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This user guide applies when the ordering organisation is registered to use the NHS FPECE, Xerox UK Ltd online ordering portal 
BACKGROUND
The Authority is an Arm’s Length Body of the Department of Health and Social Care which provides business solutions to the wider NHS including the management of certain print requirements.
The Authority has established a framework arrangement with the supplier for inter alia NHS Forms, Print, Exemptions, Cards and EHIC under which the Authority and ordering organisations are entitled to purchase products (the “framework”).
An ordering organisation is an organisation which is authorised and granted access to the online ordering portal to purchase products. 
The supplier shall host an online ordering portal where ordering organisations and their authorised users can purchase products.
The supplier is Xerox UK Ltd whose registered office is at Waterside, Oxford Road, Uxbridge, Middlesex, UB8 1HS and is a leading provider of managed print services.
Operational service commencement is 1st July 2019
Duration - 3 years initial duration from operational service commencement.
Extension - 2 years (optional)


[bookmark: _Toc534878474][bookmark: _Toc9939119]Definition
The following terms and expressions shall have the meanings ascribed to them:
	“Authorised User”
	means any person registered with the Authority who is authorised to place orders via the online ordering portal by and on behalf of the Ordering Organisation;

	“Authority”
	means the NHS Business Services Authority;

	“Non Personalised Product”
	Means standard products which cannot be personalised or modified prior to printing 

	“Ordering Organisation”
	means the organisation entering into the call-off contract with the Supplier;

	“Personalised Product”
	means products which can be personalised or modified prior to printing;

	“Supplier”
	means Xerox UK Ltd (company number 00330754)

	
	



Scope
In consideration of the Authority granting the ordering organisation access (as an authorised user) to use the online ordering portal, the ordering organisation may enter into call-off contracts with the Supplier to purchase products.
Those registered to access the portal will be an ordering organisations authorised user
Products and catalogues
The following catalogues and sub-catalogues will be available from the online ordering portal depending upon the access rights granted to the authorised user:
Stock Secure Products
English non personalised forms sub catalogue;
English personalised forms sub catalogue;
Welsh non personalised forms sub catalogue; and
Welsh personalised forms sub catalogue;
Stock Non Secure (National Products)
English dental forms sub catalogue;
English GMS forms sub catalogue;
Mental Health Act forms sub catalogue;
English optical forms sub catalogue;
English other forms sub catalogue; and
Welsh forms sub catalogue
Stock Non Secure (Pension Employer Products)
Stock Non Secure (Dental Processing Products)
Stock Non Secure (Authority Products)
Stock Help with Health Costs Forms
Orders
The supplier shall process orders for secure forms via the online ordering portal only and through no other ordering route.
The supplier shall accept orders placed by authorised users and consolidate these for delivery to the relevant delivery address.
The supplier shall provide an online delivery tracking facility to enable authorised users to check the progress of orders and deliveries placed using the online ordering portal.
Contact Centre/Helpdesk
The supplier shall provide a contact centre/helpdesk to deliver advice and assistance for authorised users in relation to all of the online catalogues displayed on the online ordering portal.  The supplier shall make the contact centre/helpdesk facility available via telephone and email, and where appropriate via a feedback or comments section on the online ordering portal.
The telephone system associated with this number uses a pushbutton system to direct callers to a line providing advice and assistance to authorised users and individuals who wish to be registered to become an authorised user.
Distribution and delivery
For orders placed via the online ordering portal the supplier shall ensure that:
All orders placed via the online ordering portal shall be delivered within six working days following the day of receipt of the order;
Authorised users agree to the call-off terms set out at Schedule 11 of the contract (and Appendix 1 of this user guide) prior to placing their order as well as the terms of this agreement;
Where possible, all orders placed via the online ordering portal shall be consolidated; and
The supplier shall provide a delivery note to accompany each delivery whether it is an individual or consolidated delivery.
Where required the delivery vehicle shall have an appropriate method of unloading the consignment (e.g. tail lift). A secure distribution and delivery service must be used for all secure forms.
A tracked distribution and delivery service must be used for all forms.
Delivery packages must be sealed, not overfilled and not weigh more than 13kg.
The supplier shall ensure that delivery packages are clearly labelled with the following information:
product code;
quantities of items per box;
job number or box number (for traceability purposes);
where appropriate, the serial numbers of the products;
where appropriate, the use by date of the products;
the supplier’s name;
where appropriate, the name and code of prescriber(s) for whom prescription pads are intended;
the name of the recipient;
the delivery address selected by the authorised user at the time of order placement;
package and label serial numbered products (product items FP10SS and WP10SS) with a bar code detailing the serial number range. Delivery notes accompanying such bar coded deliveries should also be barcoded in the same way.
All deliveries must be signed as delivered by the delivery driver and the recipient at the delivery address.
All recipient signatures are accompanied by the printed name and department of the recipient together with the date and time of delivery.
For palletised deliveries, the supplier shall use Euro pallets.
For palletised deliveries of secure products, the supplier shall ensure that the pallet is shrink wrapped with opaque pallet wrap so that the contents of the pallet are not visible.
The supplier shall ensure that delivery vehicles have the following security features for secure forms only:
Hard sided vehicles;
Vehicles cannot be left unattended unless in an emergency situation and at all times the vehicle must be kept locked and secure;
ID cards for all drivers; and
Comprehensive item tracking with 100% audit trail of each consignment based on barcode scanning of the parcel or pallet label.
If a delivery does not conform to the delivery requirements specified in this paragraph 1.6, the delivery may be rejected or accepted at the sole discretion of the recipient. If the delivery is rejected due to non-conformity, the supplier shall pay any additional costs incurred in handling and re-delivering the delivery.
Returns
From time to time ordering organisations may wish to return products to the supplier.  These include products which:
have not left the control of the suppliers delivery driver, for example deliveries that have been rejected by the recipient;
are subject to a product or batch recall;
are alleged to be defective;
have been damaged in transit; and
the supplier has been directed by the authority to return.
Where the reason for the return is due to an act or omission of the supplier, the products shall be returned to the supplier in accordance with the relevant call-off terms at no extra cost.
The supplier shall be able to offer an urgent/next day delivery as required by the authorised user
The supplier shall not accept returns of any personalised products or secure forms ordered in error where such error is attributable to the authorised user and has not been contributed to by the supplier, and the supplier shall be entitled to invoice for such products in accordance with the relevant call-off terms.
The supplier shall accept returns of any non-personalised products ordered in error where such error is attributable to the authorised user and has not been contributed to by the supplier, and the supplier shall be entitled to invoice for the return and re-stocking of the products.
[bookmark: _Toc534878475][bookmark: _Toc9939120]Integrity of the framework and online ordering portal
The ordering organisation shall not do anything to prejudice the integrity of the framework.
The ordering organisation shall use best endeavours to protect the online ordering portal from viruses when being accessed and used by it and/or its authorised users. 
The ordering organisation shall use the online ordering portal for lawful and proper purposes only and shall, in any event, comply with all relevant laws, regulations and codes of practice within the UK and any other jurisdiction from which authorised users access the online ordering portal.
In particular, the ordering organisation agrees that it will not:
manipulate any information supplied on the online ordering portal in a manner that would lead to inaccurate, misleading or discriminating presentation of information being displayed;
post, transmit or disseminate any information on or via the online ordering portal which is or may be harmful, obscene, defamatory or otherwise illegal;
use the online ordering portal in a manner which causes or may cause an infringement of the rights of any other; and
use any software, routine or device to interfere or attempt to interfere electronically or manually with the operation or functionality of the online ordering portal, including uploading or making available files containing corrupt data or viruses via whatever means.
[bookmark: _Toc9939121]Call-off terms
The ordering organisation acknowledges that all orders placed via the online ordering portal shall be made subject to the call-off terms (see Appendix 1), and create a direct contractual relationship between the supplier and the ordering organisation.
Once an order has been fulfilled, the supplier is entitled to invoice the ordering organisation in accordance with the call-off terms.
The Authority shall not be a party to, or have any liability under, any call-off contract entered into by the ordering organisation.
[bookmark: _Toc534878476][bookmark: _Toc9939122]Role and responsibilities of the ordering organisation
The ordering organisation shall be the legal entity that shall enter into any call-off contract with the supplier.
The ordering organisation acknowledges that any order placed by an authorised user binds the ordering organisation to the same extent as if the order had been placed directly by the ordering organisation.
The ordering organisation shall be responsible for any unauthorised, false or fraudulent access and use of the online ordering portal using one of its authorised users’ user ID and password.
[bookmark: _Ref534890483]The ordering organisation shall immediately notify the authority of the existence of any issue(s) and/or disputes arising out of or relating to a call-off contract, including any decision by the ordering organisation to withhold payment via nhs.print@nhs.net. 
The ordering organisation agrees:
[bookmark: _Ref534890485]to provide the Authority with all information it reasonably requires to allow it to review and effectively monitor the supplier’s approach to the provision of the products in a timely manner;
[bookmark: _Ref534890487]to provide the Authority with all information it reasonably requires to allow it to effectively monitor and review the performance of the supplier against the performance indicators in a timely manner;
[bookmark: _Ref534899067]to notify the Authority (as soon as possible using the form in Appendix 2) in the event that it comes to the ordering organisation’s attention that:
any ordered product is not delivered to specification;
the online ordering portal is unavailable and/or is not fully operational;
any stock and non-stock secure forms order lines are not despatched within six working days of the order;
any stock non secure order lines are not despatched within six working days of the order.
[bookmark: _Toc9939123]Role and responsibilities of the Authority
The Authority shall not have any responsibility in relation to the fulfilment of any orders made by or on behalf of the ordering organisation.
The Authority shall not be responsible for the settlement of any invoices issued by the supplier to the ordering organisation.
The authority is responsible for:
procuring the framework agreement;
taking reasonable steps to enforce the terms of the framework agreement, including those relating to services improvement;
contract management activities in relation to the framework agreement;
complying with its obligations under the framework agreement.
[bookmark: _Toc9939124]Contacts
Online ordering portal 	www.nhsforms.co.uk
System access enquiries 	(0300) 123 0849
Enquiries relating to orders placed via the 
online ordering portal or deliveries	NHSorders@xerox.com
Billing and invoicing enquiries	NHSAR@xerox.com
Authority Contract Management Team 	NHS.Print@nhs.net



[bookmark: _Toc9939125]Escalation Process
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2. If you have any query relating to 

your order or your experience with 

Xerox please contact the Xerox 

Contact Centre on 0300 123 0849

Is the query 

resolved?

3. Escalate you query to the Xerox 

Contact Centre Manager

Is the query 

resolved?

4. Contact Centre Manager escalates 

to the NHS Service Delivery 

Manager for resolution if this is not 

complete the SDM escalates to Head 

of Print Management for final 

resolution

NO

NO

START

STOP YES

YES

1. This document outlines the 

procedure for raising queries and 

complaints for product orders to 

Xerox.

Orders should be delivered within 

6 working days from the date they 

were approved. 

If you have any query regarding 

any aspect of the NHS Contract 

please follow the process from 

step 2.

2. Please contact the Contact 

Centre:

-Phone: 0300 123 0849 

-Email: nhsorders@xerox.com

If you do not receive a satisfactory 

resolution on your first contact 

Xerox will provide you with a SR 

(service Request) number and 

contact you within 48 hours with 

an update or solution.

3. Xerox -If your query still 

remains unresolved after 

speaking with Xerox Contact 

Centre Manager –You will 

receive an update within 24 

hours. Please quote the SR 

number that you have previously 

been supplied with.

4. In the unlikely event that you 

are still not satisfied and your 

query remains unresolved, the 

Contact Centre Manager will 

escalate to the Service Delivery 

Manager who will respond to you 

within 24 hours. Your query will 

also be escalated to the NHS 

Contract Management Team.

5. If this is still not resolved 

satisfactorily this will then be 

escalated to the Head of Print 

Management for final resolution.
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2. If you have any query relating to your order or your experience with Xerox please contact the Xerox Contact Centre on 0300 123 0849
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Call-Off Terms

These call-off terms apply to any and all Orders placed by the Customer(s) via the Supplier’s Online Ordering Portal.    

The call-off terms incorporate all of the terms which apply to or benefit the Ordering Organisations and/or Authorised Users under the Framework save for Schedule 7.2 and Schedule 8.3 of the Framework Agreement.

The Supplier shall process all Orders in accordance with the terms of the Framework and these call-off terms.

Interpretation

Unless the context otherwise requires the definitions set out in the Framework shall apply to these call-off terms.   

In addition the following terms shall apply:

 “Business Day” means a day (other than a Saturday, Sunday or public holiday) when banks in London are open for business;

“Customer” means the Ordering Organisation placing the Order using the Online Ordering Portal or the Ordering Organisation on whose behalf an Authorised User is placing an Order; 

“Delivery” means the delivery of an Ordered Product or Ordered Products

“Framework” means the overarching agreement between the NHS Business Services Authority and the Supplier dated 3rd December 2018 establishing a framework arrangement whereby Customers can purchase certain products and

“Ordered Products” means the products ordered by the Customer from the Supplier via the Supplier’s Online Ordering Portal.

In the event of any conflict between these terms and the Framework, the Framework provisions shall apply.

Orders

The Supplier shall supply the Ordered Products in accordance with all Authority Requirements and Performance Levels set out in the Framework.

The Customer may amend or cancel an Order in whole or in part at any time before delivery by giving the Supplier notice in writing.  

In the event of any amendment or cancellation of any Ordered Product by the Customer, the Customer shall pay the Supplier fair and reasonable compensation for any work in progress on the Ordered Products at the time of termination, such compensation shall not include loss of anticipated profits or consequential loss.

The Ordered Products

The Supplier shall ensure that the Ordered Products:

correspond with their description;

be of satisfactory quality (within the meaning of the Sale of Goods Act 1979, as amended) and fit for any purpose held out by the Supplier or made known to the Supplier by the Customer expressly or by implication, and in this respect the Customer relies on the Supplier’s skill and judgement;

are free from defects in design, material and workmanship and remain so for 12 months after delivery or such longer period as the Framework may require; 

comply with all applicable statutory and regulatory requirements relating to the manufacture, labelling, packaging, storage and delivery  of the Goods; and

are manufactured, labelled, packaged, stored and delivered in accordance with the terms of the Framework.

comply with any delivery instructions made known to the Supplier by the Customer at the time of placing the Order or subsequently;

The Supplier shall ensure that at all times it has and maintains all the licences, permissions, authorisations, consents and permits that it needs to carry out its obligations under these Call-off Terms

Delivery

The Supplier shall ensure that in addition to complying with the requirements detailed in the Framework:

The Ordered Products are properly packed and secured in such manner as to enable them to reach their destination in good condition;

Each delivery of Ordered Products is accompanied by a delivery note which shows the order number, order recipient, product code, product name, volume of each product, bar code of serial numbers for prescription forms (if applicable)  and, if the relevant Order is being delivered in instalments, the outstanding balance of Ordered Products remaining to be delivered.

The Supplier shall deliver the Ordered Products specified in each Order:

Within 6 days or such other period agreed between the Supplier and the Customer;

At the Delivery Address specified by the Customer

During the Customer’s normal business hours or as instructed by the Customer.

Delivery of Ordered Products is completed once signed for at the specified Delivery Point .

Risk and ownership in the Ordered Products shall pass to the Customer at the time of Delivery;

Not used;

If a Delivery does not conform to any Delivery requirements specified in the Order or otherwise, Delivery may be rejected or accepted at the sole discretion of the Customer.

The Customer may return Ordered Products to the Supplier, including Ordered Products which:

have not left the control of the Supplier’s delivery driver by way of example only, deliveries which have been rejected by the Customer;

are subject to a product of batch recall;

are alleged to be defective;

have been damaged in transit; and

the Supplier has been directed by the Authority to return.

Where the reason for the return referred to at paragraph 4.7 above is due to an act or omission of the Supplier, the Ordered Product(s) shall be returned to the Supplier at no extra cost;

The Supplier shall not deliver Orders in instalments without the Customer’s prior written consent.

Customer Remedies

If the Ordered Product(s) are not delivered in accordance with the Framework and/or these call-off terms, without limiting any of its other rights or remedies of the Customer and in addition to the rights and remedies in the Framework, and regardless of whether or not the Customer has accepted the Ordered Product(s), the Customer may exercise any one or more of the following remedies:

if the Ordered Product(s) have not yet been delivered, to cancel the Order;

To reject the Ordered Products (in whole or in part) and return them to the Supplier at the Supplier’s own risk and expense;

To require the Supplier to repair or replace the rejected Ordered Product(s), or to provide a full refund of the price of the rejected Ordered Product(s) (if paid);

To refuse to accept any subsequent delivery of the incorrect, incomplete or defective Ordered Product(s) which the Supplier attempts to make; and

To claim damages from the Supplier for any other costs, loss or expenses incurred by the Customer which are in any way attributable to the Supplier’s failure to carry out its obligations under the Contract.

The conditions set out in these call off terms shall apply to any repaired or replacement Ordered Products supplied by the Supplier.

Price and Payment

Subject to the provisions of the Framework, the Customer shall pay for the Ordered Product(s) in accordance with this paragraph.

The Price set out on the Online Ordering Portal in respect of the Ordered Product(s):

excludes amounts in respect of Value Added Tax (VAT), which the Customer shall additionally be liable to pay to the Supplier at the prevailing rate, subject to the receipt of a valid VAT invoice; and

includes the costs of packing, insurance and carriage of the Ordered Products.

No extra charges shall be effective unless agreed in writing and signed by the Customer.

The Supplier shall, submit on a monthly basis, a consolidated invoice to Customer detailing the price of the Ordered Products plus VAT at the prevailing rate (if applicable) in respect of all Ordered Products delivered during the period to which the invoice relates. The Supplier shall ensure that the invoice includes the date of the Order, the invoice number, the Customer’s order number, the Supplier’s VAT registration number together with any additional information required under the Framework .

The Customer shall pay correctly rendered invoices within 30 days of receipt of the invoice to the Ordering Organisation.

The Customer may set off and withhold any amount owed to it by the Supplier against any amount due to the Supplier by the Customer under any Order.

If a party fails to make any payment due to the other in accordance with these terms by the due date for payment, then the defaulting party shall pay interest on the overdue amount at the rate of the Late Payment of Commercial Debts (Interest) Act 1998. Such interest shall accrue on a daily basis from the due date until actual payment of the overdue amount, whether before or after judgment. The defaulting party shall pay the interest together with the overdue amount. This paragraph shall not apply to payments the defaulting party disputes in good faith.

Liability & Indemnity

The obligations of the Supplier set out in the Framework relating to liability and indemnity including those contained in clause 25 of the Framework shall apply to these call off terms.  For the purposes of this paragraph any reference to the Authority set out in such provisions shall where appropriate in all the circumstances be interpreted as being a reference to the Customer.

Insurance

The Supplier shall ensure that the requirements for insurance stated under the Framework shall also apply to these call off terms.

Compliance with Relevant laws and Polices

The provisions of the Framework shall also apply to these call-off terms.

General

For the avoidance of doubt the following provisions of the Framework shall also apply to these call-off terms:

Warranties (Clause 3);

Force Majeure (Clause 32);

Supply Chain Rights and Protections (Clause 15);

Confidentiality (Clause 21);

Where the Customer is subject to the Freedom of Information Act 2000, the Transparency and Freedom of Information provisions (Clause 22);

Protection of Personal Data (Clause 23); and

All other provisions of the Framework which benefit the Customer.

Disputes

The parties shall immediately notify the Authority of the existence of any issue(s) arising out of or relating to these call-off terms and the Supplier and the Customer shall work together in good faith to resolve any dispute.

Entire Agreement

These terms, the terms of the Framework and any specific terms in any Order or in writing by the Customer or the Authority constitutes the entire agreement between the parties relating to the Order and supersedes and extinguishes all previous agreements, promises, assurances, warranties, representations and understandings between them, whether written or oral, relating to its subject matter

Waiver

No failure or delay by a party to exercise any right or remedy provided under these terms or by law shall constitute a waiver of that or any other right or remedy, nor shall it prevent or restrict the further exercise of that or any other right or remedy. No single or partial exercise of such right or remedy shall prevent or restrict the further exercise of that or any other right or remedy.

Severance

If any provision or part-provision of these terms is or becomes invalid, illegal or unenforceable, it shall be deemed modified to the minimum extent necessary to make it valid, legal and enforceable. If such modification is not possible, the relevant provision or part-provision shall be deemed deleted. Any modification to or deletion of a provision or part-provision under this paragraph shall not affect the validity and enforceability of the rest of these terms.

Notices

Any notice or other communication given to a party under or in connection with these terms shall be in writing, addressed to that party at that party’s address or such other address as that party may have specified to the other party in writing in accordance with this paragraph, and shall be delivered personally, or sent by pre-paid first class post or other next working day delivery service, commercial courier, or email.

A notice or other communication shall be deemed to have been received: if delivered personally, when left at the address referred to in paragraph 14.1); if sent by pre-paid first class post or other next working day delivery service, at 9.00 am on the second Business Day after posting; if delivered by commercial courier, on the date and at the time that the courier’s delivery receipt is signed; or, if sent by email, one Business Day after transmission.

The provisions of this paragraph shall not apply to the service of any proceedings or other documents in any legal action

Governing Law

These terms, and any dispute or claim (including non-contractual disputes or claims) arising out of or in connection with it or its subject matter or formation , shall be governed by, and construed in accordance with the law of England and Wales

Jurisdiction

SCHEDULE 11

CALL OFF TERMS FOR ORDERING ORGANISATIONS 

Each party irrevocably agrees that the courts of England and Wales shall have exclusive jurisdiction to settle any dispute or claim (including non-contractual disputes or claims) arising out of or in connection with these terms or its subject matter or formation.

#docnum	1

Schedule 11 Call off Terms FV	1

[blank page]


image4.emf
NHS FPECE  Performance Notification Form.docx


NHS FPECE Performance Notification Form.docx
[image: a4P_Word_BSA_Office_printer_t]

NHS Forms, Print, Exemptions, Cards and EHIC (FPECE)



Performance Notification Form



Please complete the below form and forward to nhs.print@nhs.net





1. What does this performance notification relate to?



Delivery timeliness								Y/N



Product not to specification						Y/N



[bookmark: _GoBack]Online ordering portal unavailable/not fully operational			Y/N





2. Please provide as many of the below details as possible



Name of authorised user who placed the order		_________________



	Product ordered						_________________



Order reference number					_________________



	Date order placed						_________________



	Date order received						_________________





3. Please provide details of the performance issue you have experienced
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