shall make a written request to the Customer
for Payment in Full within seven (7) days before taking any further
Enforcement Action.

3.3.4 Inthe event that a Payment exceeds the total amount for which the
Customer is liable by ten pounds (£10) or more, the Service Provider
shall notify the Customer in writing and issue a refund.

3.4 Payment Arrangements

3.4.1 The Service Provider may enter into lawful arrangements with the
Customer in order to secure Payment in Full of any outstanding sums
(“Control Goods Agreement”).

3.4.2 The Service Provider shall ensure that Control Goods Agreementwith
Customers for the Payment of a reduced amount against a Warrant are
entered into only in accordance with TfL Enforcement Agent Policy or,
in the absence of TfL Enforcement Agent Policy guidance, with prior
written approval from TfL.

3.4.3 The Service Provider shall confirm all Control Goods Agreement in
writing to the Customer, including:

a. any terms or conditions;

b. the period of the arrangement;

c. Payment options and channels; and

d. any consequences of failing to comply with the arrangement.

3.4.4 Where a Customer does not comply with a Control Goods Agreement,
the Service Provider shall, seven (7) days after the date of non-
compliance, issue a letter to the Customer informing them that
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Enforcement Action will commence seven (7) days from the date the
letter was issued.

3.5 Complaints

3.5.1 The Service Provider shall effectively manage complaints in
accordance with the procedure specified by TfL in the TfL Enforcement
Agent Policy.

3.5.2 The Service Provider shall direct all customers who request information
in relation to the complaints process, to the TfL website.

3.5.3 The Service Provider shall supply summary information of any
complaint on a standard template, to be agreed with TfL, at the request
of TfL or the CSP.

3.6  TfL liaison

3.6.1 The Service Provider shall provide a dedicated contact point for TfL,
including a dedicated contact number and email address, neither of
which shall be specific to (or accessible only by) a single member of
the Service Provider’s Personnel.

3.6.2 The Service Provider shall ensure that the dedicated TfL contact point
is sufficiently staffed and experienced so as to be able to respond to a
range of queries and issues, including:

a. complaints;

b. TfL Enforcement Agent Policy clarification, discussion and
guidance;

c. requests for information from the Service Provider;

d. personnel issues; and

e. complex or sensitive issues.

3.6.3 The Service Provider shall provide TfL with a list of individuals who are
authorised to liaise with TfL on behalf of the Service Provider. The list
shall include:

a. full names;

b. telephone numbers;
c. fax numbers;

d. email addresses; and
e. postal addresses.

3.6.4 The Service Provider shall acknowledge in writing all correspondence
and updates of the TfL Enforcement Agent Policy from TfL within
twenty-four (24) hours of receipt.

Enforcement Agent Services Agreement Page 10 of 57

CCS0000149230



Schedule 2 — Statement of Requirements

3.6.5

3.6.6

4.1

41.1

4.2

421

4.2.2

4.2.3

4.2.4

4.2.5

4.2.6

The Service Provider shall perform any actions resulting from the issue
of updated TfL Enforcement Agent Policy within the agreed timescales
or otherwise within forty-eight (48) hours.

Where the Service Provider is unable to comply with requirement
3.6.53-6-5 for any reason, the Service Provider shall notify TfL
immediately and no later than forty-eight (48) hours from the time the
updated TfL Enforcement Agent Policy was received.

FINANCE
General finance requirements

The Service Provider shall comply with clause 15 (Revenue Collection
and Payment) and schedule 11 (Revenue Collection and Payment).

Enforcement Fees

The Service Provider shall recover from the Customer only those
Enforcement Fees permissible under Debt Recovery Law or any other
statutory transitional arrangement laid.

The Service Provider shall maintain a detailed record of all
Enforcement Fees applied to a particular Warrant and Customer such
that each individual fee or disbursement charged to the Customer is
readily identifiable.

The Service Provider shall provide detailed records of Enforcement
Fees to TfL upon request and shall justify, in writing, the application of
these fees to TfL or the Customer.

Where TfL determines, in its absolute discretion, that Enforcement
Fees have been applied without cause or justification, the Service
Provider shall cancel such Enforcement Fees or, where Payment has
already been made, issue a refund to the Customer as directed by TfL
including the Compliance Fees.

The Service Provider shall only apply Enforcement Fees which have
already been incurred by the Service Provider for Enforcement Action
that has already taken place. For the avoidance of doubt, the Service
Provider may not apply Enforcement Fees in respect of potential
Enforcement Action.

The Service Provider shall not be entitled to claim Enforcement Fees
incurred by a third party, such as another Enforcement Agent or debt
collection company.
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4.2.7

4.2.8

5.1

5.1.1

5.1.2

5.1.3

5.2

521

The Service Provider shall not be entitled to recover through the
application of Enforcement Fees costs incurred as a result of damage
to the Service Provider’s property or equipment caused by a Customer.

Where multiple Warrants are outstanding in respect of the same
Customer, the Service Provider shall ensure that when Visiting the
Customer it seeks to execute all such Warrants provided by TfL and
and all other Warrants held by other Creditors. In accordance with the
Debt Recovery Law, the Service Provider shall apply one Enforcement
Fee for each Visit to one such leading Warrant and not every Warrant
in respect of which execution is sought, with the exception of the
Compliance Fee which may be applied to every Warrant held.

TECHNICAL
General

The Service Provider shall contact the CSP and TfL as soon as
possible and no later than twenty-four (24) hours from becoming aware
of a technical failure in the transmission of information to be transferred
to or from the Core Service Provider in accordance with this
Agreement.

The Service Provider shall provide a dedicated contact point for the
CSP and TfL for all technical queries, faults and issues, including a
dedicated contact number and email address, neither of which shall be
specific to (or accessible only by) a single member of the Service
Provider’'s Personnel.

The Service Provider shall ensure that all scheduled downtime for any
element of the Services as set out in this paragraph 5 is undertaken
outside of Working Hours unless otherwise agreed in writing with TfL.

Enforcement System

The Service Provider shall operate and maintain a system which the
Service Provider shall use to, at a minimum:

a) receive and send data in accordance with Annex A (Interface
Specification);

b) record all Enforcement Action undertaken and all Payments (if any)
received in relation to each Warrant provided to the Service
Provider; and

c) record all notifications, instructions, guidance, or Correspondence
relating to each Warrant and Customer;

d) provide GPS information regarding the specific location of Bailiffs
on Visits; and

e) locate specific vehicles using ANPR,
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5.2.2

5.2.3

(the “Enforcement System”).

The Service Provider shall provide TfL with remote access via a web
portal to the Enforcement System for the purpose of viewing all data
relating to the Services contained within the Enforcement System.

The Service Provider shall ensure that data accessed via the web
portal provided under paragraph 5.2.25-2:2 is displayed in an easily
read format.

5.3 Interfaces

5.3.1 The Service Provider shall design and maintain an interface to the CSP
as specified in Annex A (Interface Specification).

5.3.2 The Service Provider shall exchange data with the CSP in accordance
with Annex A (Interface Specification).

5.3.3 The Service Provider shall provide all hardware, software and
maintenance required to meet the interface requirements necessary for
the provision of the Services.

5.3.4 The Service Provider shall have an automated process for checking
current Registered Keeper information with the DVLA.

5.4 Infrastructure Security

5.4.1 The Service Provider shall comply with the provisions of schedule 6
(Security Policy) in respect of infrastructure security.

5.5 Global Positioning System (“*GPS”)

5.5.1 The Service Provider shall track the location of its Enforcement Agent
using GPS technology that enables the precise tracking of the location
of all Enforcement Agents undertaking Enforcement Action. For the
avoidance of doubt, the map coordinates providing the location of
aEnforcement Agent is insufficient.

5.5.2 The Service Provider shall ensure that the following information is
recorded and reportable with respect to GPS location tracking:

a. location as an address, including post-code;
b. date and time of arrival at a particular location; and
c. date and time of departure from a particular location.
5.6 Mobile ANPR units
Enforcement Agent Services Agreement Page 13 of 57
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5.6.1

5.6.2

5.6.3

5.6.4

5.6.5

5.6.6

5.7

5.7.1

6.1

6.1.1

The Service Provider shall use mobile ANPR technology to identify
vehicles which are the subject of an outstanding Warrant.

The Service Provider shall act in accordance with paragraph 9 of the
TfL Enforcement AgentPolicy.

The Service Provider shall ensure that all mobile ANPR units used in
Enforcement Action are the property of the Service Provider and not an
individual Enforcement Agent.

The Service Provider shall undertake enquiries of the DVLA quarterly
on all vehicles held on its ANPR database to ensure that it has
accurate Registered Keeper information before clamping or Removing
a vehicle.

If a Warrant is classified as Returned on the Service Provider’'s
Enforcement System, details of such Warrant shall be deleted from any
ANPR systems.

The Service Provider shall delete details of any Warrant from any
ANPR systems in the following scenarios:

a. itis discovered that ownership of the vehicle has changed since the
date of the penalty contravention giving rise to the Warrant being
issued;

if the vehicle is the property of a hire or lease company;

if TfL requests that details of a Warrant be deleted;

if the Warrant is being Returned to the CSP;

if the Warrant has already been executed and Payment in Full
received or Payment Arrangements have been made; or

if a request has been received from TfL for the Warrant to be placed
On-Hold.

cooo

—n

Technology trials

Upon request by TfL via the Change Control Request procedure, the
Service Provider shall participate in the trial of new technology,
enforcement methods or processes to improve the performance of the
Services or other services contracted by TfL.

INFORMATION SHARING AND TARGETED ENFORCEMENT
General

The Service Provider shall provide to TfL on request information about
specific individuals or groups that is contained within the Service
Provider's Enforcement System or has been collected by any ANPR
systems.
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6.1.2

6.1.3

6.1.4

6.1.5

At the request of TfL, the Service Provider shall participate in
intelligence-led enforcement activities targeting specific individuals or
groups. The detailed scope, including with regards to any payment
which may be made for such activities, will be agreed through the
Change Control Request Procedure.

At the request of TfL, the Service Provider shall undertake Enforcement
Action in respect of Warrants that have previously been categorised as
uncollectible by the Service Provider or another bailiff management
company (each an “Uncollectible Warrant”).

The Service Provider shall undertake Enforcement Action in respect of
Uncollectible Warrants in accordance with additional instructions to be
provided by TfL.

The Service Provider shall undertake Enforcement Action in respect of
each Uncollectible Warrant as if it were a new Warrant, commencing
the Enforcement Action from the start of the Enforcement Action
Procedure. For the avoidance of doubt, no Enforcement Fees from
previous Enforcement Action shall be retained or collected.

7 REPORTING AND MONITORING

7.1 General

7.1.1 The Service Provider shall use the same data as provided to TfL and
the CSP to manage its own operational and financial performance of its
obligations under this Agreement.

7.1.2 The Service Provider shall comply with its reporting obligations set out
in schedule 10 (Contract Management and Reporting).

8 ADDITIONAL SERVICES

8.1  Scottish Debt

8.1.1 At the request of TfL, the Service Provider shall recover debt registered
in Scotland in accordance with the terms of this Agreement, any
specific guidance provided in TfL Enforcement Agent Policy, and Debt
Recovery Law.

8.1.2 In the event that any of the provisions of this Agreement or any
guidance provided by TfL are not in accordance with the Debt
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8.1.3

8.1.4

8.2

8.2.1

8.2.2

8.3

8.3.1

8.3.2

8.3.3

8.3.4

8.3.5

8.3.6

Recovery Law applicable in Scotland then the Service Provider shall
notify TfL accordingly.

The Service Provider shall identify Warrants for which a transfer to the
Scottish court system is required in order to register the debt, and at
TfL’s request transfer these accordingly.

The Service Provider shall submit, in advance, proposed fees to be
charged to the Customer or TfL for the recovery of debt registered in
Scotland. Where charges to TfL have been agreed, periodic invoices
shall be submitted to TfL by the Service Provider. TfL shall determine
the format and payment periods of invoices.

Traffic Enforcement Debts — Interface

At the request of TfL, the Service Provider shall develop an interface to
TfL’s or an Other Service Provider’s systems to be used for the
purpose of the enforcement of Warrants relating to Traffic Enforcement
Penalties. The specifications for such Interface shall be provided by TfL
through the Change Control Request Procedure.

At the request of TfL, the Service Provider shall provide a testing
environment for any future changes to the CSP at no cost to TfL.

Congestion Charging Scheme - Auto Pay Debt Recovery

The Service Provider shall undertake debt recovery action on closed
Congestion Charging Scheme Auto Pay defaulted accounts.

The Service Provider shall make best endeavours to contact the
named account holder and the methods of contact channels shall
include: letter by post, telephone call, SMS text messaging and email
notification.

The Service Provider shall data cleanse defaulted Auto Pay account
cases every 3 months following receipt of the defaulted account.

Data Reports shall be emailed to the CSP and TfL daily. The
information provided shall include: paid direct reports; queries; Returns;
Payments; Remittance and Returned to date.

The Service Provider may enter into a payment arrangement with the
named account holder for a repayment period of up to 6 months. The
Service Provider must obtain TfL’'s approval for any requests received
from the named account holder to extend this period.

The Service Provider shall transfer any Remittance to TfL when the
account is deemed to be paid in full or shall transfer the amount
collected by the Service Provider by the end of the agreed period.
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8.3.7 The Service Provider shall invoice TfL on a monthly basis. At TfL
discretion the frequency is subject to change with a 4 week lead time.

8.3.8 In accordance with Clause 8.3.6 the agreed commission rate for
Congestion Charging Scheme Auto Pay defaulted accounts is set at
12.5% (twelve point five) plus VAT. At TfL discretion, the commission
rate may be negotiated at anytime within the principle contractual life.

8.3.9 Subject to TfL approval, Return cases shall be closed and Returned at
TfL’s request or where:

a. Service Provider or TfL determines that the customer is unable
to pay.
b. Customer refuses to pay and Service Provider or TfL determines

that no further action can be taken.

C. Service Provider or TfL is unable to locate or make contact with
the customer

d. Service Provider or TfL determines the debt is not collectable
due to mitigating circumstances.
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ANNEX A

Interface Specification

1 Introduction

This Appendix presents the specification and description of the CSP Interface.
The Service Provider shall comply with this Interface Specification and any
subsequent versions of it issued by TfL (the issue of which shall not constitute
a Change for the purposes of schedule 9 (Change Control Request
Procedure)).

Section 2 details the general requirements for the Enforcement System.

Section 3 presents interface descriptions and the triggers for the sending and
receiving data.

Section 4 provides the specification, which includes information on the type
and data content of the messages to be transferred over the various
interfaces identified.

Section 5 provides the xml schema for the three file types.

2 General Requirements

This sub-section details general requirements and principles that apply to the
Enforcement System.

2.1 File naming conventions

Throughout this contract the Bailiff is referred to as the Service Provider. The
file naming conventions for the Specification are as follows:-

Bailiff = Service Provider
Council = CSP

2.1 Transport Mechanism

All communication from the Enforcement System to the CSP will take place in
Extensible Markup Language (“XML”) formatted messages, encoded in
Unicode Transformation Format-8 (“UTF-8”), over a secure File Transfer
Protocol (“FTP”).
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A secure FTP site shall be provided by the CSP for use by the Service
Provider. The CSP shall post case files and messages to the FTP site for
collection by the Service Provider. The Service Provider shall
upload/download message files outlined in section 4 to and from a nominated
sub directory within the FTP site. The Service Provider shall have securely
controlled “Service Provider to CSP” and “CSP to Service Provider” directories
to upload and download files respectively.

The Service Provider shall be responsible for ensuring that all uploaded
predefined files meet the schemas defined in section 5. Files that do not pass
validation against the provided schema will not be loaded into the CSP and
will be returned to the Service Provider.
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Interface file types Purpose

A file to transfer
messages and
updates regarding
case files to the
Service Provider.

CounciltoBailiff.xsd

A file containing
. . updates to case files
BailiftoCouncil.xsd  hat are captured by
the Service Provider
and transferred to the
CSP.

A file containing new
or reallocated
Warrants.

Warrants.xsd

A file containing
financial transaction
information.

Remittance file

Input

Details of the
updates and
messages
relating to case
files.

Details of any
Enforcement
Action carried
out by the
Service Provider

Warrant details

Details of the
monies
collected

Direction

CSP to Service
Provider

Service Provider
to CSP

CSP to Service
Provider

Service Provider
to CSP

Frequency

Each time an
update or instruction
is captured specific
to a case file.

Each time any
Enforcement Action
is recorded by the
Service Provider to
a specific case file.

Daily

Daily

Handshake required

For the following specific instructions:
e stopenforcement
e Continueenforecement:and
e endenforcement.

No

Yes

No

Bailiff Services Agreement
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2.1 The Enforcement System

The Enforcement System shall receive files from the CSP. The content of the
files posted to the FTP site by the CSP include Warrants, images, and update
messages. Once a Warrant is received by the Service Provider a number of
updates relating to that case file can be triggered. The Service Provider shall
poll the FTP site at least once per Working Day.

2.2 CSP to Service Provider - Warrant Files

Warrant files received by the Service Provider shall require a “handshake”
message to be sent to CSP. This is to confirm successful receipt of individual
files by the Service Provider. Cases transferred from another Service
Provider (“Reallocated cases”) will be passed in a separate file formatted in
the same way as new cases. Collectively these files are known as “warrant
files”. A warrant file and (if applicable) a reallocated warrant file shall be
written to the “CSP to Bailiff” directory for the Service Provider.

Warrant files shall be processed by the Service Provider within one hour of
receipt from the CSP, during Working Hours.

2.3 CSP to Service Provider - Message Files

A message file is created as a result of an action being taken in relation to a
case, such as it being cancelled. The message file shall be written to the
“CSP to Bailiff” directory for the Service Provider. These messages are:

ContinueEnforcement
EndEnforcement
StopEnforcement
AddressAddedToCase
Paid to council

Debtor contacted council
Other note made on case

The Service Provider shall ensure that the following three messages that
require a handshake are processed within one Working Hour of receipt from
the CSP:

e ContinueEnforcement
e EndEnforcement
e StopEnforcement

The Service Provider shall ensure that the following four messages shall be
processed within one Working Day of receipt from the CSP:

e AddressAddedToCase
e Paid to council
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e Debtor contacted council
e Other note made on case

A detailed description of what each message means and the data that will be
provided in each message is in section 3. There can be a mixture of message
types within any one file.

If the CSP Interface becomes unavailable then information relating to warrant
files allocated to the Service Provider and messages and updates regarding
such warrant files will be delivered to the Service Provider by courier from the
CSP in CD format until further notice and any urgent updates to the
information held by the Service Provider in relation to warrant files shall be
made by the CSP via email.

2.4 Service Provider to CSP Messages

The Service Provider shall send the following several different type of
messages relating to case files. These messages are:

e Paid in full
e Charge Back
e No trace
e Part paid no more expected
e Part paid more expected
¢ No money no assets
e NoO money owns property
e Arrangement in place
e Bailiff fees detall
e Bailiff activity ceased
e Bailiff activity
e Returned per request
e Unenforceable
e (Gone away
e Late SD filed
e Vehicle lifted / Goods seized
e Vehicle / goods scheduled for auction
¢ Returned PCN cancelled by council
¢ Returned PCN paid to council
e Letter sent
e Escalate
e Visit
e File Received
Bailiff Services Agreement Page 22 of 57
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There can be a mixture of message types within a file. A detailed description
of what each message means and the data that will be required for each
message is in section 3.

These messages (outgoing and incoming) can be categorised into the
following groups.

2.5 CSP to Service Providers message

Group Name | Description Action
Update
Messages New Keeper | New address When an address is
Details added to a case
Paid to When a Payment | A Payment on a case
Councill is made on the from a source other than
case from a the Service Provider
source other than
the Service
Provider.. If this
closed the case
an “End
Enforcement”
instruction shall
be sent.
Debtor Sends over any Any addition
Contacted additions
Council
Other Note | Sends over any Any addition
Made on additions to the
Case notes
Instructions
Stop An instruction to When a Warrant is
Enforcement | stop (pause) placed “On Hold”
Enforcement
Action on a Requires Handshake
particular Warrant.
Shall be processed
within one Working Hour
of receipt
Bailiff Services Agreement Page 23 of 57
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Group Name Description Action
Continue An instruction to When a Warrant is taken
Enforcement | resume “Off Hold”
Enforcement
Action after a Requires Handshake
“Stop
Enforcement” Shall be processed
message has within one Working Hour
been sent. of receipt
End An instruction to When a Warrant is
Enforcement | end Enforcement | Closed.
Action completely | Requires Handshake
on a case.
Shall be processed
within one Working Hour
of receipt
2.6 CSP to Service Provider ‘Warrant file’
Group Name Description Action
Warrant File Warrant File A case file Requires Handshake
containing details of | ‘Case Received’
a Warrant.
The Service Provider
shall process within
one Working Hour of
receipt from the
CSP.
2.7 Service Provider to CSP messages
Group Name | Description | Action
Handshake
Messages
Case Confirmation of
Received receipt of a case. Requires Handshake
Stop Message | Confirmation of
Received receipt of a “Stop Requires Handshake
Enforcement”
message
Continue Confirmation of
Message receipt of a Requires Handshake
Received “Continue
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Group Name Description Action
Enforcement”
message

End Message | Confirmation of
Received receipt of an “End Requires Handshake
Enforcement”
message
File Received | Confirmation of
Message receipt of a file. This | Requires Handshake
confirms that a file
(either an individual
or one containing a
batch of items) has
been received. This
is separate to the
other handshake
messages
Update
Messages
New Keeper A new address to be
Details added to the case.
Includes type of
address (Statutory,
Driver, Owner,
Registered Keeper,
other)
Escalation Escalation is
required.
General Note | A general note to be
added to a case
Vehicle Lifted | Notification of
/ Goods actions
Seized
Vehicle / Notification of
goods actions
scheduled for
auction
Letter sent Notification of
actions
Visit Notification of
actions
Bailiff Fees Notification of
Enforcement Fees
levied by the Service
Provider
Financial
Messages
Paid in full | The amount of the |
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Group

Name

Description

Action

full and/or final
Payment for a case.
Remittance
reference included

Part paid
more
expected

The amount of a
Payment made for a
case. Remittance
reference included

Part paid no
more
expected

The amount of the
final Payment for a
case where the
Service Provider
believes no more
can be recovered

Return
Messages

No Trace

Where the Service
Provider can find no
trace of the
Customer

No money no
assets

Where the Customer
has no recoverable
assets

No money
owns property

Where the Customer
has no recoverable
assets but owns
property against
which can be lodged
a property charge

Unenforceable

Where execution of
the Warrant is
impossible for any
reason not covered
in the other message
codes

Gone away

Where the Customer
has left the last
known address and
is unobtainable

Late SD filed

Where an Out of
Time Statutory
Declaration has
been filed

Escalation
Messages

Escalation

Where the Service
Provider requires

Bailiff Services Agreement
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Group

Name

Description

Action

direction

Bailiff Services Agreement
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3.0 Interface Descriptions

3.1 Bailiff to CSP Message description

| Elements
M Pcnno Messag Messagetime Messagetex Messageva Remittan Notes
essage -
ecode t lue ceadvice
ref
Paid in full Required. The PCN 1000 The time and Optional Required. Required Should be used only for
to which the Payment date of the The value of the final Payment.
pertains Payment the
Payment.
Charge Required. The PCN 1050 The time and Optional The amount None
Back to which the Payment date of the of the
pertains chargeback/bo chargeback/
unced cheque bounced
cheque
No trace Required. The PCN 2000 The time and Optional None None
to which the Payment date of the
pertains message
Part paid no Required. The PCN 1100 The time and Required Required. Required Should only be used for
more to which the Payment date of the The value of the final Payment
expected pertains Payment the
Payment.
Part paid Required. The PCN 1200 The time and Required Required. Required Should only be used if
more to which the Payment date of the The value of further Payments are
expected pertains Payment the expected
Payment.
No money Required. The PCN 1300 The time and Optional None None
no assets to which the Payment date of the
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| Message | Elements
pertains message
No money Required. The PCN 1400 The time and Required None None
owns to which the Payment date of the Suggest any
property pertains message property
charge
reference is
used
Arrangemen Required. The PCN 3000 The time and Optional None None
tin to which the Payment date of the
place pertains message
Bailiff fees Required. The PCN 3300 The time and Required The value of None
detail to which the Payment date of the should be a the
pertains Enforcement description Enforcemen
Fees of the nature t Fees
of the
Enforcement
Fees
Bailiff Required. The PCN 3400 The time and Optional None None Should be used in reply
activity to which the Payment date the to any message to cease
ceased pertains Enforcement activity
Action ceased
Bailiff Required. The PCN 3500 The time and Required None None Examples include:
activity to which the Payment date of Should be Case received
pertains Enforcement the nature of 1st letter issued
Action the 2nd letter issued
Enforcement 1st Visit stage
Action 2nd Visit stage
3rd Visit stage
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| Message | Elements
Final letter stage
Returned Required. The PCN 4000 The time and Optional None None Should be used in
per request to which the Payment date of the response to the Council
pertains message to Bailiff message
“EndEnforcement” or any
other request to return a
Warrant
Unenforcea Required. The PCN 5000 The time and Required None None Example reasons
ble to which the Payment date of the Should detail include:
pertains message the reasons Unable to locate property
why the Invalid address
Warrant is Out of jurisdiction
unenforceabl Insufficient Goods
e Warrant expired
Deceased
Bankrupt / liquidation/
ceased trading
In prison
Sensitive case - tour of
duty
Sensitive case - elderly /
medical / pregnant/
compassionate / other
Gone away Required. The PCN 5100 The time and Optional None None
to which the Payment date of the
pertains message
Late SD Required. The PCN 6000 The time and Optional None None
filed to which the Payment date of the
pertains message
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| Message | Elements
Vehicle Required. The PCN 3100 The time and Optional None None
lifted / to which the Payment date of the
Goods pertains message
seized
Vehicle / Required. The PCN 3200 The time and Optional None None
goods to which the Payment date of the
scheduled pertains message
for auction
Returned Required. The PCN 4100 The time and Optional None None
PCN to which the Payment date of the
cancelled by pertains message
council
Returned Required. The PCN 4200 The time and Optional None None
PCN paid to to which the Payment date of the
council pertains message
Letter sent  Required. The PCN 7000 The time and Optional None None
to which the Payment date of the
pertains message
Escalate Required. The PCN 9000 The time and Required. None None
to which the Payment date of the Should be
pertains message the reason
for Escalation
Visit Required. The PCN 7100 The time and Optional None None
to which the Payment date of the
pertains message
File None 9999 The time and Required. None None
Bailiff Services Agreement Page 31 of 57

CCS0000149230



Schedule 2 — Statement of Requirements

Received date the Should be
Warrant or the batch
Council to number of
Bailiff file was  the file being
received confirmed as
received

3.2 CSP to Bailiff Interface Description

Paid to The PCN to 10000 None The None None Used when a
Council which the amount of Payment is
Payment the taken by CSP
pertains Payment
Debtor The PCN to 11000 A summary of None None None Used when
Contacted which the the contact CSP records
Council contact pertains contact with
the Customer
Other note The PCN to 12000 The note. None None None Used when a
made on case | which the note note is added
pertains to a case. Will
be used to
pass back
information
after an
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Escalation

Continue
Enforcement

The PCN to
which the
message
pertains

14000

None

None

None

None

Used to
instruct the
Service
Provider to
resume
Enforcement
Action on a
case where
Enforcement
Action had
been
suspended

End
Enforcement

The PCN to
which the
message
pertains

14100

Optional. May
be populated
with a note as to
why
Enforcement
Action has
ended

None

Optional. Where
the PCN has
been cancelled
the cancellation
group will
populate here

Optional.
Where the PCN
has been
cancelled the
cancellation
code will
populate here

Used to
instruct the
Service
Provider to
end all
Enforcement
Action on a
case and
return the
Warrant.
Should result
in the Service
Provider
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Provider the address will be passed to the Service Provider.

Elements
MESEgE Pcnno e e Messagetext R Reason Subreason Notes
ode alue
sending a
4100 message
to CSP
Stop The PCN to 14200 Optional. May | None Optional. Where | Optional. Used to
Enforcement | which the be populated the PCN has Where the PCN | instruct the
message with a note as to been placed On has been placed | Service
pertains why Hold the hold On Hold the Provider to
Enforcement group will hold reason will | temporarily
Actionhas populate here populate here stop
ended enforcement
of a Warrant
Appellant....
Title Forename Surname Organisation | House | Address1
New Address | The PCN to 13000 Mr, Mrs, Dr, | The The surname | The The The first
added to case | which the Etc. forename organisation | house line of the
message id applicable | name address.
pertains or Required
number
Address?2 Address3 Address4 Postcode Country
The 2" line | The 3" of the | The 4" line of | The The
of the address the address postcode country
address
Notes Should a new address be added to a case whilst it is being enforced by a Service
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4.0 Interface Specification

4.1 Warrants

Warrants, both new and re-allocated, are passed to the Service Provider in a
batch file. This file follows the validation in the schema file Warrants.xsd (see
section 5.1). The elements within this will be populated as follows:

Element Description Values
Partnerto/PartnerID The name of the The Service

Service Provider Provider name
Partnerfrom/PartneriD The name of the CSP | The CSP name
Batchno The batch number Integer, system

generated

Pcnno The PCN reference
Pcnissuedate The date of issue of

the PCN
warrantref None None
Warrantdate The date the Warrant

was issued
TECDebtRegistrationDate The date TEC

registered the debt
TECWarrantAuthorisationDate | The date TEC

authorised the

Warrant
VRM The Vehicle

Registration Mark
Streethame The street the

contravention

occurred in
Zonename The restricted area

the contravention

occurred in
Contraventioncode The contravention

code number
Contraventiondescription The text of the

contravention
Debtor The name and

address details of the

case. Only sends the

statutory address

details
Currentbalance The outstanding

penalty charge
Officerdetails The designation of

the operator who

issued the PCN
Notes Any notes on the
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Element Description Values
case

Trailer Holds the amount of
cases within the XML
file/batch

A diagram of the schema follows overleaf:
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4.2 Bailiff to Council Message File

The Bailiff to Council XML file consists of three main sections:
e Header
e Messages

e Trailer.

421 The Header

partnerrole

partnerrole

[hesder &

message [-] == “messagetype

— 1

1.0

 traiter E]

Generated by XMLSpy www.altova.com
The header contains details of who is generating the file and for whom the file

is being generated, an identifier, a date of generation and an indictor of the
type of message file. The Elements should be populated as follows:

Element Name Description Example data
Partnerto/Partnerid The indented | Transport for London
destination of the file.
Partnerto/Partnerrole This will always be | CREDITOR
“CREDITOR”
Partnerfrom/Partnerid This a unique id | 123456
supplied to the Service
Provider
Partnerfrom/partnertole This will always be | BAILIFF
“BAILIFF”
Batchdetails/batchno A unique reference for | 12345
this file.
Partnerfrom/Partnerid in
combination with this
should be unique
across all
BailiffToCouncil files
Batchdetails/batchdate The date the file was | 15/12/08 12:52:00
produced
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Element Name Description Example data
Batchdetails/messagetype | This will always be | UPDATE
“‘UPDATE”

422 Messages

—{ header E]—(—--—

Emessagecode

Emessagetime

message [%]—(—-——E——{ themessagev[ﬁl—(—-"—E—

Emessagetext

Ik

~“messagevalue

—F remittanceadviceref I

trailer E]
Generated by XMLSpy www .altova.com
The message section is contains the individual messages that the Service

Provider wishes to pass to the CSP. The elements are populated according
to the message being sent.

423 The Trailer

1.0

trailer ——a— batchitems
EHE

Generated by XMLSpy www .altova.com

The footer is used to provide a summary of the contents of the file.
Batchitems is a count of the messages within the file.

4.3 Council to Bailiff Message File

The Council to Bailiff XML file consists of three main sections:

e Header

e Messages
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e Trailer.

431 The Header

partnerrole

header [-] partnerrole

==
1
1.0

Generated by XMLSpy www.altova.com
The header contains details of who is generating the file and for whom the file

is being generated, an identifier, a date of generation and an indicator of the
type of message file. The Elements should be populated as follows:

Element Name Description Example data
Partnerto/Partnerid This is a unique id | 123456
supplied to the Service
Provider
Partnerto/Partnerrole This will always be | BAILIFF
“BAILIFF”
Partnerfrom/Partnerid The origin of the file. Transport for London
Partnerfrom/partnertole This will always be | CREDITOR
“CREDITOR”
Batchdetails/batchno A unique reference for | 12345
this file.

Partnerto/Partnerid in
combination with this
should be  unique
across all
CouncilToBailiff files

Batchdetails/batchdate The date the file was | 15/12/08 12:52:00

produced
Batchdetails/messagetype | This will always be | UPDATE
“‘UPDATE”
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4.3.2 Messages

The message section contains the individual messages that the CSP wishes
to pass to the Service Provider. The elements are populated according to the
message being sent.
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4.3.3 The Trailer

The footer is used to provide a summary of the contents of the file.
Batchitems is a count of the messages within the file.

5.0 Warrants.xsd

<?xml version="1.0" encoding="UTF-8"?>
<!-- edited with XMLSpy v2008 rel. 2 sp2 (http://www.altova.com) by rh (Mouchel Traffic Support) -->
<!-- edited with XMLSPY v5 rel. 3 U (http://www.xmlspy.com) by Robert Johnson (Traffic Support Ltd) -->
<!--W3C Schema generated by XMLSPY v5 rel. 3 U (http://www.xmlspy.com)-->
<xs:schema xmins:xs="http://www.w3.0rg/2001/XMLSchema" elementFormDefault="qualified">
<xs:element name="warrants">
<xs:complexType>
<xs:sequence>
<xs:element name="header">
<xs:complexType>
<xs:sequence>
<xs:element name="partner">
<xs:complexType>
<xs:sequence>

<xs:element
name="partnerto">
<xs:complexType>
<xs:sequence>
<xs:element name="partnerid" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="partnerrole" fixed="BAILIFF" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
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</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element
name="partnerfrom">
<xs:complexType>
<xs:sequence>
<xs:element name="partnerid" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="partnerrole" fixed="CREDITOR" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="batchdetails">
<xs:complexType>
<xs:sequence>
<xs:element
name="batchno" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:long">
<xs:fractionDigits value="0"/>
<xs:mininclusive value="1"/>
<xs:totalDigits value="10"/>
</xs:restriction>
</xs:simpleType>
</xs:element>

<xs:element
name="batchdate" type="xs:dateTime" nillable="false"/>
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<xs:element

name="messagetype" type="xs:string" fixed="WARRANTS"/>

base="xs:string">

value="10"/>

type="xs:dateTime" nillable="false"/>

type="xs:string"/>

type="xs:date"/>

</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="warrant" maxOccurs="unbounded">
<xs:complexType>
<xs:sequence>
<xs:element name="pcnno">
<xs:simpleType>
<xs:restriction

<xs:length
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="pcnissuedate"
<xs:element name="warrantref"

<xs:element name="warrantdate"

<xs:element

name="TECDebtRegistrtionDate" type="xs:dateTime"/>

<xs:element

name="TECWarrantAuthorisationDate" type="xs:dateTime"/>

base="xs:string">

value="1"/>

type="xs:string" nillable="false"/>

nillable="false">

base="xs:string">

value="1"/>

nillable="false">

base="xs:string">

value="1"/>

base="xs:string">

value="1"/>

nillable="false">

<xs:element name="vrm" nillable="false">
<xs:simpleType>
<xs:restriction

<xs:minLength

</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="vehiclemake"

<xs:element name="vehiclemodel"

<xs:simpleType>
<xs:restriction

<xs:minLength

</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="vehiclecolour"

<xs:simpleType>
<xs:restriction

<xs:minLength

</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="vehicletype">
<xs:simpleType>
<xs:restriction

<xs:minLength
</xs:restriction>
</xs:simpleType>
</xs:element>

<xs:element name="streethame"

<xs:simpleType>
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<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="zonename"
nillable="false">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="contraventioncode">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>
<xs:maxLength
value="10"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="contraventiondescription"
nillable="false">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="debtor">
<xs:complexType>
<xs:sequence>
<xs:element
name="name">

<xs:complexType>

<xs:sequence>
<xs:element name="title" type="xs:string"/>
<xs:element name="forename" type="xs:string"/>
<xs:element name="surname" type="xs:string"/>

</xs:sequence>

</xs:complexType>
</xs:element>

<xs:element
name="address">
<xs:complexType>
<xs:sequence>
<xs:element name="organisation" type="xs:string"/>
<xs:element name="house" type="xs:string"/>
<xs:element name="address1" type="xs:string"/>
<xs:element name="address2" type="xs:string"/>
<xs:element name="address3" type="xs:string"/>
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<xs:element name="address4" type="xs:string"/>

<xs:element name="postcode" type="xs:string"/>

<xs:element name="Country" type="xs:string" nillable="true"/>

<xs:element name="Source" type="xs:string" nillable="true"/>

</xs:sequence>

</xs:complexType>

nillable="false">

base="xs:decimal">
<xs:mininclusive value=".01"/>
<xs:fractionDigits value="2"/>

<xs:whiCSPace value="collapse"/>

minOccurs="0">

name="shouldernumber">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
<xs:maxLength value="12"/>
<xs:whiCSPace value="preserve"/>
</xs:restriction>

</xs:simpleType>

name="title" minOccurs="0">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
<xs:maxLength value="15"/>
<xs:whiCSPace value="preserve"/>
</xs:restriction>

</xs:simpleType>

name="forename" minOccurs="0">
<xs:simpleType>

<xs:restriction base="xs:string">

</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="currentbalance"

<xs:simpleType>
<xs:restriction

</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="officerdetails"

<xs:complexType>
<xs:sequence>
<xs:element

</xs:element>
<xs:element

</xs:element>
<xs:element
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<xs:minLength value="1"/>

<xs:maxLength value="64"/>

<xs:whiCSPace value="preserve"/>
</xs:restriction>

</xs:simpleType>
</xs:element>
<xs:element
name="initials" type="xs:string" minOccurs="0"/>
<xs:element
name="surname" minOccurs="0">

<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
<xs:maxLength value="64"/>
<xs:whiCSPace value="preserve"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="notes" minOccurs="0">

<xs:complexType>
<xs:sequence>

<xs:element
name="note" maxOccurs="unbounded">
<xs:complexType>
<xs:sequence>
<xs:element name="timestamp" type="xs:dateTime"/>
<xs:element name="notetext"/>
<xs:element name="recordedby" minOccurs="0"/>
<xs:element nhame="notetype">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:enumeration value="note"/>
<xs:enumeration value="letter"/>
<xs:enumeration value="visit"/>
<xs:enumeration value="phone"/>
<xs:enumeration value="fax"/>
<xs:enumeration value="email"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
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</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="trailer">
<xs:complexType>
<xs:sequence>
<xs:element name="batchitems">
<xs:simpleType>
<xs:restriction
base="xs:long">

<xs:mininclusive value="0"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:schema>
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51 CouncilToBailiff.xmd

<?xml version="1.0" encoding="UTF-8"?>
<!-- edited with XMLSpy v2008 rel. 2 sp2 (http://www.altova.com) by rh (Mouchel Traffic Support) -->
<!-- edited with XMLSPY v5 rel. 3 U (http://www.xmlspy.com) by Robert Johnson (Traffic Support Ltd) -->
<I--W3C Schema generated by XMLSPY v5 rel. 3 U (http://www.xmlspy.com)-->
<xs:schema xmins:xs="http://www.w3.0rg/2001/XMLSchema" elementFormDefault="qualified">
<xs:element name="message">
<xs:complexType>
<xs:sequence>
<xs:element name="header">
<xs:complexType>
<xs:sequence>
<xs:element name="partner">
<xs:complexType>
<xs:sequence>
<xs:element
name="partnerto">
<xs:complexType>
<xs:sequence>
<xs:element name="partnerid" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="partnerrole" fixed="BAILIFF" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
<I/xs:element>

</xs:sequence>

</xs:complexType>
</xs:element>

<xs:element

name="partnerfrom">

<xs:complexType>

<xs:sequence>

<xs:element name="partnerid" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
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</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="partnerrole" fixed="CREDITOR" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="batchdetails">
<xs:complexType>
<xs:sequence>
<xs:element
name="batchno" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:long">
<xs:fractionDigits value="0"/>
<xs:mininclusive value="1"/>
<xs:totalDigits value="10"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element
name="batchdate" type="xs:dateTime" nillable="false"/>
<xs:element
name="messagetype">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:enumeration value="10000"/>
<xs:enumeration value="11000"/>
<xs:enumeration value="12000"/>
<xs:enumeration value="13000"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>

</xs:sequence>
</xs:complexType>
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</xs:element>
<xs:element name="themessage" maxOccurs="unbounded">
<xs:complexType>
<xs:sequence>
<xs:element name="pcnno" minOccurs="0">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:length
value="10"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="messagecode"
nillable="false">
<xs:simpleType>
<xs:restriction
base="xs:integer">

<xs:enumeration value="10000"/>
<xs:enumeration value="11000"/>
<xs:enumeration value="12000"/>
<xs:enumeration value="13000"/>
<xs:enumeration value="14000"/>
<xs:enumeration value="14100"/>

<xs:enumeration value="14200"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="messagetext"
minOccurs="0">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>

<xs:whiCSPace value="preserve"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="messagevalue"
minOccurs="0">
<xs:simpleType>
<xs:restriction
base="xs:decimal">

<xs:mininclusive value="0"/>
<xs:totalDigits
value="13"/>

<xs:fractionDigits value="2"/>
</xs:restriction>
</xs:simpleType>

</xs:element>

<xs:element name="appellanttitle"
type="xs:string" minOccurs="0"/>

<xs:element name="appellantforename"
type="xs:string" minOccurs="0"/>

<xs:element name="appellantsurname"
type="xs:string" minOccurs="0"/>

<xs:element name="appellantorganisation”
type="xs:string" minOccurs="0"/>

<xs:element name="appellanthouse"
type="xs:string" minOccurs="0"/>

<xs:element name="appellantaddress1"
type="xs:string" minOccurs="0"/>
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<xs:element name="appellantaddress2"
type="xs:string" minOccurs="0"/>
<xs:element name="appellantaddress3"
type="xs:string" minOccurs="0"/>
<xs:element name="appellantaddress4"
type="xs:string" minOccurs="0"/>
<xs:element name="appellantpostcode"
type="xs:string" minOccurs="0"/>
<xs:element name="appellantcountry"
minOccurs="0">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="Reason" minOccurs="0">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>
<xs:maxLength
value="25"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="SubReason"
nillable="true" minOccurs="0">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="0"/>
<xs:maxLength
value="25"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="trailer">
<xs:complexType>
<xs:sequence>
<xs:element name="batchitems">
<xs:simpleType>
<xs:restriction
base="xs:long">

<xs:mininclusive value="0"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:schema>

Bailiff Services Agreement Page 52 of 57
CCS0000149230



Schedule 2 — Statement of Requirements

53 BailiffToCouncil.xmd

<?xml version="1.0" encoding="UTF-8"?>
<l-- edited with XMLSpy v2008 rel. 2 sp2 (http://www.altova.com) by rh (Mouchel Traffic Support) -->
<!-- edited with XMLSPY v5 rel. 3 U (http://www.xmlspy.com) by Robert Johnson (Traffic Support Ltd) -->
<I--W3C Schema generated by XMLSPY v5 rel. 3 U (http://www.xmlspy.com)-->
<xs:schema xmins:xs="http://www.w3.0rg/2001/XMLSchema" elementFormDefault="qualified">
<xs:element name="message">
<xs:complexType>
<xs:sequence>
<xs:element name="header">
<xs:complexType>
<xs:sequence>
<xs:element name="partner">
<xs:complexType>
<xs:sequence>
<xs:element
name="partnerto">
<xs:complexType>
<xs:sequence>
<xs:element name="partnerid" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="partnerrole" fixed="CREDITOR" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:string">
<xs:minLength value="1"/>
</xs:restriction>
<I/xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>

</xs:element>
<xs:element

name="partnerfrom">
<xs:complexType>
<xs:sequence>
<xs:element name="partnerid" type="xs:long" nillable="false"/>

<xs:element name="partnerrole" fixed="BAILIFF" nillable="false">

<xs:simpleType>
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<xs:restriction base="xs:string">

<xs:minLength value="1"/>

</xs:restriction>

</xs:simpleType>
</xs:element>
</xs:sequence>

</xs:complexType>

name="batchno" nillable="false">
<xs:simpleType>
<xs:restriction base="xs:long">
<xs:fractionDigits value="0"/>
<xs:mininclusive value="1"/>
<xs:totalDigits value="10"/>
</xs:restriction>

</xs:simpleType>

name="batchdate" type="xs:dateTime" nillable="false"/>
name="messagetype" fixed="PROGRESS">
<xs:simpleType>
<xs:restriction base="xs:string"/>

<I/xs:simpleType>

</xs:element>

</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="batchdetails">
<xs:complexType>
<xs:sequence>
<xs:element

</xs:element>
<xs:element

<xs:element

</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>

</xs:sequence>
</xs:complexType>

<xs:element name="themessage" maxOccurs="unbounded">

<xs:complexType>
<xs:sequence>

base="xs:string">

value="10"/>

base="xs:long">

<xs:enumeration value="1000"/>

<xs:element name="pcnno">
<xs:simpleType>
<xs:restriction

<xs:length

</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="messagecode">
<xs:simpleType>
<xs:restriction
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<xs:enumeration value="1050"/>
<xs:enumeration value="1100"/>
<xs:enumeration value="1200"/>
<xs:enumeration value="1300"/>
<xs:enumeration value="1400"/>
<xs:enumeration value="2000"/>
<xs:enumeration value="3000"/>
<xs:enumeration value="3100"/>
<xs:enumeration value="3200"/>
<xs:enumeration value="4000"/>
<xs:enumeration value="4100"/>
<xs:enumeration value="4200"/>
<xs:enumeration value="5000"/>
<xs:enumeration value="5100"/>
<xs:enumeration value="6000"/>
<xs:enumeration value="9000"/>

<xs:enumeration value="9999"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="messagetime"
type="xs:dateTime"/>
<xs:element name="messagetext">
<xs:simpleType>
<xs:restriction
base="xs:string">
<xs:minLength
value="1"/>

<xs:whiCSPace value="preserve"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="messagevalue">
<xs:simpleType>
<xs:restriction
base="xs:decimal">

<xs:mininclusive value="0"/>
<xs:totalDigits
value="13"/>

<xs:fractionDigits value="2"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
<xs:element name="remittanceadviceref"
type="xs:string"/>
</xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="trailer">
<xs:complexType>
<xs:sequence>
<xs:element name="batchitems">
<xs:simpleType>
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<xs:restriction
base="xs:long">

<xs:mininclusive value="0"/>
</xs:restriction>
</xs:simpleType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:sequence>
</xs:complexType>
</xs:element>
</xs:schema>
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SCHEDULE 3
Milestones and Deliverables

1. Scope

1.1 The Milestone Achievement Criteria which the Service Provider is required to
satisfy relating to the implementation and delivery of the Services are set out in this
schedule. Achievement of the Milestone Achievement Criteria shall be required in
order to demonstrate achievement by the Service Provider of the Milestones.

1.2 A Milestone shall be successfully achieved when TfL issues Notice of Authority to
Proceed to the Service Provider in respect of all relevant Milestone Achievement
Criteria.

1.3 This schedule also sets out the procedures to be applied when Milestone
Achievement Criteria are not met by the relevant Milestone Date.

PART A : MILESTONES
2. Milestones
2.1 General Provisions

(A) The Service Provider shall achieve each Milestone by the relevant
Milestone Date as specified in Table 1.

(B) Subject to paragraph 8 of Part B of this schedule, upon achievement of a
Milestone by the Service Provider, TfL shall issue the Notice of Authority to
Proceed.
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Table 1: Milestones

Milestone Milestone Achievement Criteria Milestone Milestone Date
Outcome

(1) Planning The Service Provider to have received Notice of | Authority to | 13 May 2009

Complete Approval from TfL in relation to the Proceed

Implementation Plan, which shall comply with
paragraph 3 of this schedule.

(2) Ready for
Testing with the
Core Service
Provider

The Service Provider to have received Notice of
Approval from TfL in relation to the following:

A. the Test Strategy, which shall comply with
paragraph 3 of schedule 4;

B. Test Plans and Test Specifications in respect
of CSP Testing;

C. updated Implementation Plan including
without limitation internal and external
dependencies and all assumptions made in
developing the Implementation Plan, which
shall comply with paragraph 3 of this
schedule;

D. the Service Provider’s Technical Solution,
which shall comply with paragraph 4 of this
Schedule;

E. the Documentation List, which shall comply

Authority to
Proceed

26 June 2009
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Milestone

Milestone Achievement Criteria

Milestone
Outcome

Milestone Date

with paragraph 6 of this schedule;

documentation evidencing that the
infrastructure for CSP Testing is correctly
configured and the Enforcement System and
the CSP Interface is sufficiently integrated
into that infrastructure to commence CSP
Testing;

documentation evidencing that the provision
of environments for CSP Testing in
accordance with the Test Strategy; and

. documentation evidencing that the data

required for CSP Testing is defined, created
and available.

(3) Testing with the
Core Service
Provider Complete
/ Ready for
Operational
Commencement
Date

The Service Provider to have received Notice of
Approval from TfL in relation to the following:

A.

the Operational Processes and Procedures,
which shall comply with paragraph 5 of this
schedule;

. all Report Specifications;

the Security Plan, which shall comply with

Authority to
Proceed

30 October 2009
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Milestone

Milestone Achievement Criteria

Milestone
Outcome

Milestone Date

schedule 6 (Security Policy);

D. documentation evidencing the successful
completion of all CSP Testing;

E. documentation evidencing that all Personnel
are trained in accordance with clause 7
(Personnel and Training) and schedule 2
(Statement of Requirements); and

F. documentation evidencing that all premises
or locations, facilities and equipment
required for the performance of the Services
are available and ready as required for the
performance of the Services.
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Schedule 3 — Milestones and Deliverables

3.

3.1

3.2

3.3

4.1

4.2

5.1

5.2

Implementation Plan

The Service Provider shall develop and provide to TfL for review an implementation
plan for the successful delivery of the Services (the “Implementation Plan”), which
shall include, without limitation:

(A)  planning details; and
(B) a Gantt chart covering the key activities required to achieve the Milestones in
Table 1 above and including without limitation all dependencies on TfL and

the Service Provider and any third party.

Once approved by TfL in accordance with Part C of this schedule, TfL shall issue a
Notice of Approval in respect of the Implementation Plan.

Thereatfter, the Service Provider shall keep the Implementation Plan updated on an
ongoing basis during the Term.

Service Provider’'s Technical Solution

The Service Provider shall develop and keep updated on an ongoing basis as
necessary during the Term a document which expands on the Service Provider’s
technical solution to the services to be provided and demonstrates how the Service
Provider’s technical solution meets TfL’s requirements. It shall include, but not be
limited to, details of the following:

(A) a description of all external and internal Interfaces, including any technical
specifications;

(B) the technical implementation of all external and internal Interfaces; and

(C) a description of the functionality provided by the Service Provider’s
Enforcement System,

(the “Service Provider’s Technical Solution”).

The Service Provider shall submit the Service Provider’'s Technical Solution and any
updates as necessary (including, without limitation, as required in accordance with
any changes made to other documentation in accordance with the Agreement
and/or any Changes) from time to time for approval in accordance with Part C of
this schedule.

Operational Processes and Procedures

The Service Provider shall develop and keep updated on an ongoing basis during
the Term detailed operational processes and procedures documents which set out
the working methods which shall be utilised by all Personnel providing the Services,
including but not limited to the operational processes and procedures described in
the Statement of Requirements (the “Operational Processes and Procedures”).

The Service Provider shall submit the Operational Processes and Procedures for
approval in accordance with Part C of this schedule.

Bailiff Services Agreement Page 5ol 9
CCS0000149230



Schedule 3 — Milestones and Deliverables

6.

6.1

6.2

7.1

7.2

7.3

7.4

Documentation List

The Service Provider shall develop and keep updated on an ongoing basis during
the Term a document setting out what documentation it intends to deliver during the
Implementation Phase along with a timetable for delivery and review (the
“Documentation List”).

The Service Provider shall submit the Documentation List and any updates from
time to time for approval in accordance with Part C of this schedule

Provisions of General Application to Deliverables

Without prejudice to TfL’s other rights and remedies under this Agreement, common
law, statute or in equity, and without limitation to the Service Provider’s other
obligations under this Agreement, the Service Provider shall ensure that:

(A) the Service Provider employs a recognised development methodology in
accordance with Good Industry Practice as determined by TfL in its absolute
discretion from time to time;

(B) all Deliverables shall be produced in accordance with Good Industry Practice
and shall be Fit for Purpose;

(C) the Service Provider produces documentation in respect of the design of the
CSP Interface, and maintains that documentation in accordance with
changes to the CSP Interface, throughout the Term; and

(D) any changes proposed by the Service Provider from time to time to the
Deliverables described in this schedule as necessary to update such
Deliverables shall only be made pursuant to the Change Control Request
Procedure.

The structure and outline content of all Deliverables shall be determined by TfL in its
absolute discretion.

The Service Provider shall provide all Deliverables to TfL a reasonable period
before each Milestone Date, having regard, without limitation, to the following:

(A) the number of Deliverables in respect of which TfL is conducting a review at
any time; and

(B) the volume and complexity of each of the Deliverables referred to in
paragraph 7.3(A),

and, without limiting the foregoing, in any event not less than ten (10) Working Days
before the relevant Milestone Date.

Unless expressly provided to the contrary elsewhere in this Agreement, and subject
to the Milestone Dates, TfL shall use reasonable endeavours to complete a review
of each Deliverable within ten (10) Working Days from its delivery to TfL or within
such other period as TfL may agree. Where re-work is required following review,
the Service Provider shall complete such re-work and re-issue the Deliverable
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Schedule 3 — Milestones and Deliverables

within five (5) Working Days of receipt of TfL’s review comments on the basis of
which the re-work is required, or within such other period as TfL may agree.

PART B : MILESTONE ACHIEVEMENT

8. Milestone Achievements General Provisions

8.1  Without prejudice to TfL’s rights under paragraph 10.1 of this schedule, TfL shall, as
soon as commercially practicable after:

(A)

(B)

(©)

completion of Testing, Test Witnessing and receipt by TfL of the relevant
Test Report and the relevant information from the Incident Log (if relevant);

delivery by the Service Provider of all Deliverables to be delivered as part of
the Milestone Achievement Criteria for the relevant Milestone (if relevant);
and

successful completion of all other tasks and activities (“Milestone Tasks”) to
be undertaken as part of the Detailed Milestone Achievement Criteria for the
relevant Milestone (if relevant),

comply with the provisions of paragraph 8.2 of this schedule.

8.2  TfL shall, at TfL’s absolute discretion and without prejudice to any of TfL’s other
rights and remedies under this Agreement or otherwise:

(A)

(B)

issue to the Service Provider a Notice of Authority to Proceed in respect of
the associated Milestone to be achieved during the Implementation Phase to
which the relevant Testing, approval of Deliverables and/or Milestone Tasks
relate; or

issue to the Service Provider notice of rejection of any or all parts of the
Services if either:

(1) any Milestone to be achieved to which those Tests relate is not
achieved due to:

(@) one (1) or more Severity 1 Service Issues or Errors;
(b) one (1) or more Severity 2 Service Issues or Errors;
(c) four (4) or more Severity 3 Service Issues or Errors;

(d) one (1) or more Security Incidents which have not been resolved
to TfL’s satisfaction; or

(e) where the cumulative effect of all Service Issues, Errors and/or
Security Incidents identified (regardless of their respective Severity
Levels) adversely affects the operation of the Services or any part
of them;
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Schedule 3 — Milestones and Deliverables

(2) any Deliverables to be provided in accordance with the Detailed
Milestone Achievement Criteria for the relevant Milestone are missing,
incomplete, inaccurate, deficient or not Fit for Purpose; or

(3) any Milestone Task required to satisfy the Detailed Milestone
Achievement Criteria has not been successfully undertaken and

completed.

8.3 If TfL rejects any or all parts of the Services under paragraph 8.2(B) of this schedule:

(A) the Service Provider shall immediately and at the Service Provider’s cost and
expense commence to make and promptly complete all corrections of all
Service Issues and/or Errors contributing to failure to achieve the Milestone,
provide, complete, rectify or amend (as appropriate) any Deliverables,
complete all relevant Milestone Tasks and/or perform or re-perform Tests or
alternative tests, within reasonable timeframes specified by TfL from time to
time (at TfL's absolute discretion), to demonstrate to TfL's satisfaction that
the relevant parts of the Services provide the features, functions, and
facilities and meet the performance criteria specified in the Statement of
Requirements and this Agreement;

(B) the parties shall repeat the procedure set out in paragraphs 8.1, 8.2 and this
paragraph 8.3 of this schedule until approval of the relevant parts of the
Services pursuant to paragraph 8.2 of this schedule or termination of this
Agreement pursuant to paragraph 8.3(C) of this schedule; and

(C) in the event that the relevant Milestone is not achieved within twenty (20)
Working Days or such other period agreed in writing between TfL and the
Service Provider, TfL may terminate this Agreement pursuant to clause
31.1(D) (Termination).

8.4  Without limiting paragraphs 9 and 10 or this paragraph 8 of this schedule, the
Service Provider shall at all times comply with its other obligations set out in Part A
of this schedule and in schedule 4 (Testing Regime).

8.5  The Service Provider or TfL may request changes to any documentation or Testing
envisaged under Part C of this schedule, paragraph 2 of schedule 4 (Testing
Regime) and/or this paragraph 8 from time to time in accordance with the Change
Control Request Procedure.

8.6  Notwithstanding the foregoing, all Errors and Service Issues outstanding at the date
of achievement of a Milestone shall be corrected at the Service Provider’s earliest
opportunity at no cost or expense to TfL.

9. Development of Detailed Milestone Achievement Criteria

9.1 The Service Provider acknowledges and agrees that all Milestones are high level
and TfL may, on a case-by-case basis, determine supplemental additional, low-level
criteria detailing elements of the relevant Milestone Achievement Criteria (“Detailed
Milestone Achievement Criteria”), provided that:

(A)  each party shall promptly negotiate in good faith to agree in writing the
Detailed Milestone Achievement Criteria for each Milestone within ten (10)
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Schedule 3 — Milestones and Deliverables

Working Days of TfL having issued a Notice of Authority to Proceed in
respect of the preceding Milestone;

(B)  subject to the provisions of paragraph 9.2 of this schedule, if no such
agreement on the Detailed Milestone Achievement Criteria is reached within
ten (10) Working Days of the date of the Notice of Authority to Proceed in
respect of the preceding Milestone then TfL shall be entitled to determine
what Detailed Milestone Achievement Criteria (if any) are required for the
next Milestone.

9.2 TfL may only determine Detailed Milestone Achievement Criteria which:
(A) are objectively measurable;
(B) do not fundamentally alter the Milestone Achievement Criteria (subject to
ensuring consistency with the requirements of the Statement of

Requirements and this Agreement); and

(C) consist of supplemental additional, low-level criteria which detail elements of
the relevant Milestone Achievement Criteria.

PART C : DOCUMENTATION

10. Approval of documents

10.1  Within such period as is specified in this Agreement or the Implementation Plan and
in any event by any applicable Milestone Dates (or as the parties otherwise agree in
writing) following TfL'’s receipt of any documentation, TfL shall:

(A)  review the documentation; and
(B) notify the Service Provider that TfL:

(1) accepts the documentation (in which case it shall issue notice of such
acceptance to the Service Provider, a “Notice of Approval”); or

(2) rejects the documentation, if the documentation:

(a) fails to provide for the functions and the performance criteria
specified in the Statement of Requirements; or

(b) is not Fit for Purpose.
10.2 If TfL rejects any documentation under paragraph 10.1(B)(2) of this schedule:

(A) the Service Provider shall, at no cost to TfL, promptly undertake a revision or
amendment of the relevant documentation at no cost or expense to TfL and
re-submit it to TfL for review;

(B) the parties shall repeat the procedure set out in paragraph 10.1 of this

schedule until acceptance of the documentation or the expiry or termination
of this Agreement.
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SCHEDULE 4

Testing Regime

1. Introduction

1.1  This schedule describes the procedures to be followed by the Service Provider in
Testing.

2. Testing Regime General Provisions

2.1  The Service Provider shall, in accordance with:

(A)
(B)
©
(D)

the applicable Milestone Dates;
the relevant Testing Documents;
the Change Control Request Procedure; and

this schedule,

and so as to achieve all relevant Milestones, perform the Testing so as to ensure
that the relevant parts of the Services perform and provide the features, functions
and facilities and meet the performance criteria set out in the Statement of
Requirements and the other terms and conditions of this Agreement.

2.2  The Service Provider shall:

(A)
(B)

(©)

(D)

(E)

give TfL at least ten (10) Working Days' written notice prior to each Test;

at all times provide such access, facilities, information, data, explanation,
documentation and assistance to TfL and any third party nominated by TfL
in order for TfL (and/or that third party) to participate in such Test
Witnessing as TfL may require;

prepare a detailed Test Report in respect of each Test immediately following
the conducting of that Test;

immediately provide to TfL a copy of each Test Report and the Service
Provider agrees that TfL may, notwithstanding anything to the contrary in
this Agreement, share the Test Report in form or substance with any third
party for any purpose in respect of this Agreement, the Services, Additional
Services and/or the Schemes;

if any Incident arises or becomes apparent during Testing, as soon as
possible update the Incident Log in respect of each Test following the
conducting of that Testing in accordance with paragraph 7 of schedule 10
(Contract Management and Reporting) and ensure that the Incident Log is
made available to TfL promptly following each Test with accurate, up to date
and complete information and Test Data (including without limitation, a
Severity Level agreed by TfL for each Error or Service Issue); and
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Schedule 4 — Testing Regime

(F)  subject to any contrary written instructions from TfL from time to time,
ensure that all Test Data containing Personal Data is securely and promptly
destroyed once it is no longer needed for Testing purposes and shall
confirm to TfL once such destruction has been completed.

2.3  For the avoidance of doubt, those of the Service Provider’'s obligations under this
schedule which are expressed as “including without limitation” or “including but not
limited to” are not intended by the parties to oblige the Service Provider to conduct
any Testing not envisaged under the Test Strategy, the Test Plans or the Test
Specifications.

3. Test Strateqy

3.1 The Service Provider shall ensure that the Test Strategy includes at least the
following:

(A)  an overall plan for the Testing of the Enforcement System, the CSP
Interface, and the Services which shall comply with paragraph 5 of this
schedule;

(B) a brief description of the approach to Testing during the Implementation
Phase and after the Operational Commencement Date, including the
rationale for such approach;

(C) the names and contact details of the Service Provider's representatives for
the purposes of the Testing;

(D) the requirements and objectives of the Testing;

(E) any dependencies affecting the Testing, including reliance on third parties;
(F)  the scope of the Testing;

(G) any assumptions made that may impact upon Testing;

(H) the perceived risks to Testing or risks, Service Issues or other issues as a
result of Testing together with their impact and methods of mitigation;

() descriptions of the stages of Testing including without limitation the
processes for establishing and implementing the relevant Test Specification
against which the Testing will be conducted and assessed;

J) descriptions of the anticipated processes relating to Testing for achieving a
Notice of Authority to Proceed in respect of each relevant Milestone
including the performance of the Service Provider’'s obligations in respect of
Test Witnessing, Test Reports, Incident management and the business
process scenarios to be used in determining whether the Test Criteria have
been met;

(K) the entry and exit criteria applicable to the Testing;
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(L) the roles and responsibilities of all those involved with the Testing
programme, including the Service Provider’'s Personnel or personnel of TfL
and/or third parties where applicable;

(M) an outline of the resource requirements, including Personnel, Personnel
training, test environments, and Testing tools; and how they will be used
during Testing;

(N) the location of the Testing;

(O) the sources and mechanisms for creation of Test Data for use during
Testing;

(P) adescription of the steps that will be taken to secure the Test Data, to
process it in compliance with data protection laws, and to delete it securely;

(Q) the quality management tools and processes to be used in Testing
including:

(1) any standards to be applied to Testing;
(2) Incident and problem management processes;
(3) Testresults capture, logging, and tracking; and
(4) Test progress and completion reporting.

4. Implementation Phase Testing Documents

4.1  The Service Provider shall, in accordance with schedule 3 (Milestones and
Deliverables):

(A)  work with the CSP to prepare and submit to TfL a Test Plan and Test
Specifications in respect of the CSP Testing which is to be performed during
the Implementation Phase; and

(B) prepare and, if expressly requested by TfL, submit to TfL a Test Plan and
Test Specifications in respect of all other Testing.

5. Test Plans

5.1 Each Test Plan shall include to an appropriate level of detail:

(A) the identification and details of the environment(s) to be used in carrying out
the relevant Testing;

(B) the scope of the Testing, including without limitation a description of the
constituent parts or functional areas of the Enforcement System or Interface
being Tested;

(C) any specific Testing requirements or objectives where this differs from the
Test Strategy, together with the reasons and rationale for the differences;

(D) an overview of the specific Testing approach;
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(E) any specific dependencies, pre-requisites, assumptions and risks related to
Testing;

(F) identification of the Test scripts to be executed;

(G) adetailed schedule for the Testing;

(H) named roles and responsibilities for all those involved with Testing; and
() a description of the Test Data to be used for Testing.

6. Test Specifications

6.1 The Service Provider shall:

(A) inaccordance with the applicable Milestone Dates and the Test Strategy,
develop a Test Specification for Testing;

(B) ensure that each Test Specification is at all times accurate, up to date and
complete, including without limitation in respect of the changing functionality
of the Services, and as a result of any Changes or Internal Changes;

(C) include in each Test Specification at least the following information:

(1) the Test Criteria with a reference back to the Service Provider’s
Technical Solution and any other documents relevant to the Testing.

(2) asetof Test scenarios (including without limitation business process
scenarios (where applicable)) and Test Cases designed to exercise all
the Test Criteria identified within the Test Specification, each with a
reference to the Test Criteria covered by the Test scenario;

(3) a set of Test scripts corresponding to the Test scenarios and Test
Cases describing the purpose of the Test, the data requirements for
the Test, any pre-requisites for the Test, the actions to be taken during
the Test, and the expected results for each step or action of the Test
against which success or failure of the Test shall be judged; and

(D) ensure that all requirements specified in this Agreement in respect of
Testing are properly and adequately covered by the Test Criteria.

7. Testing during the Implementation Phase

7.1 The Service Provider shall, in accordance with paragraph 2 of this schedule, carry
out testing in order to demonstrate:

(A) that all of the hardware, software and systems used or to be used by the
Service Provider in the provision of the Services, and the constituent parts
of the Service Provider's Enforcement System fully integrate and fully inter-
operate with the relevant CSP and TfL systems, in accordance with the
Service Provider's Technical Solution and the CSP Interface Specification,
including without limitation:
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8.1

9.1

(B)

(©)

(1) data constructed to cover normal and exception conditions, including
but not limited to, ensuring all Interface failure conditions and recovery
from failure are Tested and that the Data are correctly stored by the
Enforcement System;

(2) demonstrate the full end-to-end integration of the Enforcement
System, via the CSP Interface, with systems of the CSP, based on
end-to-end business processes and data flows as against the business
process definitions set out in the Service Provider’'s Technical Solution
and Operational Processes and Procedures;

(3) Tests are performed to ensure and assure compliance with the
Security Policy and the Service Provider's other obligations set out in
this Agreement;

the relevant Personnel of the Service Provider are appropriately trained in
order to provide the Services in accordance with this Agreement; and

the Service Provider's Operational Processes and Procedures are
appropriate for the Service Provider to perform its obligations under this
Agreement,

(“CSP Testing”).

Delivery Of Documents For Testing

The Service Provider shall:

(A)

(B)

subject to paragraphs 8.1(B)8-3(B) and 11.2(B)41-2(B} of this schedule

deliver all documents required for or relevant to Testing to TfL no less than
ten (10) Working Days prior to the relevant Test; and

deliver Test Specifications to TfL no less than thirty (30) Working Days prior
to the relevant Test,

or in accordance with such other timetable as TfL may, in its absolute discretion,
agree in writing with the Service Provider from time to time.

Test Witnessing

The Service Provider shall, during Test Witnessing:

(A)

(B)

follow TfL’s reasonable instructions in relation to the form of Test Witnessing
and the way in which Test Witnessing is to be carried out, including without
limitation TfL witnessing of a demonstration of the Service Provider’'s
Technical Solution, TfL witnessing of the execution of the Testing being
carried out by the Service Provider, and TfL carrying out any Testing using a
third party in conjunction with the Service Provider’'s Testing;

follow TfL's reasonable instructions in relation to any specific sets of
business process scenario Tests to be carried out by the Service Provider
and witnessed as part of Test Witnessing; and
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(C) demonstrate to TfL's reasonable satisfaction that adequate modifications
and Testing have been performed leading to closure of the Service Issue,
Error or the successful completion of Testing.

10. Test Reports

10.1 At the completion of Testing during the Implementation Phase, the Service
Provider's Representative will submit a Test Report to TfL for approval pursuant to
Part C of Schedule 3 (Milestones and Deliverables). The Service Provider shall
ensure that each Test Report includes at least the following information:

(A) the relevant Testing carried out;
(B) the results of the Testing conducted;

(C) any deviation from the Test Strategy, applicable Test Plan and/or Test
Specifications;

(D) if the Testing failed in any way, the extent and cause of the failure;
(E) summary metrics on Service Issues and Errors raised during the Testing;

(F) the detail of any outstanding Errors or unresolved Service Issues, including
references to the Incident Log and the Severity Levels; and

(G) the steps taken or to be taken to resolve all outstanding Errors or Service
Issues.

11. Test Reports, Management Of Issues Arising From Testing And
Resubmission Of Test Documents

11.1 All Incidents (including Errors and Service Issues) arising as a result of or identified
during Testing shall be dealt with in accordance with schedule 10 (Contract
Management and Reporting).

11.2 The Service Provider shall:

(A) complete and deliver each Test Report to TfL and ensure that the Incident
Log is up to date, accurate and complete pursuant to paragraph
2.2(E)2-2(E) of this schedule as agreed in writing between TfL and the
Service Provider and in any event at least five (5) Working Days prior to the
Milestone Date for successful completion of the relevant Test; and

(B) re-submit to TfL any Test Document which has been rejected by TfL
pursuant to paragraph 10 of Part C of schedule 3 (Milestones and
Deliverables) within five (5) Working Days following the date that TfL issues
its rejection of the relevant document.
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SCHEDULE 5
Service Level Agreement

1. Performance Management Regime Objectives

1.1  The objective of the performance management regime is to incentivise the Service
Provider to meet defined service levels (each a “Service Level” or “SL").

2. Performance Management Regime Overview

2.1 The performance management regime (“Performance Management Regime”)
consists of performance indicators (each a “Performance Indicator” or "PI"), the
start and end points for assessment of Pls (where appropriate), the level of service
required and the points to be accrued if the required levels of service performance
are not met (“Service Failure Points”) as set out in this schedule. Table 1
(Performance Indicators) in this schedule (“Table 1”) sets out the performance
management regime parameters for the Services.

2.2  The ‘Performance Indicator Title’ column in Table 1 identifies the various
Performance Indicators on which the performance of the Service Provider shall be
measured, tracked and rewarded or against which Service Failure Points shall
accrue.

2.3  The ‘Start Point’ column in Table 1 details the time from when the Performance
Indicator shall start to be measured (the “Start Point”).

2.4  The ‘End Point’ column in Table 1 details the time at which the relevant
Performance Indicator shall cease to be measured (the “End Point”).

2.5 The ‘Acceptable Service Level’ column in Table 1 specifies the range of
operational performance for the Performance Indicator that is expected of the
Service Provider (each an “Acceptable Service Level”) for which no Service
Failure Points shall accrue.

2.6  Failure to meet the Acceptable Service Level shall result in the Service Provider
accumulating Service Failure Points as detailed in Table 1. The number of Service
Failure Points accumulated depends on the extent to which the Service Provider
has failed to meet the Acceptable Service Level for each PI. For each Performance
Indicator there are three (3) Bands of Service Failure Points.

2.7 The ‘Band 1’ column in Table 1 indicates the range of performance for the first
band below the Acceptable Service Level and the associated level of Service
Failure Points which shall accrue. If the Service Provider’s performance for a
Performance Indicator falls within this Band, the number of Service Failure Points
which accrue is calculated by multiplying the number of incidents or occurrences
falling within Band 1 by the Band 1 Service Failure Points.

2.8 The ‘Band 2’ column in Table 1 indicates the range of performance for the second
band below the Acceptable Service Level and the associated level of Service
Failure Points which shall accrue. If the Service Provider's performance for a
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Performance Indicator falls within this Band, the number of Service Failure Points
which accrue is calculated by adding:

(A) the number of incidents or occurrences falling within Band 1 multiplied by
the Band 1 Service Failure Points; and

(B) the number of incidents or occurrences falling within Band 2 multiplied by
the Band 2 Service Failure Points.

2.9 The ‘Band 3’ column in Table 1 indicates the range of performance for the third
band below the Acceptable Service Level and the associated level of Service
Failure Points which shall accrue. If the Service Provider's performance for a
Performance Indicator falls within this Band, the number of Service Failure Points
which accrue is calculated by adding:

(A) the number of incidents or occurrences falling within Band 1 multiplied by
the Band 1 Service Failure Points;

(B) the number of incidents or occurrences falling within Band 2 multiplied by
the Band 2 Service Failure Points; and

(C) the number of incidents or occurrences falling within Band 3 multiplied by
the Band 3 Service Failure Points.

2.10 Service Failure Points shall be totalled for all Performance Indicators at the end of
each Month and the corresponding Service Failure Action shall be implemented in
accordance with Table 2 (Performance Regime) in this schedule (“Table 27).

2.11 The Service Provider shall diligently seek to perform and complete each action
which is subject to the Performance Management Regime (an “Action”),
notwithstanding that it shall have accrued Service Failure Points in respect of such
Action.

3. Start Points, End Points And Temporarily Closed ltems

3.1  For the purposes of the Performance Indicators, in respect of any Action:

(A)  The ‘Start Point’ of a particular Action shall be whenever the Service
Provider commenced or should have commenced its undertaking, as
indicated in Table 1.

(B) The ‘End Point’ of a particular Action shall be whenever the Service
Provider successfully completes the Action, as indicated in Table 1.

3.2 If an Action has not been successfully completed on or before the date of the
Performance Indicator Report in respect of a particular Month:

(A)  The relevant Action shall be deemed ‘temporarily closed’ and shall be
treated as if the End Point for that Action was the last day of that Month for
the purposes of calculation of the relevant Performance Indicator for that
Month. For the avoidance of doubt Service Failure Points may accrue to
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4.1

4.2

4.3

4.4

4.5

‘temporarily closed’ Actions; and

(B)  Once the End Point for that Action is actually achieved the calculation of the
relevant Performance Indicator shall be applied to the actual time from the
relevant Start Point to the relevant End Point. Service Failure Points shall
accrue and shall be applied in accordance with the relevant Performance
Indicator (if appropriate) provided that all Service Failure Points accrued in
respect of the particular Action in earlier Months shall be taken into account
when calculating the Service Failure Points that accrue once the relevant
End Point for that Action has been achieved.

Performance Monitoring

The Service Provider shall accurately document all processes for the identification
of performance against the Pls in accordance with schedule 10 (Contract
Management and Reporting).

Performance by the Service Provider in meeting the Service Levels in respect of
each PI shall be monitored and assessed Monthly in accordance with schedule 10
(Contract Management and Reporting).

The Service Provider shall measure and provide such data as is reasonably
required by TfL for the purposes of monitoring the performance of the Service
Provider in meeting the Service Levels and Pls.

If, as part of a quality monitoring exercise carried out by TfL, it is found that the
Service Provider’s performance is lower than reported, and on the basis of the
sample used in such exercise, the Service Provider has not met one or more of the
Acceptable Service Levels:

(A)  The performance level for the Month shall be adjusted accordingly; and

(B)  The level of Service Failure Points which would have accrued shall be
calculated and the difference between this figure and the amount of Service
Failure Points actually applied shall be calculated and any corresponding
Service Failure Action shall be implemented in the then current Month.

The Service Provider shall be responsible for ensuring that all data required to
accurately produce Performance Indicator Reports is provided. Any absence of
data from reports may at TfL's discretion be deemed a maximum accrual of
Service Failure Points for all Performance Indicators which are affected. In such
cases, where the Service Provider believes there are mitigating circumstances, the
Service Provider may present to TfL reasons why this data is unavailable, what
actions shall be taken to ensure it shall be available in future, and provide
evidence that the Services were not adversely affected during the period of lost
data. TfL may, at its absolute discretion and without prejudice to its other rights
under this Agreement:

(A)  Consider all reasonable requests;

(B)  Use reports from Other Service Providers to validate the information
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supplied by the Service Provider; and/or

(C) Agree areduced level of required performance in relation to such data for
the duration that it was lost or reject such requests.

5. Changes to Performance Indicators

5.1 TfL and the Service Provider may at any time request a change to any part or all of
the Performance Management Regime set out in this schedule including, without
limitation to the generality of the foregoing, to the Performance Indicators, the
Acceptable Service Levels, the Bands, the Service Failure Points, the Start Point
and/or the End Point of a particular transaction measured against a Performance
Indicator. Any such amendments to the Performance Management Regime,
including without limitation, to the Service Levels or Pls, shall be implemented in
accordance with the Change Control Request Procedure.

6. Further Details Relating to the Pls

6.1 The following clarification and additional obligation on the Service Provider relates
to the PlIs referred to in Table 1. Any reference to the date on which an item is
received refers to the date an item is received in the mail room of the Service
Provider or the date on which an email or website enquiry form is received in the
Service Provider's mailbox. The Service Provider shall ensure that any and all
items received in the mail room are processed, with the time and date recorded, on
the day of receipt. Any failure by the Service Provider to do so shall be deemed, in
respect of the relevant item, a Band 3 failure for the purpose of calculating Service
Failure Points in respect of that item.

7. The Service Levels

Pl 1 Contract compliance

PI1.1 The Service Provider shall at all times comply fully with this
Agreement.

P11.2 This PI shall apply from the Effective Date.

P11.2 A “High Severity” breach of this Pl is defined as:

(A) a breach of this Agreement which results in a critical element
of the Services being likely to be prevented from functioning or
being performed; or

(B) a breach of this Agreement which results or is likely to result in
a severe impact on the public or TfL, as determined by TfL
(acting reasonably); or

(C) a failure by the Service Provider to rectify any Medium
Severity breach (and the causes of such breach) within ten
(10) Working Days; or
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P11.3

Pl11.4

Pl 1.5

(D) eleven (11) or more incidents of non-compliance of schedule 2
(Statement of Requirements) over a Month; or

(E) a severe breach of Debt Recovery Law, as determined by TfL.
A “Medium Severity” breach of this Pl is defined as:

(A) a breach of this Agreement which results in Services still
functioning with a workaround, however the functionality or
performance is or is likely to be materially impacted by the
breach; or

(B) abreach of this Agreement which results or is likely to result in
a material impact on the public or on TfL, as determined by
TfL (acting reasonably); or

(C) a failure by the Service Provider to rectify any Low Severity
breach (and the causes of such breach) within ten (10)
Working Days; or

(D)  between six (6) up to and including ten (10) incidents of non-
compliance of schedule 2 (Statement of Requirements) over a
Month.

A “Low Severity” breach of this Pl is defined as:

(A) a breach of this Agreement which results in Services still
functioning, however there is or is likely to be a minor
functionality or performance impact, as determined by TfL
(acting reasonably); or

(B) up to and including five (5) incidents of non-compliance of
schedule 2 (Statement of Requirements) over a Month.

Service Failure Points shall not accrue under this Pl if and to the
extent that the same incident or occurrence results in Service Failure
Points being accrued under any other PI.

Pl 2(A) Customer correspondence (timeliness of acknowledgement)

P12.1

The Service Provider shall acknowledge all written enquiries and
other items of correspondence from Customers within the timescales
specified in schedule 2 (Statement of Requirements). This PI
measures actual timeliness of acknowledgement compared to the
required timeliness.

Pl 2(B) Correspondence (timeliness of issue)

P12.1 The Service Provider shall issue all Correspondence within the
timescales specified in the Enforcement Action Procedure. This PI
Enforcement Agent Services Agreement Page 5 of 12

CCS0000149230



Schedule 5 — Service Level Agreement

P12.2

measures actual timeliness of issue compared to the required
timeliness.

The End Point shall be the date on which the item of
Correspondence is provided to an appropriate postal service or the
date on which the Correspondence is delivered by the Service
Provider by hand to the Customer.

Pl 3 Correspondence (accuracy)

P13.1

P13.2

The Service Provider shall ensure that all Correspondence is issued
accurately by the Service Provider (as determined by TfL) in
accordance with Debt Recovery Law, schedule 2 (Statement of
Requirements) and TfL Enforcement AgentPolicy.

This PI shall be measured by TfL representatives, who shall review
up to a maximum of one hundred (100) randomly selected items of
Correspondence issued by the Service Provider in each Month.

Pl 4 GPS record availability

P14.1

P14.2

P14.3

The Service Provider shall ensure that at least ninety per cent (90%)
of Visits have a GPS record available for use by TfL.

A GPS record will be deemed available for the purposes of
measuring this Pl if location details are recorded for each address
that an Enforcement Agent is Visiting.

This PI shall be measured by TfL representatives who shall review
up to a maximum of one hundred (100) randomly selected Visits
made by the Enforcement Agents in each Month.

Pl 5 Telephone contact centre performance

P15.1

P15.2

Ninety per cent (90 %) of calls into the telephone contact centre shall
be answered by the Service Provider's customer service
representatives within thirty (30) seconds of the call being received
on the switch or call distribution system.

The percentage of calls answered within thirty (30) seconds is
calculated as the total number of calls answered within thirty (30)
seconds during the reporting Month divided by the total number of
calls into the telephone contact centre during the reporting Month
multiplied by one hundred (100).

Pl 6 Website Payment processing availability

P16.1 The Service Provider shall ensure that its website is available to
process Payments twenty-four (24) hours per day, every day of the
year, except during periods of scheduled downtime agreed in
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P16.2

advance with TfL.

Availability is calculated as the total actual available minutes
(excluding scheduled downtime) during the reporting Month divided
by the total possible minutes of availability during the reporting Month
(excluding scheduled downtime) multiplied by one hundred (100).

Pl 7 Telephone contact centre availability

Pl17.1

P17.2

The Service Provider shall ensure that its telephone contact centre is
available to receive and respond to calls from Customers during all
Working Hours.

Availability is calculated as the total actual available minutes
(excluding scheduled downtime) during the reporting Month divided
by the total possible minutes of availability during the reporting month
(excluding scheduled downtime) multiplied by one hundred (100).

Pl 8A Reports and Data (Timeliness)

Pl 8A.1

The Service Provider shall ensure that all Reports and data to be
provided by the Service Provider to TfL under this Agreement are
delivered within the timescales specified in this Agreement.

Pl 8B Reports and Data (Accuracy)

P18B.1

P18B.2

The Service Provider shall ensure that all Reports, are issued
accurately, in accordance with the provisions of this Agreement (as
determined by TfL).

This PI shall only apply to Reports issued or to be issued within the
reporting period during which the Pl is measured.

Pl 9 Founded Customer Complaints

P19.1

A “Founded Customer Complaint” means a complaint by a
Customer to the Service Provider, TfL, the GLA, the Mayor of
London’s office, the London Transport Users’ Committee or the Local
Government Ombudsman regarding an aspect of the Service
Provider's performance that TfL has determined, in its absolute
discretion, to be a valid complaint. Founded Customer Complaints
shall include, without limitation, complaints arising from:

(A) the provision of incorrect information;

(B) failure to take account of relevant matters in coming to a
decision;

(C) offensive or insensitive behaviour;
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(D)  malice, bias or unfair discrimination; or
(E) failure to respond to the Customer,
by the Service Provider or its Personnel

P19.2 The complaint types that will be included in the measurement of this
PI1 shall, for the avoidance of doubt, include Stage 2 Complaints and
Stage 3 Complaints as defined in the TfL Bailiff Policy.

P19.3 This PI shall be measured by TfL representatives who shall calculate
the number of Warrants that have resulted in a Founded Customer
Complaint per Month as a percentage of the number of Warrants

issued to the Service provider in such Month.

Pl 10 Timely resolution of Founded Customer Complaints

Pl 10.1 The Service Provider shall ensure that all Founded Customer
Complaints are resolved within 28 days, or such other time as may
be agreed with TfL.

Pl 11 Accurate application of Enforcement Fees to Customers

Pl111.1 The Service Provider shall ensure that all Enforcement Fees applied
to Customers are applied accurately in accordance with Debt
Recovery Law and schedule 2 (Statement of Requirements).

P111.2 For the purpose of measuring this Pl, Enforcement Fees that are
applied where Enforcement Action has not actually been conducted
shall be considered as inaccurately applied.

P111.3 This PI shall be measured by TfL representatives, who shall review
the Enforcement Fees applied in respect of up a maximum of fifty
(50) randomly selected Warrants in each Month.

Pl 12 Quality Monitoring

Pl112.1 The Service Provider shall perform a quality monitoring regime
(which shall include, but is not limited to, monitoring Operational User
inbound or outbound calls, worn Enforcement Agent video cameras
or sound recording devices) across the Service Providers business
each Month.

P112.2 This PI shall be measured by TfL representatives, who shall review a
maximum of 100 quality monitored items each Month.
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Table 1 — Performance Indicators

Ref Performance Indicator | Start Point End Point Acceptable Band 1 Band 2 Band 3
title Service Level
Pl 1 Contract compliance 00:00:01 on the 23:59:59 on the | 100% Low Severity Medium Severity High Severity
Effective Date and last day of the 5 points per day or | 10 points per day 20 points per day or
thereafter the first Month incident of non- or incident of non- incident of non-
day of the Month compliance, as compliance, as compliance, as
appropriate appropriate appropriate
Pl 2A | Customer The date Customer | The date an 100% within >0 - 1 Working Day | >1 -5 Working >5 Working Days late
correspondence correspondence is acknowledgeme | timescales late Days late
(timeliness of received (see nt is issued by specified in 3 point per Working
acknowledgment) paragraph 6.1) the Service schedule 2: 1 point per Working | 2 points per Day per
Provider Statement of Day per Working Day per correspondence
Requirements | correspondence correspondence identified as falling into
identified as falling | identified as falling | this band.
into this band. into this band.
Pl 2B | Correspondence The date a Warrant | The date 100% within >0 - 1 Working Day | >1 -5 Working >5 Working Days late
(timeliness of issue) is received by the Correspondence | timescales late Days late
Service Provider is issued by the | specified in 3 point per Working
Service Provider | schedule 2: 1 point per Working | 2 points per Day per item of
(see P12.2) Statement of Day per item of Working Day per Correspondence
Requirements | Correspondence item of identified as falling into
identified as falling | Correspondence this band.
into this band. identified as falling
into this band.
P13 | Correspondence N/A N/A 100% of 99.9% - 95% of 94.9% - 90% of <90% of
(accuracy) Corresponden | Correspondence is | Correspondence is | Correspondence is
ce is issued issued accurately. issued accurately. issued accurately.
accurately.

5 points in total.

10 points in total

20 points in total.
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Ref | Performance Indicator | Start Point End Point Acceptable Band 1 Band 2 Band 3
title Service Level
Pl4 | GPS availability N/A N/A 90% 89.9% - 85% 84.9% - 80% <80% availability
availability availability
3 points in total 5 points in total 10 points in total
PI5 | Telephone contact 08:00 each Working | 18:00 each 90% of all calls | 89.9% - 80% 79.9% - 70% <70% answered within
centre performance Day. Working Day. must be answered within 30 | answered within 30 | 30 seconds.
answered seconds seconds.
within 30 5 points in total.
seconds. 1 point in total. 3 points in total.
PI6 | Website Payment 00:00:00 23:59:59 99.9% 99.8% - 95% 94.9% - 85% <85% availability
processing availability availability availability
1 point in total 3 points in total. 5 points in total.
P17 | Telephone contact 08:00 each Working | 18:00 each 100% 99.9% - 95% 94.99% - 85% <85%
centre availability Day. Working Day.
1 point in total 3 points in total. 5 points in total.
Pl 8A | Reports and Data The time at which The time at 100% received | >0 and <3 Working | >=3 and <7 >=7 Working Days
(timeliness) the Report or datais | which the on date due. Days late. Working Days late. | late.
due to be provided Report or data is
received by TfL. 1 point per 2 2 points per 3 3 points per 7 Working
Working Days per Working Days per Days per Report or
Report or item of Report or item of item of data request
identified as falling | data identified as identified as falling into
into this band falling into this this band
band
Pl 8B | Reports and Data The time at which The time at 100% >0 and <3 >=3 and <7 >=7 Working Days
(accuracy) the Service Provider | which TfL Workings Day Working Days
is notified that the receives an 3 points per 7 Working
report is inaccurate. | updated and 1 point per 2 2 points per 3 Days per report or

Enforcement Agent Services Agreement
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Ref | Performance Indicator | Start Point End Point Acceptable Band 1 Band 2 Band 3
title Service Level
accurate report. Working Days per Working Days per data request identified
report or data report or data as falling into this band
request identified request identified
as falling into this as falling into this
band band
PI19 | Founded Customer N/A N/A 0.2% of >0.2% - 0.4% of >0.4% - 0.6% of >0.6% of Warrants
Complaints Warrants Warrants issued to | Warrants issued to | issued to the Service
issued to the the Service the Service Provider result in a
Service Provider result ina | Provider resultina | Founded Customer
Provider result | Founded Customer | Founded Customer | Complaint.
in a Founded Complaint. Compilaint.
Customer 15 points in total.
Complaint. 5 points in total 10 points in total
PI10 | Timely Resolution of The time at which The time at 100% of >0 — 1 Working Day | >1 — 5 Working >5 Working Days late.
Founded Customer TfL determines that | which the Founded late. Days late.
Complaints a complaint is a Founded Customer 3 points per Working
Founded Customer Customer Complaints 1 point per Working | 2 points per Day per Founded
Complaint. Complaint is are resolved Day per Founded Working Day per Customer Complaint
resolved. within 28 days | Customer Founded Customer | identified as falling into
(or such other | Complaint identified | Complaint identified | this band
period agreed | as falling into this as falling into this
with TfL). band band
Pl 11 | Accurate application of | N/A N/A 100% of >0 - 1 instance >1 - 2 instances >2 instances identified
Enforcement Fees Enforcement identified identified
Fees applied 15 in total.
correctly 5 points in total. 10 points in total
Pl 12 | Quality Monitoring N/A N/A 100% of >0 - 1 instance >1 - 2 instances >2 instances identified
quality identified identified
monitored 15 in total.
items 5 points in total. 10 points in total
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Table 2 — Performance Regime

Service
Failure | Actions and Outcomes
Points
None
0

25-40 | TfL may conduct a performance review in which areas of concern will be discussed with the Service Provider and the
Service Provider may be required to make satisfactory proposals for the prevention of future failures in performance.

TfL may issue the Service Provider with a warning letter, which will address areas of concern. The Service Provider may
be required to submit formal proposals to TfL detailing the actions that will be taken by the Service Provider to prevent
future performance failures.

1 <78 In the event that in two consecutive Months the Service Provider accrues between 41 and 70 Service Failure Points,
then without prejudice to TfL’s rights under clauses 16.1 (TfL's Obligations) and 31 (Termination) of this Agreement, TfL
may reduce the number of Warrants (if any) allocated to the Service Provider by twenty five (25) %. This reduction will
continue in effect until the Service Provider incurs less than 25 Service Failure Points in two consecutive Months.

Without prejudice to TfL’s rights under clauses 16.1 (TfL's Obligations) and 31(Termination) of this Agreement, TfL may
71-99 | immediately reduce the number of Warrants (if any) that are provided to the Service Provider by up to 50% with effect
until the Service Provider incurs less than 25 Service Failure Points in two consecutive Months.

Without prejudice to TfL’s rights under clauses 16.1 (TfL’s Obligations) and 31 (Termination) of this Agreement, TfL may

100 immediately cease to provide any Warrants to the Service Provider and there shall be deemed to exist a Material Service
Level Failure, entitling TfL to terminate this Agreement in accordance with clause 31.1 (F) of this Agreement .
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SCHEDULE 6

Security Policy

1. Security Principles

1.1  For the purposes of this schedule 6 (Security Policy) (only):

“Enforcement System” means the system which the Service Provider uses to,

(A) receive and send data in accordance with Annex A (Interface Specification)
of schedule 2 (Statement of Requirements);

(B) record all Enforcement Action undertaken and all Payments (if any) received
in relation to each Warrant provided to the Service Provider; and

(C) record all notifications, instructions, guidance, or Correspondence relating to
each Warrant and Customer;

(D) provide GPS information regarding the specific location of Bailiffs on Visits;
and

(E) locate specific vehicles using ANPR,

and includes any computer systems, interfaces, databases and tangible media on

which TfL data is recorded and their supporting documentation.

1.2  The Service Provider agrees that security and data confidentiality in connection with
the Services and the Enforcement System are of utmost importance and are
fundamental to the administration and enforcement of the Schemes and to retain
public confidence in road charging schemes.

1.3 The Service Provider shall ensure that the Services and Enforcement System at all
times provide a level of security which:

(A) isin accordance with Good Industry Practice and all applicable Laws; and

(B) meets specific security threats to the Services and the Enforcement System.

1.4  The Service Provider shall, in relation to the Services and Enforcement System:

(A) at all times comply with BS7799/ISO/IEC 27001:2005, ISO/IEC27002, and
BS/ISO/IEC17799:2005 (or replacements) and ensure that each Sub-
Contractor if any does so;

(B) at all times comply with the Manual of Protective Security (available from the
Cabinet Office Security Policy Division (COSPD) and all ITSEC standards (or
replacements) and ensure that each Sub-Contractor (if any) does so;

(C) ensure that Testing is carried out in relation to the Security Plan and that the
Security Plan is approved in accordance with part C of schedule 3
(Milestones and Deliverables);
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(D)  without limiting any other provision of this Agreement, regularly and at least
once per six (6) month period, conduct updates and audits in connection with
the Security Plan;

(E) at all times keep all data, information, premises and systems used by the
Service Provider (and/or a Sub-Contractor (if any)) in connection with the
Services and the Enforcement System secure and protected against all loss,
damage, corruption and unauthorised use, access or disclosure; and

(F) at all times ensure that the Security Plan allows Confidential Information and
Personal Data to be protected in accordance with the provisions of this

Agreement.

1.5 The Service Provider shall at all times:

(A) comply with TfL’s IT and security policies and procedures in relation to the
Services and Enforcement System, from time to time in effect, to the extent
the same have been communicated to the Service Provider or it has
otherwise been made aware, or should have been aware of them;

(B) fully support and co-operate with all of the security initiatives of TfL from time
to time, to the extent the same have been communicated to the Service
Provider or it has otherwise been made aware, or should have been aware of
them;

(C)  promptly comply with the reasonable instructions of TfL relating to all policies,
procedures and initiatives;

(D) immediately notify TfL of any actual or threatened breach in connection with
the security of the Services or the Enforcement System;

(E) ensure that appropriate security checks of all Personnel are performed
before they are permitted to access any of the Enforcement System used in
connection with the Services; and

(F)  ensure that hardware is not reused or is only reused in accordance with the
Security Plan.

2. Security Plan Provision

2.1  The Initial Security Plan is set out in Annex A to this schedule.

2.2  The Initial Security Plan shall be refined and expanded by the Service Provider and
delivered to TfL for approval and approved as a condition of achievement of the
Milestones as set out in schedule 3 (Milestones and Deliverables). The document
so approved shall be the “ Security Plan”.

2.3 Unless and until the Security Plan has been approved in accordance with paragraph
2.22:2, the Service Provider shall comply with the Initial Security Plan.

2.4  The Security Plan shall include specific detail related to the Services and shall
reference and comply with any security policies in force at the premises used to
provide the Services, including this Security Policy.
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2.5 If and to the extent that any existing security policies and procedures in force at the
premises used to provide the Services do not comply with the provisions of this
Security Policy, such policies and procedures shall be amended so as to conform to
the Security Policy.

2.6  The Service Provider shall ensure that the Security Plan deals as a minimum with
the security requirements set out in this schedule and the Statement of
Requirements, together with such other provisions as the Service Provider deems
necessary or TfL may request from time to time, including, but not limited to, the
security measures and procedures in force during both the Implementation Phase
and the Operational Phase.

3. Information to be included in the Security Plan

3.1 The Service Provider shall ensure that the Security Plan at all times includes:

(A) all security measures to be implemented and maintained by the Service
Provider (and, where Sub-Contractors are used by the Service Provider, by
those Sub-Contractors) in relation to all aspects of the Services and the
Enforcement System;

(B) the same structure as BS ISO/IEC 27001:2005 (in ISO/IEC 17799 as at the
Effective Date) and ISO/IEC 27002 or any replacement, substitute or
superseding standard, with cross-referencing to other schedules of this
Agreement;

(C) a demonstration that BS ISO/IEC 27001:2005 (“steps 1 to 6 of Figure 1 -
Establishing a Management Framework”) and ISO/IEC 27002 have or will be
completed by the Service Provider by the Operational Commencement Date;

(D)  without limitation to any other provision of this Agreement, the date or periods
for reviews of, and updates to, the Security Plan for the Services and the
Enforcement System; and

(E) the parameters of reviews and updates referred to in (D){B) above by the
Service Provider including:

(1) all new or changed threats to the Services and the Enforcement System
and relevant countermeasures;

(2) emerging Good Industry Practice;

(3) responses to any Security Incident that occurred in relation to the
Services or the Enforcement System; and

(4) any measure in relation to the Services and Enforcement System which
fails to meet Good Industry Practice.
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4.

4.1

4.2

5.1

5.2

6.2

Severity Levels

The Service Provider shall:

(A) promptly identify all Security Incidents relating to, or otherwise having an
impact on, the Services and Enforcement System;

(B) immediately classify such Security Incident according to the Severity Levels
(if appropriate);

(C) immediately record each Security Incident and corresponding Severity Level
in the Incident Log (and shall use best endeavours to ensure that all Sub-
Contractors (if any) do so);

(D) comply with its obligations under clause 21 (Security Policy) in connection
with each Security Incident; and

(E) without limitation to the other provisions of this Agreement, follow TfL’s
instructions in relation to the identification and resolution of each Security
Incident in relation to the Services and the Enforcement System (including
the classification of a Severity Level in respect of the Security Incident) and
the recording of Incidents, Errors and Service Issues on the Incident Log, as
applicable.

Without limitation to the other provisions of this Agreement, the Service Provider
agrees that each Security Incident will be classified as Severity 1 or a Severity 2
unless the Service Provider can demonstrate to TfL's satisfaction that a
classification of Severity 3 or lower would be more appropriate.

Security Rectification Plans relating to Security Incidents

The Service Provider shall ensure that each Security Rectification Plan required
under clause 21 (Security Policy) includes:

(A) details of all outstanding Security Incidents;

(B) the Severity Level ascribed to each Security Incident;

(C) any workarounds for the Security Incident; and

(D) the dates for correction.

The Service Provider shall follow any reasonable instructions of TfL in connection
with a Security Rectification Plan including promptly incorporating amendments to

the Security Rectification Plan suggested by TfL.

Infrastructure Security

The Service Provider shall ensure that all networks used by the Service Provider in
the provision of the service are secure and protected from unauthorised access.

The Service Provider shall ensure that any Confidential Information and any
Personal Data transmitted over public networks is encrypted and transmitted
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securely.

6.3 The Service Provider shall ensure that all transfers of data are secure including but
not limited to those using removable media.

6.4 The Service Provider shall inform TfL within twenty-four (24) hours of identifying a
Security Incident from time to time.
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ANNEX A
INITIAL SECURITY PLAN

It is recognised that as this Annex has been prepared by the Service Provider, there
may be some apparent conflict or inconsistency between the terms of this Annex
and the other terms of the Agreement. In the event of any such conflict or
inconsistency, the other terms of the Agreement shall take precedence in the order
set out in Clause 1.5 of the Agreement (save that, for the avoidance of doubt, this
Annex and the Annexes to Schedule 8 shall have the lowest order of precedence in
relation to all of the annexes and appendices in this Agreement).

Commitment to Transport for London (TfL)

The Marston Group acknowledges that security and data confidentiality in connection
with the services that we provide and our warrant management system are of utmost
importance and are fundamental to the administration and enforcement of warrants
provided by TfL, and to retain public confidence in road charging schemes.

We plan to ensure that the services we provide and our whole warrant management
system at all times provide a level of security which is in accordance with Good
Industry Practice and all applicable Laws; and meets specific security threats relating to
what we do.

As an organisation that is accredited to 1SO 27001:2005 we would expect our
information security management system to meet the requirements of the contract and
to also comply with the Manual of Protective Security (available from the Cabinet Office
Security Policy Division (COSPD) and all ITSEC standards (or replacements).

We plan to ensure that testing is carried out in relation to this Security Plan regularly
and at least once per six (6) month period, conduct updates and audits in connection
with the Security Plan. We will at all times keep all data, information, premises and
systems used in connection with the services provided to TfL secure and protected
against all loss, damage, corruption and unauthorised use, access or disclosure; and at
all times we will ensure that the Security Plan allows Confidential Information and
Personal Data to be protected in accordance with the provisions of our agreement with
TiL.

We will comply with TfL's IT and security policies and procedures in relation to the
services that we provide and will fully support and co-operate with all of the security
initiatives of TfL as we are made aware of them.

We will immmediately notify TfL of any actual or threatened breach in connection with the
security of the services that we provide to them.

We will continue to ensure that appropriate security checks of all Personnel are
performed before they are permitted to access any of the information connected to the
services that we provide to TfL and we will ensure that hardware is not reused or is
only reused in accordance with the Security Plan.
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Where we identify that our existing security policies and procedures do not comply with
the provisions of this Initial Security Plan, they will be amended and or improved
accordingly.

Introduction

Information is an asset that is essential to our business and so needs to be suitably
protected. Information can exist in many forms. It can be printed or written on paper,
stored electronically, transmitted by post or by using electronic means, shown on films
or spoken in conversation. However it appears, is shared or stored it should always be
appropriately protected.

Information security is the protection of this information from a wide range of threats in
order to ensure business continuity, minimise risk, and maximise business
opportunities. The only way to achieve this is to implement a suitable set of controls,
which include policies, processes, procedures, organisational structures and software
and hardware functions. These controls then need to be established, implemented,
monitored, reviewed and improved to ensure that they are fit for purpose as the
Marston Group evolves, very much like our other polices and procedures.

Objective

The objective of this Initial Security Plan is to protect the information assets processed
by the Marston Group Limited (Marston) from all appropriate threats. Information
assets belonging to Marston or entrusted to Marston by TfL shall be protected from all
accidental or deliberate threats.

Compliance with this Initial Security Plan is essential in order to minimise business
damage caused by preventing the occurrence of, and minimising the impact of,
information security incidents.

In support of this plan the Directors of Marston accept their role in being fully
accountable for information security and are committed to ensuring that:

e Treating information security as a critical business issue
e Creating a security-aware work environment
e Implementing controls that are proportionate to risk

e Achieving individual accountability for compliance with information security
policies and supporting procedures.

Scope

Information can exist in many forms. The scope of this Initial Security Plan includes,
but is not limited to:

e All information processed by Marston on behalf of TfL, in pursuit of its operational
activities, regardless of whether it is processed electronically or in paper form,
including but not limited to:

o0 Information and reports
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o0 Operational plans, accounting records, and minutes

o Employee records.

¢ All information processing facilities used in support of Marston operational activities
to store, process and transmit information

e All external parties that provide services to Marston in respect of information
processing facilities.

Policy

The Marston Group Information Security Policy states that we shall ensure that:

Information assets and information processing facilities shall be protected
against unauthorised access

Information shall be protected from unauthorised disclosure
Confidentiality of information assets shall be a high priority
Integrity of information shall be maintained

The Marston Group requirements for the availability of information assets and
information processing facilities shall be met

Statutory, and expressed and implied legal obligations shall be met
Business continuity plans shall be produced, maintained and exercised

Unauthorised use of information assets and information processing facilities
shall be prohibited.

The use of obscene, racist or otherwise offensive statements shall be dealt with
in accordance with other policies published by The Marston Group

The Information Security Policy shall be communicated to all staff for whom
information security awareness training shall be provided

All breaches of information security, actual or suspected, shall be reported and
investigated

Controls shall be commensurate with the risks faced by The Marston Group.

In support of the Information Security Policy, more detailed security policies and
processes shall be developed.

In addition to the above requirements reviews of this Initial Security Plan will be
initiated to take into account:
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e All new or changed threats to the services provided to TfL and relevant
countermeasures

e Emerging good industry practice

e Responses to any Security Incident that occurred in relation to the services
provided to TfL; and

e Any measure in relation to the services provided to TfL which fails to meet good
industry practice.

Severity Levels

Marston Group will promptly identify all security incidents relating to, or otherwise
having an impact on, the services provided to TfL.

Security Non Compliance Action Plans (relating to Security Incidents)

Each Action Plan relating to security incidents specific to services provided to TfL and
required under Clause 21 (Security Policy) will follow the SMART (Specific,
Measurable, Achievable, with Responsibility, against acceptable Time frames)
methodology and include:

e Details of all outstanding Security Incidents;

e The Severity Level ascribed to each Security Incident;

¢ Any immediate actions or workarounds for the Security Incident;
e Corrective actions required;

e Who is required to do them; and

e Dates for expected correction.

We will follow any instructions of TfL in connection with a Security Non Compliance
Action Plan including promptly incorporating amendments to the Plan suggested by
TiL.

Implementation Responsibilities

The Directors of The Marston Group shall be accountable for ensuring that appropriate
security and legal controls are identified, implemented and maintained. They shall be
supported in this task by all staff.

The Audit & Compliance Director shall perform the role and responsibility for managing
information security at an operational level. He has direct responsibility for maintaining
the Information Security Policy and this Initial Security Plan, and in conjunction with the
IT Department, providing advice and guidance on its implementation.

Information owners within The Marston Group shall be responsible for the identification,
implementation and maintenance of controls that are commensurate with the value of
the information assets they own and the risks to which they are exposed.
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It is the responsibility of all staff involved with any aspect of the TfL contract to adhere
to the Information Security Policy and this Initial Security Plan.

Non-compliance with either, by any member of staff, shall result in disciplinary action.

The Directors of The Marston Group have approved the Information Security Policy
and this Initial Security Plan.

Risk Strategy

The Marston Group shall implement a balanced information risk strategy aimed at
avoiding the acceptance of high information risks on one side and unnecessarily
expensive and bureaucratic controls on the other.

The implementation of The Marston Group information risk strategy shall be based on
formal methods for risk assessment, risk management and risk acceptance.

Help and Advice

For help or advice on any aspect of this policy, please contact your Line Manager in the
first instance or for further information please contact the Audit & Compliance Director.
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SCHEDULE 7
Information Compliance
1. General

Without prejudice to the provisions of clause 26 (Compliance with Law and Policies),
clause 30 (Information Compliance), and schedule 14 (TfL Policies) and the other
provisions of this schedule:

1.1 the Service Provider shall in relation to this Agreement comply with the Data
Protection Act 1998 (hereafter the “DPA”), the Privacy and Electronic
Communications (EC Directive) Regulations 2003 (hereafter the “PECED”) and the
Computer Misuse Act 1990 and all relevant, subordinate or successor legislation
relating to each of them including, without limitation, the Eight Data Protection
Principles set out in the DPA,

1.2 the Service Provider acknowledges that TfL will rely upon the Service Provider to
enable TfL to comply with its obligations under the Freedom of Information Act 2000
(hereafter the “FOIA™), the Environmental Information Regulations 2004 (hereafter
the “EIRs”) and the Reuse of Public Sector Information Regulations 2005 (hereafter
the “RPSI”) in relation to the Services and this Agreement and that the processes
and procedures set out in this schedule with which the Service Provider is required
to comply are important for the purposes of ensuring such compliance;

1.3 where there is dispute over what is required for compliance with the DPA and the
other named Acts and Regulations, the Service Provider will comply with written
instructions from TfL’s legal advisers, except where it is illegal for the Service
Provider to do so; and

1.4  the Service Provider agrees to provide all reasonable additional information and co-
operate fully with any investigations by TfL in relation to complaints under the DPA,
FOIA, EIRs, RPSI, PECED and Computer Misuse Act 1990, including investigations
relating to complaints by the Information Commissioner’s Office, the Information
Tribunal and the courts.

2. Data Protection

2.1  The Service Provider shall:

(A) and shall procure that its Personnel shall, collect and process Personal Data
only in accordance with instructions and directions given by TfL. The Service
Provider shall comply promptly with all such instructions or directions
received by the Service Provider from TfL or any authorised representative of
TfL from time to time; provided that any such instructions or directions that
constitute a Change shall be dealt with through the Change Control Request
Procedure;

(B)  procure that those of its Sub-Contractors that collect and/or process Personal
Data will comply with this schedule and any instructions given by TfL; and
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2.2

2.3

2.4

2.5

2.6

2.7

(C) take and implement all such technical and organisational security procedures
and measures necessary or appropriate which ensure a level of security to
preserve the security and confidentiality of any Personal Data collected
and/or processed by it and protect any such Personal Data against
unauthorised or unlawful processing, accidental loss, alteration, destruction
or damage in accordance with all provisions relating to security set out in or
required in accordance with this Agreement, including but not limited to the
Security Plan, and shall procure that its Sub-Contractors take and implement
the same standard of technical and organisational security.

The Service Provider shall provide TfL with such information as it may from time to
time require to satisfy itself of compliance by the Service Provider with paragraph
2.12:1 above.

The Service Provider shall not (and shall ensure that its Sub-Contractors and
Personnel do not) send or process any Personal Data outside the European
Economic Area (or any other country deemed adequate by the European
Commission pursuant to Article 25(6) of Directive 95/46/EC) without TfL’s prior
written consent (which consent may be subject to additional conditions imposed by
TfL).

Unless otherwise agreed in writing with TfL, the Service Provider shall, and shall
procure that its Sub-Contractors and Personnel shall, only collect, process and
disclose such Personal Data as is necessary for the provision of the Services or as
otherwise directed by TfL (including, without limitation, any direction by TfL to
disclose Personal Data to any third party data processor used by TfL) provided that
TfL shall not require the Service Provider to do anything or refrain from doing
anything that constitutes a breach of any applicable Law.

The Service Provider shall not, and shall procure that its Sub-Contractors and
Personnel shall not, at any time send Personal Data by email or other form of
electronic communication unless and until adequate security measures are in place
to preserve the security and confidentiality of any Personal Data sent by it or them
and protect any such Personal Data against unauthorised or unlawful processing,
disclosure, accidental loss, alteration, destruction or damage.

At all times, subject to the records retention requirements set out in clause 20.1
(Records, Audit and Inspection) of this Agreement, the Service Provider shall, and
shall procure that its Sub-Contractors and Personnel shall, only retain Personal
Data for as long as it is required for the Service Provider to fulfil its obligations under
the Agreement. Thereafter, Personal Data will be deleted as soon as possible
using adequate security measures to ensure access to deleted Personal Data will
not be possible.

The Service Provider shall ensure that the accuracy of Personal Data held in the
Enforcement System is preserved in the state in which it is received (subject to any
obligations of the Service Provider to correct such data set out in this Agreement)
and shall be able to amend and delete inaccurate data held in the Enforcement
System either at the relevant Customer’s request or when identified by any other
means. The Service Provider shall maintain an audit trail identifying when
amendments or deletions were made and by whom they were made.
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2.8  The Service Provider shall, when notified by TfL, comply with any agreement
between TfL and a data subject in relation to any processing which causes or is
likely to cause substantial and unwarranted damage or distress to the data subject
or any court order requiring the rectification, blocking, erasure or destruction of any
Personal Data.

2.9 The Service Provider shall take reasonable steps to ensure the reliability of
Personnel having access to Personal Data and to ensure that such Personnel are
fully aware of the measures to be taken and the Service Provider’s obligations when
processing Personal Data.

2.10 The Service Provider shall ensure all their Personnel who may access Personal
Data are suitably trained in relation to the obligations to protect Personal Data in
accordance with the DPA and this Agreement, understand such obligations and
comply with them and that such training is updated at reasonable intervals.

2.11 If the Service Provider processes bank card details under this agreement, it shall
comply with the Payment Card Industry Data Security Standard (PCI DSS), the
compliance of which must be confirmed annually by a qualified security assessor.

2.12 Following termination or expiry of this Agreement, howsoever arising, the Service
Provider:

(A)  shall process Personal Data only for so long and to the extent as is
necessary to comply with its legal obligations; and

(B)  subject to this paragraph, will not retain any copy, abstract or summary of
any Personal Data and will either securely destroy or securely and promptly
return to TfL (in such usable format and to the extent that TfL may require)
the Personal Data and relevant records and documentation accordingly.

2.13 The Service Provider shall, and shall procure that its Sub-Contractors and
Personnel shall, comply with TfL's requirements for transfer of subject access
requests received and provision of information required by TfL in relation to its
obligations under the DPA from time to time. Without limitation to the generality of
the foregoing:

(A) the Service Provider shall, and shall procure that its Sub-Contractors shall, if
responding directly to a subject access request, provide the relevant
information within ten (10) days of initial receipt of the request from the data
subject;

(B) the Service Provider will implement a procedure for dealing with subject
access requests (the “SAR Procedure”) to be agreed with TfL and will
procure that its Sub-Contractors and Personnel comply with the SAR
Procedure. The SAR Procedure will include a requirement to send a Monthly
report to TfL of the number of subject access requests received, processed,
refused or transferred, and the number of subject access requests where
processing exceeded the ten (10) day time period specified above;

(C) the Service Provider shall, and shall procure that its Sub-Contractors shall,
on receiving a subject access request which relates to information it does not
hold, but which may be held by TfL and/ or the Core Service Provider, within
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two (2) Working Days of receipt, forward such request to TfL or, where
appropriate, to the Core Service Provider with a copy to TfL; and

(D) the Service Provider shall, and shall procure that its Sub-Contractors shall, in
response to a request by TfL or the Core Service Provider for information in
order that the requesting party may respond to a subject access request,
provide the necessary information within such time and in such form as
reasonably requested by TfL or the Core Service Provider, as appropriate. If
no period of time is specified in the request the necessary information shall
be provided within five (5) Working Days of the date that the request is made
to the Service Provider or the Sub-Contractor (as appropriate) or such longer
period as TfL at its sole discretion may agree.

2.14 TiL shall be responsible for determining whether information is exempt information

2.15

2.16

3.

under the DPA and for determining what information will be disclosed in response to
a subject access request in accordance with the DPA.

The Service Provider acknowledges that TfL may be obliged under the DPA to
disclose information without consulting or obtaining consent from the Service
Provider.

The Service Provider shall ensure that there is at all times a nominated Service
Provider employee responsible for ensuring compliance with its obligations under
the DPA, and the Service Provider shall ensure that it has adequate resources to
perform its obligations under the DPA.

Privacy and Electronic Communications (EC Directive) Regulations 2003

The Service Provider shall, and shall procure that its Sub-Contractors and Personnel shall,
comply with the PECED in all contact with Customers.

4.

4.1

4.2

4.3

Freedom of Information Legislation, Environmental Information Requlations
and Reuse of Public Sector Information Regulations

The Service Provider acknowledges that TfL is subject to the FOIA, EIRs and RPSI
(and any amendment or re-enactment of any of them) and agrees to assist and
cooperate with TfL to enable TfL to comply with its obligations under FOIA, EIRs
and RPSI. Requests under FOIA, EIRs and RPSI which would not be provided as
part of another business process, or requests which mention FOIA and/or EIRs
and/or RPSI are referred to herein as “Information Requests”.

The Service Provider will ensure that it has document and information management
systems in place that allow it to locate and retrieve information within the timescales
required by TfL to meet its obligations under FOIA, EIRs and RPSI. The Service
Provider shall ensure that the document and information management system that it
uses provides for a full audit trail of all documentation and changes thereto.

The Service Provider shall and shall procure that its Sub-Contractors shall:

(A) transfer to TfL’'s nominated contract manager from time to time (or such other
person as may be notified by TfL to the Service Provider) all Information
Requests that they receive as soon as practicable and in any event within
two (2) Working Days of receiving an Information Request; and
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4.4

4.5

5.2

6.

(B) inrelation to information held by the Service Provider on behalf of TfL,
provide TfL with details about and/or a copy of all such information that TfL
requests and such information shall be provided within five (5) Working Days
of a request from TfL (or such other period as TfL may reasonably specify),
and in such form as TfL may reasonably specify.

TfL shall be responsible for determining whether information is exempt information
under FOIA and/or EIRs and/or RPSI and for determining what information will be
disclosed in response to an Information Request in accordance with FOIA and/or
EIRs and/or RPSI. The Service Provider shall not itself respond to any person
making an Information Request, save to acknowledge receipt, unless expressly
authorised to do so by TfL.

The Service Provider acknowledges that TfL may be obliged under FOIA and/or
EIRs and/or RPSI to disclose information without consulting or obtaining consent
from the Service Provider.

Breaches

The Service Provider shall promptly notify TfL by telephone and within twenty four
(24) hours provide written notice with all relevant details reasonably available of any
actual or suspected breach of security and/or this Agreement in relation to Personal
Data, including without limitation unauthorised or unlawful access or processing of,
or accidental loss, destruction or damage of or to any Personal Data.

The Service Provider shall keep TfL fully and regularly informed until the breach of
security and/or this Agreement is remedied (if capable of remedy).

Survival

The provisions of this schedule shall survive the expiry or termination of this Agreement.
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1.2

1.3

1.4

SCHEDULE 8
Equality and Diversity

Compliance

Without limiting any other provision of this Agreement, the Service Provider shall, in
relation to the Services:

(A)  not unlawfully discriminate; and
(B) procure that the Service Provider’'s Personnel do not unlawfully discriminate,

within the meaning and scope of the Sex Discrimination Act 1975, Race Relations
Act 1976, the Disability Discrimination Act 1995, Employment Equality (Sexual
Orientation) Regulations 2003, Employment Equality (Religion or Belief)
Regulations 2003 and any other relevant enactments in force from time to time
relating to discrimination in employment.

The Service Provider acknowledges that TfL is under a duty under section 71 of the
Race Relations Act 1976 to have due regard to the need to eliminate unlawful racial
discrimination and to promote equality of opportunity and good relations between
persons of different racial groups. In the performance of this Agreement, the Service
Provider shall, and shall use reasonable endeavours to procure that its Sub-
Contractors shall, assist and co-operate with TfL where possible in satisfying this
duty.

The Service Provider acknowledges that TfL is under a duty under section 49A of
the Disability Discrimination Act 1995 to have due regard to the need to eliminate
unlawful discrimination and harassment of disabled persons, to promote equality of
opportunity, take account of disabled persons’ disabilities, promote positive attitudes
towards and encourage participation by disabled persons. In the performance of this
Agreement, the Service Provider shall, and shall use reasonable endeavours to
procure that its Sub-Contractors shall, assist and co-operate with TfL where
possible in satisfying this duty.

The Service Provider acknowledges that TfL is under a duty by virtue of a Mayor’s
direction under Section 155 of the Greater London Authority Act 1999 (in respect of
the Greater London Authority’s duty under Section 404(2) of the Greater London
Authority Act 1999) to have due regard to the need to:

(A) promote equality of opportunity for all persons irrespective of their race,
gender, disability, age, sexual orientation or religion;

(B) eliminate unlawful discrimination; and

(C) promote good relations between persons of different racial groups, religious
beliefs and sexual orientation,

and in the performance of this Agreement, the Service Provider shall, and shall use
reasonable endeavours to procure that its Sub-Contractors shall, assist and co-
operate with TfL where possible to enable TfL to satisfy its duty.
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TfL’s workplace harassment policy (the “Workplace Harassment Policy”) as
updated from time to time and notified to the Service Provider requires TfL's own
staff and those of its contractors to comply fully with the Workplace Harassment
Policy to eradicate harassment in the workplace. The Service Provider shall:

(A) ensure that its staff who are engaged in the performance of this Agreement
are fully conversant with the requirements of the Workplace Harassment
Policy;

(B) fully investigate allegations of workplace harassment in accordance with the
Workplace Harassment Policy; and

(C) ensure that appropriate, effective action is taken where harassment is found
to have occurred.

Equality Policy

During the Term, the Service Provider shall comply with the Agreed Equality Policy.

Diversity Training

During the Term, the Service Provider shall comply with the Agreed Diversity
Training Plan in relation to all of its employees.

Supplier Diversity

During the Term, the Service Provider shall at all times comply with the Agreed
Supplier Diversity Plan.

Communications Plan

During the Term, and in all dealings with the local communities affected by the
provision of the Services, the Service Provider shall comply with the Agreed
Communications Plan.

Monitoring And Reporting

Subject to paragraph 6.2, the Service Provider shall use reasonable endeavours to
provide to TfL on the Effective Date and subsequently every six (6) Months from the
date of this Agreement (or at such lesser or greater intervals as agreed between TfL
and the Service Provider) information regarding the proportion of Service Provider
employees engaged in the performance of this Agreement, who are:

(A) female;

(B) of non-white British origin or who classify themselves as being non-white
British;

(C) from the local community; and/or

(D) disabled.
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6.2

7.2

8.2

8.3

8.4

The Service Provider shall ensure at all times that it complies with the requirements
of the Data Protection Act 1998 (as may be amended) in the collection and
reporting of the information to TfL pursuant to paragraph 6.1.

Diversity Infractions

If the Service Provider commits a Diversity Infraction, then, without prejudice to any
other right or remedy TfL might have under this Agreement, TfL shall be entitled
(but not obliged) to serve written notice upon the Service Provider identifying in
reasonable detail the nature of the Diversity Infraction, and the Service Provider
shall cease committing and remedy the Diversity Infraction, within thirty (30) days of
receipt of such notice (or such longer period as may be specified in the notice).

In the event of a Diversity Infraction, TfL shall have the rights set out in clause
31.1(l) (Termination).

Equality and Diversity Audit

TfL may from time to time undertake any audit or check of any and all information
regarding the Service Provider's compliance with paragraphs 1 to 7+ of this
schedule. TfL’s rights pursuant to this paragraph shall include any and all
documents and records of the Service Provider and shall include the Minimum
Records.

The Service Provider shall maintain and retain the Minimum Records for a minimum
of six (6) years with respect to all matters in respect of the performance of
paragraphs 1 to 77.

TfL shall use reasonable endeavours to co-ordinate such audits and to manage the
number, scope, timing and method of undertaking audits so as to ensure that the
Service Provider is not, without due cause, disrupted or delayed in the performance
of its obligations under this Agreement.

The Service Provider shall promptly provide all reasonable co-operation in relation
to any audit or check including, to the extent reasonably possible in each particular
circumstance:

(A) granting or procuring the grant of access to any premises used in the Service
Provider’'s performance of this Agreement, whether the Service Provider's
own premises or otherwise;

(B) granting or procuring the grant of access to any equipment (including all
computer hardware and software and databases) used (whether exclusively
or non-exclusively) in the performance of the Service Provider’s obligations
specified in paragraphs 1 to 77, wherever situated and whether the Service
Provider's own equipment or otherwise; and

(C) complying with TfL’'s reasonable requests for access to senior personnel
engaged in the Service Provider’s performance of this Agreement.
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ANNEX 1 TO SCHEDULE 8
Agreed Equality Policy

It is recognised that as this Annex has been prepared by the Service Provider, there
may be some apparent conflict or inconsistency between the terms of this Annex and
the other terms of the Agreement. In the event of any such conflict or inconsistency,
the other terms of the Agreement shall take precedence in the order set out in Clause
1.5 of the Agreement (save that, for the avoidance of doubt, this Annex and the other
Annexes to this Schedule 8 and Annex A to Schedule 6 shall have the lowest order of
precedence in relation to all of the annexes and appendices in this Agreement).

EQUAL OPPORTUNITIES POLICY
General Policy Statement

The Marston Group is committed to an effective policy for Equal Opportunity, not only in the
employment of its staff, but also in its treatment of the public in the performance of its duties.

It is our belief that people should have equal opportunity for employment and advancement
on the basis of ability, qualification and fitness for work.

There must be no discrimination on the grounds of gender, race, disability, age, faith, marital
status, colour, ethnic or national origins, or sexuality.

In recruitment, selection, training and promotion or elsewhere, whether direct or indirect,
there must be equality of treatment for all those who are in any way, involved with the
Marston Group in accordance with our Equality and Diversity Policy.

Staff at all levels, will have full regard, not only for this policy and procedures but also for the
statutory requirements under the applicable legislation.

We will comply with the Commission for Racial Equality’s Code of Practice for Employment.

To be effective, this policy must be clearly understood by management and staff at all levels
and it will therefore, be brought to the attention of every employee during the induction
training period.

We will also make it known to all potential recruits that it is an Equal Opportunities Employer
and ensure that advertisement of employment reaches the widest possible section of the
community.

The law alone cannot prevent discrimination. Staff at all levels must examine
critically their attitudes to people to ensure that no trace of discrimination is allowed
to effect their judgement. In this connection, all staff should be aware of the forms
which discrimination can take, guard against them and avoid any action that might
influence others to discriminate unfairly.

Training

Training and communication play a major role in promoting equal opportunity and the
Marston Group will ensure that all those with managerial and supervisory responsibilities are
fully aware of their obligations under the equal opportunities legislation and in preventing
discrimination. This policy will form part of management and other training courses and
equality objectives will be incorporated into management appraisals.
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Complaints of Discrimination

Where the policy is found to fail and results in the unfair treatment of employees or members
of the public, there are procedures available for both; a complaints procedure for members
of the public and a Grievance Procedure for staff.

All complainants have the right to request a formal written explanation of treatment they believe to be
discriminatory and staff who think they have been discriminated against and who consider they have
failed to secure adequate redress within the company, have a legal right to take their case to an
Employment Tribunal (ET).

Procedures

These procedures will ensure that the general policy in respect of equal opportunities and
equality and diversity is complied with and where it is breached, that methods of recording
and dealing with cases in respect of racial and sexual discrimination or harassment are
carried out consistently and in accordance with the company's policy and any relevant
statutory legislation.

Advertising
When advertising for recruitment of staff at all levels, the following wording must be included:

"The Marston Group Limited is... or we are... an Equal Opportunities Employer"

Recording Composition of Applicants

The Human Resources department will be responsible for recording the composition of all
applicants for any particular position and for recording the ethnic and sexual, religious and
age ratio of successful applicants against total applicants.

Annual Census

The Human Resources Department will be responsible for conducting and recording a census of all
office and operational staff with regard to their ethnic origins, sexual and marital status, age and
disability and their position within the company, on a six monthly basis.

The results of any census will be discussed and assessed by the executive management during the six
monthly management reviews and from time to time according to the needs of the company with action
taken to ensure the promotion and/or training of under-represented minorities. These records will be
retained for a minimum of six years in accordance with our quality management system

Review

This policy and procedure will be reviewed annually. The review will consider all previous
complaints in deciding whether the procedure needs revision. They will also review the
general training programme in connection with this policy and its purpose.

Audit

When carrying out an internal audit of this procedure, ensure that:

1. Areview is carried out of Customer and Staff complaints statistics for discrimination.
2. Any advertising material has included the words, "an Equal Opportunities Employer"

3. An up-to-date census of the company’s staff exists.
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Table 1. Equality and Diversity Policy - Key Performance Indicators (KPI’s)

KEY

disability
ethnicity
faith/belief
gender

sexual orientation

Oy B QLN

age, (only under 18 and over 65 available)

Key Deliverable

Actual

Target

Policy/Strategic Plan

Nov-08

Nov-09

% of applicants from each E&D Group

(in office)

System change implemented November 18"
2008 to allow capture of this information so
unable to include at present

To Be Agreed with TfL by 31 July 2009

% of applicants from each E&D Group

(on street)

System change implemented November 187
2008 to allow capture of this information so
unable to include at present

To Be Agreed with TfL by 31 July 2009

% of applicants short listed from each E&D

System change implemented November 18"

Group 2008 to allow capture of this information so To Be Agreed with TfL by 31 July 2009
(in office) unable to include at present
% of applicants short listed from each E&D System change implemented November 18"
Group 2008 to allow capture of this information so To Be Agreed with TfL by 31 July 2009

(on street)

unable to include at present

% of applicants appointed from each E&D
Group

(in office)

(1) 8%, (2) 0%, (3) 23%, (4) NA, (5) M63%,
F37%, (6) 0%

To Be Agreed with TfL by 31 July 2009
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% of applicants appointed from each E&D
Group

(on street)

(1) 2%, (2) 0%, (3) 17%, (4) NA, (5) M94%,
F6%, (6) 0%

To Be Agreed with TfL by 31 July 2009

% of applicants appointed to senior posts
(Director & Manager) from each E&D Group

(1) 0%, (2) 0%, (3) 0%, (4) 0%, (5) M 56%,
F44%, (6) 0%,

To Be Agreed with TfL by 31 July 2009

% of applicants put forward by recruitment
and local unemployment programmes from
each E&D Group

(in office)

System change implemented November 18"
2008 to allow capture of this information so
unable to include at present

To Be Agreed with TfL by 31 July 2009

% of applicants put forward by recruitment
and local unemployment programmes from
each E&D Group

(on street)

System change implemented November 18"
2008 to allow capture of this information so
unable to include at present

To Be Agreed with TfL by 31 July 2009

% of applicants from recruitment and local
unemployment programmes appointed from
each E&D Group

(in office)

100% - No diversity information available at this
time

To Be Agreed with TfL by 31 July 2009

% of applicants from recruitment and local
unemployment programmes appointed from
each E&D Group

(on street)

15% - No diversity information available at this
time

To Be Agreed with TfL by 31 July 2009

% of leavers from each E&D Group

(1) 0%, (2) 0%, (3) 16%, (4) NA, (5) M46%,
F54%, (6) 0%

To Be Agreed with TfL by 31 July 2009

% of leavers from each E&D Group
(in office)

(1) 0%, (2) 0%, (3) 35%, (4) NA, (5) M46%,
F54%, (6) 0%

To Be Agreed with TfL by 31 July 2009

% of leavers from each E&D Group

(1) NA, (2) 0%, (3) 22%, (4) NA, (5) M94%, F6%,

To Be Agreed with TfL by 31 July 2009

(on street) (6) 0%
% of staff in senior positions (Director & (1) NA, (2) 0%, (3) 0%, (4) NA, (5) M100%, F0%, .
Manager)from each E&D Group (6) 0% To Be Agreed with TfL by 31 July 2009
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% of workforce from each E&D Group

(1) 2%, (2) , (3) 18%, (4) NA, (5) M69%, F31%,
(6)

To Be Agreed with TfL by 31 July 2009

% of workforce from each E&D Group
(in office)

(1) 2%, (2) (3) 19%, (4) NA, (5) M32%, F68%,
(6)

To Be Agreed by 31 July 2009

% of workforce from each E&D Group
(on street)

(1) 1% (65+), (2) 0%, (3) 10%, (4) NA, (5)
M91%, F9%, (6) 0%

To Be Agreed with TfL by 31 July 2009

% of local people employed (live less than
10 miles from their place of work (in office

only)

Billingham (50%)

To Be Agreed with TfL by 31 July 2009

Manchester (86%)

To Be Agreed with TfL by 31 July 2009

Walsall (80%)

To Be Agreed with TfL by 31 July 2009

Waltham Abbey (77%)

To Be Agreed with TfL by 31 July 2009

Phoenix Wharf - Car Pound (68%)

To Be Agreed with TfL by 31 July 2009

Hove (100%)

To Be Agreed with TfL by 31 July 2009

% of part time or flexible workers (in office
and on street)

System change implemented November 18"
2008 to allow capture of this information so
unable to include at present

To Be Agreed with TfL by 31 July 2009

% of part time or flexible working requests

0 :
that have been approved 100% To Be Agreed with TfL by 31 July 2009
Number of ET's cases on grounds of .
harassment from each E&D Group 0 To Be Agreed with TfL by 31 July 2009
Number of positive action initiatives aimed .
at each E&D Group 1 To Be Agreed with TfL by 31 July 2009
% of staff where there is a salary differential 0 ,
across each E&D Group 0% To Be Agreed with TfL by 31 July 2009
% Gender pay gap across the workforce for 0% To Be Agreed with TfL by 31 July 2009
similar positions
% of staff that agree that Marston Group is 74% To Be Agreed with TfL by 31 July 2009

an equal opportunities employer
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% of subcontractors and suppliers who have System change implemented November 18"

provided E&D information and accepted our 2008 to allow capture of this information so To Be Agreed with TfL by 31 July 2009
E&D policy unable to include at present
Enforcement AgentServices Agreement Page 9 of 23
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ANNEX 2 TO SCHEDULE 8

Agreed Diversity Training Plan

It is recognised that as this Annex has been prepared by the Service Provider, there
may be some apparent conflict or inconsistency between the terms of this Annex and
the other terms of the Agreement. In the event of any such conflict or inconsistency,
the other terms of the Agreement shall take precedence in the order set out in Clause
1.5 of the Agreement (save that, for the avoidance of doubt, this Annex and the other
Annexes to this Schedule 8 and Annex A to Schedule 6 shall have the lowest order of
precedence in relation to all of the annexes and appendices in this Agreement).

Diversity Training Plan

Marston Group Equality & Diversity awareness training plan has been designed to give
senior managers clear guidance on anti discriminatory practices within the areas of
recruitment, training, and the appraisal system.

In addition the plan will also deliver comprehensive training to those employees who are
engaged in providing a service that interacts directly with the public, so that they understand
the equality and diversity issues which may arise.

This has been an ongoing project as part of this year’s ethical audit action plan; however for
ease milestones already achieved are not shown. It is accepted that there will be a resource
implication and after assessment, the board of directors believe that this can be met largely
from existing resources or planned expenditure. The Board of Directors are committed to
providing additional funding, where necessary, to achieve the objectives set below. Where
significant additional resource implications (over one full time employee or a single cost of
more than £3Kk) are identified for a specific objective they are to be included in the comments
column and discussed at board level for approval. For this reason there is no need to identify
resource implications for each objective separately within the plan.

The training which consists of two, 40 minute, modules will be delivered in the first instance
by external providers, including Impact Training Consultancy and Rockpools. The first
module is the awareness programme, which will be rolled out to all levels of management,
including senior managers. The second module is the “train the trainer” programme
designed for managers who have already been selected to act as trainers. Training will then
be delivered by those managers to enforcement Agents and other staff that interact with the
public.

Further training is planned to ensure that those without front line or client focussed
responsibilities are also trained to the same standard. At the same time this training will be
provided to all new starters as part of the formal induction package currently being used.

We plan to fully evaluate the training provided at the end of each session and it will be
included as part of our formal internal quality audit plan to confirm compliance and to identify
if staff are aware of the equality goals that have been set. This will be followed by a retention
check at all levels at the one year point, so that we are able to assess the need for refresher
training.

The target date for all staff to have successfully completed the E&D awareness training
course is 3rd August 2009.

Enforcement AgentServices Agreement Page 10 of 23
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Table 1
Objective Current Position/Baseline Action/Task When Who Comments

Measure of Success

I o produce E&D End of Effective E&D training

training package and train November package is produced for

selected trainers, so that they | 2008 office staff to meet the

have an awareness of and be requirements

able to train others in the End of

Marston Group Equal December Enforcement staff training

Opportunities and E&D 2008 package adapted from

Ensure that
there Ij an
effective E&D
training
programme in
place for staff at
all Iev{ljs of the
organisation

The dedicated training manager and
audit & compliance director have
received E&D training by an external
provider
B have been engaged to
create a train the trainer package
regarding E&D awareness training for
managers and staff
The training manager || GczNGE
has produced a draft of the
information he believes necessary for
inclusion into a standalone module for
all enforcement staff

policies, legislative
requirements, how to deal
with complaints, issues and
grievances, the impact (costs
and benefits) of equal
opportunities and diversity on
the business, team and
individuals. They will also
have challenged and
understood individual
perceptions and stereotypes
regarding E&D, identified
what can be done differently
as an individual in the
workplace and identified what
Marston Group can do to
improve its commitment to
E&D.

VOD to adapt package as
appropriate to suit on street
staff.

presentation and
includes door step specific
information
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Who

Objective Current Position/Baseline Action/Task When
Ensurel that We have identified that there are Deliver Training to front line By end of
approximately 220 front line staff that staff and those EAs attending | March 2009

selected front
line staff receive
appropriate E&D
training

need priority E&D training for this
contract

the foundation theory bailiff
training course

Comments
Measure of Success

and selected
managers

Ensurg
remaining staff
receive
appropriate E&D
training

We have identified that there are
approximately 360 non front line staff
that need E&D training

Deliver E&D training package
and a part of personal
development across all
regions and offices

Completed by
August 2009

Training included and
provided as part of induction
training for all new starters
All selected front line staff
have successfully completed
the E&D awareness training

Trainels are
and training is

Not able to identify as no training has
taken place

Evaluate training in action.
Review feedback from those
attending.

Initially
February
2009 then as

All staff have successfully
completed the E&D
awareness training

Training is found to be
effective and meets aims and
objectives

effective and Review as part of quality audit | part of quality
evaluated programme. audit
programme
To proyide Committed to the skills pledge in July Follow up loading plan for January 2009 All staff who are eligible have
accessto 2008. training. had the opportunity to gain at
training and Have carried out a skills audit to least one level 2 qualification
development identify staff that does not have either a | Get feedback of future B & Line in a subject that benefits both
opportunities for | level 2 qualification of 5 good GCSEs development needs from staff Managers the company and the
people in the (A-C). appraisals employee
local area Have promoted and discussed
including those available training to all staff and am in
in schools and the process of loading staff onto
colleges in the appropriate training.
area
rJ Dedicated training manager is trained Dedicated training manager Mid - and E&D awareness training is
To ensure that | . :
. .| inE&D and selected members of the | December selected available to all through
E&D training is : .
. management team to receive | 2008 management competent trainers
effectively : . :
train the trainer session from team
resourTed
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ANNEX 3 TO SCHEDULE 8

Agreed Supplier Diversity Plan

It is recognised that as this Annex has been prepared by the Service Provider, there
may be some apparent conflict or inconsistency between the terms of this Annex and
the other terms of the Agreement. In the event of any such conflict or inconsistency,
the other terms of the Agreement shall take precedence in the order set out in Clause
1.5 of the Agreement (save that, for the avoidance of doubt, this Annex and the other
Annexes to this Schedule 8 and Annex A to Schedule 6 shall have the lowest order of
precedence in relation to all of the annexes and appendices in this Agreement).

Supplier Diversity Plan

Marston Group has a comprehensive portfolio of approved suppliers for all aspects of the
business. Where possible and in line with our corporate social responsibility initiative, work is
provided to local suppliers many of whom are small businesses (such as building trades,
cleaners and stationers) with diverse workforces. Although a relatively small employer, we
believe that by operating in this way we are seen to be making a positive impact on the local
community.

In an attempt to optimise supplier diversity and the participation of local businesses, we will
identify the diversity of our current supplier portfolio and improve our awareness of others
available to us, so that we can continue to efficiently and effectively undertake the services
required as part of this contract.

We will put in place strategies to ensure barriers preventing supplier opportunities are
removed. We have produced (below) a comprehensive Supplier Diversity Plan in order to
demonstrate to TfL how we will achieve this, including, but not restricted to, the provision of
supplier diversity data, how baseline evaluations will be undertaken, and how the diversity of
our suppliers will (where possible) be monitored twice a year.

The board of directors are of the opinion that creating, initiating and running this supplier
diversity plan can be met with current resources and so there has been no need to add
resource implications within the plan. We are committed to ensure diverse supplier
involvement is optimised with regards to this contract and will have procedures for
monitoring progress in catering for where possible all diverse groups.

As part of our communications plan we will ensure that all suppliers have an equal
awareness of potential opportunities and receive assistance in understanding any bidding
process, offering support when deemed appropriate. We are committed to actively seek
potential subcontractors from diverse groups, for all new supplier requirements and
extensions of current associations.

Within the plan any reference to a diverse workforce includes those in the following
categories;

Enforcement AgentServices Agreement Page 14 of 23
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Small and Medium Enterprises (SME’s);

e Small Enterprise has 0-49 Full Time Equivalent (FTE) employees and
turnover or balance sheet total of up to £6.9 million

e Medium Enterprise has 50-249 FTEs and turnover or balance sheet of
£34.3 million

Black, Asian and Minority Ethnic Businesses (BAMES);

e Are 51% or more owned by members of one or more BAME groups.

e Minority ethnic groups are all people including those who have classified
themselves as members of ethnic groups other than ‘white British’. This
includes; White (non British), Mixed background, Asian or Asian British,
Black or Black British, Chinese or other Ethnic Group.

Suppliers from other under-represented or protected groups are 51% or more owned
by members of one or more of the following groups (where not covered by previous
definitions); Women; People with disabilities, physical and sensory impairments,
learning difficulties and mental health requirements; Lesbians, Gay men, Bisexual
and Transgender people, Older people (aged 60 or over) and young people (aged 24
or under).

Suppliers protected groups are 51% or more owned by members of a group
protected by anti-discriminatory legislation not already covered above (such
as religious, faith, belief groups or ownership by a social enterprise or a
voluntary/community organisation), and suppliers demonstrating a diverse
workforce composition.
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Table 1

Equality And
Diversity Objective

Current Position/Baseline

Action/Task

When

Person

Measure Of Success

To review and quantify
the diversity of our
current supplier
portfolip

There is currently no formal
diversity or company size
information regarding any of
our suppliers

Identify money spent with each
supplier to date this FY 08/09.

Draft a suitable and sufficient
diversity questionnaire to be sent
by email and hard copy.

Review and record diversity
information provided by current
suppliers

1st December
2008

8" December
2008

12" January
2009

ResFonsibIe

Information received,
suppliers ranked and
graded regarding influence

Questionnaires sent with at
least 50% response rate on
first attempt

95% completion of diversity
survey

This is currently collected at Continue to collect this information | Ongoing
To gather and use L )

the start of associations in the
E&D for enforcement )

same manner as with
sub contractors

employees

Where possible we already Continue to use local suppliers Ongoing

To diversify the
supplier base and to
support the
development of local
and SME suppliers

use local suppliers from our
established approved supplier
portfolio. In the interests of
business continuity we always
have more that one provider
for each service so that we are
able to switch or make surge
requirements if needed at
short notice

where it is in the business interest
and to advertise locally and
competitively using all available
and cost effective communication
media, when new suppliers are
required

F

Local SME’s and diverse
suppliers have equal
opportunity to provide
services to the Marston
Group against a given
requirement
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. Equ_allty And_ Current Position/Baseline Action/Task When Persor_l Measure Of Success
Diversity Objective Responsible
| We currently carry out initial Introduce a formal EQIA process in | Formal EQIAs are completed for all

screening and risk line with the 6 steps provided at supplier risk new suppliers and large

To conduct appropriate | assessments when bringing on | www.idea.gov.uk assessment work orders (over £10k)

Equality Impact a new supplier as part of the To be used when either looking for | process set

Assessments (EQIA) award process. Although not new suppliers or prior to up by end of

for all suppliers prior to | formally recorded it does follow | outsourcing large work orders to March 2009

of suppliers and issues

in the spirit of the 6 steps
identified within the IDeA
website for EQIA.

current suppliers

To enaage with
suppligrs and
informing them of
opportunities available
in organisation

We do not currently promote
opportunities available within
our organisation unless it is to
a preferred supplier

Research and identify the best
method for doing this and include it
into the diversity communication
plan

End of March
2009

Opportunities are made
available to local and
diverse suppliers as they
arise
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ANNEX 4 TO SCHEDULE 8

Agreed Communications Plan

It is recognised that as this Annex has been prepared by the Service Provider, there
may be some apparent conflict or inconsistency between the terms of this Annex and
the other terms of the Agreement. In the event of any such conflict or inconsistency,
the other terms of the Agreement shall take precedence in the order set out in Clause
1.5 of the Agreement (save that, for the avoidance of doubt, this Annex and the other
Annexes to this Schedule 8 and Annex A to Schedule 6 shall have the lowest order of
precedence in relation to all of the annexes and appendices in this Agreement).

Communications Plan

In June 2008 and in partnership with || ]l (\who are an external organisation that
specializes in ethical audits for the public sector) we began a review of our Equality and
Diversity (E&D) programme, with the aim of raising awareness of diversity and equality
throughout the company and other stakeholders. We fully understand that in many cases
“perception is reality”, which is why we are committed in ensuring that what we communicate
is as clear as possible to all groups. This plan sets out how we intend to achieve this aim
with current resources (therefore resource implications are not included within the plan).

What we will communicate - We will communicate our E&D policy, which includes the
company’s action plans to all employees of the Marston Group and our stakeholders. We will
communicate: information about training events, examples of good practice within our
organisation and the wider enforcement sector, information on legislation and the action we
need to take to ensure that we are compliant.

How we will communicate - We will develop links to E&D pages on the company intranet
and website that are as fully accessible to people as is reasonably practicable and we will
regularly update the sites to ensure that the information contained is current and meaningful.
The intranet will contain details of our policies, our training events, and both internal and
external links to practical advice and examples of good practice. We will communicate with
heads of departments and sections asking offices to nominate at least one, E&D contact.
The Audit and Compliance Director, who is the groups E&D Champion (G wi!
communicate directly with these contacts, who will then be responsible for communicating
information to staff within their own work area. We will communicate Marston Groups
diversity programme through a long term staff training programme, seeking opinions on E&D
through staff and stakeholder surveys. We will form focus groups to inform our policy
reviews and we will use: email, direct mailing of letters and leaflets, posters etc to ensure
that staff who do not have access to an email account have equal access to training and
other opportunities.

Appropriate format — It is our intention to make E&D information available, in a format that
is most meaningful, and we will consider translating key information into other languages
where appropriate.
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Table 1
Equality And Current Position/Baseline Action/Task When Person Measure Of
Diversity Objective Responsible Success
Have a Joint Consultative Committee (JCC) | Create a focal point for End All stakeholders are
for employees that meet 3 monthly. all meeting minutes to be | January regularly consulted
The full Marston Board (which includes channelled so that they 2009 including the local
investors) meets formally 3 monthly. are available to all community with
To consult and engage : , ,
) Client meetings held regularly. stakeholders appropriate and
with all staff and other . . s .
. . Meetings held with opinion forming groups formal records kept
stakeholders including | . .
. including CAB, Law Enforcement Reform
the local community
Group etc.
Make positions available to all staff and
recruit using local employment agencies and
unemployment programmes.
All internal and external stakeholders, Ensure that internal and | Ongoing | [ Core information is
prospective clients and opinion forming external news letters are available All
groups receive our internal and external produced and distributed stakeholders
Feed back to all news letters on regular basis. to all stakeholders regularly consulted
stakeholders on a News and information is available at including the local
regular and consistent | www.marstongroup.co.uk community where
basis Weekly operations meetings held at all appropriate and
levels and we use the intranet, emails, formal records kept
memas and briefings to feedback to staff
when needed
We have a dedicated marketing department | Utilise intranet as main Ongoing | All department | Intranet shows up to

To ensure that
communication
activities are
appropriately
resourced to address
E&D issues

that is responsible for external and formal
internal communications.

Operational communications are dealt with
by the operational management team.

method of internal
communication.

heads and
Marketing

date information to
assist staff with their
duties.

Number of monthly
hits is proportionate
to staffing levels
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Equality And Current Position/Baseline Action/Task When Person Measure Of
Diversity Objective Responsible Success
To monitor and Yearly monitoring of effectiveness of Look at the feasibility of | January Have a monitoring
measure regularly the | communication is carried out during external | identifying diversity of all | 2009 system in place for
effectiveness of ethical audit and liP audits. stakeholder groups. both internal and
communications in external
meeting the needs of Surveys are sent to external stakeholders on communication
diverse stakeholders a regular basis effectiveness
The company to ] completed 1* ethical audit in Check recommendations | Done. All action points from
participate in an 2007 and second in August 2008, as part of | and acthn plan, agreeing Progress the audit dlscu_ssed,
. L the company’s continuous improvement. ownership to those best | Review agreed and actioned
ethical audit via ) . ; . ;
part of the Hav_e committed to annual review | suited to achieve to be Wher(_a appropriate
s audit. complete and in the business
review is to include E .
&D d three interest
monthly
The Group has already nominated a E&D Communicate to all Decemb T ~udit |
champion. The Audit and Compliance stakeholders who the er 2008 and Compliance
The board to nominate | Director ([ GTGTcGcGcG . E&D champion is. Director is the
E&D champion with The Audit and Compliance Director has I to Check action plan Groups E&D
the responsibility for already attended E&D awareness training to identify resources Decemb champion.
achieving the through a 3" party (Impact Training). required. er 2008
companies objectives | Contact has been made with the Employers’
and communicating its | Forum on Disability (EFD) with a view to I to meet with CEO of
E&D strategy to all joining and working towards Investors in EFD on 15" December Decemb
stakeholders Disability (liD) accreditation 2008 er 2008
An overview of the outcomes of the ethical | Summarise the reportin | Decemb F Internal and external
audit was included in the September two versions so that itis | er 2008 summaries of the

To communicate the
outcomes of the
ethical audit to all
stakeholders

newsletter (both internal and external) sent
to all stakeholders, prospective clients and

opinion forming groups with a link to a point
of contact for additional information

user friendly to internal
and external
stakeholders, make
available and
communicate this to all
stakeholders

audit that are easy to
read are made
available and the
point of contact
communicated to all

stakeholders
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Equality And Current Position/Baseline Action/Task When Person Measure Of
Diversity Objective Responsible Success
We have already notified internal Send out reminder Dec * Al staff are aware of
stakeholders through the JCC (September emails and memos to 2008 the training
2008) that we intend to provide E&D training | reach all staff regarding opportunity and have
to all staff training to be provided an idea of when they
with expected time lines will receive it.
To communicate Senior management and other Managers and attach a copy of the
Marston Groups new selected as trainers have been made aware | revised E&D policy with All external
E&D training of the overview and are engaged in making KPI's so they can see stakeholders are
programme it happen where we need to go. aware of the E&D
Notify and promote E&D training opportunity
training programme with including expected
external stakeholder’s January |} outcomes.
prospective clients and 2009
opinion forming groups.
To launch our The intranet is in draft format and is in the | To launch the intranet 31 F Intranet is available
company wide intranet | process of being signed off once levels of January to all staff with a PC
to include E&D access and permissions to see, download 2009 Data owners and secure VPN link

policies, updates in
legislation and news

and print have been agreed

to our system
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Equality And Current Position/Baseline Action/Task When Person Measure Of
Diversity Objective Responsible Success
We have 9% female Enforcement Agents Create a female only Feb Increased
(EA’S). advert to be placed on 2009 applications and
line and in the media to selection of females
We have identified suitable female EA’s that | run in conjunction with for training
are interested in being part of the the general advert.
enforcement training team Appoint and
communicate to all ]
To recruit more stakeholders using all Feb
women Enforcement media opportunities that | 2009
officers our training capability
now includes a female
trainer.
Communicate to all
stakeholders that we
have completed a female
only training course
To communicate Opportunities are currently made available Communicate new As Opportunities are
opportunities to local to approved suppliers. Where new types of opportunities to local and | required communicated in
and diverse groups in | suppliers are needed they are currently diverse suppliers using such a manner that
a cost effective invited to quote for the service after referral all available and cost they are equally to
manner to ensure or after researching by us, trying to use local | effective communication local and diverse
inclusion of all providers where possible. methods providers
We have not yet completed the first female Collect management Sept HR, Marketing | Are able to show at
only course. information and regular 2009 and least compatible
Communicate success assessments on the Operations levels of performance

of those females
selected and trained in
a female only
environment

candidates to allow
accurate reporting
against general
performance and
communicate to all
stakeholders

which will assist to
increase the level of
female applicants
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Person

Measure Of
Success

ResEonsibIe

Equality And Current Position/Baseline Action/Task When
Diversity Objective

To provide a Marketing have had initial discussions and a | Identify two additional January
translation service to guote for a pay as you go telephone sources attempting to 2009
non speaking English | translation service available to all staff look at local suppliers if
and assist our on possible and negotiate
street officers best value for money
To provide a Marketing have had initial discussions and a | Identify two additional January
translation service guote for a pay as you go on line translation | sources attempting to 2009

online to assist
customers to
understand Marston
Groups services and
procedures

service available to all stakeholders

look at local suppliers if
possible and Negotiate
best value for money

Selection and
implementation of a
telephone translation
service

Selection and
implementation of an
online translation
service
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SCHEDULE 9

Change Control Request Procedure and Changes

1. Introduction

1.1  This schedule sets out:

(A)  the resources to be made available and the processes to be followed where
a Change is required or proposed,;

(B) the types and categories of Change;

(C) the basis of funding Changes made as a result of a Change in Law; and

(D) the form to be used when ordering Additional Services.

1.2  The Service Provider shall ensure that any proposed Changes shall:

(A) be identified as an Internal Change a General Change, Mandatory Change
or Additional Service, as appropriate; and

(B) otherwise be dealt with in accordance with the relevant provisions of this
schedule.

2. Change Resource

2.1 The Service Provider shall from time to time nominate a representative to manage
and act as the single point of contact for TfL in relation to Changes and the
Change Control Request Procedure (the “Change Manager”).

2.2 The Service Provider shall ensure that it makes available sufficient resources in
order to respond promptly to TfL's Change Control Requests in accordance with
this Agreement.

2.3 The Service Provider shall maintain adequate change resources in order to
support any requested or required Change.

3. Types of Change and Additional Services

3.1 Changes to the terms and conditions of this Agreement or which impact on the
operation of the Services shall be categorised as either:

(A) a General Change, which TfL or the Service Provider shall be entitled to
propose in accordance with paragraph 8 or 9 of this schedule, as applicable;
or

(B) a Mandatory Change, which TfL shall be entitled to propose in accordance
with paragraph 10 of this schedule.
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3.2

3.3

TfL shall be entitled to require the Service Provider to provide Additional Services
from time to time. The process for documenting the terms and conditions of the
Additional Services to be provided shall be conducted in accordance with the
procedure for a General Change, as set out in paragraph 8 of this schedule, and
the other paragraphs of this schedule shall apply thereto, mutatis mutandis,
provided that the Service Provider shall not be entitled to decline to provide such
Additional Services, other than in accordance with paragraph 8.4 of this schedule.

Changes to be made by the Service Provider to the Services, which have no
impact on any of:

(A) the terms and conditions of this Agreement;
(B) the delivery of the Services;

(C) T

(D) one or more of the Schemes;

(E) an Other Service Provider; or

(F)  third parties,

(“Internal Changes”), shall be subject to the provisions of paragraph 01t of this
schedule.

4. Change Request Process — General Principles
4.1 The Service Provider and TfL shall conduct discussions relating to any proposed
Changes in good faith.
4.2 The Service Provider shall ensure that, if required by TfL, its Change Manager
attends every Review Meeting and presents:
(A) a complete list and detailed descriptions of all outstanding, new and
anticipated:
(1) Change Control Requests such list to indicate which relate to
Additional Services and which relate to Changes; and
(2) Internal Changes raised by the Service Provider,
together with details as to when each was issued or is to be issued and their
current status; and
(B) a report on resources deployed in relation to Changes during the period
since the previous Review Meeting including such detail as TfL may
reasonably request.
4.3 The Service Provider shall prioritise Change Control Requests and Internal
Changes as TfL may require, acting reasonably, on the basis that any prioritised
Enforcement AgentServices Agreement Page 2 of 16
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4.4

4.5

4.6

4.7

4.8

4.9

4.10

411

5.1

Change Control Requests and Internal Changes must serve to assist and improve
the overall operation of the Services.

The Service Provider will use its reasonable endeavours to suggest Changes from
time to time that would result in a benefit to TfL.

Change Control Requests submitted in accordance with this schedule shall be in
the format set out in Annex B.

Impact Assessments submitted in accordance with this schedule shall be in the
format set out in Annex D.

Until such time as a resultant amendment to the Agreement is authorised in
accordance with the Change Control Request Procedure, the Service Provider and
TfL shall, unless otherwise agreed in writing, continue to perform their respective
obligations under the Agreement as if the Change giving rise to such amendment
had not been requested.

Any discussions which take place between TfL and the Service Provider in
connection with a Change before the authorisation of a resultant amendment to the
Agreement shall be without limitation to the obligations, and without prejudice to
the rights or remedies, of each party under this Agreement (and, in the case of
rights and remedies, under common law or in equity).

The Service Provider shall not commence any new work in connection with
Changes (or any other piece of work) until a Change Authorisation has been
issued pursuant to the provisions of this schedule. The Service Provider agrees
that it shall not be relieved of any of its obligations as a result of TfL considering or
refusing any Change Control Request nor shall TfL’s rights or remedies (under this
Agreement, under common law or in equity) be prejudiced or affected in any way
by such consideration or refusal.

The Service Provider shall not unreasonably withhold or delay its consent to any
proposed Change Control Request.

All time periods set out in this schedule may, in respect of a particular Change
Control Request, be changed from time to time if the Service Provider and TfL
expressly in writing agree.

Authorisation Limits

The prescribed limits and authorisations for executing Change Authorisations are
set out below:

Cost impact on TfL Authorised Signatories
over the Term TfL / Service Provider

Up to £500,000 TfL: Head of Commercial (Congestion

Charging and Traffic Enforcement)

Service Provider: Programme Director or
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Cost impact on TfL Authorised Signatories
over the Term TfL / Service Provider

equivalent officer

Over £500,000 and up to £5,000,000 TfL: Director (Congestion Charging and

Traffic Enforcement)

Service Provider: Programme Director or
equivalent officer

Over £5,000,000 TfL: TfL Officer with appropriate authority

Service Provider: Programme Director or
equivalent officer

5.2

6.1

6.2

6.3

7.1

7.2

7.3

The Service Provider shall accept a copy of the Change Authorisation, signed as
appropriate in accordance with paragraph 5.1 and with a copy of the relevant
Impact Assessment attached, as formal authorisation to proceed with a Change.

Milestones, Testing and Payment

TfL shall be entitled to specify in the Change Control Request high level Milestone
Achievement Criteria and Milestones, if appropriate, for the proposed Change.

The Service Provider shall provide proposed low level Milestone Achievement
Criteria, if appropriate, as part of any relevant Impact Assessment, for approval by
TIL.

TfL shall be under no obligation to commence payment in respect of the relevant
Change until such time as any required testing has been successfully completed
and TfL is satisfied that the Change has been successfully implemented and
approved.

Charging for Changes

The pricing of any Changes shall be determined in accordance with Annex C to
this schedule.

Subject to paragraphs 6.3, 7.3, 7.4, 7.5, 7.6 and 12 of this schedule, on issue by
TfL of a relevant Change Authorisation and production of an appropriate serially
numbered amendment to this Agreement in accordance with this schedule,
payment shall be made provided that such payment is not expressly prohibited
under this Agreement.

Activity associated with the re-configuration of the Service Provider’'s systems in
respect of any or all of the elements set out in Annex A to this schedule (each a
“Parameterised Change Element”) resulting from, or forming the subject of, a
Change, shall not attract any cost unless otherwise expressly agreed by TfL and
the Service Provider shall not request any amount for any Parameterised Change
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7.4

7.5

7.6

8.1

8.2

8.3

Element within the scope set out in that Annex A (or for any other item or thing
expressly prohibited under this Agreement).

Without prejudice to paragraph 12 (Costs of Changes in Law), any Changes to TfL
Enforcement Agent Policy shall not attract any cost unless such changes have a
material impact on the Service Provider’s costs of performing the Services.

Any changes to templates or standard text to be used for Warrants, information
leaflets or Correspondence shall not attract any cost.

In the event that, as envisaged by paragraph 8.2 of Schedule 2 (Statement of
Requirements), the Service Provider is required to develop an Interface to TfL or
an Other Service Provider's systems to be used for the purposes of the
enforcement of Traffic Enforcement Penalties, then the design, development and
implementation of such Interface shall not attract any cost.

General Change Proposed by TfL

TfL shall be entitled to request a General Change in accordance with this
paragraph 8. In relation to such requested General Change, unless and until a
written Change Authorisation has been executed by the authorised representative
of TfL and accepted by the Service Provider in accordance with the provisions of
this paragraph 8, the Service Provider shall, unless otherwise expressly agreed in
writing, continue to supply the Services in accordance with the existing terms of
this Agreement.

If TfL wishes to request a General Change, it shall serve on the Service Provider a
Change Control Request setting out:

(A)  TfL's reasons for proposing the General Change;

(B) sufficient details of the General Change to enable the Service Provider to
provide an Impact Assessment;

(C) the date by which TfL wishes the General Change to be implemented and
the dates of proposed Milestones (if any); and

(D) any dates by which a decision or response is critical.

As soon as reasonably practicable and in any event within the periods set out
below the Service Provider shall either deliver to TfL:

(A) an Impact Assessment in accordance with paragraph 8.7 within twenty (20)
Working Days of receipt of the Change Control Request, or

(B) subject to paragraph 8.4, issue a notice setting out in detail the grounds on
which the Service Provider objects to the proposed General Change (an
“Objection Notice”).
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8.4  The Service Provider shall only be entitled to object to a Change Control Request
relating to a General Change to the extent it can demonstrate to TfL's reasonable
satisfaction that the General Change would, if implemented, contravene any Law.

8.5 Objections shall be dealt with as follows:

(A) if TfL disagrees with the objections raised by the Service Provider in the
Objection Notice, the Service Provider and TfL shall meet with a view to
establishing whether the Service Provider’s objections are valid;

(B) if, within ten (10) Working Days of receipt by TfL of any Objection Notice,
the validity or otherwise of the Service Provider’'s objections remain to be
agreed, the question of validity shall be referred to the Dispute Resolution
Procedure; and

(C) if TfL agrees with the objections in the Objection Notice and this is notified
to the Service Provider in writing, or it is determined by the Dispute
Resolution Procedure that the objections in the Objection Notice are valid,
the relevant Change Control Request shall be deemed to be withdrawn.

8.6 If, following receipt of an Objection Notice, it is agreed in writing by TfL and the
Service Provider or determined by the Dispute Resolution Procedure that the
objections in an Objection Notice are not valid the Service Provider shall deliver to
TfL an Impact Assessment in accordance with paragraphs 8.7 within twenty (20)
Working Days, of the date of such agreement or determination.

8.7  The Impact Assessment shall include the following:

(A) sufficient details of the Change (including an estimate of the costs or
savings of implementing the Change);

(B) information and details of any interfaces required in connection with the
proposed Change;

(C) adetailed cost/benefit and risk/reward analysis of the Change;

(D) any amendment required to this Agreement as a result of the Change;

(E) any impact or possible impact of (including without limitation all risks and
possible issues associated with or resulting from) the Change on:

(1) the provision of the Services or the Service Provider’s ability to comply
with its obligations under this Agreement;
(2) any Milestone Date which will or is likely to be affected;
(3) the Operational Commencement Date (if appropriate);
(4) the Statement of Requirements; and/or
Enforcement AgentServices Agreement Page 6 of 16
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(F)

(G)

(H)

(5) the systems of Other Service Providers and/or third parties, as
applicable.

confirmation that:

(1) the Impact Assessment has been drawn up in accordance with the
pricing principles set out in Annex C to this schedule;

(2) there has been no material omission or inaccuracy in the facts and
pricing assumptions provided by it, on which any proposed payments
are based, and which are set out or referenced in the Impact
Assessment; and

(3) in estimating the costs on which any proposed payments are based it
has complied with best accountancy and financial accounting practice,

in each case unless this Agreement expressly prohibits any additional costs
or expenses for TfL;

the proposed timescale for implementation of the Change (having regard to
any information provided by TfL pursuant to paragraphs 8.2(C) and 8.2(D))
and the steps and measures (in as much detail as practicable in the
circumstances) that the Service Provider intends to take in order to
implement the Change, including:

(1) the details of any date or dates by which any decision by TfL is critical,
(2) an outline of the Service Provider’'s detailed obligations;

(3) the programme for implementing the Change and any Milestones;

(4) the commencement date of the Change; and

(5) any proposed date for acceptance; and

any Parameterised Change Elements forming part of the Change.

8.8  Following receipt of the Impact Assessment by TfL:

(A)

(B)

as soon as practicable after TfL receives the Impact Assessment, the
Service Provider and TfL shall discuss, further develop and attempt to agree
in writing and finalise the Impact Assessment (including pricing and
payment if applicable);

in the discussions referred to in paragraph 8.8(A), the Service Provider shall:

(1) provide evidence that the Service Provider has used all reasonable
endeavours (including, where practicable, the use of competitive
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8.9

8.10

8.11

guotes) to oblige its Sub-Contractors to minimise any increase in costs
and maximise any reduction in costs;

(2) demonstrate how any expenditure to be incurred or avoided is being
measured in a cost effective manner, including showing that when
such expenditure is incurred, foreseeable changes in Law at that time
have been taken into account by the Service Provider; and

(3) demonstrate that any expenditure that has been avoided, which was
anticipated to be incurred to replace or maintain assets that have been
affected by the General Change, has been taken into account in the
Impact Assessment;

(C) as a result of the Impact Assessment or discussions, TfL may revise or
withdraw the Change Control Request relating to the General Change.
Following the receipt of any revised Change Control Request, the Service
Provider shall as soon as practicable notify TfL of any revisions to the
Impact Assessment; and

(D) if the Service Provider and TfL cannot agree on the contents of the Impact
Assessment after a period of twenty (20) Working Days following the date of
the first meeting to discuss the Impact Assessment or, if the Service
Provider is required to notify TfL of any revisions to the Impact Assessment,
a period of twenty (20) Working Days following the date of receipt by TfL of
such notification, the matters in dispute shall be determined in accordance
with the Dispute Resolution Procedure.

Within twenty (20) Working Days of an Impact Assessment being agreed or
determined pursuant to paragraph 8.8, TfL shall:

(A) issue to the Service Provider a Change Authorisation requiring the Service
Provider to implement the Change in accordance with the Impact
Assessment, as so agreed or determined; or

(B) notify the Service Provider that TfL is withdrawing the relevant Change
Control Request.

Upon receipt of the Change Authorisation, the Service Provider shall promptly
produce a serially numbered amendment to the Agreement, such amendment
detailing the terms of the Impact Assessment, as agreed or determined pursuant to
paragraph 8.8 (including but not limited to all necessary amendments to the
Agreement and related documentation required as a result of the implementation
of the Change).

The Service Provider shall as soon as practicable, following issue of the
amendment in accordance with paragraph 8.10, implement the relevant General
Change in accordance with the terms of the Impact Assessment, as agreed or
determined pursuant to paragraph 8.8.

General Change Proposed by the Service Provider

Enforcement AgentServices Agreement Page 8 of 16
CCS0000149230



Schedule 9 —Change Control Request Procedure and Changes

9.1

9.2

9.3

9.4

9.5

9.6

10.

10.1

10.2

10.3

The Service Provider shall be entitled to request General Changes in accordance
with this paragraph 9. In relation to each such requested General Change, unless
and until a written Change Authorisation has been issued by TfL and accepted by
the Service Provider in accordance with the provisions of this paragraph 9, the
Service Provider shall, unless otherwise expressly agreed in writing by TfL,
continue to supply the Services in accordance with the existing terms of this
Agreement.

If the Service Provider wishes to propose a General Change, the Service Provider
shall provide to TfL a Change Control Request together with an Impact
Assessment relating to such requested General Change. Such Impact Assessment
shall contain the detail set out in paragraph 8.7 and unless agreed otherwise by
TfL at TfL's absolute discretion, the cost of preparation of such Impact Assessment
shall be borne by the Service Provider.

Upon receipt of a Change Control Request and Impact Assessment from the
Service Provider in accordance with paragraph 9.2 above, the provisions of
paragraph 8.8 shall apply, mutatis mutandis.

Within twenty (20) Working Days of an Impact Assessment being agreed or
determined pursuant to paragraph 9.3, TfL shall:

(A) issue to the Service Provider a Change Authorisation requiring the Service
Provider to implement the General Change in accordance with the Impact
Assessment, as so agreed or determined; or

(B) notify the Service Provider that it is rejecting the Change Control Request.

For the avoidance of doubt, TfL shall not be required to pay the Service Provider
any amounts (including costs and expenses) which the Service Provider may have
incurred in the preparation of the Change Control Request or the Impact
Assessment, unless otherwise agreed by TfL at its absolute discretion.

Upon notice of a Change Authorisation being issued by TfL the provisions of
paragraphs 8.10 and 8.11 shall apply in respect of the General Change (mutatis
mutandis).

Mandatory Changes

TfL shall be entitled to request a Mandatory Change in accordance with this
paragraph 10.

If the Service Provider reasonably believes that a Mandatory Change is required at
any time it shall promptly inform TfL in writing.

Subject to paragraph 10.4:
(A) the provisions of paragraphs 8.2, 8.3, and 8.7 to 8.11 (inclusive) of this

schedule shall apply in respect of any Mandatory Change required as a
result of a Change in Law, mutatis mutandis, provided always that:
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(B)

(©)

(1) the Service Provider shall not be entitled to object to such a Mandatory
Change pursuant to paragraph 8.3; and

(2) in addition to the matters listed in paragraph 8.8(B), the Service
Provider shall be required at the same time to provide evidence to TfL
of how the relevant Change in Law has affected prices charged or
costs incurred by contractors providing services similar to the Services,
including (where relevant) any Sub-Contractors; and

the provisions of paragraphs 8.2, 8.3, 8.7 and 8.10 to 8.11 (inclusive) of this
schedule shall apply in respect of any Mandatory Change required as a
result of an Emergency, mutatis mutandis, provided however that:

(1) the Service Provider shall have regard to the urgency of the
circumstances and the Impact Assessment to be delivered to TfL
under paragraph 8.3(A) shall be delivered within two (2) Working Days
of receipt of the Change Control Request;

(2) within three (3) Working Days of receipt by TfL of the relevant Impact
Assessment, the Service Provider and TfL shall discuss, further
develop and attempt to agree and finalise on a fair and reasonable
basis (including as regards payment unless this Agreement expressly
prohibits any additional costs or expenses for TfL) the matters set out
in that Impact Assessment having regard to any action taken and costs
incurred by the Service Provider and any further payments made by
TfL since its issue, and when such matters are agreed TfL shall issue
to the Service Provider a Change Authorisation requiring the Service
Provider to implement the Change in accordance with the Impact
Assessment, as so agreed,;

(3) if the Service Provider and TfL cannot agree the contents of the Impact
Assessment within fifteen (15) Working Days of receipt by TfL of the
relevant Impact Assessment, TfL may:

(@) allow the Service Provider and TfL to discuss the matter for a
further period of no more than five (5) Working Days to attempt to
agree the issues set out in the relevant Impact Assessment; or

(b) instruct the Service Provider to cease the implementation of the
Mandatory Change and notify the Service Provider that TfL is
withdrawing the relevant Change Control Request;

(4) if the Service Provider and TfL cannot agree the contents of the Impact
Assessment during the time period described in paragraph 10.3(B)(3)
above and TfL does not withdraw the relevant Change Control
Request, the matter shall be determined in accordance with the
Dispute Resolution Procedure.

the provisions of paragraphs 8.2 to 8.11 (inclusive) of this schedule shall
apply in respect of any other Mandatory Change, mutatis mutandis.
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10.4

11.

111

11.2

11.3

114

11.5

12.

The Service Provider shall at all times promptly carry out the implementation of a
Mandatory Change in accordance with TfL’s directions, notwithstanding that the
price or any other details contained in Impact Assessment have not been agreed
or determined pursuant to paragraph 10.3.

Internal Changes

The Service Provider shall provide to TfL at each Review Meeting a complete list
of any Internal Changes planned by the Service Provider to be implemented over
the four (4) months following that meeting, or more frequently as TfL may require
from time to time. If for any reason any Review Meeting is not held, the Service
Provider shall provide such information to TfL on or before the date that the
relevant Review Meeting was to have been held.

TfL shall be entitled to require the Service Provider not to implement any or all
proposed Internal Changes.

The Service Provider shall comply with all reasonable requests of TfL relating to
the prioritisation and/or scheduling of Internal Changes.

The Service Provider shall conduct such tests and shall create all appropriate test
reports and other documentation appropriate to confirm the successful
implementation and completion of Internal Changes and shall conduct all relevant
testing to confirm that Internal Changes are successful. The Service Provider shall
promptly produce copies of all documentation referred to in this paragraph to TfL
upon request.

All costs associated with the proposal, testing and implementation of Internal
Changes shall be borne by the Service Provider.

Costs of Changes in Law

The Service Provider shall be responsible for all costs incurred by the parties in
complying with their obligations under this Agreement as a result of, or in relation
to, a Change in Law.
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Annex A
Parameterised Change Elements
1. Parameterised Change Elements will not be hard-coded into the Service Provider’s
systems. They will be stored centrally, for example in parameter tables, and be
configurable by non-IT personnel. This will allow the Parameterised Change
Elements to be varied by value and variety using a parameter driven configuration
approach. Wherever reasonably practicable, the Service Provider will make use of
Parameterised Change Elements to facilitate future Changes to the Services.
2. The Parameterised Change Elements will include but not be limited to:
(A)  monetary amounts;
(B) percentage values;
(C) dates;
(D) times; and
(E) time periods (provided that any associated work directly arising from

changes to such periods, which has a material impact on the Services, shall
not be a Parameterised Change Element).
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Change Control Request Form (CCR)
Applicable to All Change Control Requests

Annex B

CC&TE CHANGE CONTROL REQUEST (please attach any supporting documentation)

Enforcement Agent’s Services Agreement

TfL Budget Code CCR No. CCR Version No.
(allocated by TfL Commercial) (allocated by TfL Ch M) (allocated by TfL Ch
M)
Change Title
Originating Organisation/Team Work Area(s) Affected No. of
Attachments

Contract requirement or contract
reference amended by this change

Description of proposed change (assumption, requirement, procedure, programme)

Acceptance Criteria (factors to be tested at acceptance stage)

Parties consulted (internal and external individuals / groups)

Reason for change (drivers, objectives, success criteria)

Potential Benefits (include cost savings, benefits to other work areas, improved customer satisfaction)

Date that change is required (provide a calendar date if possible and the effect if this date is not met)

Alternatives considered (including “do nothing” scenario)

Impact Assessment Requirements (specific, in addition to cost, programme, technical, operational)

| Agreed Milestone Dates (if any)

CCR Sign Off Originator Date
(Pre Impact TfL Team Leader Date
Assessment) TfL Change Man. Date
CCR Authorisation | IAF Ref. No. Date
(Post Impact TfL Team Leader Date
Assessment) TfL Commercial Date

This document © Transport for London
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Annex C

Principles to Apply to the Pricing of Changes to this Agreement

This annex sets out the principles to apply to quotations for Impact Assessments and the
determination of any payment to the Service Provider relating to a Change.

1.

2.1

2.2

General Principle

Where any payment to be made by TfL to the Service Provider is governed by
Debt Recovery Law then the amount payable by TfL shall be calculated in
accordance with, and shall not exceed any amount prescribed by, Debt Recovery
Law.

Rates for Pricing of Changes

In circumstances other than those described in paragraph 1 above and in which:

(A) a proposed change to this Agreement requires the ‘one-off' provision or
removal of resource by the Service Provider over a short period of time to
undertake some short-term activity, and

(B) the Service Provider and TfL agree that the resources required to implement
such proposed change can be most appropriately expressed in terms of the
Service Provider's available resources listed in Table 1 below,

then the Service Provider's estimate and/or quotation for such Change shall be
expressed in terms of the estimated volumes of each type of resource to be
deployed or removed and the applicable costs shall be calculated by reference to
the applicable rates specified in Table 1 (on either a ‘fixed price' or '‘time
reasonably spent’ basis as may be agreed between the Service Provider and TfL
in each case) provided that the Service Provider shall provide with each such
estimate and/or quotation:

(A)  afull disclosure of the assumptions underlying such estimates of volumes of
resources required, and

(B) a copy of the outputs from any resource estimating model and/or techniques
which the Service Provider has used in producing the estimate and/or
guotation.

Where human resources are provided by the Service Provider in relation to a given
proposed Change to this Agreement pursuant to paragraph 2.1 above, and are
charged on a 'time reasonably spent' basis using the staff-day rates specified in
Table 1 below, the Service Provider shall maintain, and make available to TfL on
request, such complete and accurate records (in the form of authorised timesheets
or other records of work undertaken) as may reasonably be required by TfL to
verify the accuracy and integrity of all charges invoiced by the Service Provider in
respect of such Change.
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2.3

Table 1:

Table 1: Service Provider's Resource Rates

Role

Qualification and Competencies Staff Day Rate (£)

Project Manager | Minimum of degree or equivalent. £-

Three years’ experience managing
medium sized projects, capable of
writing reports for senior
management, recognised
technical/operational expert in the
relevant subject area (as appropriate).

Technical Minimum ‘A’ level or equivalent. £-

Analyst Experience working with minimal

supervision, IT experience, a sound
knowledge of the relevant technical
discipline, at least 2-3 vyears
experience in IT and as a Technical

Analyst.
Operational Minimum ‘A’ level or equivalent. £-
Analyst Experience working with minimal

supervision, preparation of

documentation and reports, a sound
knowledge of the relevant operational
area, at least 2-3 years experience in
an analyst role or a substantially
similar role.

Notes to Table 1

1.

All daily rates are exclusive of VAT, but inclusive of all overheads and expenses
(including travel and subsistence).

The staff-day rates apply for the Service Provider's internally-provided staff
according to the duration of the work and where the staff are employed on,
substantially, a full-time basis for the work.

General — Supporting Documentation

When preparing estimates and/or quotations in respect of Changes the Service
Provider shall at all times support such estimates and/or quotations with
comprehensive and detailed figures and records, including disclosure of the
assumptions underlying such estimates and/or quotations. Without prejudice to the
generality of the foregoing, the extent of such disclosure shall be sufficient for TfL
to verify to its own reasonable satisfaction that the costs to be incurred are relevant
and necessary.

Enforcement AgentServices Agreement Page 15 of 16
CCS0000149230



Schedule 9 —Change Control Request Procedure and Changes

ANNEX D

Change Control Impact Assessment Form (IAF)
Applicable to All Change Control Requests

Enforcement Agent’s Services Agreement

CC&TE CHANGE CONTROL IMPACT ASSESSMENT FORM (please attach any supporting documentation)

CCR No.

CCR Version No.

(allocated by TfL ChM) (allocated by TfL ChM)

IAF Version No.
(allocated by TfL ChM)

Assessing Team

No. of Attachments

IMPACTS (All impacts)

Programme Impact (anticipated delivery timescales)

Cost Impact (including lump sum, periodic payments and / or percentage of revenue)

Technical Impact (including change type: application, operational, contract)

Operational Impact (including any factors relating to testing / acceptance regime)

Impact on LEZ

Any Other Impacts And / Or Risks (including mitigations for any risks identified)

Documents (Identify all changes to Contract and / or Design documents)

Dependencies And Assumptions

Accept and proceed to IAF / Reject / Defer

Recommendation (to be completed by Service Provider)

Signed (Assessor) Dated (Assessor)
Signed (Team Leader) Dated (Team Leader)
| Logged By (TFLCh M) | | Dated (TfL Ch M) [

This document © Transport for London
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11

1.2

2.1

2.2

2.3

2.4

2.5

3.1

SCHEDULE 10
Contract Management and Reporting Procedure

Scope And Definitions

This schedule sets out:
(A) contract management procedures; and
(B) the reporting requirements with which the Service Provider shall comply.

The objective of this schedule is to ensure that a successful working relationship is
maintained that will enable:

(A)  the implementation of the Services in a timely manner and in any event in
accordance with the timescales required under this Agreement; and

(B)  TfL to monitor the Service Provider's performance of the Services.

Representatives

The Service Provider shall appoint a contract manager, with prime responsibility for
the Service Provider’s provision of the Services and the management of the
Agreement (the “ Service Provider’s Contract Manager”).

TfL shall appoint a project manager who shall be responsible for administering the
Agreement on behalf of TfL during the Implementation Phase and who may
delegate his or her duties as he or she deems appropriate (“TfL’s Project
Manager”).

TfL shall appoint a contract manager who shall be responsible for administering the
Agreement on behalf of TfL during the Operational Phase and who may delegate
his or her duties as he or she deems appropriate (“ TfL’s Contract Manager”).

The name and contact details of TfL's Project Manager, the Service Provider’'s
Contract Manager and TfL’s Contract Manager as at the Effective Date are set out
in schedule 12 (Nominated Representatives).

The Service Provider shall not change the Service Provider's Contract Manager
without first obtaining TfL’'s written consent to the proposed replacement, such
consent not to be unreasonably withheld or delayed. If such approval is given, the
Service Provider shall replace such person with a person of at least equal skill and
experience.

Project Management

A project review group will be set up consisting of the Service Provider's Contract
Manager, TfL's Project Manager and such other persons as may be agreed
between the Service Provider and TfL from time to time (the “Project Review
Group”).
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3.2

3.3

3.4

3.5

The Project Review Group’s responsibilities will include, but not be limited to:
(A)  review of the Incident Log and resolution of Escalated Incidents;

(B) review of the risks and issues register and the resolution of issues and
mitigation of risks;

(C)  monitoring of progress against the Implementation Plan; and
(D) reviewing the level of the Service Provider’s resources.

The Project Review Group will meet weekly in London during the Implementation
Phase or at such other period or venue as may be agreed between the Service
Provider and TfL (each such meeting being a “Project Review Meeting”). Minutes
will be taken by TfL and circulated for review. The minutes shall include an action
log detailing actions for either the Service Provider or TfL as agreed at the Project
Review Meeting. Such actions shall only be deemed closed when the parties have
agreed them to be closed at a Project Review Meeting or expressly in writing.

In the event that the Service Provider's Contract Manager is unable to attend a
Project Review Group Meeting, such meeting shall be attended by a representative
of the Service Provider:

(A)  who shall be an equivalent of, or more senior member of, the Service
Provider’s Personnel than the Service Provider's Contract Manager; and

(B) whose identity shall be communicated to, and agreed by, TfL prior to the
meeting.

Unless expressly agreed in writing to the contrary by TfL and the Service Provider,
the decisions taken by, actions of and any failure to act by, the Project Review
Group shall not in any way relieve the Service Provider of any of its obligations
under this Agreement nor shall they constitute a Change or grounds for a Change
Request or make TfL responsible for any additional cost or expense or create any
liability on TfL.

Review Meetings

Within 5 Working Days after the end of each Month following the Operational
Commencement Date, or such other period as may be agreed between the parties,
a Review Meeting shall be held between TfL’s Contract Manager and the Service
Provider's Contract Manager to:

(A) review the most recent Reports, including the Performance Indicator Report;

(B) review the Service Provider's performance of the Services against the
Acceptable Service Levels;

(C) review the complaints log and seek to determine any outstanding complaints;

(D) review the Incident Log, resolve any Escalated Incidents and identify any
measures required by TfL to prevent the re-occurrence of any Incidents
which arose or occurred in the period since the previous Review Meeting;
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(E) identify any measures required by TfL to improve the Service Provider’s
performance of the Services; and

(F) in accordance with clause 36 (Dispute Resolution Procedure), to identify any
disputes between the parties and to seek to resolve them.

4.2  TiL’'s Contract Manager shall chair each Review Meeting and all decisions reached
and actions agreed at each Review Meeting shall be recorded in writing by the TfL’s
Contract Manager, issued to the Service Provider's Contract Manager within 48
hours of the Review Meeting and signed by both parties.

5. Strategic Review

5.1 Strategic Review meetings shall be held between the Service Provider and TfL. The
frequency of the Strategic Review meetings may be varied by mutual agreement
subject to a minimum requirement of one Strategic Review meeting within every six
(6) months throughout the Term.

5.2  Strategic Review meetings shall be the forum for, but not limited to, the review by
the Service Provider and TfL at the senior operational management level of:

(A) Escalated Incidents;

(B) Escalated risks;

(C)  major business Changes;

(D) significant commercial, legal and media issues; and

(E) opportunities for improvement in the delivery of the Services.

5.3  The Strategic Review meetings will be attended by:

(A) the Service Provider's Personnel with overall responsibility for this

Agreement;

(B) the Service Provider's operations lead;

(C) TifL's operations lead;

(D) the Service Provider's Contract Manager;

(E) TiL's Project Manager or Contract Manager (as appropriate); and

(F)  such other persons as the parties may agree or TfL shall reasonably require.
5.4  The Strategic Review meetings shall:

(A) take place at TfL's offices unless otherwise agreed in advance; and

(B)  be minuted by TfL.
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5.5  The minutes of each Strategic Review meeting shall:

(A) include an action log detailing actions to be undertaken by the Service
Provider and TfL as agreed at the Strategic Review meeting. Such actions
shall only be deemed closed when the parties have agreed them to be closed
at a Strategic Review meeting or expressly in writing; and

(B) be provided by TfL’s Project Manager or Contract Manager (as appropriate)
to the Service Provider within five (5) Working Days of the relevant meeting.
The minutes of the preceding Strategic Review meeting shall be agreed and
signed on behalf of both the Service Provider and TfL at each Strategic
Review meeting.

5.6 At each Strategic Review meeting, the Service Provider shall provide and present
information, reports and documents (with such content and in such format and style
as TfL may require) relating to the provision of the Services.

6. Performance Indicator Reporting

6.1 The Service Provider shall provide a Performance Indicator Report each Month to
TfL at or before the Review Meeting in accordance with the Report Specifications as
approved by TfL.

6.2 The Performance Indicator Report shall report on the following:

(A) the Service Provider’s performance in respect of the Performance Indicators
set out in schedule 5 (Service Level Agreement); and

(B) the Service Provider’'s performance in respect of any additional Performance
Indicators as may be required from time to time pursuant to schedule 5
(Service Level Agreement) and/or schedule 9 (Change Control Request
Procedure).

6.3 If TfL or the Service Provider identifies any errors, omissions or discrepancies in the
Performance Indicator Report the Service Provider shall promptly correct such
errors, omissions or discrepancies and republish the Performance Indicator Report
within two (2) Working Days of such errors, omissions or discrepancies being
identified, or such other period as the parties may expressly in writing agree.

7. Incident Reporting

7.1  The Service Provider shall promptly:

(A) identify all Incidents that come to its attention, whether raised by its own
Personnel, by the Core Service Provider or by TfL, as a result of or in
connection with Testing and/or during the provision of the Services;

(B) record the Incident in the Incident Log (which, in the case of a Security
Incident, shall be no later than four (4) hours after it came to the Service
Provider’s attention) and prepare an Incident report in relation thereto in such
format as TfL may require from time to time; and
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7.2

7.3

8.2

8.3

8.4

8.5

(C) classify any Incident arising (whether raised by TfL or the Service Provider)
as one of the categories set out in paragraph 7.2 and record this
classification in the Incident Log.

Incidents shall be classified as either:

(A)  An Error, which shall be logged in the Incident Log and shall identify the
Severity Level applicable to it and shall be resolved by the Service Provider
at its cost; or

(B) a Service Issue, which shall be logged in the Incident Log, shall identify the
relevant Severity Level applicable to it and which shall be resolved by the
Service Provider at its cost; or

(C) a Security Incident, which shall be logged in the Incident Log, shall identify
the relevant Severity Level applicable to it and which shall be resolved by the
Service Provider at its cost; or

(D) an incident which does not fall within paragraphs 7.2(A) to (C) and therefore
should be closed.

The Service Provider shall follow TfL's reasonable instructions in relation to the
identification and resolution of Incidents (including the classification of an Incident
and the classification of the Severity Level in respect of an Error, Security Incident
or Service Issue, as appropriate) and the recording of Incidents.

Other Reporting Requirements

The Service Provider shall also provide the Reports detailed under this paragraph 8
and any ad-hoc reports required by TfL from time to time (such ad-hoc reports to be
provided at the time specified by TfL, and if no time is specified, within 48 hours of
the request).

Upon request by TfL, the Service Provider shall produce any additional Reports
required to monitor the effectiveness of the performance of the Services.

The Service Provider shall develop for approval by TfL detailed Report
Specifications for each of the Reports.

Upon request by TfL, the Service Provider shall provide the underlying data and
detailed calculations used to produce the Reports.

The Service Provider shall provide a Monthly Report to TfL on contact centre
efficiency, including:

(A)  number of calls received,;
(B) number of calls answered,;
(C) a breakdown of calls received by category (e.g. enquiry, payment, etc.);

(D) average call answering times, including a breakdown of system answering
times and call operative answering times; and
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(E) average call handling times, by category.

8.6  The Service Provider shall provide a weekly Report to TfL on Warrant processing,
including:
(A) total Warrants received,
(B) total Warrants where there has been Payment in Full;
(C) total Warrants where there has been Payment but which is not Payment in
Full;
(D) total Warrants Returned, by category;
(E) total Warrants withdrawn; and
(F) total Warrants for which Payment Arrangements have been agreed.
8.7  The Service Provider shall provide a weekly Report on Escalations, including:
(A) a list of all cases that have been Escalated, including the reasons for
Escalation; and
(B) alist of all cases currently under dispute which are likely to be Escalated.
8.8 The Service Provider shall provide a Monthly Report on complaints received,
including:
(A) total number of complaints received by Month;
(B) total number of complaints received by stage;
(C) details of the outcome of complaints;
(D) details of action taken to resolve complaints; and
(E) details of action planned or taken to prevent future complaints of a similar
nature.
8.9 The Service Provider shall provide a Monthly Enforcement Fees Report, including:
(A) total Enforcement Fees collected, by Month and year;
(B) total Enforcement Fees collected at each stage of the Enforcement Action
Procedure, by Month and year; and
(C) any overpayments received by the Service Provider, by Month and year.
8.10 The Service Provider shall provide a Monthly On Hold Report, including:
(A) all Warrants On Hold;
(B) by Warrant, any Removed Goods; and
(C) where relevant, a breakdown of all Enforcement Fees, including Storage
Fees, incurred for each Warrant.
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SCHEDULE 11
Revenue Collection and Payment
1. Scope
1.1  This schedule sets out:

(A)  the controls and reconciliations that the Service Provider shall perform to
ensure the receipt by TfL of all Revenue due; and

(B) the financial reporting requirements.

2. Daily Remittance to TfL of Revenue

2.1  TfL requires all Revenue to be placed in TfL's bank accounts by direct bank
transfer in an efficient and secure manner in accordance with Good Industry
Practice (each such transfer being a “Remittance”).

3. Control and Reconciliation

3.1 Details of Remittances
Daily Reporting

(A)  The Service Provider shall provide a daily report to the CSP with details of
each Remittance. The report shall be provided as an Excel spreadsheet or
in such other format as TfL may require from time to time. The information
to be provided in each such report shall include but not be limited to:

(1) date of the report;
(2) sum of the Remittance;

(3) the Remittance broken down into individual receipts from Customers
and in respect of each individual receipt:

(@) the amount of the Payment;
(b) details of the Payment method;

(c) the number(s) and date(s) of the Penalty Charge Notice(s) or
Traffic Enforcement Penalty or Penalties to which the receipt
relates;

(d) receipt type by Scheme (e.g. Congestion Charge, LEZ, Traffic
Enforcement etc.); and

(e) the relevant vehicle registration mark.

(B) The Service Provider shall provide a summary of the information described
in paragraph 3.1 (A) to TfL containing such detail as TfL reasonably requires
before 9 a.m. on the next Working Day.

Enforcement AgentServices Agreement Page 1 of 4
CCS0000149230



Schedule 11 — Revenue Collection and Payment

Four Weekly (Reconciliation Period) Reporting

(C)  Within one (1) Working Day of the end of each four (4) weekly period
commencing on the Operational Commencement Date (each a
“Reconciliation Period”), the Service Provider shall provide to TfL and the
CSP a report setting out:

(1) all amounts due to TfL at the start of that Reconciliation Period,;

(2)  all Revenue recovered by the Service Provider during the
Reconciliation Period (whether or not paid to TfL during such period);

3) all Remittances made to TfL during that Reconciliation Period;

4) all amounts (if any) due to TfL at the end of the Reconciliation
Period,

(5) the amount due to TfL in respect of all outstanding Warrants at the
end of that Reconciliation Period in sufficient detail to enable TfL’s
auditors to fulfil their statutory duties in relation thereto, and to enable
TfL to make an informed judgement as to whether to write the debt
off;

(6) all reversed payments and amounts reimbursed or refunded by the
Service Provider and the reasons in each case therefore;

(7)  all waived amounts and the reasons therefore;
(8) the amounts of overpayments received in the Reconciliation Period;

(9) invoice VAT applicable amounts from enforcement action taken to
recover TfL debt, this shall be completed by emailing an invoice and
posting an invoice to a TfL specified address.

(D) Partial Payments, as identified in the reconciliation at the end of each
Reconciliation Period, shall be supported by a statement setting out for each
of the corresponding receipts:

(1) the date of the transaction;
(2) the amount;
(3) the name and appropriate details of the person; and

(4) the Penalty Charge Notice numbers and Vehicle Registration Mark to
which they relate.

3.2 The Service Provider shall maintain, in relation to each Payment transaction made
by a Customer, accounting records for and on behalf of TfL to a standard
equivalent to the requirements of sections 386 to 389 of the Companies Act 2006.

3.3 The Service Provider shall make available in printable and electronically
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3.4

3.5

3.6

transferable form copies of all reconciliations as detailed in paragraphs 3.1 of this
schedule. The electronically transferable copy shall be in SAP format and shall
comply with TfL's requirements in all respects.

The Service Provider shall, in respect of any Remittance in respect of which it has
failed to provide all information as required by this paragraph 3, provide such
missing information to TfL within five (5) Working Days of receipt of the relevant
sum.

Within one (1) Working Day of the end of TfL’s Financial Year the Service Provider
shall provide to TfL a financial report providing cumulative details for the year of
the information required under paragraph 3.1.

The Service Provider shall ensure that there is consistency between all Reports
provided to TfL, resolving any variations prior to sending the reports to TfL.

Currency
All Revenue shall be paid to TfL in pounds Sterling unless:

(A)  TIL specifies that Revenue shall also be in, or replaced by, Euros and has
given the Service Provider at least four (4) weeks' notice of this; or

(B) the Service Provider is required by Law to pay the Revenue in Euros.

Financial Reporting

Where TfL requires the Service Provider to provide reports to TfL in relation to this
schedule, such reports shall, without limitation to any other details required to be
included by TfL in accordance with this Agreement, be provided in accordance with
the provisions of Annex A to this schedule.
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ANNEX A

Financial Reporting

The Service Provider shall comply with the following provisions in relation to reports
relating to, or to be provided in accordance with, this schedule 11 (Revenue Collection
and Payment):

1.

Financial management information may be required by TfL in both hard copy and
electronic format. Where required by TfL, the electronic format shall be provided to
TfL in SAP file format.

The process for agreeing the format for the reports to be provided under this
schedule will be for the Service Provider to supply TfL with a prototype of each
report for approval by TfL prior to each report being used.

The reports shall be compiled in accordance with UK GAAP accounting standards
and accounting policies.

The Service Provider will comply with all changes in accounting standards which
are applicable to the Schemes. Examples of a change in accounting standards
include but are not limited to:

(A) changes in Legislation;
(B) changes in financial reporting standards;

(C) changes in Chartered Institute of Public Finance and Accountancy (CIPFA)
guidelines;

(D) changes in reporting requirements set out by the Department of
Communities and Local Government, the GLA or any successor bodies; and

(E) changes in any other code of practice that is recognised by the Accounting
Standards Board as a statement of recommended practice.

Compliance will be in accordance with timescales laid down in the relevant
Accounting Standard.

The Service Provider will comply with requests from TfL for changes in accounting
policies at no cost to TfL. A change in accounting policy is defined as any change
in accounting treatment that does not result from a change in an accounting
standard. Compliance with any such request shall not constitute a Change.

The Service Provider shall maintain, in relation to each transaction, accounting
records for and on behalf of TfL to a standard equivalent to the requirements of
sections 386 to 389 of the Companies Act 2006.
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SCHEDULE 12

Nominated Representatives

1. TfL’s Project Manager

Name: NS

Address: Congestion Charging & Traffic Enforcement,
Transport for London,
Palestra, 4th floor, 197 Blackfriars Road,
Southwark, London SE1 8NJ

Telephone: 020 [EGNG

Fax: 020 3054 2007

2. The Service Provider's Contract Manager:

Name: [ IENEEE
Address: |
Telephone: NN

Fax: 01992 703 703
3. TfL’s Contract Manager
Name: Martin Gubby
Address: Congestion Charging & Traffic Enforcement,
Transport for London,

Palestra, 4th floor, 197 Blackfriars Road,
Southwark, London SE1 8NJ

reiepone: I

Fax: 020 3054 2007
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SCHEDULE 13
TfL Enforcement Agent Policy
1 General

1.1 Itis acknowledged by the Service Provider that TfL requires continuous
change and improvement in the performance and delivery of the
Services.

1.2  The purpose of the TfL Enforcement Agent Policy is to provide specific
guidance and further detail in respect of the requirements contained in
schedule 2 (Statement of Requirements).

1.3 TfL Enforcement Agent Policy shall be updated from time to time by TfL
as a result of its review of the operation of the Services, performance
monitoring, and feedback from Customers. Updates may be issued by
TfL either by way of a specific addendum to this schedule or by re-
issuing this schedule.

2 Customer Dispute Resolution and Escalation

2.1  The Service Provider shall comply with Annex A (Enforcement Agent
Guidelines for Dispute Resolution) and Annex B (Enforcement Agent
Guidelines for LEZ Dispute Resolution).

2.2  Asreferred to in paragraph 2.1.4 of schedule 2 (Statement of
Requirements), the Service Provider shall Escalate Customer enquiries,
complaints or other issues in accordance with Annex A (Enforcement
Agent Guidelines for Dispute Resolution) and Annex B (Enforcement
Agent Guidelines for LEZ Dispute Resolution).

3 Enforcement Fees

3.1 Asreferred to in paragraph 4.2.1 of schedule 2 (Statement of
Requirements), the Service Provider shall comply with Annex C
(Enforcement Fee Guidance).

4 Execution of Warrants

4.1  Extreme hardship, as referred to in paragraph 2.1.10 of schedule 2
(Statement of Requirements), shall include:

a. where the Customer is in ill health or infirm;
b. where the Customer is in prison; and
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C. where the Customer is bankrupt or insolvent and the Customer
can provide further evidence such as a court order or a company
resolution.

4.2  Asreferred to in paragraph 2.1.10 of schedule 2 (Statement of
Requirements), the Service Provider shall not undertake Enforcement
Action in the following circumstances:

a. where a Customer is considered to be a vulnerable person;
b. where a Customer is deceased,
C. where the Customer has gone away or there is no contact at the

Customer’s address following at least one Visit by an
Enforcement Agent ; (which has been verified by a new occupant
or other reliable source such as a neighbour);

d. the value of the Customer’s Goods are insufficient to cover the
value of the outstanding amount owed;

e. where the Warrant has expired; and

f. where the Customer is on a tour of duty with the armed forces

(which shall be verified by the Service Provider).
(the above list is not exhaustive)

5 Not used.

6 Access to Customer Premises

6.1 As referred to in paragraph 2.2.2 of schedule 2 (Statement of
Requirements), the Service Provider’'s Personnel shall not enter a
Customer’s premises when Visiting without the Customer’s permission
or use force to enter a Customer’s premises. This shall include but not
be limited to:

a. entering through windows; and
b. entering through unlocked doors.

7 Removal of Goods
7.1  Asreferred to in paragraph 2.3.1 of schedule 2 (Statement of

Requirements), the Service Provider shall carry out the following actions
prior to the Taking Conrol of Goods:

a. send a Notice of Enforcement (as required under paragraph
2.1.5 of schedule 2 (Statement of Requirements); and
b. attempt to make contact with the customer via other means of

communication, such as landline or mobile telephone.
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7.2  Where a Customer is not present at the time a vehicle is Removed by
the Service Provider, then the Service Provider shall:
a) notify the Customer in writing of the Removal; and
b) as referred to in paragraph 2.3.5 of schedule 2 (Statement of
Requirements) inform the local police and the vehicle tracing service
(TRACE) where appropriate, using the following details:
1. PCN number;
2. registered keeper details of the vehicle;
3. VRM,;
4. vehicle make and model;
5. vehicle colour
6. the address that the vehicle was Removed from; and
7. contact details of the Service Provider.

7.3 Inthe event that the Service Provider has removed a Customer’s
vehicle for sale at an auction then the Service Provider shall carry out a
further DVLA enquiry to ensure that the Registered Keeper of the
vehicle is the same as the Customer and then escalate the matter to TfL
in accordance with 7.47-4 below and await guidance from TfL.

7.4  Following the DVLA enquiry required under 7.37-3, the Service Provider
shall Escalate a report to h@tﬂ.gov.uk. This report shall
include:

a. PCN number;

b. Customer name;

C. VRM,;

d. make and model of vehicle;

e. date that the initial letter was sent;

f. the address that the initial letter was sent to;

g. the dates of all Visits prior to the Removal of the vehicle;

h. the address to which all previous Visits were made;

I the date that the vehicle was Removed,;

J- the address that the vehicle was Removed from;

K. the sum of the outstanding debt owed by the Customer;

l. the date of the most recent DVLA enquiry and the response;

m.  any relevant comments;

n. any other contact that has been made with the Customer; and

0. details as to whether the Customer was present when the vehicle
was Removed.

7.5  The clamping or removal of a vehicle which is registered to Motability
Finance, is displaying a disabled Badge, has a taxation class indicating
disability, or where the registered keeper is a disable badge holder, is
prohibited.
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7.6  When clamping a vehicle, consideration should be given to any
obstruction this may cause. Where the land is privately owned, but in
use by the public, such as commercial / Industrial Estate Car parks,
then permission from the land owner should be sought in advance, and
there must a minimum of 3 outstanding warrants held.

7.7  Atthe request of TFL then a clamp should be released on the same
day, or within a 24 hour period at the latest.

7.8  Where notification of an Out of Time Statutory Declaration, or N244
application, is received, after the removal of goods, then the Core
Service Provider should be notified within 48 hours, to enable them to
use this in their consideration of the decision to contest.

7.9 Immediately prior to the sale of a vehicle, then contact should be made
with the Traffic Enforcement Centre (TEC), to verify that an Out of Time
Statutory Declaration or N244 application has been made. Information
from TEC should always supersede any authorisation provided by TfL.

8 DVLA enquiries

8.1  Where the Service Provider finds any anomalies when performing a
DVLA enquiry on a vehicle, the Service Provider shall suspend any
Enforcement Action and inform TfL of the nature of the anomaly at:

| I ¢ (1. gov.uk and await further instruction from TfL.

Possible anomalies include but are not be limited to:

an incorrect spelling of the Customer’s name;

an incorrect door number for the Customer’s address;
an incorrect road name for the Customer’s address; or
an incorrect post code for the Customer’s address.

aoow

9 The use of ANPR technology

9.1 Where the Service Provider locates using ANPR technology the vehicle
of a Registered Keeper who is believed to be the subject of an
outstanding Warrant, the Service Provider shall perform a DLVA enquiry
to ensure that the Registered Keeper of the vehicle, as recorded by the
DVLA, is the same as the Customer in question. The Service Provider
shall not be entitled to recover additional Enforcement Fees from the
Customer for this enquiry. During the period that a VRM remains on the
ANPR system, then updated DVLA checks should take place at a
minimum of every 3 months.

| 9.2 Where the DVLA enquiry performed under 9.19-1 returns a Registered
Keeper and address that matches the details of the Customer in
question, the Service Provider may immobilise under paragraph 2.3.4.
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9.5

9.6

9.7

10

10.1

10.2

If the DVLA enquiry performed under 9.19-1 returns:

a) a Registered Keeper that matches the Customer in question but a
different address to that which the Service Provider has issued
Correspondence to; and

b) the Service Provider is satisfied that the Customer moved address
prior to the date on which the initial letter would have been received
by the Customer,

then the Service Provider shall permit the Customer to make Payment in
Full as if the Warrant were still at the Compliance stage (as described
under paragraph 2.1.5 in schedule 2 (Statement of Requirements)).

Where the DVLA enquiry performed under 9.19-1 returns a Registered
Keeper that is different to the Customer on the relevant Warrant, then
the Service Provider shall cease all Enforcement Action on that vehicle
and shall remove the details of that vehicle from the ANPR database.

The Service Provider shall not under any circumstance give chase to or
unlawfully stop a Customer or a Customer’s vehicle when the Service
Provider’s Personnel are driving in a mobile ANPR unit.

Vehicle details should not made available for ANPR activity, until after
the expiry of the 17 day grace period following initial letter issue.

Following location of a VRM by the ANPR then confirmation of the
vehicle make and model indicated on the warrant, should take place in
advance of any enforcement activity.

Complaints

As referred to in paragraph 3.5.1 of schedule 2 (Statement of
Requirements) the Service Provider shall manage complaints in
accordance with this section 1040.

The Service Provider shall categorise complaints as follows:

Stage 1 Complaints: first time complaints which are resolved easily,
such as general enquiries about Enforcement Fees and the legal
powers of Enforcement Agent s, or requests for missing receipts.

Stage 2 Complaints: first time complaints which are not resolved
following an initial response by the Service Provider, prompting a
second letter or complaint from the Customer. These will require
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escalation to a manager within the Service Provider’s organisation if
further issues are raised which require investigation.

e Stage 3 Complaints: complaints which have been through both stages 1
and 2 where the response to date has failed to resolve the issues. In
addition, any complaint which is considered severe in nature. An
example of a severe complaint might be an situation where, following an
investigation, it is deemed necessary to issue formal warnings or
suspensions to members of the Service Provider's Personnel.

10.3 The Service Provider shall be required to assign one or more reason
codes to each complaint in accordance with the issues raised by the
Customer in the complaint. These codes will be used for reporting
purposes. The reason codes are:

e Query fees (F1)

e Query visit (V1)

Query behaviour/actions of anyone working for the Service Provider,
including any Sub-Contractors (B1)

Query correspondence (C1)

Query clamp and/or Removal of vehicle/Goods (R1)

Query vehicle condition (V1)

Query contact centre availability (CA1)

Query ANPR process (Al)

10.4 The Service Provider shall use a wrap-up code when reporting the
outcome of a complaint. The wrap-up codes shall be either ‘founded’ or
‘non-founded’ and shall be used for reporting purposes in accordance
with schedule 5 (Service Level Agreement).

10.5 Where a complaint is received regarding a member of the Service
Provider’s Personnel, the name of that member of the Service
Provider’s Personnel shall be included in the complaints register.

10.6 Any refund or compensation that is paid to a Customer as a result of a
complaint shall be recorded in the complaints register.

10.7 The Service Provider shall resolve all Customer complaints within 28
days, or such other period as agreed by TfL.

11 Not Used
12 Work Related Road Risk

12.1 For the purposes of Clause 12A of this Agreement, the following
expressions shall have the following meanings:
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“Approved Driver Training”

“Bronze Accreditation”

“Car-derived Vans”

“Class VI Mirror”

“Close Proximity Sensor”

“Collision Report”

“Contract Variation Date”

“Driver”

“ DVLAH

the Safe Urban Driving course as accredited
by the Joint Approvals Unit for Periodic
Training details of which can be found at:

www.fors-online.org.uk

the minimum level of accreditation within the
FORS Standard, the requirements of which
are more particularly described at:

www.fors-online.org.uk

a vehicle based on a car, but with an
interior that has been altered for the
purpose of carrying larger amounts of
goods and/or equipment;

a mirror that allows the driver to see what is
immediately in front of the vehicle and that
complies with Directive 2003/97/EC;

a device consisting of a sensor system that
detects objects in a vehicle’s blind spot and
alerts the driver via in-cab visual and/or audio
stimuli and which alerts other road users to
the planned movement of the vehicle when
the vehicle’s indicators are engaged;

a report detailing all collisions during the
previous 12 months involving injuries to
persons or fatalities;

31 December 2012

any employee of the Service Provider
(including an agency driver), who operates
Freight Vehicles on behalf of the Service
Provider while delivering the Services;

Driver and Vehicle Licensing Agency;
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“FORS”

“FORS Standard”

“Freight Vehicle”

“Fresnel Lens”

“Gold Accreditation”

“Lorry”

“ MAMH

“Side Guards”

the Fleet Operator Recognition Scheme,
which is an accreditation scheme for
businesses operating van and lorry fleets. It
is free to join and offers impartial,
independent advice and guidance to motivate
companies to improve their compliance with
relevant laws and their environmental, social
and economic performance;

the standard setting out the accreditation
requirements for the Fleet Operator
Recognition Scheme, a copy of which can be
found at:

www.fors-online.org.uk

a Lorry, a Van or a Car-derived Van;

a clear thin plastic lens that is press fitted to a
lorry window on the passenger side and that
allows the driver to see that which is in the
vehicle’s blind spot;

the highest level of accreditation within the
FORS Standard, the requirements of which
are more particularly described at:

www.fors-online.org.uk

a vehicle with an MAM exceeding 3,500
kilograms;

the maximum authorised mass of a vehicle or
trailer including the maximum load that can be
carried safely while used on the road;

guards that are fitted between the front and
rear axles of a Lorry and that comply with EC
Directive 89/297/EEC and the Road Vehicles
(Construction and Use) Regulations 1986;
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“Silver Accreditation” the intermediate level of accreditation within
the FORS Standard, the requirements of
which are more particularly described at:

www.fors-online.org.uk

“Van” a vehicle with a MAM not exceeding 3,500
kilograms.

Fleet Operator Recognition Scheme Accreditation

12.2 Where the Service Provider operates Freight Vehicles, it shall within 90
days of the Contract Variation Date:

€)) (unless already registered) register for FORS or a scheme, which
in the reasonable opinion of TfL, is an acceptable substitute to
FORS (the “Alternative Scheme”); and

(b) (unless already accredited) have attained the standard of Bronze
Accreditation (or higher) or the equivalent within the Alternative
Scheme.

12.3 The Service Provider shall maintain the standard of Bronze Accreditation
(or equivalent standard within the Alternative Scheme) by way of an annual
independent assessment in accordance with the FORS Standard or take
such steps as may be required to maintain the equivalent standard within
the Alternative Scheme. Alternatively, where the Service Provider has
attained Silver or Gold Accreditation, the maintenance requirements shall
be undertaken in accordance with the periods set out in the FORS
Standard.

12.4 The Service Provider shall ensure that those of its sub-contractors who
operate Freight Vehicles shall comply with clauses 12A.2 and 12A.3 as if
they applied directly to the sub-contractor. The references to ‘sub-
contractor’ and ‘sub-contractors’ in this Clause 12A.4 shall include (without
limitation) all Sub-Contractors.

Safety Equipment on Vehicles

12.5 The Service Provider shall ensure that every Lorry, which it uses to provide
the Services, shall:

(@ have Side Guards, unless the Service Provider can demonstrate
to the reasonable satisfaction of TfL that the vehicle will not
perform the function for which it was built if Side Guards are
fitted;

Enforcement Agent Services Agreement Page 9 of 20
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(b) have a close proximity warning system fitted comprising:

0] a front-mounted, rear-facing CCTV camera with in-cab
live feed from the said camera or a Fresnel Lens
where the Fresnel Lens provides a reliable alternative
to the CCTV camera and where the Service Provider
has obtained TfL’s approval to use the Fresnel Lens,
which approval TfL may withhold in its unfettered
discretion; and

(i) a Close Proximity Sensor.
(c) have a Class VI Mirror; and
(d) bear prominent signage on the rear of the vehicle to warn cyclists

of the dangers of passing the vehicle on the inside.

12.6 The Service Provider shall ensure that every Van, which it uses to provide
the Services, shall bear prominent signage on the rear of the vehicle to
warn cyclists of the dangers of passing the vehicle on the inside.

Driver Licence Checks

12.7 The Service Provider shall ensure that each of its Drivers has a driving
licence check with the DVLA before that Driver commences delivery of the
Services and that the driving licence check with the DVLA is repeated in
accordance with either the following risk scale, or the Service Provider’s
risk scale, provided that the Service Provider’s risk scale has been
approved in writing by TfL within the last 12 months:

(@) 0 — 3 points on the driving licence — annual checks;

(b) 4 — 8 points on the driving licence — six monthly checks;
(c) 9 — 11 points on the driving licence — quarterly checks; or
(d) 12 or more points on the driving licence — monthly checks.

Driver Training

12.8 The Service Provider shall ensure that each of its Drivers who has not
undertaken:

€) Approved Driver Training (or training, which in the reasonable
opinion of TfL, is an acceptable substitute) in the last three years,
undertakes Approved Driver Training or the said substitute
training within 60 days of the commencement of the Contract
Variation Date; and
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(b) a FORS e-learning safety module in the last 12 months,
undertakes a FORS e-learning safety module (or e-learning,
which in the reasonable opinion of TfL, is an acceptable
substitute).

Collision Reporting

12.9 Within 15 days of the Contract Variation Date, the Service Provider shall
provide to TfL a Collision Report. The Service Provider shall provide to TfL
an updated Collision Report on a quarterly basis and within five working
days of a written request from TfL.

FORS Reports

12.10Within 30 days of its achieving Bronze Accreditation or equivalent within the
Alternative Scheme, the Service Provider shall make a written report to TfL
at fors@tfl.gov.uk detailing its compliance with clauses 12A.5, 12A.6, 12A.7
and 12A.8 of this Agreement (the “Safety, Licensing and Training Report”).
The Service Provider shall provide updates of the Safety, Licensing and
Training Report to TfL at fors@tfl.gov.uk on each three month anniversary
of its submission of the initial Safety, Licensing and Training Report.

Obligations of the Service Provider Regarding Subcontractors

12.11The Service Provider shall ensure that each of its subcontractors that
operates the following vehicles shall comply with the corresponding
provisions of this Agreement as if those subcontractors were a party to this

Agreement:
€)) For Lorries — clauses 12A.5, 12A.7, 12A.8 and 12A.9; and
(b) For Vans — clauses 12A.6, 12A.7, 12A.8 and 12A.9.

Failure to Comply with Freight-related Obligations

12.12Without limiting the effect of any other clause of this Agreement relating to
Termination or Partial Termination, if the Service Provider fails to comply
with clauses 12.2, 12.3, 12.4,12.5, 12.7, 12.8,12.9, 12.10 and 12.11:

(@) the Service Provider has committed a material breach of this
Agreement; and

(b) TfL may refuse the Service Provider, its employees, agents and
Freight Vehicles entry onto any property that is owned, occupied
or managed by TfL for any purpose (including but not limited to
deliveries).
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Annex A

Enforcement Agent Guidelines for
Dispute Resolution
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Congestion Charging, Road Network
Compliance & Low Emission Zone.

CC & LEZ — Escalations to progress via the interface

e RNC - To be escalated direct to - -

This document details the Escalation procedure and standard
responses to be used by Bailiff Companies, dealing with
Congestion Charging/Road Network Compliance and Low Emission
Zone disputes and queries.

It is expected that this will be used in conjunction with all TFL

documents and business rules.

These examples should not be seen as exhaustive, and in all
circumstances of concern it is preferable for action to be

suspended and details escalated to TFL if in the event of any
doubt or concern.

REF | SCHEME | CUSTOMER TFL COMMENT RESPONSE &
COMMENT ACTION

01 ALL Paid — Customer | Customers should In ALL
claims to have be able to provide instances, action
paid the intiial some proof of should be

charge, or have
paid the Penalty
charge.

payment, such as a
receipt, or record of
payment via Credit
/ Debit card ,
cheque etc

suspended and
details
escalated.
Where evidence
has been
provided, please
supply a copy or
relevant details
within the
escalation.
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02 ALL Unintentional - Signs are clearly Proceed with
Customer claims | displayed, and itis | enforcement
to have no the responsibility of
knowledge of the driver to be
Zone, was aware of restrictions
unaware of signs | and requirements
or scheme / was | which affect the the
lost roads on which they

are driving. These

are not considered
to be valid reasons
for dispute

03 ALL Moved Home — Customers should CC/LEZ-
Customer claims | be made aware that | escalate change
to have moved they are required to | of address
home and has not | have updated the details to CSP —
received any of DVLA with details of | revert action to
the penalty any change of 1st letter stage.
charges address, and had RNC — escalate

post forwarded to change of

them in any interim | address details

period. to CSP and
await further
instruction.

04 ALL I made Customers should In ALL
representations be able to produce | instances, action
with the statutory | some form of should be
time frames and documentation to suspended and
did not receive a | support their claim. | details
response escalated.

Where evidence
has been
provided, please
supply a copy or
relevant details
within the
escalation.

REF | SCHEME | CUSTOMER TFL COMMENT RESPONSE &
COMMENT ACTION

05 ALL Cancelled — Customers should In ALL
Customer claims | be able to produce | instances, action
that TFL / TEC/ some form of should be
body of authority | documentation to suspended and

Enforcement Agent Services Agreement
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has cancelled the | support their claim. | details

PCN escalated.
Where evidence
has been
provided, please
supply a copy or
relevant details
within the
escalation.

06 ALL Out of Time Stat | Customers should Where copy
Dec / Witness be able to provide a | documentation
Statement / N244 | copy of the has been
application — documentation. provided, hold
Customer claims action for 21
to be in the days, in which
process of time,
making such an confirmation
application. should have

been provided
by the CSP.
Where no proof
can be provided,
proceed with
caution. .

07 ALL Blue Badge — A Blue Badge Where evidence
Customer claims | holder is not exempt | of registration /
that they are from the schemes or | exemption is
exempt / PCN is | regulations provided ,
not payable as suspend

they are a Blue
Badge Holder

enforcement and
escalate to CSP,
including eny
apropriate
evidence.
Where no
evidence is
provided ,
proceed with
caution.
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REF | SCHEME | CUSTOMER TFL COMMENT RESPONSE &
COMMENT ACTION
08 ALL Not the Customers should Where
customers vehicle | be able to support documentary
— Customer these claims with evidence is
claims that the doumentary provided,
vehicle was sold | evidence, suh as suspend
prior to / brought | Sales / Purchase enforcement and
after / was stolen | receipt / crime escalate to CSP.
at the time of the | number / DVLA or Where no
contravention, or | insurance evidence is
claims to have documentation. provided,
never owned. enforcement
actvity may
continue with
caution.
09 ALL Trade / Cherished | Customers should In ALL
plate — Customer | be able to produce | instances, action
claims that an some form of should be
error has been documentation to suspended and
made due to the | support their claim. | details
use if trade escalated.
plates, or a Where evidence
cherished plate has been
transfer provided, please
supply a copy or
relevant details
within the
escalation.
10 CC& Exemption / Whilst there are Where
RNC Discount / Not specific exemptions | documentary
subject - and discounts that evidence is
Customers claims | affect schemes, the | provided,
to be exempt / customer should be | suspend
Not subject to / able to provide enforcement and
compliant with the | proof of registration | escalate to CSP.
scheme. or supporting Where no
documentation evidence is
provided,
enforcement
actvity may
continue with
caution.
10 LEZ Certification — Customers should In ALL
Customer claims | be able to provide a | instances, action
to have a valid copy of the should be
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Low Emission or
Reduced polution

documentation.

suspended and
details

certificate. escalated.
Where evidence
has been
provided, please
supply a copy or
relevant details
within the
escalation.
REF | SCHEME | CUSTOMER TFL COMMENT RESPONSE &
COMMENT ACTION
11 LEZ Exemption / Customers should In ALL
Discount / Not be able to provide a | instances, action
subject - copy of the should be
Customers claims | documentation. suspended and
to be exempt / details
Not subject to / escalated.
compliant with the Where evidence
scheme. has been
provided, please
supply a copy or
relevant details
within the
escalation.
12 LEZ DVLA error — Customers should In ALL
vehcile has bee be able to produce | instances, action
incorrect ly some form of should be

clasified by DVLA

documentation to
support their claim.

suspended and
details
escalated.
Where evidence
has been
provided, please
supply a copy or
relevant details
within the
escalation.
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Annex C

Enforcement Fees Guidance

Fee associated Value Apply across
1% Letter Statutory Fee value Y
2" Letter No additional fees are to be applied for Y

this service

Attendance to Remove Goods:

Where Goods are Removed Reasonable costs and charges (i.e.
statutory fee to levy distress)

Where Goods are not Removed Reasonable costs and charges

Disbursements incurred To reflect true value of amount

The aggregate costs and charges for Visits shall not exceed the costs and
charges for three Visits.

Unless there are exceptional circumstances, there shall not be additional Visit
fees charged for multiple Visits made on the same day. In addition, where
there has been no contact, then a reasonable time frame should elapse prior
to additional Visit charges being applied to allow for extended periods of
absence (such as holidays).

Where possible the costs and charges should be broken down further to
reflect the actual costs involved, such as vehicle costs, insurance etc. This
should also cover the first hour of the Bailiff’'s time, and any waiting time
charges should not commence until after this period.

Any disbursements should reflect the true value of the associated costs, and
the use of external suppliers must be supported by an invoice, which should
be available to TfL on request. TfL appreciate that it may not always be
possible to obtain accurate costings in advance, and will therefore allow the
use of a standard charge; however this should be no more than 15% above
the average cost of such a service. This will be monitored by TfL.

Please note that any damage to the clamp, and associated costs, cannot be
recovered as Enforcement Fees, and will need to be pursued separately from
the Customer by the Service Provider.
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Fee associated Value Apply across
Storage Fees Not to exceed £30.00 N
per day

Storage Fees (On Hold) Not to exceed £7.50 per N
day

Any Storage Fees should not commence until midnight on the day of
Removal. Where Enforcement Action has been suspended following the
Removal of Goods, then Storage Fees should be charged at a reduced rate,
as indicated.

Any Enforcement Fees that fall outside of the above (with the exception of
statutory charges such as auctioneers’ fees) should be submitted to TfL for
agreement in advance.
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