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This Statement of Work (“Proposal”) is entered in by and between  __________________________ 

(“Customer”) and X3 Consulting (“Service Provider”) and the Customer acknowledges and agrees 

that the Services detailed in this document are subject to the terms of X3 Consulting’s Proposal as 

agreed between X3 Consulting and the Customer dated [ _____/______/________]. 

 

This document is valid only when signed by the Customer and an authorised X3 Consulting 

representative. 

 

Customer Contacts 

 

 

Name Job Title Contact Details 

     

   

   

   

 

X3 Consulting Contacts 

 

Name Job Title Contact Details Phone 

Nick Tucker 
X3 Consulting 

Ltd, Director 
nick.tucker@x3consulting.com  +44(0) 7970 741651 

 

Revision History 

 

Version Date Description of change Author 

0.1 29/4/20 First Draft for Review Nick Tucker 

0.2 30/4/20 Amendments Nick Tucker 

0.3 30/6/20 Release Nick Tucker 
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This document describes the typical services delivered as part of a consultancy process for 

Gcloud projects. Some elements may not apply subject to the Software and requirements as 

described within the Proposal  

The Services are a joint undertaking between the Customer and the Service Provider, and the 
parties acknowledge that successful delivery of the Services will be dependent on both parties 
working in collaboration with agreed plans and objectives. 

The specific activities to be performed under the Proposal are outlined in section 2.0.   

The functionality scope of the Software to be implemented by the Services will be detailed in section 
3.0. as part of the completion of the Project Initiation 

 

 

1.0 Introduction 
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The section below describes the services to be provided by Service provider. The final quantity of 

services will be determined after the Design Phase. 

Service Providers Implementation Methodology 

The project will be implemented using the Service Provider’s implementation methodology which 
divides the implementation process into 5 stages as follows: 

• Initiate 

• Design 

• Build  

• Validate 

• Deploy 

The Services to be delivered in each of these phases are as follows;  

 
2.1 Initiate Phase 

Kick off and Mobilisation  

In this part of the Services the parties will (as required); 

 

Service Provider 

• Allocate a project team to include consultants and Project Management 

• Provide consultants to attend scoping workshops to validate solution scope 

• Prepare and deliver a project kick-off meeting 

• Prepare a high-level project plan 

• Propose the project governance strategy to include members of the Steering Committee 

• Define all workshop pre-requisites and preparation work for the Customer key users and 

subject matter experts 

Customer 

• Allocate a project team to include Project Manager, key users, systems administrator and 

subject matter experts 

• Provide appropriately qualified staff to attend scoping workshops 

• Ensure all project team members attend the project kick-off meeting 

• Provide input to the creation of the high-level project plan 

• Initiate the creation of a change management plan 

 

 
Infrastructure & Architecture 

Except where Saas is applied the Infrastrucure and Architecture will be based upon the Microsoft 
Azure platform. Compute services will be provided for the delivery and execution of the software 
application commensurate with the module and user count as stated within the Proposal. 

Access to the application shall be provided via email with a user identity and password supplied. 

 

 

2.0 Description of Services 
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2.2 Design Phase 

Product Training 

In this part of the Services the parties will; 

 

Service Provider 

• Provide such Product Training as is required to allow the Customer to interpret the 
functionality of the application for the purposes of facilitating the Design Phase. 

Customer 

• Provide suitably qualified staff to participate in said training activities who will play a role in 
the remainder of the Design phase. 

 

 

Requirements Documentation & Review 

In this part of the Services the parties will; 

 

Service Provider 

• Provide consultants for specified Software design workshops and provide design advice 
for each process as identified as within scope. 

• Document the Software design/configuration/requirements for each process 

• Provide up to 2 revisions of design documentation following customer review 

Customer 

• Provide key users and subject matter experts for each design workshop 

• Prepare key users with any pre-reading or preparation work required for the workshop 
discussions and requested by the Service Provider 

• Provide input to the Software design/configuration/requirements for each process 

• Prepare test scripts for each process included in the Software design 

• Prepare a user training plan to include all Customer Software users 

• Review and approve the process designs (Software and configuration) in accordance with 
section 6 (Acceptance) 

 

 



 

 Services Definition Glcoud 12 V0.3 Page 8 of 39 
  

 

 

Software Installation 

NB: Not applicable to the Sage X3 Software as a Service Cloud Platform.  

 

Where software installation is required the parties will: - 

 

Service Provider 

• Install in line with the recommendations of the software vendor 

• Apply best practice principles at all times during the installation 

• Confirm with the customer by way of short presentation (login) the operation of the 

software in good working order. 

 

Customer 

• Provide suitably skilled and trained resources as may reasonably be required to support 

the installation process. 

• Confirm acceptance following the operational presentation of the software installation.  

 

Detailed Project Planning 

In this part of the Services the parties will; 

 

Service Provider 

• Create the detailed project plan for each stage/component of the project. A detailed plan 

will be created on a rolling 8-week basis. 

• The Project Manager will maintain the detailed project plan and manage changes 

Customer 

• Provide input to the detailed project plan for those elements for which the Customer is 

responsible.  

• Provide suitably skilled and trained resources to create the detailed project plan and 

enable the plan to be executed. 

 

 

2.3 Build Phase 

Functional Build 

In this part of the Services the parties will; 

 

Service Provider 

• Create the approved processes in the Software environment based on the agreed 
configuration design.  

• Provide workshops to the customer for the in-scope functional areas 
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• Complete the configuration check list to validate processes included in build. 

Customer 

•  

• Provide suitably experienced resources to respond to queries from the Service Provider 
when clarifications on the Software design are requested 

• Provide data sets as may be required for the build 

• Complete build of user defined elements. 

 

 

Functional Review and Refine 

In this part of the Services the parties will; 

 

Service Provider 

• Conduct a functional review, to playback the agreed configured Software design to the 
Customer.  

 

Customer 

• Attend the functional review meeting to review and sign off the configured processes 
agreed in the documented Software design.  

• Ensure that persons with appropriate knowledge and authority to review and sign-off, 
attend the functional review meeting. 

• Review and approve the functional end-to-end design in accordance with section 6 
(Acceptance) 

 

 

Key User Training 

In this part of the Services the parties will; 

 

Service Provider 

• Provide knowledge transfer workshops for up to 3 key Customer users per functional area 
on the configured software.. 

Customer 

• Ensure Customer provides appropriate staff to attend knowledge transfer workshops 

• Provide when asked, suitable training facilities and equipment for trainees 

• Customer is responsible for the training of all end users 
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Data Migration 

In this part of the Services the parties will; 

 

Service Provider 

• Provide training and good practice advice as allowed for in the plan, in the use of the 
prescribed data migration tools where appropriate 

• Support data mapping activities 

 

Customer 

• Create the data migration procedures 

• Perform data extract from legacy systems 

• Perform the population of the templates 

• Perform the data migration into the Software environment 

• Will be responsible for the data validation, including that of any legacy systems, where/if 
required 

 

Validate (UAT) Preparation  

In this part of the Services the parties will; 

 

Service Provider 

• Provide guidance on good practice in the creation of UAT scripts.  

• Provide guidance on good practice in the creation of SIT scripts 

Customer 

• Provide a UAT plan. 

• Create user guides 

• Identify all business and integration senarios to test and create all SIT and UAT test 
scripts for all processes.  

 

 

2.4 Validate Phase 

System Integration Testing  

In this part of the Services the parties will; 

 

Service Provider 

• Identify and correct any configuration defects found during the SIT testing. Configuration 
defects will be corrected in line with the agreed Software configuration design. Software 
defects will be corrected via the vendor support team as provided for under the Software 
licence agreement. 
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Customer 

• Prepare a test plan to include all processes including any integrations  

• Prepare and complete test scripts to cover all software processes and integrations 

• Run test scripts 

• Identify and correct any integration defects 

• On Service Provider’s completion of correcting the SIT testing configuration defects, 
provide sign off in accordance with section 6 (Acceptance) 

 

 

User Acceptance Testing 

In this part of the Services the parties will, in accordance with section 3.3; 

Service Provider 

 

• Provide advice for the creation of test scripts.  

• Assist complex testing requirements where advanced product knowledge is required 

• Assist in the identification and correction of any configuration defects found during the 
UAT testing. Configuration defects will be corrected in line with the agreed configuration 
design. Software defects will be corrected via the vendor support team as provided for 
under the Software licence agreement. 

•  

Customer 

• Prepare a test plan to include all processes including any integrations  

• Prepare and complete test scripts to cover all processes and integrations 

• Run test scripts 

• Identify and correct any integration defects 

• On Service Provider’s completion of correcting the UAT testing configuration defects, 
provide sign off in accordance with section 6 Acceptance 

 

 

Training Preparation 

In this part of the Services the parties will; 

 

Service Provider 

• Provide advice on and an example of, standard training documents where available. 

Customer 

• Prepare a training plan for all end users 

• Prepare training materials for all processes 
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Cutover Planning 

In this part of the Services the parties will; 

 

Service Provider 

• Provide advice for the execution of the go-live process 

Customer 

• Deliver the cutover communication to the Customer team being impacted by the solution 

• Prepare the cutover checklist and plan to include all activities for the go-live process 

 

 

2.5 Deploy Phase 

End User Training 

In this part of the Services the parties will; 

Customer 

• Conduct training to all remaining end users 

 
Go live Support 
In this part of the services the parties will; 
 
Service Provider 

• Assist with the data migration and transfer to the new Software 

• Make available onsite (or remote as specified in the plan) resources to support the general 
user queries post go-live.  

• The support will commence the next business day following completion of correcting the 
Go-Live configuration defects. 

Customer 

• Ensure all key project resources and process owners necessary for the smooth adoption 
post go-live are available in the immediate period post go-live 

 
 
 
1st Month End Support (if applicable) 
In this part of the Services the parties will; 

 

Service Provider 

• Provide support services at Customer Site to resolve outstanding issues.  

Customer 

• Prepare and manage the defects log. 
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Transition to Support  

In this part of the Services the parties will; 

 

Service Provider 

• Provide the relevant support desk with appropriate documentation to manage the 
Customer post go-live. 

Customer 

• Provide suitably trained nominated personnel to be registered as approved support 
contacts.. 

 

 
 

2.6 Responsibilities and outputs for the Services  
 

The table below sets out the responsibilities of the Service Provider and the Customer for each 
stage of the Services to be provided. Some or all will apply depending on the Software provided. 

R – Responsible    C - Contributes 

 

Stage  RACI Process Deliverables 

Initiate Joint Responsibility Kick off and Mobilisation Project Kick-off 

Project Management Plan agreed 

Governance Strategy agreed 

High Level Project Plan agreed 

Design R – Service Provider Requirements 
Documentation & Review 

Functional (Finance) Design delivered  

C - Customer Configuration Design agreed 

  Integration Design Assistance agreed 

  Design Decision Summary agreed 

R- Service Provider Knowledge Transfer Knowledge transfer to the Super Users 

C- Customer 

R – Customer Integration Design Integration Design agreed 

C – Service Provider 

R – Service Provider Detailed Project Planning Detailed Project & Implementation Plan 
agreed 

C - Customer 

R - Customer User Acceptance and 
Training 

UAT Test Scripts prepared and agreed 

C - Service Provider Project Team Training Plan agreed 

  End User Training Plan agreed 

  System Integration Testing (SIT) Test Plan 
agreed 

  User Acceptance Testing (UAT) Test Plan 
agreed 
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Build R - Customer  Data Migration  Documented Data Migration Procedures 
completed 

  C - Service Provider Data migrated to test build on a Test 
Environment 

  R- Service Provider Functional Build Configured folder built 

  C - Customer  Completed Configuration Checklist built 

  R - Service Provider  Functional Review and 
Refine 

Conference Room Pilot (CRP) Software 
design completed 

  C - Customer  

Validate R - Customer  System Integration Testing Test Cases and/or Scripts completed 

C - Service Provider 

  Integration Delivered 

   SIT Test Plan agreed 

  SIT Test Completion Report signed off 

  Defect Log 

R - Customer Key User Training Users training completed 

R - Customer  UAT  Test Cases and/or Scripts agreed 

C - Service Provider UAT Test Plan – updated 

  UAT Test Completion Report signed-off  

  Defect Log 

R - Customer Cutover Planning Cutover Plan agreed 

C - Service Provider Cutover Checklist agreed 

Deploy R - Customer End User Training  Users training completed 

R - Customer Cutover Execution  Reconciliation completed and signed off by 
the Customer 

C - Service Provider Go Live Decision agreed with both parties 
and system Go-Live takes place (Payment 
Milestone  

R - Service Provider End of Hypercare  Welcome to Customer Services Meeting 
takes place 

  

Transition to Support 
completed 

R - Service Provider  Month End Support Any Issues identified and resolved 1st 
Month end 

Joint Responsibility Customer Feedback  Post Implementation Review session held 
by both parties 
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The functionality of the Software to be configured in the project is set out in this section.  

Any functionality not included within this section is out of scope. 

If the Customer requires any additional functionality that is not included, the Customer must submit 
a change request notice to the Service Provider in accordance with the change control process set 
out in section 5.  

This section to be completed based on the Proposal and relevant software acquired and project 
scope agreed. Refer to the Proposal for details. 

 

3.1.1 Data Migration 

Data will be discussed as part of the scoping process to determine the data sources and data 

content to be migrated. Refer to the Proposal for details. 

 

3.2 Standard Training Courses 

Service Provider will deliver standard courses covering standard functions covering the following 

topics; 

• Project Team Overview  

• Key features, general user access & navigation, basic principles, overview of 

modules/use. 

• System Admin  

• Common Tools  

• Users 

• Dashboards/Navigation 

• Housekeeping 

 

• Detailed Functionality User Training  

• Modular Overview to include core functions.  

 

• Analytics & Reporting  

• Basic application learning via workshops delivering assistance with reports. 

Final services requirement to be determined post scoping where the Change 

Control process will be used to amend the total hours required.  

 

 

 

 

3.0 Scope of Solution 
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3.3 Support for User Acceptance Testing  

The UAT process will be performed using a migrated data set provided by the customer, that utilises 
the functionalities configured in the Software and documented in the design documents. The tests 
to be carried out by the Customer project team will be described in the UAT test plan created during 
the project. 

Acceptance testing will be carried out by Customer key users: 

• with sufficient knowledge of the functional design and processes to fully master the 

content;  

• trained by the Service Provider to master the functionalities of the system 

If the Customer needs additional time to complete acceptance testing, a change request for an 
alteration to the project schedule can be submitted to the Service Provider using the Change 
Control Process (section 5). 

 

3.4 Landing Pages 

Service Provider may be required to support customer in the creation of customer specific landing 

pages, visual processes, dashboards or making critical changes to key processing screens. 

Customer will be trained on how to create and manage such changes. Services are provided on 

the basis customer will be responsible for the creation of the wider requirements for the users. 

Additional days support can be requested using the Change Control Process. 

 

3.5 Workflow 

Where applicable, and in line with the Proposal workflows may be designed and delivered as part 

of the overall consultancy. These will be expressly identified and costed as part of the Proposal. 

Additional days support can be requested using the Change Control Process. 

 

 

3.6 Interfaces 

Should integration be required the requirements and implementation of those components will be 

identified in the Propsoal. At the completion of the scoping phase they will be quoted separately 

under the Change Control process.  Interfaces to be included will be listed as; 

Interfaces From To Datasource Method 
 

     
 

  
 

         
 

   
 

    

Services to deliver interfaces will be managed using the Project Change Control Process (6.0) 
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3.7 Customisations 

Where applicable, and in line with the Proposal customisations may be designed and delivered as 

part of the overall consultancy. These will be expressly identified and costed as part of the Proposal. 

Additional days support can be requested using the Change Control Process. 

 

3.8 Standard Output Documentation 

Additional support can be requested from Service Provider using the change control process 

where required in relation to standard output documentation. 
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4.1 Project Governance 

4.1.1 Steering Committee 

The parties will establish a Steering Committee to oversee the provision of the Services.  The 

Steering Committee will include the following individuals from the Service Provider’s side: Service 

Provider Project Manager and Service Provider Project Sponsor. The Steering Committee will 

consist of at least the Executive Project Sponsor and Project Manager from the Customer.  

The Steering Committee will be responsible for the following non-exhaustive list of activities: 

• Monitoring progress of the Services 

• Monitoring any potential cost incurred on the delivery of the Services 

• Authorising any changes to the Services through the Change Control Process outlined in 

section 5 

• Managing change requests for the Services through the Change Control Process outlined 

in section 5 

• Acting as a point of escalation for any risk and issues arising in the provision of the 

Services 

The Steering Committee will meet every 4 - 6 weeks although can be reconvened more regularly if 

urgent matters need addressing. The Service Provider Project Manager and the Customer Project 

Manager will inform the Steering Committee on progress and any known issues. 

Any member of the Customer or Service Provider teams may be asked to attend a Steering 

Committee meeting should it be deemed necessary.    

4.1.2 Service Provider Project Manager  

The Service Provider will provide a Professional Services Project Manager to serve as the primary 

contact to the Customer for the entire duration of the Services.  The Professional Services Project 

Manager will be responsible for: 

• Implementation schedules for the Services 

• Determining resource requirements for the Services 

• Primary point of contact for communications with the Customer 
 

4.1.3 Customer Project Manager 

The Customer will provide a Project Manager to serve as a primary contact for the entire duration 

of the Services. The Customer Project Manager shall collaborate with the Service Provider 

Project Manager on the following, non-exhaustive, list of activities:  

• Planning the activities to be provided under the Services 

• Managing the schedule for the Services 

• Managing and helping resolve any issues arising in the Services 

4.0 Project Governance 
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• Manage any Change Control Process relating to the Services 

• Customer resource management 

• Steering Committee/stakeholder communication 

 

4.2 Assumptions 

• Project Management effort is based on an assumed project duration of n months [refer to 

Proposal].  

• While we have made the best calculations with the information provided, variations in time 

and/or cost may however occur in certain instances based on; 

o Delays in phase completion e.g. extension of training time or UAT finalisation 

o Requests for additional functionality not listed in the scope of work 

o Complexity of interfaces or customisation requirements after detailed analysis 

• No later than the commencement of the project, we will have access to and copies of all relevant 

Technical Design Documentation and Process Documentation currently available as may be 

identified as required. 

• Customer will ensure that any licenses and software access required are made available to the 

project team.  

• Customer takes full responsibility for its resources as well as those of 3rd party suppliers to 

the Customer, with the exclusion of X3 Consulting. 

• Customer will ensure that their core project team members are assigned to this project and 

Subject Matter Experts (SME) as required are available for their designated scoping sessions, 

respond to questions in a timely manner and attend the duration of the training. 

• Any required training days will be conducted at the customer’s office or using suitable remote 

collaboration technology. If specific security conditions must be met for access by the Customer 

to collaboration software the Customer will provide the collaboration software. Maximum 3 

delegates for each training day. Any extra delegates required may incur additional charges. X3 

Consulting will adopt a Train the Trainer approach to train the customer resources ‘Super-Users’ 

(up to 3 delegates) will be trained in the functional use of the Software. These Super-Users will 

be responsible for all end user functional training. 

• The Software will be configured in line with the approved scoping documentation. 

• Any deviation or changes from the tasks defined in the Proposal will be treated as a change and 

managed under governance. A change request (CR) will be raised indicating the additional work 

tasks, time estimates and additional costs for approval by the customer. 

• X3 Consulting takes no responsibility for, apart from advisory, in respect of customer resources 

who are concerned with this project. 

• X3C shall perform services at or from the Customer location or remotely, to be agreed as part 

of the planning process 

• Where work is provided onsite the Customer will provide physical access and suitable work 

spaces and facilities. Where work is provided remotely the Customer shall provide remote 

access to the project team. 

• Any time lost due to lack of site access (including remote access) will still be chargeable. 
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• Customer will be responsible for configuring additional users for production (following training). 

• Customer is responsible for the preparation and delivery of training to all end-users except 

where specific training is listed. 

• X3 Consulting resources may not be dedicated full-time to the Project. 

• Project language will be English. 

• All Project Documentation, where applicable, will be delivered in English. 

• Customer delays requiring a re-plan to new milestone dates will incur additional project 

management charges. 

 

4.3 Out of Scope 

Anything not explicitly detailed in the Proposal is out of scope of this project. Any changes to 

scope will be subject to the project change control process. 

The following are among the items not within the scope of this project: 

• Customisaed end user procedure manuals.  

• Printed/hard-copy Manuals 

• Configuration of hardware and operating systems, whether in a cloud environment or local. 

Other than where the provision of hardware/operation systems is part of the deliverables listed 

within the Proposal. 

• Benchmarking, architecture performance tuning, etc. 

• All data cleanse, preparation and reconciliation. This includes any data reconciliation once 

data has been imported, which will rest with the Customer. 

 

 

4.4 Dispute Resolution 

In the event that disputes should arise between Customer and Service Provider in connection with 

the Services, they should be addressed and resolved at the appropriate level of the project. 

Therefore, an issue should initially be raised at the level of the working teams, and – if they remain 

unresolved in spite of the parties acting in good faith – be escalated through the following sequential 

escalation levels: 

• Working teams 

• Project Managers of the Customer and the Service Provider  

• The Steering Committee 

Neither party can commence any litigation or court proceedings in relation to any dispute arising 

out of the Proposal until it has attempted to settle the dispute in accordance with this section 3.13. 
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The following table lists X3 Consulting’s Standard Rates for Professional Services and expenses.  

Please refer to the Software Pricing Guide, the GCloud Rate Card or the Proposal for the 

applicable Project Rates for GCloud work. 

Project Rates (whether from the Pricing Guide, GCloud Rate Card or Proposal) shall apply for all 

planned professional services days as proposed at the start of the project. These rates apply in 

absence of instruction within the Proposal for additional project rates, or for services supplied 

outside of the GCloud framework. 

If the Customer: (i) requests any additional work to be completed which is not part of the Services 

set out in the Proposal ;  or (ii) submits a change request in relation to any of the Services set out 

in the Proposal, the Service Provider shall charge the Customer on a time and materials basis for 

such work at the Service Provider’s standard hourly rates. The Service Provider shall also be 

entitled to charge for any travel and expenses incurred in relation to such additional activities at the 

rates set out in this section 5.  

X3C will be charging the Customer for expenses incurred by Consultants as part of this project. 

Any costs to X3 Consulting arising from Customer’s unreasonable delay, will be charged directly 

to the Customer at the rate herein. 
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Expenses Rate 

Mileage  45p/mile 

Hotel (outside M25) £100/night 

Hotel (inside M25) £200/night 

Subsistence charge 

£35/night 

£20/day 
only 

Air fare, car hire, train, taxi etc. 
Actual 
cost 

 

In addition to the daily consultancy rate, X3 Consulting will also charge Customer for “reasonable” 

expenses on the project in respect of mileage, hotels and subsistence for each onsite day (or part 

thereof). All on-site activities that will require overnight accommodation are to be agreed between 

the parties Project Managers prior to the expense being incurred which shall not be unreasonably 

withheld or delayed. Further clarification of the total number of days on site and source of the 

resource will be determined through detailed project planning. 

These rates apply specifically to Monday to Friday inclusive and between 0700 hours to 1900 hours. 

All professional services provided by X3 Consulting in any one day but strictly within the hours of 

0700 to 1900 will be charged at the hourly rate. However, any professional services (where 

available) provided by X3 Consulting outside these hours (0800 to 2000) or during weekends or 

public holidays will be charged by the hour at double the hourly rate.  

Where any professional services are placed on standby at the request of customer, these shall be 

charged at the standard hourly rate for the full duration of the “on-call” period. From the time when 

the professional services are “called-off” the foregoing services will be charged at double the 

standard applicable hourly rate.   
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Professional services are normally provided only within the territory covered by the X3 Consulting 

site in which the professional services have been procured. Where any professional services are 

provided outside the relevant territory and/or from a different site at the request of the Customer, 

then the applicable hourly rate chargeable to the Customer shall be the highest rate of either 

site/territory including any travelling time to the Customer Location.    

Time spent travelling outside of normal working hours (being Monday to Friday inclusive and 

between 0700 hours to 1900 hours) will be charged while travelling to and from to Customer’s site 

at a cost of:  (i) 50% of the hourly rate, (if during normal working hours); (ii) 100% of the hourly rate 

if outside normal working hours and; (iii) double time if at weekends and UK Bank Holidays. Return 

travel time to customer site will be charged as defined in X3 Consulting standard rate card. This will 

be measured according to the AA Route distance and duration and will be measured from the 

shorter of the consultant home location or designated office. 

Estimated time and costs listed in the Proposal represent an estimate only. Actual project time and 
cost may vary from the estimates provided.  
 
Project Management time is estimated based on the consulting effort and project duration. If there 
is a significant change to duration of the project then Project Management budget will be reviewed 
and amended via the project change request process. 
 
Where a variation of greater than 10% from the Proposal is foreseen, both parties must agree in 
writing to the additional work and amend the Proposal accordingly via the Project Change Control 
Process.  
 
All Services provided on a time and materials basis. The commercial terms within the Proposal are 
valid for a period of 30 days from the date of the Proposal. 
 
Billing and payment are not dependent or conditioned on delivery of Deliverables contemplated 
herein or any other Deliverables.     
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5.1 Budget Breakdown 

To be provided as part of the Project process 
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The process for handling changes requests to the Services is as follows:  

The Steering Committee will be notified and approve all requests for scope of Services changes or 

requests for additional services before they are prepared by the Service Provider.  

The Customer Project Manager will submit a request for a change control note (“CCN”) to be drafted 

by the Service Provider Project Manager.  The CCN may be a simple note in the Services status 

report.  

The Service Provider Project Manager will create a CCN describing the change and any impact this 

has on the extent or cost of the Services to be provided by Service Provider.  

The CCN shall be presented to Customer Project Manager for review.  

The Customer Project Manager shall present the CCN to the Steering Committee for approval.   

The Customer Project Manager shall be entitled to plan, cancel, or defer the CCN based on the 

approval response received from the Steering Committee.  

The Services status report shall summarise all change requests to any of the Services and their 

approval status. 

The Service Provider shall be entitled to charge additional fees for any work carried out in preparing, 

evaluating and agreeing the requested CCN on a time and materials basis (with such charges 

calculated in accordance with 5.0) and the parties shall agree these fees in advance of any work in 

relation to the CCN commencing.  

  

6.0 Change Control Process 
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Customer’s review and approval of all Services as described in section 2 – Description of 
Services provided to Customer will adhere to the following process: 

 
1. Service Provider shall notify the Customer in writing of Service Provider’s completion of a 

Service. 

2. Customer has five (5) business days from the receipt of the notification to respond to Service 

Provider. The Customer acknowledges that the progress of the project is dependent on 

acceptance of the completion of each Service and that delayed confirmation of acceptance may 

have an impact on the timelines of the project.  The Customer shall not unreasonably withhold 

or unduly delay giving acceptance.  

3. Customer’s failure to respond to the Service Provider within the five (5) business day period 

signifies Customer’s acceptance that Service Provider has completed the Services and 

performed the Services in accordance with the Proposal. 

4. To decline acceptance of a Service, Customer must provide to the Service Provider in writing 

that the Service has been declined and detail how the Services have not been performed by 

Service Provider in accordance the Proposal.  

5. Service Provider shall address any such non-conformance in a timely manner. Service Provider 

shall compile an action plan to correct any non-conformance and the process for acceptance 

detailed herein will be repeated until such time as all non-conformances have been resolved. 

Acceptance may not be declined due to defects in Services that do not represent a material 

non-conformance with the requirements of the Proposal. 

 

7.1 UAT Acceptance and Go-live 

 

A defect register will be created and managed by the Project Managers. Defects with the Software, 

identified during testing, will be assigned a severity by the tester. Customer test leads will 

subsequently assign a priority and resource to address the resolution of the defect. The information 

needed for reproducing the Defect in the test environment must be provided in full and the issue 

must be assigned a priority level. 

Severity Description 

1 – Critical  
Testing cannot continue without resolution of the issue. There is no 

acceptable alternative method to achieve the required results. 

2 – High 
Testing can continue and although there exists an acceptable alternative 

method to achieve the required results, it is not practical for production. 

3 - Medium  
Testing can continue and expected results can easily be achieved by working 

around the defect. 

4 – Low 
The defect is the result of non-conformance to a standard related to the 

aesthetics of the system.  

7.0 Acceptance Procedure 
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Test results will be compiled and reported to the Project Steering Committee.  

Defects that cannot be reproduced and Defects due to a misuse of the Software as designed will 

be closed without resolution. It is therefore important that all Defects are correctly qualified by the 

Customer Project Manager. Customer must provide any additional information requested by 

Service Provider regarding the Defect. 

If after analysis by Service Provider, it is found that the cause of the Defect does not come from the 

delivered software as deigned then the Defect will be dealt with under Change Control.  

Any resulting estimates for change will include the effort required for analysing, estimating and 

reproducing such Defects.  

These Defects will include: 

1. Defects that do not directly affect the Service Provider application (for example Customer 

PC or infrastructure, Internet connection, Customer's third-party system); 

2. New requirements requests;  

3. Questions about application use. 

 
7.1.1 Corrections of Defects 

Service Provider will provide an estimated timeframe for delivery of corrected Defects logged. 

Customer will test the corrected Defects. When these are approved, the Customer’s project 

manager must close the issue. If an additional correction is required, Customer must update the 

status of the request. 

If Service Provider has not had any feedback from Customer within five (5) business days following 

the delivery of the correction, Service Provider reserves the right to consider the request 

successfully completed and closed. 

7.1.2 Indicating Approval of the Software 

At the end of UAT, a summary of Defects reported is prepared. Dependent on the number of Priority 

1 or 2 Defects that are still open and not corrected, the Customer will decide on the approval of the 

application. If the number of Defects is less than the metrics defined below then Customer will be 

expected to accept the application.   

Approval of the application is documented in a UAT Sign-Off signed by both Parties. 
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7.1.3 Approval without Defects 

If all Priority 1 or 2 Defects are corrected, the acceptance form will be signed off without deficiencies 

and the Deployment and Go-live Process will commence. 

7.1.4 Approval with Open Defects 

If there are no outstanding Priority 1 Defects to be corrected and less than ten (10) Priority 2 Defects 

still open, the acceptance form can be signed off, noting the outstanding Defects, and both parties 

will come to an agreement whereby the Defects will be addressed by the Service Provider team in 

the future. The Deployment and Go-live Process will commence. 

7.1.5 Rejection 

If Defects remain after UAT, Customer may choose to approve the Software with open Defects (see 

previous section) or reject the Software. If Customer rejects the Software, the project will not 

commence to Deployment and Go-Live. 

In the event of a rejection, the parties will come to an agreement on the planning of delivery of 

corrections. 

7.1.6 Other cases 

If Customer decides to Go-live without a UAT sign-off, the application will be deemed accepted 

without outstanding Defects. 

7.1.7 Defect Definition 

A Defect is defined as: 

1. Any bug, error or incorrect result in the application resulting from the services.  

2. Any non-conformity in the application compared to the Solution Design or any other 

document describing them.  
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8.1 Schedule of services 

 
X3 Consulting undertake to provide support for  
 

• The software as listed within your support agreement. 

 

• The installation of incremental software releases as provided by the software vendor where 

no additional testing is required or where there is no impact on existing development or 

customisation. 

 

• We provide “break/fix” operational support to the existing configuration of agreed software. 

 

o Support is delivered only on a reactive basis. 

 
o Support tickets can only be raised by nominated customer contacts only. Customers 

are expected to have assessed support issues prior to logging to remove day to day 
matters relating to business process or lack of user training. 

 
o We do not provide user training as part of support. 

 
o We do not write reports or reconcile user data as part of support. 

 
o Administrative tasks will only be undertaken as part of the resolution of break/fix 

issues. 

 
o Only faults relating to the operation of the supported software will be dealt with. 

 
o Application changes and Operating System changes to the initial configuration must 

be approved in advance by X3 Consulting otherwise they may invalidate the support 
agreement. 

o X3 Consulting do not take responsibility for system performance or monitoring as 
part of the support function. Any such work will be on a time and materials basis if 
necessary. 

 
8.2 Service Hours 

 
Our normal service hours are 0900 – 1700 Monday to Friday excluding UK Public Holidays.  
 
There may be exception to these hours whereby the service is extended to cover specific periods, 
i.e in the case of vital customer activity or where there are agreed variations by means of Service 
Level Agreements. 
 
Extensions to the support hours will normally be chargeable and must be agreed in writing prior to 
the service delivery. 

 
8.3 Ticket Process 

8.0 Support Services  
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Customers can raise a ticket in two ways:- 
 

1. Logging details via our customer support portal 
2. Emailing the support service  

 
8.4 Customer Support Portal 

 
Nominated support contacts will be given a login to our web interface. The use of a web 
interface means tickets can be raised at any time. We may operate other forms of web 
portal interface depending on the support services being supplied. 
 
Note that the SLA applicable is only relevant for business hours. Tickets raised out of 
normal support hours will only be dealt with once the support service recommences the 
following business day. 
 
Use of web tickets is our preferred method for communication.  
 
Utilising the customer support portal provides freedom for nominated support contacts to 
raise tickets without the need to queue on the phone.  

 
At the time of logging the ticket they can also provide a more comprehensive statement on 
what the nature of the issue is as well as supporting files such as screen shots can be 
uploaded at the time of logging the ticket which can vastly reduce the time to resolve the 
matter. 
 

8.4.1 Web Ticket Access 

 
Nominated support contacts will be sent an invitation once the support agreement is in 
place. This will contain an invite as below. 
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The user must accept the invitation which will bring them to a further page where they can 
enter a password.  
 
The password management is the final step in completing access to the portal. The 
password is generated by the user at the point of first login.  
 
Having added the password, the user can go on to log in to the customer portal. The 
user’s password is not shared or seen by X3 Consulting.  
 
Having completed the password entry, the user clicks “REGISTER” and will be taken to 
the Helpcentre page where you can update your profile. 
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8.4.2 The Home Page 

 
 

The Home page is made up of the widgets below: 

 

 
 

a. A menu bar with the following Links 
i. My Area -links you to the Tickets widget (shown) 
ii. Community - Links one to the Community forum 
iii. Logon Initials - Links to your Profile and profile management area 

 
b. A search area where one can choose to search from All activities/locations. 

 
c. Community Widget - Click on the word Community to access our community of 
customers and agents, where one has the ability to ask questions, be involved in 
discussions, comment on other customers issues, send out announcements and share 
ideas.  

 
d. Tickets Widget- View all your tickets at grouped by their various statuses and also 
view their solutions. You can also see all tickets for your company as a whole. 

 

 
 

e. All of these widgets have a button for submitting a ticket at the bottom of the page. 
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8.4.3 Adding New Tickets 

 
Once you have completed the user login process you can find the portal here:- 

 
https://removed for publication to gcloud 
 
Once in the portal you can Add or Review tickets. 
 
To add a ticket, click the “Add Ticket” button. 
 
You’ll be invited to complete the form as below.  

 
 
Enter as meaningful. Subject as 
possible and one that provides an 
indicator of the issue. 

 
 
Please choose the relevant product (or 
nearest if not present) 
 
Select a Category for the nature of the 
issue and where possible choose a Sub-
Category 
 
 
Priority sets the response times. See 
below. 
 
We classify tickets into four types. 
Select as appropriate. 
 
 
Please provide as full a description as 
possible. More information is better than 
less. How you came to the issue, menu 
options, fields you were on, screen error 
messages etc are all valid clues. 
 
 
 
 
Consultant is an internal field 
 
Attach any screen shots or supporting 
files. 
 
 
 
 

Complete the ticket by Submitting it. 

https://removed/
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Once the ticket has been submitted you will receive a confirmation email with a link back to the 
ticket in the customer portal. 
 

 
 

8.4.4 Ticket Priority 

 
The selection of the correct priority is imperative to ensure that tickets are dealt with in the 
correct order. 
 
X3C standard response and target resolution times are: 
 

    Targeted Response  Target Resolution 

Business Down   15 mins  System Access within 4 hours 

Business Critical  30 mins  8 Working Hours 

Business Workaround  2 hours  16 Working Hours 

Business Query  8 hours  10 Days 

 
 Please note that these are best endeavour responses and times may vary based on ticket 
volumes, resource availability or other factors beyond our control. Please refer to your 
sales Proposal for confirmation of any changes to these standard times. 

 
For this reason we ask that Business Down is only used when the supported application is 
no longer available to the users or the processing of the business can no longer be 
undertaken. 
 
Our recommendation is that if your business day can continue and you have a workaround 
to the issue please consider marking it as Business Workaround. 
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8.4.5 Viewing & Closing Tickets 

 
On logging in to the support portal you can select to view tickets in “My Area” which will 
give you a list of tickets by status. 

 

 
 
From here you can expand out to see the details of the ticket and any comments/updates that 
have been made. Where access has been given users will see their own tickets but also the 
tickets of the company as a whole (Team). 
 
On expanding the ticket key ticket information is displayed down the side of the page together 
with any comments added. 
 

 
 
The user has the option in this screen to close a ticket.  
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8.5 Emailing Support 

 
We provide a service via support@x3consulting.com whereby you can email and generate a 

ticket. 
 
Please note this email address should only be used by nominated support contacts. If other 
users attempt to log tickets via email there is a risk that the ticket will not be created against 
the customer record and not captured accurately. 
 
Our system will automatically generate a new ticket and a confirmation email will be sent. If no 
confirmation email is received this means there has been a problem with ticket generation. 
 
We will correct any issues (eg unknown requestor) as part of the support triage. Our target 
response times only commence from the point at which the ticket has been generated on to 
the support platform. 
 
Once generated the management of email created tickets is as above. 

 
8.6 Calling Support 

 
We offer two means to contact us for support: - 

• Customer Portal 

• Email 
 
In the event of an emergency you can contact us via our main office line which is 0845 094 
3885.  
 
When reaching reception please ask for Support and you will be put through to the relevant 
consultant. 
 
Please do not call consultants on their mobiles to log support tickets as no guarantees can be 
given for response times. 

 
8.7 Working with our Partners 

 
We may work with other partners for the provision of support, e.g where specialist skills may 

be required. 
 
Where we work with other parties, they will liaise with you directly in the execution of their 
duties under this Support agreement.  
You agree to offer them to the same level of access and assistance as if we were providing 
the service. 
 
They may at times require you for expediency, to interact with their own ticket system or to 
email/phone with updates, which we recommend where the urgency of the issue demands it. 
 
We are happy to remain a central point of contact for all support queries and liaise with our 
partners to maintain a working knowledge of ongoing issues. 

mailto:support@x3consulting.com
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Approved and agreed by: Proposal Reference:  

Customer  

Company Number  

Signature  

Printed Name  

Title  

Date  

Purchase Order Number   

 

Approved and agreed by:  

On behalf of X3 Consulting Ltd 

Signature  

Printed Name  

Title  

Date  
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