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1 Instructions to Tenderers 
i. The Department of Industry, Science, Energy and Resources (the 

Department) requires the services of a suitably qualified and 
experienced Contact Centre Services provider that can provide and 
meet the expectation of the service outlined in this Statement of 
Requirements (SOR). 

ii. In Attachment 4 - Tender Response Form, Tenderers should: 

a. use Section 2 as part of their responses to the Evaluation Criteria how 
they meet to highlight how they satisfy the technical and operational 
requirements of the Department set out in this SOR; and 

b. use Section 4 to indicate their level of compliance with all clauses in 
this SOR. If a Tenderer is unable to meet any requirements of the 
SOR, they should outline by exception the proposed departure from 
the requirements or provide a non-compliance statement against the 
item in this Section 4 for further information of the Department. 

iii. The SOR has been drafted with the term “Contractor’ and ‘Tenderer’ to 
be used interchangeably. It is intended that the SOR will be used to 
populate the contract for services. All requirements will be reviewed 
and agreed between the Department and the preferred Tenderer prior 
to any written contract being formed. 

iv. Where the Contractor "may" be required to do something, this has the 
meaning that if the Department does require this it must be done by 
the Contractor at the Contractor's cost. 

v. Unless expressly stated otherwise, all of the obligations of the 
Contractor in this SOR, however expressed and whether expressed as 
a must, as required, as optional or at the discretion or decision of the 
Department, are at the cost of the Contractor.  
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2 Contract Management & Administration 

2.1 Contract Management of the Deed of Standing Offer 

2.1.1 The Department and the Contractor agree that the following roles will be assigned 
to staff within each organisation for purposes of managing the Deed of Standing 
Offer: 

a. Contract Executive – This role will be: 

 the most senior representative from each organisation that 
has the ability to make binding decisions on behalf of the 
organisation they represent.  

b. Contract Manager – This role will: 

 be responsible for Managing the Deed of Standing Offer; 

 be the escalation point for parties to seek information; and 

 attend bi-annual meetings to discuss the Deed of Standing 
Offer. 

2.2 Account Management Team for Work Orders 

2.2.1 The Department and the Contractor agree that the following roles will be 
assigned to staff within each organisation for purposes of managing any Work 
Orders agreed under the Deed: 

a. Account Executive / Contract Delivery Executive - This role will 
be: 

 the most senior representative from each organisation that 
has the ability to make binding decisions on behalf of the 
organisation they represent. 

b. Account Manager / Contract Delivery Manager – This role will: 

 manage the day-to-day business delivery of the contract; 
and 

 be responsible for attending all management meetings. 

c. Technical Advisor (Subject Matter expert) – This role will be 
responsible for attending all monthly meetings and must have a skill 
set and involvement in the Contractor’s business that positions them 
to provide sound and accurate advice on issues that arise. The 
Technical Advisor will undertake the following duties: 

 Management of IT system issues and outages; 

 Provide subject matter expertise of the CRM and current 
issues; and 
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 Provide the Department access to call data and self-service 
reporting. 

2.2.2 For clarity, there may be more than one person assigned to each role, however 
each work order must name the above three roles as a minimum requirement. 

2.3 Relationship Principles  

2.3.1 The parties agree to work together using the below three principles to guide the 
relations, interactions and develop the partnership into the future: 

a. Partnership focussed – The Contractor should work with the 
Department in a true partnership, seeking out ways to improve the 
service and also help the Department’s customers to seek out the 
information they require. 

b. Innovation and initiatives – The Contractor and the Department will 
work together to continually look at new innovations, technology and 
initiatives to help develop the service over time. 

c. No Surprises – The Contractor and the Department will work on the 
basis that there should be ‘no surprises’. Both parties will raise potential 
problems and issues early with the other party, to constructively work 
through solutions.  

2.4 Frequent Meetings and Contact 

2.4.1 As a result of the nature of the Services, the Contractor must maintain a close 
relationship with the Department, which will include organising frequent meetings 
and contact for management of: 

a. Daily telephone contact and emails, and providing daily reports 
to the Department’s Account Manager about: 

i. referrals of any unusual calls or queries as appropriate 
or as requested by the Department; 

ii. contact with the Contractor’s Contract Delivery 
Manager of the Services; 

iii. tactical/managerial level meetings to discuss strategic 
issues, on request; and 

iv. executive level meetings to discuss significant issues 
in relation to the relationship and performance, on 
request. 

2.5 Scheduled Monthly Reviews 

2.5.1 The Contractor must schedule and participate in a monthly review meeting to be 
held at the Department's premises in Canberra, or virtually via video/tele 
conference, as directed by the Department. 

2.5.2 The Contractor must prepare and present a Service Management report and 
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prepare and present individual program reports for program areas who request a 
meeting. 

2.5.3 The Service Management report must be in the format and contain the 
information outlined in Section 10.10 - Service Management report.

2.5.4 As part of the Services, the Contractor must ensure that a minimum of two 
personnel attend any meetings. 

2.5.5 The purpose of these meetings is to: 

a. review and report on the previous month’s actions; 

b. review the Monthly Service Management report; 

c. conduct an overall review of the Contact Centre performance across 
all channels; 

d. conduct an overall review of program results and trends, issues and 
risks arising; 

e. consider program-specific recommendations for business 
improvement; 

f. discuss potential future events or programs; 

g. provide updates on the work-in-progress (WIP) register; and 

h. Discuss new innovation and technology opportunities. 

1.1.2 The Contractor must organise schedule and minute the outcomes of the 
Monthly Service Review.  

1.1.3 The Contractor must manage an action register of all actions from the 
Monthly Service review. All actions must be managed by the Contractor or 
assigned party, to closure.  

1.1.4 The minutes should be submitted to the Department within two (2) business 
days of the end of the meeting. 

2.6 Quarterly Business Review 

2.6.1 The Contractor must schedule and ensure its Account Executive and Account 
Manager are available to meet every quarter with the Department’s senior 
executives and manager of the Services to participate in a quarterly business 
review. 

2.6.2 Quarterly business reviews are to be held at the Department’s premises in 
Canberra or virtually via video/tele conference, as directed by the Department. 

2.6.3 The Contractor must as part of the Services, be available to attend and take 
minutes at such meetings, at its own cost. 

2.6.4 The purpose of these meetings is to: 

a. review the overall progress of program results and trends over the 
previous quarter; 
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b. evaluate progress toward established goals; 

c. develop strategies for future improvements; 

d. review the Department-wide work with Contact management and 
achievement of program target outcomes; 

e. identify strategic major and long-term opportunities to improve delivery 
of programs currently supported by the Contact Centre; 

f. achievement of program target outcomes for the past three months; 

g. innovations and new technology in contact handling that can be made 
available to other programs; 

h. discuss industry trends and analysis; and 

i. provide updates on the work-in-progress (WIP) register. 

2.6.5 The outputs of this meeting will be: 

a. Actions register identifying responsible parties against medium and 
long term strategic actions to improve service delivery and implement 
or investigate potential improvements; 

b. Meeting minutes; and 

c. Updated WIP register. 

2.7 Unscheduled Meetings 

2.7.1 From time to time the Department may require a meeting and request the 
attendance by representatives of the Contractor’s account management team at 
the Department’s premises in Canberra or virtually via video/tele conference, as 
directed by the Department. 

2.8 Transition Meetings 

2.8.1 During Transition In or Transition Out, the Contractor may be required to 
participate in meetings at the Department’s premises in Canberra, or virtually via 
video/tele conference as agreed between the parties, as frequently as daily, and 
to participate in regular teleconferences with the manager of Services and other 
Department personnel. 

2.9 Site Visits 

2.9.1 The Contractor must allow Department personnel and personnel nominated by 
the Department to undertake Site visits to review activities, listen to calls, and 
meet with the Contractor’s personnel. 

2.9.2 The Contractor must document in the Procedures Manual (refer section 3.1): 

a. how it will facilitate Site visits by the Department personnel and 
personnel nominated by the Department and its prior notification 
requirements; 

b. how it will facilitate the listening in by Department personnel and 
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personnel nominated by the Department of customer calls; and 

c. how it will facilitate periodic meetings of Department personnel and 
personnel nominated by the Department with Contractor Customer 
Service Representative’s (CSR) and other Contractor personnel for 
the purpose of discussing the programs and issues and to receive 
direct feedback from CSRs. 

2.10 Billing 

2.10.1 The Contractor is required to provide to the Department, tax invoices in arrears 
for each billing period. 

2.10.2 The billing period is expected to be monthly or as agreed between the 
Department and the Contractor. 

2.10.3 The following is an indicative list of information required: 

a. all Service charges related to the Services provided during the billing 
period; 

b. breakdowns by Departmental / agency program to clarify how total 
amounts are derived; 

c. comparison of charges to the related measurements for the billing period; 

d. Pass Through Expenses the Contractor incurred during the billing period 
that directly relates to the Services (note: all Pass Through Expenses 
must be pre-approved by the Department in writing prior to invoicing); 
and 

e. sufficient detail and/or explanation to allow the Department to verify the 
amounts invoiced. 

2.10.4 Tax invoices should be supplied to the Department within 15 Business Days of 
the end of the previous month. 

2.10.5 The Department will pay the Contractor on receipt of a correctly rendered invoice 
within 20 days of the invoice issue date. 

3 Accreditation, Standards & Principles 

3.1 Procedures Manual 

3.1.1 The Contractor must: 

a. develop a Procedures Manual that sets out the management and 
processes involved in providing the Services; 

b. deliver the procedures manual for approval by the Department no later 
than the end of Transition in; and 

c. The Procedure Manual should an electronic, version-controlled record. 
Use of current technology e.g. HTML based or applications are 
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preferred. 

3.1.2 The Contractor must review, update and resubmit the procedures manual for 
approval by the Department on an annual basis. 

3.1.3 The Department will review the Procedures Manual and will either approve the 
Procedures Manual within 30 Business Days of submission, or provide feedback 
for the Contractor to action. 

3.1.4 The Procedures Manual will be considered the Customers data, once delivered to 
the Department. 

3.1.5 The Procedures Manual must include: 

PROCEDURES MANUAL 

Subject Topic Processes incorporated 

0 Contents and 
overview 

Overview of the Procedures manual and contents 

1 Workforce 
Management 

Forecasting 

Rostering and Scheduling 

Peak Call Strategy (Avalanche) 
Ramp-up Strategy 

2 Operations 
Management 

CSR Work Instructions Quality 
Assurance Guidelines 

Customer service operations and 
complaints handling e.g. handling of 
harassing or aggressive Customers. 

3 Account Management Personnel and accountabilities 
Security clearance requirements 
Communications matrix 
Governance schedule and reports 

Ad-hoc requirements (Services and 
reports) Continuous improvement and 
innovation 

4 Recruitment Recruitment process 

5 Training Induction Cross-
skilling Refresher 

Specialist Services 

6 Project Management Project governance 
Scoping Scheduling 
Budgeting 

Quality management 
Change management 
Communication 
Implementation 

Post- implementation review 
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7 Business Continuity 
Planning 

Loss or the compromise of: 

 Sites 

 Personnel 

 Systems 

8 Occupational Health 
and Safety 

Occupational health and safety processes 

9 Invoicing Data Collection 
Validation Reports 
Timeline 

Approvals 

10 Site visits Site visit process 

11 Security Physical Site security IT 
security 

12 Systems User manuals for: 

 CRM 

 Reporting portal & call recording system 

3.2 Accreditation 

3.2.1 The Contractor is required to maintain accreditation (or similar) for the term of the 
contract, such as: 

a. ISO 9001:20158 

https://www.iso.org/standard/62085.html

b. CCCA Global Standard® 

https://www.cca-global.com/content/accreditation/ 

c. ISO/IEC 27001:2013 

ISO - ISO/IEC 27001 — Information Security Management

3.3 Contact Handling Standards 

3.3.1 The Contractor is required to ensure that all Contact handling complies with call 
handling standards published by: 

a. Auscontact Association 

https://www.auscontact.com.au/Programs/accreditation 

or 

b. another generally recognised industry standard in Australia. 
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3.4 Confidentiality, Privacy and Conflict of Interest 

3.4.1 As a result of amendments to the Privacy Act 1988 (Cth) (the ‘Privacy Act’) which 
commenced on 12 March 2014, the Privacy Act now contains thirteen new 
Australian Privacy Principles (APPs) which regulate the handling of personal 
information by Australian and Norfolk Island Government agencies and some 
private sector organisations. The APPs replaced the National Privacy Principles 
(NPPs) that applied to some private sector organisations and the Information 
Privacy Principles (IPPs) that applied to Australian Government agencies. 

3.4.2 The Contractor is required to adhere to the APPs. The APPs can be found at 
https://www.oaic.gov.au/privacy/australian-privacy-principles

3.4.3 All of the Contractor’s Personnel involved in providing the Services must execute 
a deed of confidentiality in the form specified by the Department, and may also 
be required to complete a conflict of interest declaration annually. 

3.4.4 Any identified or perceived conflicts of interest must be brought to the attention of 
the Department Representative under the Deed of Standing Offer for further 
consideration. 

3.4.5 The Contractor must provide the Services at all times in accordance with the 
Values and Code of Conduct of the Australian Public Service 

https://www.apsc.gov.au/working-aps/integrity/code-conduct

3.4.6 The Contractor should be aware that misuse of information received in the course 
of delivering the Services, or unauthorised disclosure of that information, may be 
a breach of the Criminal Code Act 1995. 

3.5 Security Standards 

3.5.1 The Contractor must develop and deliver to the Department for its approval a 
security plan as part of the Procedures Manual. 

3.5.2 The Contractor must provide a service, including IT systems, Sites and personnel 
which meet the appropriate levels as defined in the: 

a. Australian Government’s Information Security Manual 
(https://www.cyber.gov.au/acsc/view-all-content/ism) 

b. Protective Security Policy Framework 
(https://www.protectivesecurity.gov.au/about) 

3.5.3 The Department may require the Contractor to provide details of whether its 
organisation’s IT Security Systems, infrastructure and application that will be 
used to provide the Services have been subject to an assessment under ISO 
270001 and/or by an Information Security Registered Assessor Assessment 
(IRAP). 

3.6 Contractor Personnel Security 

3.6.1 The Contractor must undertake a minimum of two reference checks for all 
personnel, unless otherwise authorised by the Department. 
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3.6.2 The Contractor must undertake a national police record check for all personnel, 
unless otherwise authorised by the Department. 

3.6.3 The Contractor must not allow any personnel with a recorded criminal conviction 
to participate in the provision of the Services without the Department's prior 
written approval. 

3.6.4 If requested by the Department, the Contractor must ensure that any personnel 
who work on specific Services as identified by the Department, undergo required 
checks before they commence providing the Services e.g. Working with Children, 
Working with Vulnerable People under relevant State or Territory legislation 
before they commence providing the Services. 

3.6.5 The Contractor must ensure that all personnel with access to sensitive 
information (either obviously sensitive or as determined by the Department acting 
reasonably) obtain and maintain security clearance at a minimum level of 
Baseline clearance at all times. Contractor personnel subject to this requirement 
who are unable to obtain or maintain the minimum level of security clearance 
under this requirement must be withdrawn from the role(s) and replaced with 
personnel who is compliant.  

3.6.6 In addition to the requirement at clause 3.6.5, on request and notification by the 
Department, acting reasonably, where the Department identifies that other 
Contractor personnel are required to hold a security clearance, the Contractor 
must ensure that those personnel obtain and maintain a minimum level of 
Baseline clearance at all times. Contractor personnel subject to this requirement 
who are unable to obtain or maintain the minimum level of security clearance 
under this requirement must be withdrawn from the role(s) and replaced with 
personnel who are compliant. 

3.7 Security of Physical Location 

3.7.1 The Contractor must ensure that its office Sites are physically secured from 
unauthorised entry. 

3.8 Information Security 

3.8.1 Notwithstanding the requirements set out in the Information Security Manual 
(ISM), the Contractor must: 

a. use application whitelisting; 

b. patch applications; 

c. configure Microsoft Office macro settings; 

d. harden user applications; 

e. restrict administrative privileges; 

f. patch operating systems; 

g. use multi-factor authentication; 
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h. undertake regular backups; and  

i. engage in continuous improvement through regular IT security 
controls and risk assessment audits. 

3.8.2 The Contractor must allow the Department or its agent to audit the processes and 
systems in use to ensure compliance with sections 2.8.1, 2.2.1 and 2.5.2. 

3.8.3 If a discrepancy or non-conformance is found following any audit the Contractor 
will reimburse the Department for all costs associated with the audit. 

3.9 Use of Department Domain Names 

3.9.1 The Department may authorise the Contractor to use email addresses from the 
industry.gov.au or other Department owned domain names. 

3.9.2 The Contractor must relay all email via the Department’s mail infrastructure. The 
Contractor will be required to provide a small number of mail relay source 
addresses to allow the Department to relay email. 

3.9.3 Emails sent using a Department owned domain name must: 

a. be sent only for purposes of providing the Services; 

b. contain notices or warnings as specified by the Department; 

c. be classified, marked and handled according to the requirements of the 
PSPF; and 

d. comply with Spam Act 2003 (Cth). 

3.10 Accessibility of Documents 

3.10.1 Website accessibility encompasses all disabilities that affect access to the web, 
including visual, auditory, physical, speech, cognitive and neurological 
disabilities. Website Content Accessibility Guidelines 2.0 (WCAG 2.0)
http://www.w3.org/TR/WCAG20/ identifies techniques to create and manage web 
content (including static and dynamic text, images, videos) in ways that are more 
accessible to people with disabilities. 

3.10.2 The Department will ensure that electronic documents are accessible to all 
CSRs, Departmental personnel and customers, including those with a disability. 

3.10.3 Selected reports and presentations provided by the Contractor must be published 
on the Department’s intranet Sites to facilitate information sharing. 

3.10.4 The Contractor must ensure that all reports and presentations are provided in an 
accessible format to the Department. 

3.11 Quality Assurance Standards 

3.11.1 The Department has a service charter which commits to ready accessibility, open 
communications and prompt service for all members of the public and 
stakeholders (Service Charter). The Service Charter relevant to this tender is: 
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a. Department of Industry: https://www.industry.gov.au/data-and-
publications/customer-service-charter

3.11.2 The Contractor must comply with the Department’s Service Charter. 

3.11.3 The Contractor must manage the Services to ensure consistency and quality of 
customer interactions. 

3.11.4 The Contractor must develop and deliver to the Department for its approval 
quality assurance guidelines, as part of the Procedures Manual. 

3.11.5 The quality assurance guidelines must apply to all Contacts handled or 
processed by CSRs including: 

a. Inbound and outbound phone calls; 

b. Written Contacts; and 

c. Chat transcripts. 

3.11.6 The Contractor must document in the quality assurance guidelines the quality 
assurance process including frequency of monitoring, method of monitoring, CSR 
coaching and any other relevant processes. 

3.11.7 The Contractor must document in the quality assurance guidelines the scoring 
methodology for each Contact including any scoring categories and standards. 

3.11.8 The Contractor must offer the Department the opportunity to participate in 
monthly scoring calibration sessions to ensure alignment with the Department’s 
service expectations. 

a. Meetings are to be hosted by the Contractor via teleconference; and 

b. The Contractor will be responsible for the taking and distribution of 
meeting minutes. 

3.12 Continuous Business Improvement 

3.12.1 The Department will require the Contractor to provide ongoing analysis of the 
Services it provides, to ensure the Department’s ongoing needs are met in the 
most cost-effective way. For example, the introduction of new technology, 
changes to the application of technology already in use, and enhanced reporting 
formats to inform about trends and emerging issues. 

3.12.2 As part of providing the Services, the Contractor must: 

a. develop a relationship with the Department or the relevant area 
within the Department, to provide feedback to ensure that 
Departmental information sources meet the needs of the 
Department’s customers in respect of: 

i. self-help information for customers; 

ii. site navigation and interrogation; 

iii. integration of related systems between the Department 
and the website; and 
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iv. feedback from customers about useability, functionality, broken 
links, other problems and any other related matters; and 

b. develop relationships within various sectors such as the small 
business sector to leverage benefits for small businesses and to 
develop capabilities to improve the delivery of tailored advice and 
support to customers. 

3.12.3 The Contractor should consider program-specific feedback and suggestions for 
business improvement that will enhance the effectiveness and/or efficiency of a 
program. 

3.12.4 The Contractor must put in place a continuous improvement process to ensure 
that its systems, software and processes, including training, remain at the 
forefront of the industry and responsive to the needs of the Department and its 
customers. 

3.12.5 The Contractor must report on improvements via the monthly, quarterly meetings 
and provide the Department with innovation options to reduce costs as they arise. 

3.13 Business Continuity and Disaster Recovery Plans 

3.13.1 The Contractor must develop and deliver to the Department for its approval a 
business continuity and disaster recovery plan as part of the Procedures Manual. 

3.13.2 The Contractor must maintain business continuity and disaster recovery plans 
that are tested and reviewed annually to a recognised standard (e.g. SAS 70, 
SSAE 16 etc.) 

3.13.3 The business continuity and disaster recovery plan must address the loss of 
personnel who provide the Services due to: 

a. tardiness; 

b. illness; 

c. transportation failures; and 

d. other reasonable causes. 

3.13.4 The business continuity and disaster recovery plan must address the loss of ICT 
including, but not limited to: 

a. availability of workstations; 

b. servers; 

c. networks; 

d. website access; 

e. telecommunications; 

f. IVR Services; and 

g. other infrastructure relevant to the Services. 

3.13.5 The business continuity and disaster recovery plan must address the loss of a 
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Site due to events such as, but not limited to: 

a. loss of utility Services (electricity, water, gas); 

b. gas leaks; 

c. heating; 

d. ventilation, and air conditioning (HVAC) failure; 

e. bomb threat; 

f. flood; 

g. pandemic; 

h. fire; and 

i. emergency drills. 

3.13.6 Business continuity and disaster recovery plans must address losses of: 

a. less than thirty minutes; 

b. thirty minutes to two hours; 

c. two hours to one Business Day; 

d. one to five Business Days; and 

e. more than five Business Days. 

3.13.7 The Contractor must be able to restore Services within no more than one 
Business Day and lose no more than one-day of data. 

4 Contact Centre Operations 
4.1 Location 

4.1.1 The Contractor’s Customer Service Representatives may deliver Services from 
home, i.e. Work from Home (WFH), however these arrangements must not 
adversely affect performance of the Services and call quality. 

4.1.2 The Contractor must provide, if requested by the Department, CSRs to meet face 
to face with Customers and/or the Department, as part of the Service Delivery. 

4.2 Hours of Operation – Standard Operating Hours 

4.2.1 The Contractor must provide the Services during the Standard Operating Hours. 

4.2.2 The Standard Operating Hours of the service is expected to be between 08:00 
am and 08:00pm on a Business Day in any Australian time zone where a 
customer may be located, excluding National Public Holidays to assist customers 
who are unable to access support Services during Operating Hours. 

4.2.3 The Department may request a change to Standard Operating Hours, and the 
Contractor must, unless the request is unreasonable, amend the hours of 
operation for a defined period of up to 3 months. 
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4.2.4 The Department may also request that some Services be delivered during the 
Standard Operating Hours, but on a limited or time restricted basis (i.e. 8.30am-
5.30pm for some Services). 

4.3 Hours of Operation – Non-Standard Hours 

4.3.1 The Contractor must deliver services outside the Standard Operating Hours, or 
on weekends, if requested by the Department. Pricing for services outside of 
Standard Operating Hours are specified in the pricing schedule. 

4.3.2 Some Services may require 24/7 delivery. In this event, the use of automated 
responses may be utilised pending approval from the Department. 

4.3.3 In the event of State/Territory specific public holidays (i.e. a date that is not a 
National Public Holiday), opening hours must be agreed as required with a 
schedule of public holidays maintained by the Contractor. 

4.4 24/7 Self-service 

4.4.1 The Contractor may be required to provide outside of hours virtual self-service 
options via all channels. These may be via IVR, Artificial Intelligence powered or 
assisted chat pop ups or automated messages providing direction to the 
customer. 

4.5 Call Back 

4.5.1 The Contractor is required to offer customers who call outside Standard 
Operating Hours, during peak queue times, or during emergencies, the option to 
leave a request for a call back. 

4.5.2 The Contractor must maintain sufficient capacity to accept all requests for a call 
back from all customers who choose to request one. 

5 Customer Service Representative (CSR) 
5.1 CSR 

5.1.1 The Contractor must provide CSRs, and any other senior managers (as 
determined by the Department, acting reasonably, who: 

a. are based and working from Australia; 

b. are fluent English language speakers with clear diction; 

c. demonstrate strong customer service ethos and communication skills; 

d. build rapport and ask questions to identify the key needs and 
situation of the customer; 

e. can appropriately handle difficult/aggressive customers, in accordance 
with guidelines; 
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f. can understand the customer situations/needs to determine the 
type of information or support to provide to the customer; 

g. convey information in accordance with the guidelines provided 
by the Department; 

h. adhere to policy and security requirements; and 

i. accurately record all relevant data. Relevant data items must be 
determined during transition and may be updated from time to 
time. 

5.1.2 The Contractor must provide CSRs that have a range of expertise and/or 
qualifications, in line with the table at 5.3.5. 

5.1.3 CSRs and CSR team leaders must provide advice and specialist support relating 
to Departmental programs. 

5.2 Workplace Health and Safety 

5.2.1 The wellbeing of CSRs is important to the Department. 

5.2.2 The Contractor must fully comply with all relevant Workplace Health and Safety 
regulations relating to: 

a. CSR wellbeing; 

b. CSR turnover: 

i. sick days; 

ii. training days; and 

iii. support programs available to CSRs; 

c. issues related to acoustic shock related to telephone equipment; 

d. issues related to other equipment failures or problems; 

e. safe work environments, including when WFH; and 

f. issues related to the building facilities and/or damage to the building 
facilities. 

5.2.3 The Department may seek reporting on the Contractors compliance with their 
WHS obligations and if requested the Contractor must comply with such request. 

5.3 Indicative CSR Skill Levels 

5.3.1 All CSRs should be able to perform Contact Centre duties. 

5.3.2 All CSR levels should be able to interact with customers via video conferencing 
utilising mediums such as MS Teams, WebEx, FaceTime, Skype etc. 

5.3.3 The Department has provided an indicative CSR structure level at Table 5.3.5 
where the CSRs have been classified into four indicative levels. This is provided 
as a proposed structure, and the Contractor may be able to provide additional or 
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 Skills or knowledge in a range 
of industry sectors (e.g. 
Business, Finance, IT, 
Hospitality, Agriculture)  

 Knowledge of the small 
business sector at industry and 
regional levels  

 Understanding of the state, 
territory and Commonwealth 
Government’s assistance 
measures for small business 

 7+ years of relevant work 
experience in small business 
disciplines 

for small business to ensure they can 
share accurate information with 
Customers. 

 Prepare scripts/questions and 
answers for topics related to small 
business support. 

 Develop presentations in conjunction 
with the Department relating to small 
business and Departmental 
programs. 

 Provide accurate advice on 
legislation, guidelines, regulations 
and other information & can navigate 
program parameters and provide 
explanations and advice to 
customers. 

5.3.6 The Contractor must develop CSR knowledge of both the small and medium 
business sector at industry and regional specific levels and of the state, territory 
and Commonwealth Government’s assistance measures for small and medium 
business to ensure CSRs are informed about current and new information and 
services. 

5.4 Flexible Working Arrangements 

5.4.1 The Contractor may utilise CSRs working remotely within Australia, to deliver all 
or part of the Services (Remote Agents.) 

5.4.2 The Contractor must ensure that Remote Agents have access to all of the 
systems required to perform their role. 

5.4.3 The remote work arrangements must not impact the level of service or availability 
of the CSRs. 

5.4.4 If the Contactor utilises flexible work arrangements, the Contractor must have a 
formal flexible work policy in place. 

5.5  Additional Services (Ad-hoc) 

5.5.1 The Contractor may be required to provide Ad-hoc Services related to the 
Services from time to time at the Department’s request, including developing and 
implementing additional products and services.  

5.6 Customer Service Representatives (CSR) Training - General 
Requirements 

5.6.1 The Contractor must develop and deliver to the Department for its approval a 
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training plan, as part of the Procedures Manual. 

5.6.2 The Contractor must ensure that CSRs are trained to: 

a. observe the highest standards of communications which includes 
excellent English language skills and clear diction; 

b. answer each call, build rapport and ask questions to identify the key 
needs and situation of the customer; 

c. understand customer situations to know which program 
information to provide to the customer; 

d. convey information in accordance with the guidelines provided 
by the Department; 

e. convey information word-for-word when Department guidelines 
indicate that legal requirements apply and require verbatim delivery; 
and 

f. observe requirements for privacy and security. 

5.7 CSR Capability Management & Training  

5.7.1 The Contractor must provide a clear plan that guides the Capability management 
and training for the Contractor workforce. 

5.7.2 The Contactor must supply a Capability management and workforce plan to the 
Department in the Procedures Manual. 

5.7.3 The Contractor must provide all training related to Contact handling and customer 
service and ensure CSRs are competent and capable of delivering including: 

a. Site induction; 

b. Contact handling techniques; 

c. cultural awareness training, including material in Indigenous 
Australian culture; 

d. security, privacy and confidentiality training, including 
Australian Government requirements; 

e. freedom of information training; 

f. use of the Translating and Interpreting Service (TIS) and the 
National Relay Service (NRS); and 

g. handling difficult/aggressive customers. 

5.7.4 The training should be competency based that tests the CSR level of knowledge 
on Contact handling at the completion of the training sessions. (i.e. E-learning or 
Gamification) 

5.7.5 The training may be delivered via online learning or other similar method (e.g. 
Gamification). 

5.7.6 The Contractor must provide the Department evidence of all training delivered to 
CSRs. 
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5.7.7 The Contractor must maintain a register of the training that has been completed 
by each CSR.  

5.7.8 All CSRs must also  attend training sessions covering a range of topics, for 
example: 

a. Cultural awareness with a focus on indigenous culture; 

b. Mental health education and awareness; 

c. Security, privacy and confidentiality; 

d. Australian Public Service obligations and the Code of Conduct; 

e. Dealing with difficult customers; 

f. Dealing with customers with special accessibility issues; 

g. Utilising the Translating and Interpreting Service (TIS) and the National 
Relay Service (NRS);  

h. Access and equity; and 

i. Ad hoc training as agreed between the parties. 

5.7.9 After the initial training, all CSRs must attend refresher courses every 12 months. 

5.8 Departmental training of CSR 

5.8.1 The Department may run training sessions for CSRs that cover new programs or 
government initiatives. The Contractor must arrange for CSR attendance at these 
training sessions, as agreed between the two parties. 

5.8.2 The Contractor must deliver and maintain program-specific training content 
provided by the Department including training about how specific 
scripts/questions and answers and guidelines are to be used. 

5.8.3 The Department may make available subject matter experts to attend and 
contribute to Departmental and program specific training. 

6 Customer Relationship Management (CRM) 
6.1 Supply and use of a CRM 

6.1.1 The Contractor must use a single source of truth (i.e. CRM system) to record and 
track contacts and interactions with Customers. 

6.1.2 The Department uses its own implementation of Dynamics 365 for the purpose of 
managing and storing Customer Records / Relationship Management 
information. The Contractor cannot use the Department’s CRM for the purposes 
of providing the Services. 

6.1.3 All information collected by the Contractor in undertaking the Services must be 
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recorded in a CRM managed by the Contractor and be able to be seamlessly 
transferred to the Department’s. 

6.2 Contractor supplied CRM 

6.2.1 The Contractor must use its own or a third-party, software / system for use as a 
CRM to deliver the Services. 

6.2.2 The Contractor must host and support the CRM, and is responsible for all costs 
relating to the operating of the CRM. 

6.2.3 If required, the Contractor is responsible for all costs related to the transfer of 
data from the CRM into the Department. 

6.2.4 The Contractor CRM must be able to connect and transfer data to the 
Department’s own data warehouse. 

6.2.5 The Departmental users of the Contractors CRM must be provided with access to 
read and write the information that is contained within the CRM. 

6.2.6 The Contractor must adhere to the Department’s information security 
requirements and apply all necessary security to ensure the safety of all data in 
the CRM, at all times. 

6.2.7 The Contractor should place a strong focus on automation and use of Artificial 
Intelligence in collecting data and information from Customers into the CRM. 

6.2.8 The CRM must be configured to allow: 

a. creation of new customer records (before a new customer record is 
created, check that customer is not already registered with the 
system); 

b. update of customer records (with sufficient verification that it is the 
customer or their appointed delegate); 

c. automatic linking of Contacts to customers; 

d. manual linking of Contacts to customers; 

e. searching for customers; 

f. all contact types to be linked to customers; 

g. capture and tracking of demographic and other detail regarding 
customers; 

h. provision of a receipt number for contacts that can be provided to the 
customer; 

i. retrieval Contact details via receipt number; 

j. management of Contact status such as open, closed, on hold, etc; 

k. reviewing of past Contacts by CSRs; and 

l. other similar capabilities. 
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6.2.9 Information that must be collected and recorded in the CRM are: 

a. customer details, postcode and state; 

b. line of business; 

c. ABN; 

d. industry sector; 

e. location (including postcode) – to enable reporting by state, region, 
electorate etc.; 

f. new or established business/age of business; 

g. size of business – e.g.: number of employees; 

h. program type; 

i. subject of the query; 

j. specific details of the query; 

k. media source; 

l. Customer Service Representatives notes from the contact; and 

m. Customer rating of the call automatically loaded to the Customer record. 

6.2.10 The CRM may also be required to collect the following information: 

i. case open datetimes; 

ii. case resolution datetimes; 

iii. the outcomes of cases (whether successful or not); 

iv. whether cases were resolved on first contact; 

v. the medium of contact (such as email, phone or chat); 

vi. the IVR path; 

vii. the channel entry point (phone number, email address etc. the 
client contacted); and 

viii. whether the contact was inbound or outbound. 

6.2.11 It is expected that the CRM data can be used to produce reports (reports may be 
produced by the Contractor or the Department), based on: 

a. electorate locations of customers; 

b. regions by postcode; 

c. regional/metropolitan splits: 

i. major cities of Australia; 

ii. inner regional Australia; 

iii. outer regional Australia; 
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iv. remote Australia; 

v. very remote Australia; and 

vi. migratory; 

d. State and Territory locations; and 

e. classification by topics and segment by high level industry classifications 
according to ANZSIC codes (level 3). 

6.2.12 The Contractor is required to provide access/logins and user guides for the CRM 
to Departmental Contact Centre staff. 

6.2.13 All data & information within the CRM must be fully accessible to the Department 
at all times. 

6.3 CRM Workflow System 

6.3.1 The CRM must be able to be used to guide CSRs through defined workflows to 
reach the correct information, referral point or escalation contact for a particular 
customer and enquiry type. 

6.3.2 The Contractor must ensure that the workflows in this system can be regularly, 
easily and quickly updated when the Department provides updated and/or 
additional information. 

6.3.3 The system must enable monitoring of CSR usage of the system and adherence 
to the defined workflows. 

6.4 System Integration Standards 

6.4.1 If the Contractor is required to integrate or interface their systems with the 
Department’s systems, industry and government standards must be applied and 
adhered to by the Contractor. 

6.4.2 The Department will specify the required standards for each integration/interface 
instance. 

6.4.3 The standards to be applied may include, but not be limited to, the following: 

a. AS4590 - Interchange of Client Information Standard;

b. Ability to consume data securely through authenticated REST API (JSON 
payload); and 

c. Or as semi-structured data (CSV/PSV) uploaded to the Departments 
storage location (Azure Blog storage / SharePoint Online / SFTP). 

6.5 Hosting & use of Cloud technology

6.5.1 Where government data, or data collected in the process of doing the 
Departments work, is hosted and/or kept in a cloud system, there must be 
consultation with the Department on how that is performed, prior to utilising the 
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cloud technology.  

6.5.2 The Whole of Government Hosting Strategy (https://www.dta.gov.au/our-
projects/whole-government-hosting-strategy) will inform the Department's 
direction to the Contractor on this issue which the Contractor must comply with 
and the Hosting Certification Framework (https://www.hostingcertification.gov.au/ 
) provide direction and guidance to Tenderers around hosting of government 
data. 

6.5.3 All data collected or produced by the Contractor must be hosted on an Australian 
based cloud using an Australian data centre, unless otherwise agreed by the 
Department in writing. 

6.5.4 The Contractor must not, and must ensure that its personnel (including the 
personnel of its subcontractors) do not transmit, store, take the Department’s 
data or allow the Department’s data to be transmitted, stored or taken or 
accessed by any means outside of Australia, without the Department’s prior 
written consent. 

6.6 Appointments and Appointment Setting 

6.6.1 The Contractor may be required to use a system which allows CSRs to create, 
modify and delete customer appointments. 

6.6.2 The Contractor must allow the Department’s staff to create, modify and delete 
Customer appointments. 

6.6.3 The appointment system must be able to generate reminders for appointments to 
the customer’s preferred contact method e.g. email, SMS. 

6.7 Escalation Tracking 

6.7.1 Should the Contractor be providing the CRM technology, the Contractor must 
provide an automated facility that tracks Contacts escalated to the Department 
by: 

a. emailing a reminder to those Departmental escalation points that 
have not responded within the set time frame for the program; 

b. sending a second email reminder, after another designated period 
(that may vary across programs); 

c. sending a report to a designated email location within the 
Department, after a third designated timeframe (that may vary across 
Programs); and 

d. the business rules to be determined by the Department. The 
management of the business rules can be updated as required by a 
business user with the appropriate security delegation, without the 
need to engage a specialist IT resource. 

7 Contact Centre Technology 
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7.1 Technology 

7.1.1 The Contractor must provide all information and communications technology 
required to deliver the Services, except where the Department has specified in 
this document that the Contractor is to use Departmental information or 
communication technologies. 

7.1.2 The Contractor must develop and deliver to the Department for its approval 
technical specifications for all technologies specified in this section, as part of the 
Procedures Manual. 

7.1.3 The information and communications technology required must adhere with the 
Department’s IT strategy and Enterprise Architecture principles.  

7.1.4 The Contractor Technology is expected to use Automation / Artificial intelligence 
(AI) as much as possible in collecting data and information from Customers into 
the CRM. 

7.2 CSR Systems 

7.2.1 The Contractor must provide CSR system (which may be the CRM) to deliver the 
Services. 

7.2.2 The Contractor may also be required to provide their systems to the Department 
for use by a limited number of Department staff involved in the delivery of the 
Service. 

7.2.3 The Contractor may at times be required to use and manage CSR systems 
provided by the Department. 

7.3 Smartphone accessibility and Application (App) 

7.3.1 The Contractor must be able to meet the needs of the majority of Customers 
utilising Smartphone devices for their day-to-day communication activities. 

7.3.2 The Contractor should be able to provide systems, platforms or tools that can 
seamlessly integrate with the current age Smart phone technology. 

7.3.3 The Contractor may be requested to also provide an Application (App) for 
Smartphone users to directly communicate with the Contact Centre. The App 
must allow for Departmental branding and a seamless customer experience. The 
application must be accessible to all smart phone users directly from the 
Department’s website and / or an App store. The Customer should be able to 
move from reviewing information on the Department’s Website / App to then 
making contact with the Department’s Contact centre via a range of different 
channel options, such as: 

a. web or messenger type chat; 

b. web video; 

c. SMS/MMS or text; 

d. picture or video sharing; 

e. virtual AI type assistant chat; 
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f. email; and 

g. phone calls. 

7.4 Inbound Phone Numbers & Routing 

7.4.1 The Contractor must receive calls on Inbound Numbers regardless of their origin 
within Australia, telecommunications carrier or call type, at the cost of a local call 
to the Customer. 

7.4.2 The Contractor must provide numbers on which it will accept calls from 
customers who are located outside Australia. 

7.4.3 The Contractor must accept novation of existing Inbound Numbers from other 
service providers without additional charge. 

7.4.4 The Contractor must provide all network services to support Inbound Numbers. 

7.4.5 The Contractor may be required to acquire new Inbound Numbers from time to 
time. 

7.4.6 The Contractor must be responsible for all carriage costs related to Inbound 
Numbers. 

7.4.7 The Contractor must novate all Inbound Numbers to the Department or another 
nominated entity at the expiry or termination of the contract at no additional 
charge. 

7.4.8 The Contractor may be required to route Inbound Number calls either by the use 
of technology or directly to CSR queues according to Department requirements. 

7.4.9 The Contractor must ensure that its CSRs have the facility to initiate three-way 
calls to various Department telephone numbers. 

7.4.10 The Contractor must achieve a service level for all inbound calls of 90 percent 
answered within 30 seconds. 

7.5 Email 

7.5.1 The Contractor must provide email addresses to receive customer enquiries. 

7.5.2 The Contractor must send emails on behalf of the Department using domains 
managed by the Department (e.g. industry.gov.au). The implementation of this 
capability will be subject to the Contractor meeting the relevant security 
requirements of the Commonwealth and Department. 

7.5.3 The Contractor must manage a subdomain on behalf of the Department (e.g. 
help.industry.gov.au) including configuration of email Services on this domain. 
This activity will be subject to the Contractor meeting the relevant security 
requirements of the Commonwealth and Department. 

7.5.4 The Contractor must provide a facility that: 

a. generates automated or semi-automated replies to inbound emails; 

b. stores and uses standard paragraphs provided by the Department for 
automated and semi-automated replies to Inbound emails; 
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c. automatically inspects the contents of email messages and generates 
replies that address the contents of the message; and 

d. archives and retrieves from archives, emails it receives and sends on 
behalf of the Department. 

7.6 Web based Video & Audio calls 

7.6.1 The Contractor must be able to deliver a Web based video and audio call service 
which allows customers to initiate and conduct an interactive live video or audio 
call with an CSR in ‘real-time’. Web based video is designed to provide an 
alternate avenue of assistance for customers. It also helps those customers who 
are not confident with their written English or who want to speak about unfamiliar 
topics. 

7.6.2 The Contractor must maintain recordings of conversations between CSRs and 
customers using Web based video and must be able to retrieve these if required 
to do so by the Department. 

7.6.3 The Contractor must be able to link recordings of conversations to the respective 
CRM-based Contact records. 

7.7 Chat / Messenger Services 

7.7.1 The Contractor must be able to deliver a Chat service which allows customers to 
initiate and conduct an interactive text-based conversation with a CSR in ‘real-
time’. Chat is designed to provide an alternate avenue of assistance for 
customers 

7.7.2 The Contractor must provide a Chat facility for customers to initiate and conduct 
an interactive text-based conversation with a CSR. 

7.7.3 The Contractor must maintain logs of conversations between CSRs and 
customers using Chat and must be able to retrieve these logs if required to do so 
by the Department. 

7.7.4 The Contractor must be able to link logs of conversations to the respective CRM- 
based Contact records. 

7.8 SMS/MMS 

7.8.1 The Contractor must be able to provide a facility for CSRs to send SMS 
messages to customers. 

7.8.2 The Contractor must offer the option of SMS messages being sent from a 
number which can receive replies (04XX YYYY ZZZZ) or a masked number, for 
example ‘INDUSTRY’ or ‘BUSINESS’. 

7.8.3 The Contractor may be required to provide a facility that sends automated or 
semi- automated replies to inbound SMS messages; which: 

a. stores and uses standard paragraphs provided by the Department for 
automated and semi-automated replies to inbound emails; and 

b. automatically inspects the contents of email messages and 
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generates replies that address the contents of the message. 

7.8.4 The Contractor must provide a facility to archive and retrieve from archives, SMS 
messages it receives and sends on behalf of the Department. 

7.9 Interactive Voice Response (IVR) and Auto-Attendant / Virtual 
Assistant Capabilities 

7.9.1 The Contractor may be required to provide an IVR service to support functions 
that include, but are not limited to: 

a. playing a message including a privacy statement to a customer; 

b. playing a message depending on a customer’s menu selection; 

c. playing a message depending on a customer’s geographic area; 

d. obtaining data or menu selection from the customer; 

e. routing the customer to an appropriate queue; 

f. playing recorded music (as approved by the Department) or 
awareness/ updates and alert messages to customers in queue; 

g. playing messages advising customers in queue of expected waiting 
times; 

h. routing the customer to another Full National Number; 

i. automatically routing the call to a default queue if the IVR is 
unable to recognise telephone inputs or when no input is 
detected; 

j. providing the option for a customer to request a call back; 

k. voting systems; and 

l. other similar capabilities. 

7.9.2 If the Contractor is required to provide an IVR Service, it must comply with the 
Australian Standard AS4263-2003 “Interactive Voice Response Systems” or 
similar industry accepted standard. 

7.9.3 The Contractor may also be required to provide Virtual Assistant capabilities that 
are AI driven and can response to basic customer enquires or gather information 
that will help provide context prior to the Customer being connected to a CSR. 

7.10 Speech Recognition & Voice Biometrics 

7.10.1 The Contractor may be required to provide an IVR which can process speech 
input and provide capabilities including: 

a. Automated transcription of calls to text; 

b. routing customers based on natural language speech input; 

c. menu presentation; 
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d. routing customers based on voice selection of menu options; 

e. extract personal voice patterns and authenticate speaker identity using 
just voice; and 

f. other similar capabilities. 

7.11 Recorded Messages 

7.11.1 The Contractor must ensure that all IVR and auto-attendant and queue 
messages use broadcast quality recordings. 

7.11.2 The Contractor must ensure that all voice messages provided by IVR and auto-
attendant systems use professional voice talent, unless otherwise approved by 
the Department. 

7.11.3 The Contractor must ensure that all messages and menus are formatted to meet 
the Australian Standard AS4263-2003 or similar industry accepted standard. 

7.11.4 The Contractor must obtain Department approval of any new or updated 
message prior to the message being activated in the IVR or queue. 

7.11.5 The Contractor must from time to time change messages within one Business 
Day of receiving the request from the Department. 

7.12 Virtual Queue & Scheduled call back 

7.12.1 The Contractor must provide customers waiting in call queues the option to 
request a call back and retain the customer’s position/priority in the queue. 

7.12.2 The Contractor must have a system in place which enables inbound callers to be 
provided with in-queue messaging to detail their place in the queue. 

7.12.3 The Contractor must have a system in place which enables inbound callers to be 
provided with in-queue message detailing what the expected wait time could be. 

7.13 Outbound Telephony 

7.13.1 The Contractor must provide the facility to CSRs to make outbound calls to any 
Full National Number. 

7.13.2 The Contractor may be required to provide a facility which: 

a. displays the customer Full National Number to the CSR before 
automatically dialling; or 

b. automatically dials the customer Full National Number and 
connects a CSR only when a customer is available. 

7.13.3 Where automated dialling is required the Contractor must deliver the telephony 
platform at no additional charge. 

7.13.4 The Contractor must be responsible for all carriage costs related to Outbound 
Services. 

7.13.5 The Contractor must be able to provide an automated message, that is provided 
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by the Department (i.e. privacy) to a Customer prior to the call commencing. 

7.14 Knowledge Database 

7.14.1 The Department will provide to the Contractor, anticipated customers questions in 
the form of questions and answers (Q&As) relating to individual programs and 
initiatives. 

7.14.2 The Contractor must provide a secure computerised facility to identify, update, 
track changes, store and track usage of Q&As, ideally in the CRM. 

7.14.3 The Contractor must identify frequently asked questions and notify the 
appropriate program areas that new Q&As will need to be provided. 

7.14.4 The Contractor must track the frequency of CSR use of Q&As and identify the 
questions most commonly asked on a daily, weekly and monthly basis. 

7.14.5 The Contractor must answer all queries arising from calls to the Contact Centre, 
where the queries relate to matters dealt with or information contained in the 
Q&As or the Department’s websites. 

7.14.6 In cases where the Contractor is not able to answer a query from a customer due 
to the level of complexity, the query should be escalated to the Department. 

7.14.7 The Contractor must inform the Department when CSRs learn that FAQ 
responses are insufficient or inconsistent with other information. 

7.14.8 If providing a knowledge database the Contractor may be required to integrate 
the system with Department websites via either: 

a. an Application Program Interface integration; 

b. sub-domain, iframe integration; or 

c. other form of embedding. 

7.15 Contact and Screen Recording 

7.15.1 The Contractor must record all contacts handled by CSRs, including Remote 
Agents, unless the customer opts out. 

7.15.2 The Contractor must be able to provide recording of the CSRs workstation 
screen(s). The Department may from time-to-time specify for such recordings to 
be made on particular lines or programs. 

7.15.3 The Contractor must ensure that all call and screen recording processes and 
systems meet any relevant legislative and regulatory requirements. 

7.15.4 The Contractor must provide authorised Department personnel with secure online 
access to all call and screen recordings along with user guides for the system. 
This facility must allow: 

a. synchronous playback of call and screen recordings 

b. search by at least date, time range, CSR and Inbound 
Communications line. 

7.15.5 The Contractor must retain all recordings of Contacts for a minimum period of 24 
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months. 

7.15.6 The Contractor must deliver recordings older than 24 months (or another term 
designated by the Department) in an agreed format to the Department 

7.16 Co-Browsing internet 

7.16.1 The Contractor must, if requested by the Department, provide a facility for CSRs 
to co-browse a website, webpage and/or web form, with a customer, where the 
contact is via phone or chat. 

7.17 CSR Workstations 

7.17.1 The Contractor must ensure that workstations used by CSRs have access to 
Department websites and web applications and an internet connection of 
sufficient speed that it does not impact on call duration. 

7.17.2 The Contractor must ensure that the web browser and associated plugins 
deployed on workstations used by CSRs to access Department websites and/or 
web applications meets or exceeds the minimum requirements as specified by 
the Department. 

7.17.3 The Contractor must ensure that the workstations used by CSRs to access any of 
the Department’s IT Systems operate as specified by the Department and have 
sufficient capability to run Department applications. 

8 Contact Handling 

8.1 Contact Handling Principles 

8.1.1 The Contractor must deliver the contact centre services and call handling 
following the below four high level principles: 

a. Open communication – The Contractor must maintain open lines of 
communication throughout the life of the contact, maintaining a helpful 
and respectful communication style.  

b. Customer experience first – The Contractor must focus on providing an 
excellent Customer/User Experience when providing information or 
guidance to the Customer. 

c. Feedback – The Contractor must focus on collecting feedback from the 
Customer and collecting this data in a way that it is insightful for the 
Department to understand the trends in Customer contracts. 

d. Value add – The Contractor must look for ways to add value to the 
customer experience. 

e. First time contact resolution – The Contractor must look for ways to 
increase the success rate of answering the Customers queries on first 
contact, by understanding the business lifecycle including risks and 
opportunities and / or referring customers to their best point of contact. 
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8.2 Contact Handling Processes 

8.2.1 Within 30 days of the commencement of any Services, the Contractor must 
develop and deliver to the Department for its approval documentation detailing all 
Contact handling processes, as part of the Procedures Manual. 

8.2.2 The Contractor must incorporate scripts, guidelines, business processes, 
frequently asked questions and other material provided by the Department into 
the Contact handling process documentation. 

8.2.3 The Contractor must ensure that all CSRs handle contacts in compliance with the 
processes specified in the Contact handling process documentation. 

8.2.4 The Contractor must ensure every non-automated reply email is reviewed and 
approved by a team leader or subject matter expert before being sent. 

8.3 Contact Handling 

8.3.1 The Contractor must handle a wide range of basic Contacts including: 

a. providing directions and assistance to users of the Department’s 
websites including assisting customers in the completion of online 
transactions dealing with online forms and frequently asked questions; 

b. providing answers to straightforward technical questions relating to 
online matters (e.g. online forms, tools and apps), with more complex 
questions to be escalated to the nominated area within the 
Department; 

c. leading customers through web dialogues and providing 
assistance to customers to navigate through the Department’s 
websites; 

d. referring and escalating customer queries regarding the Department’s 
websites which are not able to be resolved by the Contractor, to the 
Department’s advisers; 

e. providing general information on Department programs, 
including eligibility; 

f. answering frequently asked questions; 

g. taking or updating bookings for events being organised by the 
Department; 

h. taking or updating bookings for CSRs services; 

i. referring customers to other government agencies or other organisations; 

j. logging faults, complaints and other issues; and 

k. other Contacts of similar complexity. 

8.3.2 Training relating to online forms and selected online issues may be provided by 
the Department, subject to agreement by both parties.  
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8.3.3 The Contractor must : 

a. ensure their CSRs have a detailed knowledge of and are familiar 
with the Department’s websites, to enable analysis of customers’ 
requirements, and selection of the appropriate source material for 
response; 

b. access information about the programs on the Department’s 
websites for those customers without internet access; and 

c. ensure its CSRs are able to use a range of nominated websites 
provided by the Department and other Commonwealth, State and Local 
Government agencies, to assist with the analysis of customers’ 
requirements, and selection of the appropriate source material for 
responses to customers. 

8.4 Specialised Contact Handling 

8.4.1 The Contractor must handle a wide range of Contacts which require subject 
matter expertise in Departmental systems and/or policies. These could include: 

a. troubleshooting a system issue with a customer; 

b. providing specific rather than general eligibility advice; 

c. researching an issue on behalf of a customer; 

d. liaising with the Department or third-parties on behalf of a customer; 
and 

e. other Contacts of similar complexity. 

8.5 Inbound Communications 

8.5.1 The Contractor must accept Inbound Communications via the following channels: 

a. phone call; 

b. phone call via the National Relay Service (NRS); 

c. phone call via the Translating and Interpreting Service (TIS); 

d. email; 

e. chat services; and 

f. SMS, texting or similar. 

8.5.2 The Contractor must handle Inbound Communications in a way which meets or 
exceeds the service level for the business line and channel. 

8.5.3 The Contractor must handle Inbound Communications using guidelines, scripts, 
business processes and/or frequently asked questions provided by the 
Department. 

8.5.4 The Contractor must ensure every manual reply email is reviewed and approved 
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by a team leader or subject matter expert, if the Department processes require, 
before being sent. 

8.5.5 The Contractor must be able to provide as required, transcripts and summaries of 
Inbound Communications to the Department if requested. 

8.6 Outbound Communications 

8.6.1 The Contractor may be required to Contact customers by phone to verify their 
details, respond to messages, and conduct a survey or other similar activity. 

8.6.2 The Contractor may be required to send batch emails to lists of customers. 

8.6.3 The Contractor may be required to make posts to specified social media 
channels, as replies to social media Contacts. 

8.6.4 The Contractor may be required to make posts to specified social media 
channels, as responses to questions and answers which may have arisen on 
through any Inbound Communications channel. 

8.6.5 The Contractor may be required to make posts to specified social media 
channels for marketing, communications or anticipated questions and answers. 

8.6.6 The Contractor may be required to send SMS and /or MMS messages as replies 
to Inbound Communications from any channel. 

8.6.7 The Contractor may be required to send messages via SMS, MMS, email, voice, 
Facebook, or Twitter which are predicted to generate Inbound Communications 
or transactions on Departmental systems and need to be sent at a pre-
determined rate which optimises the resources available to handle the Inbound 
Communications or transactions. 

8.6.8 The Contractor may be required to handle Outbound Communications via 
additional Contact Centre channels if requested by the Department. 

8.6.9 The Department must provide list(s) of customers to contact and the Contractor 
would be required to return the list(s) with relevant data appended to each record. 

8.6.10 The Contractor must be able to make outbound calls via the Translating and 
Interpreting Service (TIS) or the National Relay Service (NRS) to customers. 

8.6.11 The Contractor may be required to provide transcripts and summaries of 
Outbound Communication calls to the Department as requested. 

8.7 Complaints and Feedback 

8.7.1 The Contractor must ensure CSRs accept complaints and feedback positively 
and explain to the customer what the next steps will be. This should generally be 
in accordance with the Department’s service charter. 

8.7.2 All relevant complaints must be recorded and forwarded to the Department 
Representative under the Deed of Standing Offer as per the business processes 
outlined in the Procedure Manual. 

8.8 Escalation Process 

DISR - For release under the FOI Act FOI 300758 - Document 1

39



40 

OFFICIAL

OFFICIAL

8.8.1 The Contractor must ensure that CSRs follow the Department’s escalation 
processes for customers whose requests are outside the Contractor’s information 
parameters and scope of work. 

8.8.2 These calls must be recorded as per the business processes outlined in the 
Procedures Manual and escalated to the Department for resolution. 

8.8.3 Where escalation to the Department is required, this must be done in accordance 
with the business Procedures Manual and Service levels. 

8.8.4 In some situations, and in accordance with the business procedures, an 
escalation is by way of a three-way call to the Department. 

8.9 Appointments 

8.9.1 If requested by the Department, the Contractor must: 

a. ensure CSRs are skilled to ask a customer questions to determine if 
the customer qualifies for an appointment with a CSR; 

b. provide CSRs with the capability to book appointments for CSR, and to 
view the existing appointments of each CSR and the current status of 
the CSR (rostered on, available, not available etc); 

c. ensure that when a CSR identifies that an appropriate CSR is 
available, the CSR initiates a three-way call to transfer the customer 
direct to the CSR without booking an appointment; 

d. ensure that if an appropriate CSR is not immediately available, its CSR 
will book an appointment with an appropriate CSR at a time agreed 
with the customer; and 

e. ensure that its CSR will call customers who have made a booking at 
the appointment time or make three attempts to contact the customers 
within ten minutes of the appointment time. 

8.10 Customer Surveys 

8.10.1 The Contractor must conduct regular customer surveys, and report on the results 
to the Department, to determine the level of satisfaction of customers with the 
Services and the service provided by the Department and/or Commonwealth, 
State and Territory agencies to which they have been referred. 

8.10.2 The Department’s preference is that surveys should be captured as part of the 
Customer contact in a seamless way. The Department prefers that the Contractor 
does not ask Customers to remain on calls to complete a survey, or are 
requested to respond to an auto generated survey email after a call. 

8.10.3 The following requirements apply to outbound customer surveys: 

a. the customer survey will be conducted using a methodology that will 
achieve a response rate sufficient to provide solid quantitative and 
qualitative data; 

b. the quantitative and qualitative data derived from an outbound 
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customer survey, which accurately and appropriately measures 
performance and satisfaction, will be provided to the Department 
as agreed; 

c. the Contractor must take appropriate follow-up action including 
reporting to the Department in an agreed timeframe, all issues which 
concern the Department, and advising of proposals for resolution; and 

d. after conducting each customer survey, the Contractor must: 

i. maintain a record of the survey in the CRM on the feedback 
received from customers; and 

ii. provide to the Department the customer survey report. 

8.11 Outbound Email, SMS & MMS 

8.11.1 The Contractor may be required from time to time to send Email, SMS or MMS 
messages (or both) to customers who enquire by any of the communications 
channels provided by the Contractor. The messages could include addresses, 
appointment times and details, or maps (or any or all of them) to show where the 
enquirer is to go for an appointment or to locate a relevant third party. 

8.11.2 The Contractor must be able to send email messages to customers who send an 
email or who enquire by communication channels other than email. 

8.11.3 CSRs must reply to emails using specific guidelines and ‘questions and answers’ 
provided by the Department. 

8.11.4 CSRs must have the ability to send outbound emails to customers and to the 
Department. 

8.12 Fulfilment Services 

8.12.1 The Contractor must process fulfilment requests from customers as a result of a 
Contact or as a result of a request from the Department. This must include: 

a. sending materials provided by the Department to customers; 

b. maintaining an inventory of those materials to be sent to customers; 

c. ensuring that replenishment stock is ordered sufficiently in advance to 
prevent stock running out; 

d. creating back-order lists if stock does run out; and 

e. downloading of forms from the Departmental web sites and 
sending to customers. 

8.12.2 For the avoidance of doubt, Pass Through Expenses e.g. postage incurred 
directly by the Contractor for fulfilment Services will be reimbursed by the 
Department. 

8.12.3 Pass Through Expenses are to be charged to the Department at cost, with no 
margin or handling fee added. 
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a. Priority Incident 
Report 

100 per cent of incidents 
notified to the Department 
within 2 hours of the 
Incident occurring. 

b. Daily Incident 
Report 

100 per cent of daily Incident 
reports provided to the 
Department by 1700 on the 
Business Day following the 
occurrence of an Incident. 

c. Monthly/13 
Month Service 
Management 
Report 

100 per cent of 
monthly/thirteen-month service 
management reports to be 
provided to the Department 
within 5 Business Days of the 
end of the month to which the 
report relates. 

d. Daily Report 100 per cent of daily reports 
provided to the Department by 
0900 on the following Business 
Day 

e. Weekly Report 100 per cent of weekly reports 
provided to the Department by 
0900 on the Business Day 
following the end of the 
reporting week 

f. Monthly/1
3 Month 
Program 
Reports 

100 per cent of 
monthly/thirteen month 
program reports to be 
provided to the Department 
within 5 Business Days of 
the end of the month to 
which the report relates 

g. Quarterly/13 
Month Report 

100 per cent of 
quarterly/thirteen month 
reports to be provided to the 
Department within 5 Business 
Days of the end of the month 
to which the report relates 

i. Core 
measurements 
– real time 

100 per cent of core 
measurements available to 
the Department in real time 
via the online reporting portal 
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SL-8 Billing The Contractor must meet the service level for billing as set out 
below: 

a. The Contractor must provide the Department, within 15 
Business Days of the end of the previous month 
correctly rendered tax invoices which include: 

i. all Service charges related to the Services 
provided during the billing period; 

ii. breakdowns by program to clarify how total amounts are 
derived; 

iii. a minimum of two tax invoices showing a 
breakdown by pre-mapped funding allocations; 

iv. comparison of charges to the related measurements for 
the billing period; 

v. Pass Through Expenses the Contractor incurred 
during the billing period (note: all Pass Through 
Expenses must be pre-approved by the Department 
prior to invoicing); and 

vi. sufficient detail and/or explanation to allow the 
Department to verify the amounts invoiced. 

SL-9 IT, Systems 
and 

Telephony 
Availability 

The Contractor must meet the IT, systems and telephony 
availability service level as set out below: 

a. The Contractor must ensure its CSRs are able to 
perform all duties required for the Services ensuring the 
management and delivery of the Services are able to be 
performed for all aspects of the Service for 99.5 percent 
of the operating hours in the month. 

b. IT and telephony availability must be calculated as 
follows: 

9.2 Service Credits 

9.2.1 For each billing period, 10% of the service charges payable by the Department in 
that billing period must be available for the service credit pool. 

9.2.2 The Contractor agrees to a Service Credit pool in the contract for not meeting the 
SLA’s on any given month.  

9.2.3 Below outlines the core elements of the Service Credit pool: 
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a. Amount at stake 

i. For each billing period, 10% of the service charges payable by 
the Department in that billing period must be available for the 
service credit pool. 

b. Allocation within Service Credit Pool 

i. Within the service credit pool, unless the Department otherwise 
provides, the amount of service credit that is to apply to each 
service level identified for the purposes of that pool must be as 
set as agreed by both parties. 

9.3 Commencement of Service Credits 

9.3.1 Service credits must apply from the date specified in each work order. 

9.4 Liability for Service Credits 

9.4.1 When, having regard to reports produced by the Contractor, in the Department’s 
opinion, the Contractor has failed, in a given billing period, to meet a service 
level, the Contractor is liable to the Department for the amount of service credit 
applicable to that service level (if any). 

9.4.2 The amount of the Contractor’s liability will be deducted from the service charges 
which the Contractor charges to the Department in the billing period in which the 
service failure occurred. 

9.4.3 Where a single event causes multiple service failures, the Contractor will only be 
liable for the service credit associated with the single service level that would 
result in the largest total service credit. 

9.4.4 Where the Contractor experiences multiple service failures for a single service 
level, the Contractor will only be liable for a single service credit. 

9.4.5 Changes to the weightings of service credits by the Department do not affect the 
total amount available for service credits in the general service credit pool. 

9.4.6 A new weighting for a Service Credit or a new Service Credit begins to apply on 
the first day of the next applicable new billing period. 

9.5 Investigate and Fix 

9.5.1 The Contractor must take whatever action is reasonably necessary to ensure that 
it achieves or exceeds the service levels. 

9.5.2 If the Contractor considers that any service level has not been achieved, or is 
unlikely to be achieved, the Contractor must (at no additional charge to the 
Department) immediately investigate the underlying causes of the service failure 
and take any reasonable necessary action to prevent, minimise the effect of 
and/or avoid the recurrence of the service failure. 

9.5.3 If the Department considers that any service level has not been achieved, or is 
unlikely to be achieved, by the Contractor, the Department may issue a notice to 
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the Contractor specifying the nature of the service failure and requiring the 
Contractor to investigate the causes (at no additional charge to the Department). 

9.5.4 The Department may require the Contractor, at no cost to the Department, to: 

a. take such action as the Department reasonably considers necessary to 
prevent, minimise the effect of and/or avoid the recurrence of the service 
failure, with respect to any service failure which the Department 
considers is within the control of the Contractor; or 

b. advise the Department further as to how the service failure may be 
corrected, with respect to any service failure which the Department 
considers is outside the control of the Contractor. 

9.6 Releases by the Department 

9.6.1 The Contractor will not be liable for a service failure where the Contractor is 
granted a release in writing by the Department. 

9.6.2 The Contractor may apply for a release from a Service Credit. Such application, 
which must be in writing, must set out the circumstances which, in the 
Contractor’s opinion: 

a. are likely to adversely affect the Contractor’s ability to meet the required 
service levels; or 

b. have led to a service failure. 

9.6.3 The Department may grant a release if the Contractor can demonstrate, to the 
Department's satisfaction, that the service failure is caused by: 

a. a force majeure event, whereby the Contractor is prevented by 
circumstances beyond its reasonable control from meeting the required 
service levels (other than lack of funds for any reason or any strike, 
lockout and labour disputes in respect of the Contractor only), including 
acts of God, natural disasters, acts of war, pandemics, riots and strikes 
outside the Contractor's organisation; 

b. for inbound contacts (SL-1), the actual Contact volumes for a day, 
exceed by greater than 30 percent, the volumes forecast for that day in 
the long term forecast; or 

c. for email, email escalations (SL-2), the actual Contact volumes for a day, 
exceed by greater than 30 percent, the volumes forecast for that day in 
the long term forecast.  

d. for email, Chat / Messenger (SL-3), the actual Contact volumes for a day, 
exceed by greater than 30 percent, the volumes forecast for that day in 
the long term forecast.  

9.6.4 If the Contractor is released by the Department for part of a reporting period, the 
Contractor is not released from its obligation to meet specified service levels 
during the remainder of that reporting period. 

9.6.5 The Department may grant a release where the Department or the Department’s 
Personnel caused the service failure through an unlawful or negligent act or 
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omission. 

9.6.6 The Department may also issue a release where the Department, acting 
reasonably, considers that a release is warranted. The Contractor is not entitled 
to a release where the service failure has been caused by: 

a. the Contractor’s failure to comply with the Deed or the contract, or 

b. an unlawful or negligent act or omission of the Contractor or its 
personnel. 

9.7 Mitigation 

9.7.1 The Contractor must act in such a way as to mitigate any service failures. 

10 Data Management & Reporting 
10.1 Centralised Reporting 

10.1.1 The Department must be able to report on all Contact and relationship 
management activities through the Department’s electronic data warehouse. The 
Department has a strong preference to gain Customer insights from the data that 
is available from the Contractor via the CRM. 

10.1.2 Where the Contractor manages specific data required to support the reporting 
requirements in their systems, the Contractor must be able to provide this data to 
the Department, using the interfaces defined by the Department for this purpose. 

10.2 Reporting Web Portal 

10.2.1 The Contractor must provide the Department with an online reporting portal, 
ideally via the CRM, or via SFTP, providing all the required reports detailed 
below. 

10.2.2 The Contractor must ensure that the reporting web portal meets the latest version 
of the Web Content Accessibility guidelines at the ‘AA’ Level. 

10.3 Analysis and insights reporting 

10.3.1 The Contractor must provide summaries of key insights from Contacts on topics 
as directed by the Department. 

10.3.2 The Contractor must provide monthly qualitative intelligence reports. 

10.3.3 The Contractor must provide data to show the customer journey. This is to assist 
in improving internal processes for nurturing customer relationships. 

10.3.4 The Contractor must track key touchpoints to show trends based on frequency or 
significance of engagement. 

10.3.5 The Contractor must track open cases, inbound and outbound calls, and 
conversation subject matter to analyse customer interactions and assist with 
predictive modelling 
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10.3.6 The Contractor must establish processes, define workflows and train staff on data 
management to demonstrate how to record “good data”.  

10.3.7 The Contractor must provide and maintain at its own expense software and/or a 
system to automatically transcribe voice calls, and any other voice based 
interactions, to a text record. The Contractor must make these records available 
to the Department (including those captured through automated means). 

10.4 Reporting Portal Access 

10.4.1 The Contractor must provide authorised Department personnel (users) with real 
time data and access via individual log-ins to access the reporting portal along 
with user guides. 

10.4.2 Configuration must allow visibility of reports or groups of reports to be restricted 
to specific users or groups of users.  

10.4.3 The Contractor must document the authorisation process in the Procedures 
Manual. 

10.5 Cumulative Reporting 

10.5.1 The reporting portal must be responsive, allowing user defined timeframes, as 
well as providing cumulative reports showing all of the measurements collected 
during the following periods: 

a. daily; 

b. weekly; 

c. monthly; 

d. six-monthly; 

e. life-of-the-Service; and 

f. any other user defined data range. 

10.6 Data Extract 

10.6.1 The reporting portal must allow users to export all reports in one or more of the 
following formats: 

a. Office Open XML (.xlsx) 

b. Binary Interchange File Format (.xls) 

c. other formats as agreed. 

10.7 Data Capture & Measurements 

10.7.1 The Contractor must be able to capture the following core set of measurements 
for each contact and make the measurements are available in real time and as 
part of any cumulative reporting. 
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Inbound 
Contacts (i.e. 
calls, video call, 
chat, email) 

Count of forecast & percentage variance 

Count of total offered & percentage variance 

Count of answered 

Count of unanswered 

Count of total abandoned while in queue 

Count of abandoned – Range 1 sec to 600 secs 

% of answered by IVR vs. CSR 

% count of contacts answered within agreed timeframe (SLA) 

Longest wait time in queue 

Average contact time 

Average time on hold 

Average handling time 

IVR & Auto 
attendant (IVR 
& AA) 

Count of interactions 

Count of contracts resolved by IVR or AA 

Count of contacts abandoned in the IVR or AA 

Count of contacts routed 

Virtual Queue 
(VQ) 

Count of contact offered Virtual Queue 

Count and % of contacts who accept and decline VQ 

Count of connected, unreachable, disconnected, no answer and 
invalid contacts  

Count of calls where enquiry completed with target person 

Average talk time 

Average time on hold 

Average handling time 

Outbound 
communications 
and or Surveys 

Count of total call attempts  

Count of first call attempts 

Count of second call attempts 
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Count of third call attempts 

% of unreachable attempts 

% of successful attempts 

Appointments Count of appointments 

Escalations Count of escalations to the Department 

Count of escalations resolved without reminder 

Count of escalations resolved after one reminder 

Count of escalations resolved after two reminders 

Count of escalations resolved after three reminders 

Count of escalations unresolved after three reminders 

FAQ reporting FAQ ID 

Question 

Line 

Program 

Sub-Program 

Answer Usage 

Rank (overall) 

Rank by Line 

Rank by Program 

Rank by Sub-Program 

10.8 Workload Forecasting Reporting 

10.8.1 Workload Forecasting processes must be in place to ensure the efficiency and 
consistency of matching available resources to accurately forecasted workloads. 

10.8.2 The Contractor must respond to changes in volume on a daily, weekly and 
monthly basis. 

10.9 Long Term Forecast Reporting 

10.9.1 The Contractor must prepare and deliver to the Department for the Department's 
approval a long term forecast (rolling 3 month forecast, updated each month). 
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10.9.2 The long term forecast must include a forecast of: 

a. daily inbound call volumes AHT and arrival patterns for each 
Inbound Number; 

b. daily inbound email volumes and AHT; 

c. daily outbound call volumes and AHT; 

d. daily outbound email volumes and AHT; 

e. daily social media posting volumes and AHT; and 

f. for the 3 month period commencing the month immediately 
following the month in which that forecast is delivered. 

10.9.3 The Contractor must host a monthly meeting via teleconference whereby the 
Department will review and approve, in writing, the forecast two months in 
advance however: 

a. it is the Department’s responsibility to provide all relevant 
intelligence on future service demand to inform the development of 
the forecast; and. 

b. working in partnership with the Contractor, the Department prior to 
formally approving the forecast, will be guided by the experience 
and skills of the Contractor. 

10.9.4 This becomes the Long Term Forecast. For example the forecast for April must 
be reviewed and approved by 31 January of that year. 

10.9.5 The forecast will be used to determine service level releases. 

10.10 Service Management Reports 

10.10.1 The Contractor must provide the following reports to the Department: 

a. Inbound Call Priority Report, via email or SMS, immediately upon 
the occurrence of a failure to provide the agreed Services to the 
agreed service levels for more than two consecutive hours; 

b. Priority Incident (outage) report, via email, immediately after 
the Contractor fails to meet an agreed Service level in 
relation to: 

i. a loss of facilities or infrastructure that results in a 
variation/interruption to business-as-usual; 

ii. any interruption to access to Department websites; and 

iii. any interruption to access to Department applications; 

c. Daily Incident report, via email, before 9.30 am on each Business 
Day, which includes: 

i. details and timings of any Incidents that occurred on the 
previous Business Day; 
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ii. action taken to resolve any Incidents that occurred on the 
previous Business Day; and 

iii. the outcomes from actions taken; 

d. Monthly Service management report, via email, within 3 Business 
Days of the end of the month being reported, which includes but is not 
limited to the following information: 

i. a summary of all Incidents occurring during the month; 

ii. progress on any application development; 

iii. updates of training; 

iv. updates of reference materials; 

v. modifications of processes to improve efficiencies; 

vi. planning work on programs not yet implemented; 

vii. summary of quality observations of Contacts, resulting 
ratings and any action taken to improve Contact handling 
quality; and 

viii. Innovation opportunities; and 

e. Work in progress (WIP) action register which includes: 

i. all outstanding action items from monthly, quarterly and six 
monthly meetings; 

ii. who is responsible for each of the outstanding actions; 

iii. estimated completion date for each of the outstanding actions; 
and 

iv. progress made towards each of the outstanding actions. 

10.10.2 The Contractor must maintain a record of all service management reports 
produced during the term of the contract and present any or all of these to the 
Department if required. 

11 Transition 
11.1 General Requirements 

11.1.1 The Contractor must manage the establishment of the Contact Centre 
(Transition-in) and at the end of the Term the Contractor must manage the 
closing of the Contact Centre (Transition-out) including transferring the Services 
to a new Contractor. 

11.1.2 Transition in or out activities may include: 

a. gathering requirements; 

b. analysing business processes; 

c. developing documentation; 
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d. implementing, updating or decommissioning IT systems; 

e. transfer of information; 

f. data export/import and migration; 

g. recruitment or redundancy of CSRs; 

h. training of CSRs; and 

i. other similar activities. 

11.1.3 During Transition the Contractor may be required to participate in meetings as 
frequently as weekly, and to participate in regular teleconferences with 
Departmental personnel. 

11.1.4 During Transition-in or out the Contractor may be required to implement new 
Services or decommission elements of the Services. 

11.2 Transition-In 

11.2.1 The Contractor must develop a Transition-in plan for the Department’s approval, 
prior to the services begging and within 30 days of Contract signing. The 
Department anticipates that the Transition will occur in a phased approach 
pending negotiations with current servicing arrangements. 

11.3 Transition-Out 

11.3.1 The Contractor must develop a Transition-out plan and present this to the 
Department for approval within three months of commencement. 

11.3.2 The Contractor must schedule and attend a review meeting at 12-month intervals 
following the approval of the initial Transition-out plan, at which both parties will 
discuss and approve updates to the Transition-out plan. 
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