STANDARD LETTER FOR SUBSCRIBING BODIES TO SIGN 
Annex A
To be sent for the attention of: The Managing Director, ITSO Services Ltd, 4th Floor, Quayside Tower, 252-260 Broad Street, Birmingham B1 2HF.

I, [……………..name], confirm that, until further notice, [……………name of TCA] (the TCA) wish ITSO Services Limited to undertake the following services on my behalf: 

· ITSO Membership – ITSO Services Ltd will secure ITSO membership on behalf of the TCAs who are “signed up” with it. ITSO Services Ltd shall:

· Maintain membership for the duration of the contract,  

· Disseminate all relevant ITSO communications to the TCAs as necessary throughout the duration of the contract.

· Perform ITSO required administrative duties on behalf of the TCAs for the duration of the contract

· Inform ITSO Ltd of current and future states of TCAs 
· Licensed Operator – ITSO Services Ltd will obtain ITSO licensed operator status on behalf of non-smart TCAs. Through the Licensed Operator Service, ITSO Services Ltd will:
· Maintain the Operator Licence throughout the duration of the contract
· Provide the necessary ITSO Ltd interfaces required for the running of the ITSO related services in the specification.

· Provide for and maintain to the ITSO Specification all relevant interfaces and equipment.
· User Support and Guidance - ITSO Services Ltd will provide to non-smart TCAs a comprehensive range of Support and Guidance (for the package of Services provided by ITSO Services Ltd) during smart card project start up, implementation and migration. This service shall include, but is not limited to provision of the following:

· Guidance for the deployment to implement a smart scheme, in the form of generic project plans

· Guidance for the migration to an independent smart scheme, in the form of generic project plans.

· Answers to frequently asked questions

· Telephone support

· All materials will be available either online or as hard copies as appropriate.

· ISAM Provision - ITSO Services Ltd will source, personalise and distribute ISAMs to each TCA’s selected card service bureau(s) in a timely manner. ITSO Services Ltd will: 

· Source ISAMs and ensure access to a stockpile of ISAMs at the best possible price

· Manage the shipping and return of an ISAM should a TCA wish to change their card services bureau or bring the printing in-house. Initial shipping cost are not chargeable, however all subsequent shipping costs are chargeable to the TCA
· Asset Management Service - ITSO Services Ltd shall provide an overlay of security through the direct management of distributed assets (e.g. ISAMs) so that the environment within which the TCAs work is protected.  ITSO Services Ltd will provide this service through an outsourced arrangement and commit to:

· Manage the communication with the ISMS service, 

· Facilitate ENCTS ISAM commissioning and profiling 

· Provide day-to-day communication with ISAMs at remote locations such as card production bureaus.  (For the avoidance of doubt, this will not include the implementation or management of any required communications infrastructure.)
· Concessionary Transaction Collection and Depository – ITSO Services Ltd will deliver this service and will commit to:

· Provide transaction, product account and shell account data (receipt, storage, review and migration)

· Store data for each TCA for a maximum of seven years. 

· Migrate this data, (in an agreed format and in a timely manner) to the TCA once the TCA has established it’s own smart scheme

· Archive data after the agreed seven year period to an agreed specification

· Hot List Processing - ITSO Services Ltd will implement the agreed hot-listing strategy for the national concession, for both smart and non-smart TCAs  ITSO Services Ltd  will commit to:

· Support an ENCTS stop-list programme for non-smart TCAs to enable TCAs to notify ITSO Services of Passes that are no longer valid for use. 

· Create and implement a stop-list process for non-smart TCAs

· Work on the behalf of non-smart TCAs with the wider stop and hot-listing community to develop a national stop and hot-list strategy and framework.

· Make available the ENCTS stoplist to the wider community in accordance with the ITSO Operating Licence and Specification requirements and the strategy developed and implemented above.

· Work with the wider community in the development, design and implementation of a national hot-listing strategy.
· Customer Help Desk - ITSO Services Ltd will provide a post implementation service offering a second line support for TCA Helpdesks relating to TCA related services and a first line support to TCAs who have queries about ITSO and ITSO processes. 

· ITSO Services Ltd shall operate a helpdesk within the hours of 9am to 5pm Monday to Friday (excluding English bank holidays)

· ITSO Services Ltd will provide Second Line Support for the following example areas:

i. Resolution of simple “new” faults.

ii. Resolution of “repeat” faults.

iii. Filtering of known issues and raising of new issues.

iv. Performing simple “root cause” analysis to eliminate problems.

v. Resolution of application errors 

· ITSO Services Ltd will provide First Line Support including assistance for the following example areas, (made available through both online and telephone channels):

i. Provision of answers to frequently asked questions (web based)

ii. Provision of example project plans

iii. Migration advice to help TCAs wishing to establish their own independent ITSO smart scheme

· Testing - ITSO Services Ltd will establish a support service that will provide TCAs with access to an independent review of the quality of smart cards produced, both under the framework and by alternative suppliers, and will provide arbitration services where disputes arise. ITSO Services Ltd shall:

· Provide independent testing to non-smart TCAs at an agreed rate 

I understand that these service will be centrally funded and that, other than where specified, there will be no costs for […………….name of TCA]. 

I, [……………..name], confirm that, so long as ITSO Services Limited undertakes the above services on my behalf [……………name of TCA/Corsortium] or my agreed supplier(name……………..) will create and maintain a list of lost, stolen or otherwise no longer needed concessionary travel passes and will provide this list to ITSO Services Ltd to an agreed timetable and format for the purposes of hot listing. ITSO Services will go back to the TCA if the list has not been received.
I understand that, at any time, I may write to you to give you three months notice of […………..name of TCA] intention to withdraw from this service. At such a time, we will agree an exit strategy which will include the transfer of all information and assets (including any relevant product OIDs) held by ITSO Services Ltd and relating to [………… name of TCA]. 

Signed for and on behalf of

[full name of TCA]

……………………………….

Name ……………………….

Position …………………….

Date………………………….
