
© Simply-docs – BUS.ITFA.09 – IT Call Off Order Form (IT Support Levels). 1 

 

Notes: Before completing/amending/using the Form below, please read the following notes:  

a) Neither these notes about the Order Form nor the footnotes to it form part of the Form. They 
should all be deleted before you use it. 

b) This Order Form is a pro forma which the Supplier can insert in the Annex to Schedule 1 of the 
IT Services Framework Agreement after adapting it as necessary for the purposes of that 
Framework Agreement but without completing the highlighted gaps in it.  

c)  When the Company subsequently uses the Order Form for a particular Call Off Contract, it will 
need to take the version of it that was included in the Annex to Schedule 1, and then, in 
consultation with the Supplier, complete the gaps as necessary. The Company will then sign 
and submit the Order to the Supplier.   

IT SUPPORT SERVICE LEVELS: ORDER FORM 

1. This Order Form: 

1.1 has been completed and signed by the Company; 

1.2 submitted by it to the Supplier pursuant to paragraph 1.1 of the Ordering 
Procedure. (The Ordering Procedure is set out in Schedule 1 of the IT 
Services Framework Agreement.);  

1.3 is the Company’s request to the Supplier to supply services comprising IT 
support service levels as detailed below (“Services”); and  

1.4 is an offer by the Company to enter into a Call Off Contract for the Services.  

2. The following are further details and/or a fuller description of the elements of and/or 
the set of services [comprising] OR [included in] the Services that the Company 
requires: <<insert detailed description of service>>.  

The other material details of the elements and/or set of services [comprising] OR 
[included in] the Services described above and the supply of those Services are as 
follows: <<insert other material details>> ] 

3. [1 In addition to the elements and/or set of services described in paragraph “2” above, 
the Services include other elements and/or a further set of services. The following are 
further details and/or a fuller description of the further elements of and/or set of 
services included in the Services that the Company requires: <<insert detailed 
description of service>>.  

The other material details of the further elements or set of services included in the 
Services described above and the supply of those Services are as follows: <<insert 
other material details>> ] 

4. The Relevant Call Off Terms that will be applicable to all of the Services covered by 
this Order Form are set out in Schedule 2[2] OR [3] OR [4] OR [5] OR [6] of the IT 
Services Framework Agreement.  

5. The Supplier should within no more than [seven (7)] days acknowledge receipt of this 
Order Form and notify either its acceptance of this offer or that it declines this offer. 

6. If and when the Supplier accepts this offer, the Supplier and the Company will 
thereby be deemed to enter into a Call-Off Contract for the provision of the Services. 

                                                
1
 Paragraph 3 should be included to cover any further elements or sets of service purchased under this Call Off Contract. If there are to be any 

further elements or sets of services in addition to those set out in 2 and 3, then insert and complete, as necessary, one or more paragraphs using 
the same wording as per  “3”, adding the relevant information to each additional paragraph. 
2
 Amend so that the only Schedule referred to here is the one containing the IT Support Service Levels Terms. All of the elements and sets of 

services covered by paragraphs “2”, “3” etc above will be governed by those IT Support Service Levels Terms. Any type of IT services other than 
IT support service levels should be purchased using a separate Order Form which relates to the appropriate set of Terms and the type of service 
concerned, e,g, software development and licensing, or software support and maintenance, or hardware & software services.   
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7. The following details are deemed to be an Annex to the Relevant Call Off Terms 
applicable to the Call Off Contract for the purposes of Clauses 7.4 and 7.6.2 of the 
Framework Agreement.  

Clause 7.4: In relation to the Call Off Contract, the Company, as Data Controller, and 
the Supplier, as Data Processor, agree that the details of the personal data to be 
processed by the Supplier, as Data Processor, are as follows: 

a) type(s) of personal data: <<specify>>  

b) scope of processing:<<specify>> 

c) nature of processing: <<specify>> 

d) purpose of processing: <<specify>> 

e) duration of processing <<specify>> 

Clause 7.6.2: In relation to the Call Off Contract, the Company, as Data Controller, 
and the Supplier, as Data Processor hereby agree that the technical and 
organisational measures to be taken by the Supplier as Data Processor to protect the 
personal data from unauthorised or unlawful processing, accidental loss, damage or 
destruction are as follows: 

<<insert details of the technical and organisational measures>> 

8. The following Annexes form part of this Order Form 
 

ANNEX 1 
 
Support Services 
<<Insert a complete specification of the Support Services to be provided by the Supplier to 
the Company.  Include any exclusions where relevant.>> 
  
[Specified Equipment] 
[<<Insert a detailed specification of all hardware and software (including minimum versions / 
updates where relevant) which will be supported by the Supplier.>>] 

 
ANNEX 2 

 
Fees and Payment 
<<Insert complete details of the Fees payable for the Support Services.  Provide details 
including, but not limited to, the sums due, the frequency of payments, invoicing methods 
etc.>> 
 
Default Fees 
<<Insert a scale of Default Fees for each Issue Level or another calculation method of your 
choice.>> 
 
[<<Insert details of a further Default Fee payable under sub-Clause 8.6 if this is to be 
different to the standard Default Fees.>>] 

 
ANNEX 3 

 
Service Levels 
 
Issue Levels 
<<Insert a full specification of all Issue Levels, providing a detailed definition of each.>> 
 
Performance Monitoring 
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<<Provide a specification detailing how performance will be monitored and measured.  If a 
standard system is to be used, include details of that system.  Specify what data will be 
collected and how that data relates to the measurement of performance>> 
 
Performance Report 
<<Provide a specification / template for the Performance Report which will be used for 
recording performance>> 
 
Submission of Performance Reports 
<<Provide a timetable for the collection of performance data, the compilation of performance 
reports, and the submission of the Performance Reports to the Performance 
Representatives>> 
 

Signed by   ……………………… 

Name ………………………. 

on behalf of the Company 

Dated …………………………….. 

 

Signed by ………………………… 

Name ………………………. 

on behalf of the Supplier 

Dated …………………………………. 
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