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[bookmark: _Toc466362143]purpose 
The purpose of this document is to provide Potential Providers with full details of the Customer’s requirements in the form of Service Requirements and supplementary information to further support such requirements. 
[bookmark: _Toc466362144]BACKGROUND TO THE REQUIREMENTS
[INSERT BACKGROUND TO THE REQUIREMENTS] 
[bookmark: _Toc466362145]service information structure 
The structure of this Service Information is as follows:
Annex A – Service Matrix and Service Requirements
Annex B – Process Maps (zipped file)
Process Map 1 – Complaints Failure and Recall Process Maps
Process Map 2 – Recall Process Map
Process Map 3 – Failure Process Map
Process Map 4 – New Works and Approvals Process Map
Annex C – Key Performance Indicators
Annex D – FM Standards
Annex E – Paymech
Annex F – Service Level Agreement 
Annex G – [INSERT NAME OF ADDITIONAL ANNEX]
Annex H – [INSERT NAME OF ADDITIONAL ANNEX]
Annex I – [INSERT NAME OF ADDITIONAL ANNEX]
Annex J – [INSERT NAME OF ADDITIONAL ANNEX]
Annex K – [INSERT NAME OF ADDITIONAL ANNEX]
Annex L – [INSERT NAME OF ADDITIONAL ANNEX]
Annex M – [INSERT NAME OF ADDITIONAL ANNEX]
Annex N – [INSERT NAME OF ADDITIONAL ANNEX]
Annex O – [INSERT NAME OF ADDITIONAL ANNEX]
Annex P – [INSERT NAME OF ADDITIONAL ANNEX]

[bookmark: _Toc466362146]defined terms
All references to the Customer will be changed to the Employer and all references to the Potential Provider will be changed to the Contractor in line with the terminology used in Attachment 5 - Call Off Contract during the award of this Call Off Contract. 
For ease of reference, Annex A – Service Matrix and Service Requirements contains NEC definitions such as Contractor and Employer. 
[bookmark: _Toc466362147]standards
For the avoidance of doubt, all the FM Standards and processes that the Potential Provider had to comply with during the procurement of the FM Services Framework Agreement (RM1056) are required throughout the duration of this Call Off Contract - unless specifically stated.
[bookmark: _Toc466362148]Gain Share	
The Potential Provider shall provide gain share opportunities on an annual basis to the Customer and business units, as described within Framework Schedule 12: Value for Money.
[bookmark: _Toc466362149]AWARD
Potential Providers should note that upon contract award all relevant sections of this Attachment 3 – Service Information (of this Invitation to Tender) that will form part of the Call Off Contract will be inserted into Schedule D – Service Information of the Call Off Contract. 
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