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Contract 100 – Contingent Workforce 

 

The Contingent Workforce State Contract provides a ‘one 
stop shop’ to hiring contingent labour. To meet the 
unique contingent labour hiring needs of government, 
you can use this contract to find and hire personnel for all 
your recruitment needs. 
 
To reduce total costs and provide greater access to the 
best candidates in the market, NSW Government has 
consolidated contingent workforce expenditure within one 
contract, delivering greater buying power and better 
value for buyers. 
 
There is a wide range of staffing resources to choose 
from including technical, finance, information technology, 
blue collar, managerial and specialist. This contract 
delivers savings and real benefits to NSW Government 
through a best price contract with a single price per 
supplier, per role, for all small and large NSW 
government agencies, NGOs, local councils and 
registered buyers. 

 

 

NSW Procurement Client Support Centre  
McKell Building 2-24 Rawson Place Sydney NSW 2000 
T 1800 NSW BUY (1800 679 289) 
F (02) 9372 8687 
E nswbuy@commerce.nsw.gov.au 
I www.nswbuy.com.au 
 
Always ensure you obtain the latest version of the 
contract guide. 
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Introduction 
This contract guide is designed to provide customers 
with all the necessary information needed to use the 
Contingent Workforce – C100 contract. 
 
NSW Procurement provides a full range of procurement 
services for government agencies and other clients. 
Services include contract management of common use 
contracts. These are state contracts on a rolling one to 
five year renewal cycle for the supply of products and 
services in common use across many agencies. 
 
The Contingent Workforce contract is for provision of 
contingent labour. It has a term of 3 years expiring on 29 
April 2012, plus two 12 month extension options. 
 
This state contract allows users to achieve 
considerable cost savings due to the combined 
purchasing power of the NSW state government. 
It offers value for money including competitive rat es, 
and a quality range of services. 
 
When to use the Contract 

 
NSW Government Agencies may have a requirement to 
hire contingent labour in the following situations: 
 
•   To replace personnel for short periods  
•   To engage personnel quickly  
•   To obtain personnel with particular skills  
•   To cover unexpected vacancies  
•   To work on projects  
•   To meet the need for extra personnel during busy 

periods  
•   To meet recruitment needs in changing times  
•   To cover unexpected increases in workloads  
 
Please refer to relevant Premier’s Department Circulars, 
as well as the NSW Government Personnel Handbook, 
available at www.dpc.nsw.gov.au.  
 
Statutory costs 
 
These are costs outside your control and the agency. 
The statutory costs include 9% Superannuation 
Guarantee, Workers Compensation and 5.65% Payroll 
Tax (from 1 January 2010).  Workers Compensation 
varies depending on a number of factors including type of 
work, your work environment and the Workers Comp 
history of the supplier. 
 

 
Act Quickly  

 
One of the advantages of the contract is the availability of 
personnel at short notice. This is diminished when a 
recruitment agency finds suitable candidates quickly but 
the client is slow responding. Good candidates are likely 
to be offered to a number of clients simultaneously and 
consequently, if a government client is too slow with its 
decision, the candidate may be engaged by another 
client. Requests to recruitment agencies to act quickly to 
source personnel need to be matched by the client to act 
quickly with its decision.  
 
Know your requirements 

 
There are three relationships involved when engaginging 
labour hire personnel: the candidate/agency relationship, 
the candidate/client relationship and the client/agency 
relationship. For finding successful labour hire personnel, 
it is important to be open, honest and specific with your 
requirements. Clear communication will ensure success 
when engaging contingent labour. 
 
The recruitment agency should be informed at the 
beginning of the conversation whether the assignment is 
approved and ready to be filled or whether you are just 
sourcing rates. A number of agencies have commented 
on instances where they searched and located a suitable 
candidate only to find that the client department have not 
signed-off on the assignment and would not be ready for 
some time. Agencies do not like raising candidates' 
expectations unnecessarily. 

Using more than one agency  
 
There are two approaches you may wish to consider. 
First is to contact one of the approved recruitment 
agencies and request three of its best candidates. 
Second is to contact three agencies and request their 
best candidate. The first approach is more suited to 
standard assignments requiring a typical skill set, 
experience and qualifications that are freely available, for 
example, a data entry operator. The second approach is 
more suited to the more specialised assignments or if 
there is a shortage of suitable candidates in the market 
place, for example, a senior finance specialist. Talking to 
three recruitment agencies about a prospective 
assignment should ensure a good pool of candidates. 
 
This information is provided as a guide only. 
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Section 1 – 
Accessing  
the Contract 
State contracts are established under the authority of the 
State Contracts Control Board and administered by NSW 
Procurement, an office of the Department of Commerce. 
 

Organisations Eligible to Purchase 
from the Contract 
 
The following organisations are eligible to purchase from 
the Contract: 
 
a) Any department, agency or office of the 

Commonwealth including any Statutory Authority 
constituted under Commonwealth legislation 

b) Any department, agency or office of any State 
or Territory of the Commonwealth, including 
any Statutory Authority constituted under 
State/Territory legislation 

c) Any council of a city, municipality or shire constituted 
by a State or Territory 

d) Any other organisation constituted by or subject to 
an Act of Parliament either Commonwealth or State 
or by a Regulation thereunder 

e) Any body or association, other than a trading, 
commercial or industrial firm or corporation, which 
conducts a service, not being a trade, business or 
industry followed or carried on for profit, at the request 
of the Government, in respect of such service 

f) Any authority, person, body, corporation, association 
or organisation, whether incorporated or not, to which 
permission has been given by the Minister for the 
Department of Commerce, or an official delegate of 
the Minister, to issue orders for supplies comprised 
in that agreement. 

 
For the purpose of parts (d) and (e) examples of typical 
organisations include, but are not limited to: 

·  Government Schools and Private Schools 
·  TAFE Colleges 
·  Public Hospitals and Area Health Services 
·  Trustees of Public Parks 
·  Boards 
·  Tribunals 
·  Commissions 
·  Registries. 

 
For the purposes of part (f) authorities to which 
permission has been given generally have: 
 

·  Charitable or benevolent status 
·  Non-profit objective 
·  Level of government subsidy/support. 
 
Examples are: 
 
·  Non-Government Schools 
·  Pre-Schools/Kindergartens and Child Care 

Centres 
·  Child Care Centres (excluding privately owned) 
·  Family Day Care Administrations 
·  Nursing Homes (excluding privately owned) 
·  Other community based service providers 
·  Student support groups which are established 

under the auspice of the relevant school or 
education institution 

·  Arts based groups sponsored by the Ministry for 
the Arts. 

 
Most eligible organisations have already registered with 
NSW Procurement in which case they have immediate 
access to the contracts. 
 

New Customers 
 
To register as a new customer, visit www.nswbuy.com.au 
> Purchasing for Government. You can either complete 
the process on line or download and complete an 
application form. Once approved, you will be advised of 
your NSWBUY Identification Number and are then 
eligible to use any of the state contracts administered by 
NSW Procurement. 
 

smartbuy ®
 

 
smartbuy® is the NSW Government’s electronic 
procurement system that supports agencies and other 
authorised buyers to facilitate the streamlining of 
procurement processes, assisting with the move from 
paper-based to electronic procurement. Delivering 
a complete procurement solution from supplier 
engagement and catalogue management, through 
to purchasing and reporting, smartbuy® provide a real-
time, electronic connection to suppliers. 
 
smartbuy® solutions can support your electronic 
procurement initiative and achieve direct savings by: 
 

·  Increasing purchasing compliance, leading to 
direct cost savings and product rationalisation 

·  Reducing transaction and administration costs of 
purchasing by decreasing the effort of placing 
orders and removing duplicate processes 

·  Reducing consumption and improving cash 
management through reduction of purchasing 
cycle times 
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·  Reducing an organisation’s IT investment and 
system duplication by utilising existing applications 

·  Delivering purchasing advantages to organisations 
through access to a large competitive range 
of suppliers 

·  Providing low to zero cost entry for suppliers, 
removing duplicate costs in the trading support of 
each agency 

·  Bringing transparency to the purchasing element of 
the supply chain through improved reportability. 

 

Placing an Order through smartbuy ® 
 
Registered customers have the advantage of signing  
up as a smartbuy® user.   
 
Simply visit www.smartbuy.nsw.gov.au, complete the  
e-form in the Buyers section online and submit. Once 
confirmation of the online application is received back 
from your organisation’s authoriser, a LOG IN and USER 
ID will be generated to allow you access to the Search 
and Browse facility of smartbuy®.   
 
The Search and Browse facility allows you to view the 
goods and services listed and compare prices before 
placing an order. 
  

Hiring Contingent Labour from C100 
Contact 
 
The following is a quick checklist designed to guide users 
through the processes of using the Contingent Workforce 
contract to hire contingent labour. An order form template 
is provided on p32. To place an order you will need to 
ensure the following: 
 

��� �  Prepare Purchase Order Information 

·  Contract Number and Name (Contingent 
Workforce -C100) 

·  Name and address of Supplier and Customer 

·  NSWBUY Identification Number (If you are unsure if 

you are a registered buyer with a NSWBUY Identification 
number contact the Client Support Centre 1800 NSW BUY 
(1800 679 289) or email nswbuy@commerce.nsw.gov.au) 

·  Customer’s Purchase Order Number 

·  Date of Order and Commencement Date 

·  Additional information, such as description of 
services, role of Contingent labour, price range 
and duties performed should also be included. 

·  Length of assignment 

 

 

�  Refer to the Pricing Schedule in smartbuy® 

 

You can locate the Pricing Schedule in 
smartbuy® by clicking “Contracts”, finding 
Contract 100 Contingent Workforce, and go into 
“Temporary Staff”. Select supplier and click “See 
Price Information”. Once in suppliers detailed 
pricing information page go to “(Vendor) Price 
Scehdule”. 
 
Please note that the Job Titles listed in the price 
schedule are high usage Job Titles only. 
Customers may negotiate Personnel Pay Rates 
with suppliers if they require a Job Title that 
is not listed in the price schedule.  
 
The margins provided in the price schedule will 
apply to all Job Titles for the relevant category 

 

��� �  Place an order electronically using smartbuy®  
 

Go to http://www.nswprocurement.com.au/buy-
online.aspx and select the “Login to smartbuy®” 
Link. 
 

��� �  OR: Place an order directly with a supplier, via 
phone, fax or email or your ERP system 
 

A Supplier Contact list can be found in this guide 
on page 15.  
 
To place an order directly, simply refer to the 
Supplier Contact list, select which Recruitment 
Agencies you would like to use and send them 
the required Purchase Order information 
 
Alternatively, your organisation may be using an 
ERP system or Purchasing Tool to send orders. 
Simply refer to the Supplier Contact list, select 
which Recruitment Agencies and order through 
your agency’s procurement procedures using 
your ERP system or Purchasing Tool. 
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Pricing 
 
This is a ‘best price’ contract which means pricing 
(margin) is fixed for the term of the contract. 
 
Please refer to the “Hiring Contingent Labour from C100 
Contract” paragraph p6 for the location of the pricing 
schedule related to this contract. 
 
Price is only one element to consider when deciding on 
candidates. The qualifications, skill set requested and 
experience of the candidate will influence the actual rate 
charged. We encourage agencies to be clear on their 
requirements, seek more than 1 quote for comparison, 
and speak to suppliers for a final costing.  
 
Cost transparency 
 
Under the Contingent Workforce contract, contingent 
labour charges include the following components; 
- Personnel pay rates 
- Statutory Costs 
- Supplier Margin 
 
Statutory Costs include the following components; 
- Superannuation 
- Workers Compensation 
- Payroll Tax  
 
Supplier margin components differ depending on whether 
the candidate is; 
- PAYG 
- Non-PAYG (ie Contractor) (superannuation 

component not included in supplier margin) 
 
Supplier Margin is calculated depending on the relevant; 
- Tenure 
- Personnel Pay Rate 
 
Note: When calculating the price, remember that 
Worker’s Compensation is not payable on Payroll Tax. 
Therefore, when working out the total price, use the 
Personnel pay rate with Superannuation added, then 
apply the percentage from the Price Schedule for 
Worker’s Compensation payable. 
 
The Contingent Workforce contract offers three scenarios 
for which labour hire can be sourced and charged for. As 
part of their pricing structure, some suppliers have 
separated out the sourcing fee element of their pricing.  
These are identified in the price schedule available on 
smartbuy®. (where a supplier has a figure listed in  the 
“Sourcing Fee” column under Personnel Pay Rates per 
job title). The three scenarios are best described below. 
 
1) Supplier sources candidate and Client amortises 
sourcing fee over time of contract  

This will be the most common charging structure 
experienced by clients under this contract. The following 
components should be included in calculations. 
 
PAYG 
Personnel pay rates 
Statutory charges 
Supplier Margin (apply relevant margin, depending on 
tenure and pay rates) 
 
Non-PAYG 
Personnel pay rates 
Statutory charges (no superannuation component) 
Supplier Margin (apply relevant margin, depending on 
tenure and personnel pay rates) 
 
2) Supplier sources candidate and Client pays sourcing 
fee upfront (also referred to as the Alternate Cost 
Structure) 
 
This charging structure is available in the event that 
clients would like to pay the sourcing fee in total upfront. 
The following components should be included in the 
calculations. 
 
PAYG 
Personnel pay rates 
Statutory charges 
Supplier Margin (apply “Payroll Only” margin, relating to 
pay rate, plus sourcing fee) 
 
Non-PAYG 
Personnel pay rates 
Statutory charges (no superannuation component) 
Supplier Margin (apply “Payroll Only” margin, relating to 
pay rate, plus sourcing fee) 
 
3) Client sources candidate (no sourcing fee is payable) 
On some occasions, clients know of a candidate and 
bring this person to the attention of their preferred 
supplier. As the supplier has not incurred a cost in 
sourcing the candidate, a sourcing fee may not apply. 
The following components should be included in 
calculations. 
 
PAYG 
Personnel pay rates 
Statutory charges 
Supplier Margin (apply “Payroll Only” margin, relating to 
pay rate) 
 
Non-PAYG 
Personnel pay rates 
Statutory charges (no superannuation) 
Supplier Margin (apply “Payroll Only” margin, relating to 
pay rate) 
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NB: Not all suppliers have separated out the sourcing fee 
element. The above is only possible for suppliers that 
have supplied separate sourcing fees.  
 
Bulk order Discounts 
 
Some Contractors provide discounts on the margin for 
bulk orders of 10, 20, 30, 40, 50 or more personnel. 
These discounts are listed in Section 4. 
 
Volume Discounts 
 
Where the purchase of services by all Customers 
exceeds the total annual estimated expenditure ($420M), 
some Contractors provide a volume discount for the 
remainder of the term, and this discount will apply to all 
Customer Contracts. Volume growth will be assessed on 
an annual basis. 
 
 
Important Note 
 
Any additional conditions relating to the assignment, such 
as overtime, special hours or travel requirements etc 
should be included in the Official Order. These are to be 
agreed to by both the client and the supplier, and must 
not detract from the Deed of Agreement of the contract.  
 
Any confirmation letters received from suppliers must 
not have attached, refer to, or have printed, any 
additional terms and conditions of business, or similar. 
Clients should not be signing any additional conditions or 
agreements, only the official order. 
 

Operation of Nominee Purchasing  

 
Introduction 
 
The Nominee Purchaser Arrangement was created under 
REG 18 of the Public Sector (Goods and Services) 
Regulation 2000 (NSW). The Regulation allows the State 
Contracts Control Board (“SCCB”) to provide access to 
suppliers of public sector agencies to SCCB standing 
offer agreements for the provision of goods and services. 
These suppliers are known as Nominee Purchasers. The 
public sector agencies making the nominations are 
known as Nominating Agencies. 
 
What is a Nominee Purchaser? 
 
“Nominee Purchaser” means a supplier to a public sector 
agency, nominated by the public sector agency to be 
authorised to place Orders under Standing Offer 
Agreements provided to that agency registered by NSW 
Procurement. Access of nominee purchasers to SCCB 
standing offer agreements: 
 

·  Is limited to standing offer agreements relevant to the 
contract between the nominating agency and the 
nominee purchaser, and which are specifically listed 
in the nominee purchaser’s registration; and 

 
·  Is for a fixed period of registration, usually ending on 

the completion of the term of the contract between the 
nominating agency and the nominee purchaser. 

 
·  A nominee purchaser must not purchase goods or 

services under a SCCB standing offer agreement, 
unless they are related to its obligations under a 
contract with a public sector agency and are used 
during the term of such a contract or included or 
incorporated in works, goods or services to be 
provided to the public sector agency. 

 
 
For further information regarding the use of state 
contracts and/or smartbuy® please contact: 
 
NSW Procurement Client Support Centre  
McKell Building 2-24 Rawson Place Sydney NSW 2000 
T 1800 NSW BUY (1800 679 289) 
F (02) 9372 8077 
E nswbuy@commerce.nsw.gov.au 
I www.nswbuy.com.au
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Section 2 – 
Range of 
Products/Services 
The contract has nine categories of Contingent Labour 
services available on contract. 
 
Category Category Description 
A Administration 
B Finance 
C Specialist 
D Industrial 
E Professional 
F Technical 
G IT Network/Equipment 
H IT Management, Implementation & 

Support 
I IT Application/Database/Systems 
  
The Contingent Workforce – C100 State Contract offers 
up-to-date role descriptions that meet a variety of 
contingent needs, including technical, finance, 
Information Technology, blue collar, managerial and 
specialist.  The categories and role descriptions available 
under this contract include: 
 
Category A – Administrative Personnel  
 
Administration Assistant 
Call or Contact Centre Team Leader 
Customer Service Officer 
Data Entry Operator 
Executive Assistant 
Office Support 
Receptionist / Switchboard Operator 
 
Category B – Finance Personnel  
 
Accountant / Management Accountant /Senior 
Accountant 
Auditor / Audit Manager / Auditor (Senior) / IT Auditor 
Business Analyst / Financial Analyst 
Credit Officer/Manager 
Finance Officer / Accounts Clerk / Book keeper 
Finance Specialist 
Financial Controller 
Financial Planner 
Investigator 
Payroll Officer / Manager 
 
Category C – Specialist Personnel 
 

Communications / Media / Promotion / Public Relations 
Contract / Procurement / Vendor (Officer or Manager) 
Distribution / Warehouse / Inventory (Officer or Manager) 
Field Officer 
Graphic Designer 
Human Resources / Training & Development / Trainers 
Lease (Administrator or Negotiator) 
Legal Support / Law Clerks / Paralegal 
Library / Archives / Record Management 
Logistics / Supply Chain (Officer or Manager) 
Marketing / Advertising (Officer, Manager or Specialist) 
Policy (Officer or Manager) 
Program (Officer, Manager or Director) 
Project (Officer, Manager or Analyst) 
Property Valuer / Conveyancer 
Security Specialist 
 
Category D – Industrial Personnel  
 
Apprentice 
Arborist 
Battery Fitter 
Blacksmith/Boilermaker 
Bricklayer 
Bridge Worker 
Building Inspector 
Building Services Employee 
Carpenter 
Chef  
Cleaner 
Concrete Inspector 
Concreter 
Crane, Hoist or Lift Operator 
Crossing Supervisor 
Driver /Truck Driver / Tow Truck Driver 
Electrician 
Fencer 
Fitter 
Gardener 
Kitchenhand 
Labourer - Various 
Landscape Gardener 
Leading Hand 
Line Marker 
Maintenance Handyman 
Maintenance Patrolman 
Maintenance Planner 
Mechanic 
Operators of Explosive-Powered Tools 
Painter 
Plant Operator 
Plasterer 
Plumber 
Production Worker 
Rigger 



 

10 

 

Category D – Industrial Personnel (cont) 
 
Road / Bridge Performance Tester 
Road Traffic Controller 
Road Worker 
Roofer 
Security Officer 
Signwriter 
Steersman 
Stonemason 
Storeman and Packer 
Storeperson 
Survey Field Hand 
Team Leader 
Timberperson 
Track Worker / Labourer 
Tradesperson's / Technician's Assistant  
Transport Facility Worker 
Waiter 
Welder 
Yardman 
 
Category E – Professional Personnel  
 
Archaeology and Heritage Advisor 
Architect 
Camera Enforcement Officer 
Chemist 
Engineer - Bridge /Chemical /Civil /Construction 
/Electrical /Electronic /Industrial /Mechanical 
/Maintenance /Traffic etc. 
Environmental Officer/Scientist 
Food Technologist 
Geographic Information Specialist 
Geologist 
Geophysicist 
Hydrologist 
Metallurgist 
OHS&R / Safety Compliance Officer/Manager 
Project Engineer 
Project Manager/Officer 
Project Planner/Cost Engineer 
Quality Assurance /Quality Control Manager 
Scientist 
Surveyor / Engineering Surveyor 
Town Planner 
Traffic and Transport Planner 
Urban and Regional Planner 
 
Category F – Technical Personnel  
 
Asset Officer/Manager 
Clerk of Works 
Control Room Supervisor 
Designer - Construction / Industrial 

Development Officer/Manager 
Documentation Officer 
Drafter 
Engineering Associate/Technician 
Estimator 
Facilities or Property Officer/Manager 
Inspector 
Installation & Maintenance Supervisor 
Interior Designer 
Property Acquisition Officer 
Signal Technician 
Site Supervisor 
Site/Works Supervisor 
Surveillance Officer / Steel Inspection - Bridges 
Surveyor's Assistant 
Technical Officer 
Technician - Engineering / Science / Laboratory / 
Processing 
 
Category G – ICT: Network and Equipment Personnel 

(PAYG and contractors) 
 
Computer Network and Systems Engineer 
Data Network Engineer 
Hardware Technician 
Network Administrator 
Network Designer / Architect 
Network Security Consultant 
Network Support 
Network Technical Consultant 
Network/Operations Manager 
Novell Engineer / Specialist 
PABX Systems Technician 
Project Manager (Network and Equipment) 
Radio Communications Technician 
Server Engineer 
Support and Test Engineers 
Support Technicians 
Telco / Voice / Communications Analyst 
Telecommunications Engineer / Field Engineer 
Telecommunications Network Engineer 
Telecommunications Technician 
VoIP Consultant 
WAN Specialist 
 
Category H – ICT: Management, Implementation and 

Support Personnel (PAYG and 
contractors) 

 
Business Continuity Manager 
Business to Business Integration Specialist 
Change Management Specialist 
CIO 
Data Centre Facilities Supervisor 
Data Centre Support Analyst 
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Category H – ICT: Management, Implementation and 
Support Personnel (PAYG and 
contractors) (cont) 

 
Desktop Support 
Documentation Specialist 
Help Desk Support / Manager 
ICT Business Analyst 
ICT Operations Manager 
ICT Strategy Planner / Consultant 
ICT Trainer 
IT Manager 
IT Specialist / ICT Consultant 
Project Coordinator / Project Manager / Program 
Manager 
Security Consultant/Specialist 
Technical Manager 
 
Category I –   ICT: Applications, Databases and 

Systems Personnel (PAYG and 
contractors) 

 
Net Specialist 
Analyst Programmer / Applications Developer 
C#  Specialist 
Computer Operator 
Data Modeller / Architect 
Data Warehouse Technologist / Specialist / Developer 
Database Administrator / Designer / Analyst 
Email Technical Specialist 
ERP/CRM Functional / Technical Consultant 
Mercury Specialist 
Microsoft Consultant 
Multimedia Designer / Specialist 
Project Manager (Applications, Databases and Systems) 
SAP Professionals 
Siebel Specialist 
Software Engineer 
Solaris / Unix Administrator 
Solution Architects /Designers 
System Tester 
Systems Administrator 
Systems Analyst 
Systems Architect/Designer 
Technical Writer 
Test Manager/Leader/Analyst 
TSM Specialist 
Web Site Content Manager 
Web Site Designer/Consultant/Developer 
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Section 3 – 
Key Features 
 
This section contains the key features of the contract that 
may be of interest to customers. 
 
·  Average potential savings:  $6M based on average 

margins* 
 
·  Best Price Contract – a single price per supplier per 

role. Small and large NSW government agencies, 
NGO’s and local councils will all receive the same 
rates, to help track and control contingent labour 
purchasing. 

 
·  A choice of NSW’s top recruitment agencies, with 

the ability to source and retain quality personnel, at 
the best government rates, and that will enhance 
NSW Government as an “employer of choice”. 

 
·  One contract with up-to-date job descriptions that 

meets a variety of staffing needs, including 
technical, finance, IT, blue collar, managerial and 
specialist. 

 
·  Ability for NSW Government Agencies to negotiate 

Service Level Agreements for value added service 
such as consolidated invoicing, permanent 
recruitment services, induction services, and HR 
Consultancy Services. 

 
·  Full coverage for all NSW regional areas. (This 

includes Far Western, New England, North West, 
Northern Rivers, Holiday Coast, Central Western, 
Riverina, Murray and South Eastern NSW). 

 
 
 
 
 
 
 
 
 
 
 
* Based on previous state contract average margins 



 

13 
 

 

Section 4 – 
Suppliers 
 
The following Suppliers have been awarded the 
Contingent Workforce – C100 State Contract.  
 
To ensure you can receive the savings and benefits that 
come from using this contract, including pricing and 
terms and conditions, you must be engaged by and 
invoiced by one of the 18 primary recruitment agencies 
on this contract. (listed in the Recruitment Agencies and 
Categories table on p13). 
 

SUPPLIERS 
 

·  Australia Personnel Global 
·  Challenge Recruitment 
·  Chandler Macleod 
·  Clicks Hoban Recruitment (formerly t/a Clicks 

Recruitment) 
·  Finite Recruitment 
·  Greythorn Smalls 
·  Hamilton James & Bruce 
·  Hays Specialist Recruitment 
·  Hudson Global Resources 
·  IPA Personnel 
·  Michael Page International 
·  Paxus Australia 
·  Peoplebank Australia 
·  Quay Appointments 
·  Randstad 
·  RossJuliaRoss 
·  Talent International 
·  Workforce International 

 
If you are dealing with, or engaged by, a company 
claiming to be in partnership with a primary recruitment 
agency, they must deal with you under the primary 
recruitment agency name, not their own individual 
agency name. You will not be guaranteed the contract 
pricing and/or terms and conditions if you engage under 
the individual agency name. 

 
Recruitment agencies can only provide contingent 
labour for categories to which they have been 
awarded  (see table on Recruitment Agencies and 
Categories on p14) 

 
Printed Catalogues 
 
The supplier will provide catalogues of the services 
available for supply under the contract upon request. 
These are free of charge to customers on a reasonable 
request basis. The information in the catalogues will be 
regularly updated by the Supplier through newsletters 
and other bulletins to ensure that customers are kept up 
to date on changes to the range of services available. 
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Recruitment Agencies and Categories 
 

 
 

Recruitment Agency
Cat A - 

Administration
Cat B -   

Finance
Cat C - 

Specialist
Cat D - 

Industrial
Cat E - 

Professional
Cat F - 

Technical

Cat G - IT 
Network, 

Equipment

Cat H - IT 
Management, 

Implementation 
& Support

Cat I - IT 
Applications, 

Database, 
Systems

Australia Personnel Global ��� �
Challenge Recruitment ��� �
Chandler Macleod ��� � � �� � � �� � � �� �
Clicks Hoban Recruitment
(formerly t/a Clicks 
Recruitment) ��� � � �� � � �� � � �� �
Finite Recruitment ��� � � �� � � �� � � �� � � �� � � �� � � �� � � �� �
Greythorn Smalls ��� � � �� � � �� �
Hamilton James & Bruce ��� � � �� � � �� � � �� �
Hays Specialist Recruitment ��� � � �� � ��� �
Hudson Global Resources ��� �
IPA Personnel ��� �
Michael Page International ��� � � �� �
Paxus Australia ��� � � �� �
PeopleBank Australia ��� � � �� � � �� �
Quay Appointments ��� � � �� � ��� �
Randstad ��� � � �� � � �� � � �� � � �� � � �� � � �� �
Ross Human Directions ��� � � �� � � �� � � �� � � �� � � �� � � �� � � �� �
Talent International ��� � � �� � � �� � � �� � � �� �
Workforce International ��� �
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Australia Personnel 
Global 
Company:  Australia Personnel Global 
Contact:  Glenn Redman 
ABN:  24 135 632 235 
Site address: Suite G2, 1 Bolger St,  
 Campbelltown NSW 2560 
Post address: PO Box 234,  
 Macarthur Square NSW 2560 
Telephone: 02 4626 6722 
Facsimile: 02 4628 9803 
E-mail: glenn@apglobal.com.au 
Internet: www.apglobal.com.au 
 

Supplier Notes 

Services 
Category D - Industrial 
 
Discount 
Bulk Orders: 
10+ Personnel – 2% 
20+ Personnel – 4% 
30+ Personnel – 5% 
40+ Personnel – 10% 
50+ Personnel – 12% 
 
Daily Rate - 2% 
Consolidated Invoicing - 2% 
 
Sub-Contractors 
Nil 
 
Regions Covered 
All 
 
Regional Office Location 
Tamworth 
 
 

Challenge 
Recruitment 
Company:  Challenge Recruitment 
Contact:  Leanne Telfer 
ABN:  82 083 202 939 
Site address: Level 11 100 George Street 
  Parramatta NSW 2150  
Post address: Level 11 100 George Street  
 Parramatta NSW 2150 
Telephone: 02 9633 0500 
Facsimile: 02 9633 0501 
E-mail: ltelfer@challengeltd.com  
Internet: www.challengltd.com 
 

Supplier Notes 
 
Services 
Category D - Industrial 
 
Discount 
Bulk Orders: 
10+ Personnel – 1% 
20+ Personnel – 2% 
30+ Personnel – 5% 
40+ Personnel – 8% 
50+ Personnel – 10% 
 
Daily Rate - 1% 
Consolidated Invoicing - 2% 
 
Sub-Contractors 
Nil 
 
Regions Covered 
Northern Rivers 
Holiday Coast 
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Chandler Macleod 
Group 
Company:  Chandler Macleod Group 
Contact:  Starsha Green 
ABN:  33 090 555 052 
Site address: Level 12, 2 Park Street,  
 Sydney NSW 2000 
Telephone: 02 9269 8850 
Facsimile: 02 9269 8700 
E-mail starsha.green@chandlermacleod.com 
Internet: www.chandlermacleod.com 
 

Supplier Notes 
 
Services 
Category D – Industrial 
Category E – Professional 
Category F – Technical 
Category H – IT Management, Implementation & Support 
 
Discount 
Bulk Orders: 
10+ Personnel – 0% 
20+ Personnel – 5% 
30+ Personnel – 7% 
40+ Personnel – 10% 
50+ Personnel – 12% 
 
Sub-Contractors 
Entec 
Diversiti 
 
Regions Covered 
All 
 
Regional Office Locations 
Canberra 
Orange 
Tamworth 
Wodonga VIC 
Young 
 

Clicks Hoban 
Recruitment (formerly 
t/a Clicks Recruitment)  
Company:  Clicks Hoban Recruitment (formerly 

t/a Clicks Recruitment) 
Contact:  Nick Bacon 
ABN:  51 094 789 910 
Site address: Level 11, 39 York St,  
 Sydney NSW 2000  
Post address: Level 11, 39 York St,  
 Sydney NSW 2000 
Telephone: 02 9200 4430 
Facsimile: 02 9200 4440 
E-mail: nickb@clicksrecruit.com.au 
Internet: www.clicksrecruit.com.au 

Supplier Notes 
 
Services 
Category D – Industrial 
Category E – Professional 
Category F – Technical 
Category H – IT Management, Implementation & Support 
 
Discount 
Bulk Orders: 
10+ Personnel – 2% 
20+ Personnel – 2% 
30+ Personnel – 2% 
40+ Personnel – 2% 
50+ Personnel – 3% 
 
Daily Rate – 4% 
Consolidated Invoicing – 2% 
 
Sub-Contractors 
Coffs Harbour All Staff Professional 
Edmen Recruitment 
Hoban Recruitment 
Industry Recruitment 
North Coast Recruitment 
 
Regions Covered 
All 
 
Regional Office Locations 
Coffs Harbour 
Lismore 
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Finite Recruitment 
Solutions 
Company:  Finite Recruitment Solutions 
Contact:  Philip Crowe 
ABN:  43 085 406 300 
Site address: Level 31, 264-278 George St,  
 Sydney NSW 2000   
Post address: Level 31, 264-278 George St,  
 Sydney NSW 2000  
Telephone: 02 8243 6868 
Facsimile: 02 8243 6266 
E-mail: philipc@finxl.com.au 
Internet: www.finite.com.au 

Supplier Notes 
 
Services 
Category B - Finance 
Category C - Specialist 
Category D – Industrial 
Category E – Professional 
Category F – Technical 
Category G – IT Network & Equipment 
Category H – IT Management, Implementation & Support 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 2% 
20+ Personnel – 4% 
30+ Personnel – 6% 
40+ Personnel – 8% 
50+ Personnel – 10% 
 
Sub-Contractors 
Conduit Recruitment 
Kelly Services 
 
Regions Covered 
All 
 
Regional Office Locations 
Canberra 
Southport (Qld) 

Greythorn Smalls 
Company:  Greythorn Smalls 
Contact:  Scott Small 
ABN:  60 001 719 259 
Site address: Level 8, 33 York St,  
 Sydney NSW 2000  
Post address: Level 8, 33 York St,  
 Sydney NSW 2000   
Telephone: 02 9290 3733 
Facsimile: 02 9290 3415 
E-mail: scott.small@greythornsmalls.com 
Internet: www.greythornsmalls.com 

Supplier Notes 
 
Services 
Category G – IT Network & Equipment 
Category H – IT Management, Implementation & Support 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 5% 
20+ Personnel – 6% 
30+ Personnel – 7% 
40+ Personnel – 8% 
50+ Personnel – 10% 
 
Daily Rate – 1% 
Consolidated Invoicing – 1% 
 
Sub-Contractors 
Calibrate Recruitment 
Forsythes 
GWS Personnel 
JHA Recruitment & Staff@Work 
Greythorn Pty Ltd 
Smalls Recruiting 
Techwriter Placements 
 
Regions Covered 
All 
 
Regional Office Locations 
Ballina   Orange 
Byron Bay   Parkes 
Canberra   Port Macquarie 
Dubbo   Wagga Wagga 
Gosford   Wollongong 
Lismore    
Newcastle    
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Hamilton James & 
Bruce Pty Ltd 
Company:  Hamilton James & Bruce Group 
Contact:  Matt Steele 
ABN:  90 091 302 975 
Site address: Level 11, 20 Bridge St,  
 Sydney NSW 2000 
Post address: Level 11, 20 Bridge St,  
 Sydney NSW 2000 
Telephone: 02 8248 7000 
Facsimile: 02 8248 7200 
E-mail: msteele@hjb.com.au 
Internet: www.hjb.com.au 
 

Supplier Notes 
 
Services 
Category E – Professional 
Category F – Technical 
 
 
Discount 
Bulk Orders: 
10+ Personnel – 1% 
20+ Personnel – 2% 
30+ Personnel – 3% 
40+ Personnel – 4% 
50+ Personnel – 5% 
 
Daily Rate – 1% 
 
Sub-Contractors 
GWS Personnel 
JHA Recruitment  
Staff @ Work 
Techstaff Pty Ltd 
 
Regions Covered 
All 
 
Regional Office Locations 
Albury 
Dubbo 
Lismore 
Mitchell ACT 
Orange 
Wagga Wagga 
 

Hays Specialist 
Recruitment  

 
Company:  Hays Specialist Recruitment 
Contact:  Jane Donnelly 
ABN:  47 001 407 281 
Site address: Level 11, 2 Chifley Square,  
 Sydney NSW 2000 
Post address: GPO Box 3868,  
 Sydney NSW 2001 
Telephone: 1300 434 891 
Facsimile: 02 9223 2273 
E-mail: C100@hays.com.au or  
                            jane.donnelly@hays.com.au 
Internet: www.hays.com.au 
 

Supplier Notes 
 
Services 
Category A - Administration 
Category B - Finance 
Category H – IT Management, Implementation & Support 
 
Discount 
Bulk Orders: 
10+ Personnel – 3% 
20+ Personnel – 5% 
30+ Personnel – 10% 
40+ Personnel – 10% 
50+ Personnel – 10% 
 
Sub-Contractors 
Nil 
 
Regional Office Locations 
Newcastle 
Wollongong 
 
Regions Covered 
All 
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Hudson Global 
Resources 
Company:  Hudson Global Resources 
Contact:  John Hiron 
ABN:  21 002 888 762 
Site address: Level 19, 45 Clarence St,  
 Sydney NSW 2000   
Post address: GPO Box 3995,  
 Sydney NSW 2001   
Telephone: 02 8233 2541 
Facsimile: 02 8223 4903 
E-mail: john.hiron@hudson.com 
Internet: http://au.hudson.com 

Supplier Notes 
 
Services 
Category A - Administration 
 
Discount 
 
Sub-Contractors 
Smalls Recruiting 
GWS Personnel 
JHA Recruitment  
Staff @ Work 
 
Regions Covered 
All 
 
Regional Office Locations 
Canberra 
Newcastle 

IPA Personnel 
Company:  IPA Personnel 
Contact:  Zac Smith 
ABN:  69 060 472 666 
Site address: Suite 1502, L15, 264-278 George St,  
 Sydney NSW 2000   
Post address: Suite 1502, L15, 264-278 George St, 

Sydney NSW 2000   
Telephone: 02 9220 6924 
Facsimile: 02 9220 6999 
E-mail: zsmith@ipa.com.au 
Internet: www.ipa.com.au 

Supplier Notes 
 
Services 
Category E - Professional 
 
Discount 
Bulk Orders: 
10+ Personnel – 2% 
20+ Personnel – 2% 
30+ Personnel – 2% 
40+ Personnel – 2% 
50+ Personnel – 2% 
 
Sub-Contractors 
Flexiforce Australia 
APS Pacific 
Tamworth Secretarial & Employment 
Workfront 
BDS Recruitment 
 
Regions Covered 
All 
 
Regional Office Locations 
Canberra 
Coffs Harbour 
Grafton 
Griffith 
Shellharbour 
Tamworth 
Wagga Wagga 
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Michael Page 
International 
Company:  Michael Page International  
Contact:  Carolyn Rogers 
ABN:  58 002 872 264 
Site address: Level 7, 1 Margaret St,  
 Sydney NSW 2000 
Post address: Level 7, 1 Margaret St,  
 Sydney NSW 2000 
Telephone: 02 8292 2080 
Facsimile: 02 8292 2001 
E-mail: carolynrogers@michaelpage.com.au 
Internet: www.michaelpage.com.au 

Supplier Notes 
 
Services 
Category B - Finance 
Category C - Specialist 
 
Discount 
 
Sub-Contractors 
Smalls Recruiting 
GWS Personnel 
JHA Recruitment  
Staff @ Work 
Forsythes Recruitment 
 
Regions Covered 
All 

Paxus Australia 
Company:  Paxus Australia 
Contact:  Richard Barnett 
ABN:  35 004 609 616 
Site address: Level 19, 99 Walker St,  
 North Sydney NSW 2060 
Post address: Level 19, 99 Walker St,  
 North Sydney NSW 2060 
Telephone: 02 9464 5973 
Facsimile: 02 9464 5858 
E-mail: rbarnett@paxus.com.au 
Internet: www.paxus.com.au 

Supplier Notes 
 
Services 
Category G – IT Network & Equipment 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 0% 
20+ Personnel – 6% 
30+ Personnel – 12% 
40+ Personnel – 18% 
50+ Personnel – 24% 
 
Sub-Contractors 
Nil 
 
Regions Covered 
All 
 
Regional Office Locations 
Nowra 
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Peoplebank Australia 
Company:  Peoplebank Australia 
Contact:  Chris Gordon 
ABN:  42 003 995 748 
Site address: Level 17, 15 Blue St,  
 North Sydney NSW 2060   
Post address: PO Box 6335,  
 North Sydney NSW 2059  
Telephone: 02 9409 4700 
Facsimile: 02 9922 1929 
E-mail: chris.gordon@peoplebank.com.au 
Internet: www.peoplebank.com.au 

Supplier Notes 
 
Services 
Category G – IT Network & Equipment 
Category H – IT Management, Implementation & Support 
Category I - IT Applications, Database & Systems 
 
Discount 
 
Dealers 
Complete Staff Solutions 
 
Regions Covered 
All 
 
Regional Office Locations 
Broadmeadow 
Taree 
Tuggerah 

Quay Appointments 
Company:  Quay Appointments 
Contact:  Winsome Bernard 
ABN:  32 065 568 685 
Site address: Level 7, 200 George St,  
 Sydney NSW 2000   
Post address: PO N118  
 Grosvenor Place NSW 1220  
Telephone: 02 9251 7339 
Facsimile: 02 9251 7332 
E-mail: wbernard@quayappointments.com.au 
Internet: www.quayappointments.com.au 

Supplier Notes 
 
Services 
Category A - Administration 
Category B - Finance 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 4% 
20+ Personnel – 5% 
30+ Personnel – 6% 
40+ Personnel – 7% 
50+ Personnel – 8% 
 
Sub-Contractors 
Complete Staff Solutions 
DR Recruitment 
Enterprise IT Services 
Focus Personnel 
Macquarie Business Centre 
Oxbow t/a North Coast Recruitment 
People Fusion 
Workforce on Tap 
The Recruitment Company Pty Ltd (TRC) 
 
Regions Covered 
All 
 
Regional Office Locations 
 
Albury Lismore  Wagga Wagga 
Broken Hill Orange  Wollongong 
Canberra Port Macquarie  
Coffs Harbour Tamworth  
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Randstad 
Company:  Randstad 
Contact:  Peter Cowan 
ABN:  28 080 275 378 
Site address: Level 5, 109 Pitt St,  
 Sydney NSW 2000 
Post address: GPO Box 4640,  
 Sydney NSW 2001 
Telephone: 02 8258 9604 
Facsimile: 02 8258 9611 
E-mail: pcowan@randstad.com.au 
Internet: www.randstad.com.au 

Supplier Notes 
 
Services 
Category A – Administration 
Category B - Finance 
Category C - Specialist 
Category D – Industrial 
Category F – Technical 
Category G – IT Network & Equipment 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 4% 
20+ Personnel – 5% 
30+ Personnel – 7% 
40+ Personnel – 10% 
50+ Personnel – 12% 
 
Sub-Contractors 
HR Partners 
Hughes Castell 
Regions Covered 
All 
 
Regional Office Locations 
Lavington 
Newcastle 
Wollongong 
Canberra 

RossJuliaRoss  
Company:  Ross Human Directions 
Contact:  Ben Chiarella 
ABN:  25 003 758 709 
Site address: Level 2, 14 Martin Place,  
 Sydney NSW 2000 
Post address: Level 2, 14 Martin Place,  
 Sydney NSW 2000 
Telephone: 02 8257 4326 
Facsimile: 02 8267 4399 
E-mail: ben.chiarella@rossjuliaross.com 
Internet: www.rossjuliaross.com 

Supplier Notes 
 
Services 
Category A - Administration 
Category B - Finance 
Category C - Specialist 
Category D – Industrial 
Category E – Professional 
Category F – Technical 
Category G – IT Network & Equipment 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 0% 
20+ Personnel – 1% 
30+ Personnel – 1% 
40+ Personnel – 1% 
50+ Personnel – 2% 
 
Daily Rate – 5% 
 
Sub-Contractors 
Nil 
 
Regions Covered 
All 
 
Regional Office Locations 
Broken Hill 
Coffs Harbour 
Tamworth 
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Talent International 
Company:  Talent International 
Contact:  Amanda Capel 
ABN:  15 094 099 617 
Site address: Level 23, 123 Pitt St,  
 Sydney NSW 2000 
Post address: Level 23, 123 Pitt St,  
 Sydney NSW 2000 
Telephone: 02 9223 9855 
Facsimile: 02 9223 9833 
E-mail: amandac@talentinternational.com.au 
Internet: www.talentinternational.com.au 

Supplier Notes 
 
Services 
Category E – Professional 
Category F – Technical 
Category G – IT Network & Equipment 
Category H – IT Management, Implementation & Support 
Category I - IT Applications, Database & Systems 
 
Discount 
Bulk Orders: 
10+ Personnel – 1% 
20+ Personnel – 2% 
30+ Personnel – 3% 
40+ Personnel – 4% 
50+ Personnel – 5% 
 
Sub-Contractors 
Clements Recruitment 
Clexan-Peak Personnel (wholly owned by Clements Recruitment) 
 
Regions Covered 
All 

Workforce 
International 
Company:  Workforce International 
Contact:  Chris McKay 
ABN:  91 894 526 904 
Site address: Level 1, 601 Botany Rd,  
 Rosebery NSW 2018 
Post address: PO Box 6226,  
 Alexandria NSW 2015 
Telephone: 0419 639131 
Facsimile: 02 9698 2975 
E-mail: chris.mckay@workforce.com.au 
Internet: www.workforce.com.au 

Supplier Notes 
 
Services 
Category D – Industrial 
 
Discount 
Bulk Orders: 
10+ Personnel – 0% 
20+ Personnel – 2% 
30+ Personnel – 3% 
40+ Personnel – 4% 
50+ Personnel – 5% 
 
Sub-Contractors 
Nil 
 
Regions Covered 
New England 
Northern Rivers 
Holiday Coast 
 
Regional Office Locations 
Grafton 
Port Macquarie 
Tamworth 
West Gosford 
Warabrook 
Unanderra 
Tweed Heads 
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Summary information on regional coverage 
 
The following table summaries information from the preceding pages on regional locations where offices of suppliers are 
located: 
 

Office locations Supplier  Office locations Supplie r 

Hamilton James & Bruce  Nowra Paxus Australia Albury 
 Quay Appointments  Orange Chandler Mcleod Group 

Ballina Greythorn Smalls   Greythorn Smalls 

Broadmeadow Peoplebank Australia   Hamilton James & Bruce 

Quay Appointments   Quay Appointments Broken Hill 

Ross Human Directors  Parkes Greythorn Smalls 

Byron Bay Greythorn Smalls  Port Macquarie Greythorn Smalls 

Chandler Mcleod Group   Quay Appointments 

Finite Recruitment Solutions   Workforce International 

Greythorn Smalls  Shellharbour IPA Personnel 

Hudson Global Resources  Southport (Qld) Finite Recruitment Solutions 

IPA Personnel  Tamworth Australia Personnel Global 

Quay Appointments   Chandler Mcleod Group 

Canberra ACT 
 
 

Randstad   IPA Personnel 

Clicks Hoban Recruitment 
(formerly t/a Clicks Recruitment) 

  Quay Appointments 

IPA Personnel   Ross Human Directors 

Quay Appointments   Workforce International 

Coffs Harbour 
 

Ross Human Directors  Taree Peoplebank Australia 

Greythorn Smalls  Tuggerah Peoplebank Australia Dubbo 

Hamilton James & Bruce  Tweed Heads Workforce International 

Gosford Greythorn Smalls  Unanderra Workforce International 

IPA Personnel  Wagga Wagga Greythorn Smalls Grafton 

Workforce International   Hamilton James & Bruce 

Griffith IPA Personnel   IPA Personnel 

Lavington Randstad   Quay Appointments 

Clicks Hoban Recruitment 
(formerly t/a Clicks Recruitment) 

 Warabrook Workforce International 

Greythorn Smalls  West Gosford Workforce International 

Hamilton James & Bruce  Wodonga VIC Chandler Mcleod Group 

Lismore 
 

Quay Appointments  Wollongong Greythorn Smalls 

Mitchell ACT Hamilton James & Bruce   Hays Specialist Recruitment 

Greythorn Smalls   Quay Appointments 

Hays Specialist Recruitment  Randstad 

Hudson Global Resources  
Young 

Chandler Mcleod Group 

Newcastle 
 

Randstad    
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Section 5 – 
Frequently 
Asked Questions 
Why should I use the contract? 
 
·  The contract will deliver savings and benefits to NSW 

Government which includes: 
·  Best Price Contract – a single price per supplier per 

role. Small and large NSW government agencies, 
NGO’s and local councils will all receive the same 
rates, to help track and control your contingent labour 
purchasing. 

·  Based on previous State contract margins, your 
Agency can achieve significant savings in the order of 
approximately 30%. 

·  A choice of NSW’s top recruitment agencies, with the 
ability to source and retain quality personnel, at the 
best government rates, that will enhance NSW 
Government as an “employer of choice”. 

·  A mix of broad-scope and small-scope suppliers. 
·  One contract with up-to-date job descriptions that 

meets a variety of staffing needs, including technical, 
finance, IT, blue collar, managerial and specialist.  

·  Contract management framework that will facilitate 
supplier performance and enhance supplier 
relationships to ensure a high level of efficiency. 

·  Ability for NSW Government agencies to negotiate 
Service Level Agreements for value added services 
such as consolidated invoicing, permanent 
recruitment services, induction services, and HR 
Consultancy Services. 

·  Full coverage of all NSW regional areas. This includes 
Far Western, New England, North West, Northern 
Rivers, Holiday Coast, Central Western, Riverina, 
Murray and South Eastern NSW. 

 
How many suppliers are on the Contingent 
Workforce contract? 
 
Eighteen (18) suppliers have been awarded to the 
Contingent Workforce contract.  There are 9 categories 
of hiring available on contract.  Recruitment agencies can 
only provide contingent labour for the categories to which 
they have been awarded.  

 
Does the Contingent Workforce contract include 
contingent labour for “technical areas” (medical / 
health / nurses, teaching, engineers, specialists, 
managers) or is it more office environment? 
 
The Contingent Workforce contract does not include 
labour hire for frontline services, e.g.  teachers, police, 
nurses etc. The Contingent Workforce contract does 
include technical, IT, blue collar, managerial and 
specialist positions. For a full list of contingent labour job 
descriptions please refer to the category list on  
pages 9 to 11. 
 
How does the transition and implementation of the 
Contingent Workforce Contract affect my contingent 
staff? 
 
Employment conditions and pay rates of contingent 
labour are not affected by the transition requirements. 
 
Will my contingent staff members’ pay increase/ 
decrease when transferring to another recruitment 
agency? 
 
No. Pay rates will remain the same unless the contingent 
staff member negotiates a higher pay rate with their 
recruitment agency and the NSW Government agency 
agrees to pay this. 
Pay rate increases cannot be via a reduction in the 
Supplier Margins. Under the Contingent Workforce 
contract a reduced supplier margin must be approved by 
the State Contracts Control Board (SCCB) and made 
available to all eligible customers of this SCCB contract. 
 
Is there a notice period needed for lodging an 
exemption? 
 
There is no defined notice period. The notice required will 
vary on a case by case basis. 
Further information on exemptions under ‘How do I seek 
an exemption….?’ 
 
Can contingent personnel make the decision if an 
exemption applies? 
 
No. Only senior management of NSW Government 
agencies can decide that an exemption, based upon 
business continuity reasons where transition may be a 
risk, and only NSW Government agencies can seek an 
exemption from using SCCB Contracts. 
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457 Visas 
 
NSW Government Agencies may hire contingent labour 
that has been sponsored by a supplier via a 457 Visa. 
Further information on 457 Visas is available at the 
Department of Immigration and Citizenship site: 
http://www.immi.gov.au/skilled/skilled-workers/sbs/. 
Transition issues related to 457 visa’s are handled on a 
case-by-case basis. 
If transition is not relating to an existing order, an 
exemption would need to be sought. Please contact the 
NSWP Client Support Centre on 1800 NSW BUY (679 
289) if you require an exemption to using this contract 
due to issues relating to 457 visas. 
 
 
Industry Codes of Conduct 
 
The Recruitment and Consulting Services Association 
Ltd (RCSA) is an industry body related to non-ICT 
services (categories A – F on the Contingent Workforce 
contract). The RCSA Code for Professional Practice can 
be found at www.rcsa.com.au/whoweare/codefpp.asp.  
The Information Technology Contract and Recruitment 
Association (ITCRA) is an industry body related to ICT 
services (categories G, H & I on the Contingent 
Workforce contract). The ITCRA Code of Conduct can be 
found at 
http://www.itcra.com.au/index.asp?menuid=060.050 
 
What are Personnel Pay Rate bands?  
 
This contract offers minimum and maximum personnel 
pay rate bands as a guide for pricing a job role. The 
application of the appropriate pay rate will depend on 
your contingent labour hire requirements, including skill 
level and experience. Agencies are encouraged to shop 
around to fill contingent labour roles. Suppliers are 
obligated to comply with minimum award pay rates, 
where they exist. 
 
What is Benchmarking? 
 
Personnel pay rates may be benchmarked by an 
independent service provider, at annual intervals 
throughout the term of the contract, to ensure contingent 
personnel are receiving pay that is in line with market 
forces and industry. If, during benchmarking, rates are 
identified that are not in line with market forces, changes 
may be applied in consultation with suppliers. 
 
Do the rates include allowances? 
 
No, the rates under the Contingent Workforce contract do 
not include allowances. 
 

What is a “Sourcing Fee”? How is it applied? 
 
Suppliers incur costs related to sourcing, maintaining, 
and providing contingent labour, which clients pay for 
when they engage these services using the Contingent 
Workforce contract. The sourcing fee is the cost element 
related to sourcing a candidate (eg interviews, reference 
checks etc). The sourcing fee applies to both cost 
structures. The Normal Cost Structure includes the 
sourcing fee in the supplier margin, relevant to the tenure 
of the Order. The Alternate Cost Structure charges the 
sourcing fee upfront. 
 
What is an Alternate Cost Structure? 
 
This contract offers a Normal Cost Structure and an 
Alternate Cost Structure. That is, a different way of 
paying for the same service. An Alternate Cost Structure 
is available where a supplier has made the sourcing fee 
transparent.  
This means agencies can choose to pay the sourcing fee 
as part of the supplier margin over time, or as an upfront 
charge. If they choose to pay the sourcing fee upfront, a 
“Payroll Only” margin will apply for the time period of the 
Order. 
NB: Not all suppliers offer an Alternate Cost Structure. 
Please refer to the price schedule on smartbuy® to 
determine which suppliers have made the sourcing fee 
transparent, for particular job roles. 
It is a matter for the government agency to determine, 
based on their individual business requirements, when to 
use the Normal Cost Structure or the Alternate Cost 
Structure. 
 
If a replacement is required part way through an 
order, do I have to pay the sourcing fee again? 
 
No. If you had decided to use the Normal Cost Structure, 
a replacement will be found and you will continue to pay 
the original supplier margin agreed, which would have 
been based on the original tenure of your order.  
If you had decided to use the Alternate Cost Structure (ie 
pay the sourcing fee upfront), an additional upfront 
sourcing fee is not required for replacing the candidate. 
 
What if I want to extend / renew an Order, what 
supplier margin should apply? 
 
Schedule 3 of the Deed of Agreement allows for a 
reduced margin, applicable to longer tenure, to be 
applied to extensions /renewals where the following 
conditions apply: 
1. The extension/renewal is placed within 2 weeks of 
the previous Order ending with the same Supplier; and 
2. The services are for similar work in the same job role 
3. The same person is engaged for the 
extended/renewed order. 
The reduced margin cannot be applied retrospectively 
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and can only be applied from the date of commencement 
of the second Service Period (ie the extension or 
renewal).  
Under a Normal Cost Structure, apply the supplier margin 
that amounts to the combined tenure of the first order 
and the extended/renewed order. Under an Alternate 
Cost Structure, an additional upfront sourcing fee is not 
required and the “Payroll Only” margin applies. 
 
What happens if suppliers quote higher margins than  
those that are permissible under the Contingent 
Workforce Contract? 
 
Suppliers cannot charge higher margins than what is 
shown in the price schedule. To ensure this doesn’t 
happen, follow the steps below: 
1. Refer to the price schedule on smartbuy® to ensure 
the correct contract price has been quoted 
2. Ensure a full written quote from the supplier is 
obtained.  
3. Clarify with the Supplier if there are any price 
inconsistencies. 
If price inconsistencies remain, call 1800 NSW BUY 
(1800 679 289) for referral to NSWP’s Vendor Managers. 
 
What happens if I cannot find a job title within th e 
price schedule? 
 
The Job Titles listed in the price schedule are high usage 
Job Titles only, and are not exhaustive.  Clients may 
negotiate Personnel Pay Rates with suppliers if they 
require pricing for a Job Title that is not listed in the price 
schedule. The margins provided in the price schedule will 
apply to all Job Titles for the relevant category under the 
Contingent Workforce contract. Further Job Titles may be 
found at Section 2 of the Contract Guide  
 
What occurs if staff required by a Government 
agency cannot be sourced by a supplier on the 
Contingent Workforce contract? 
 
If the NSW Government agency is seeking to fill a job 
role that is listed on the Contingent Workforce contract, 
the Supplier is responsible for sourcing relevant 
candidates. If there are multiple suppliers to the category 
of work you require, another supplier may be able to 
source the contingent labour you require.  
If a candidate cannot be sourced please contact NSWP 
Client Support Centre on 1800 NSW BUY (1800 679 
289) for referral to NSWP’s Vendor Managers. 
If the job role sought is not listed on the Contingent 
Workforce contract, then the Government Agency is not 
obliged to use the Contingent Workforce contract, and 
not obliged to seek an exemption. 
 
Who is responsible for ensuring the correct pricing  is 
applied? 
 

Suppliers must invoice the correct amount and the 
Government agency must check the invoices before 
payment. If you find an error, bring this to the attention of 
the supplier for correction and reissue of the invoice.  
If this cannot be resolved between your agency and the 
supplier please contact NSWP Client Support Centre on 
1800 NSW BUY (679 289). 
 
Does the Contingent Workforce contract have Bulk 
Orders available? 
 
Some suppliers under the Contingent Workforce contract 
do offer bulk order discounts. Please refer to the Contract 
Guide for discount information for each supplier. 
 
Do I need three quotes?  
 
Two of the benefits that this contract delivers are great 
pricing and cost transparency. To take advantage of 
these it is a good idea to shop around among suppliers to 
get the right candidate at the best price for your agency. 
 
Do I contact the Parent Company or Affiliated 
Company to place an order? 
 
Always contact one of the 18 primary suppliers listed on 
the Contingent Workforce contract. For a list of suppliers 
on contract for each category, see Section 4 of this 
guide. 
 
Who will an agency receive an invoice from in a 
consortium/ partnership supplier arrangement? Will 
the invoice come from the primary or the partner 
recruitment agency? 
 
The Primary Recruitment Agency, as per the Recruitment 
Agencies on Contract and per Section 4. 
 
How do we know we are getting the best candidate 
from the supplier? 
 
Suppliers are responsible for ensuring quality candidates 
are available. However, it is the Government agency’s 
responsibility to review candidate resumes and conduct 
interviews, and choose the most appropriate candidate to 
fill the position. 
 
How do I seek an exemption from using the 
Contingent Workforce contract due to my special 
requirements? 
 
As directed in Premier’s Memorandum M2006-11 NSW 
Procurement Reforms: “All agencies, other than State 
Owned Corporations, must use SCCB whole-of-
government contracts, where they are available, when 
procuring goods and services.” 
If your agency has niche requirements that you believe 
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are not met by an existing SCCB contract, your agency 
can seek an exemption to the SCCB contract. If you are 
seeking an exemption to using an SCCB contract, 
contact the NSWP Client Support Centre on 1800 NSW 
BUY (679 289). 
 
What action needs to be taken if outgoing suppliers  
encourage government agencies to apply for an 
exemption? 
 
As directed in Premier’s Memorandum M2006-11 NSW 
Procurement Reforms: “All agencies, other than State 
Owned Corporations, must use SCCB whole-of-
government contracts, where they are available, when 
procuring goods and services.”  
The required action is that government agencies abide by 
the Premier’s mandate, and communicate this to the 
supplier. A supplier has no bearing or influence here, and 
determining whether an exemption should be sought is 
not a matter for suppliers. 
 
How is the 30% savings rate calculated? 
 
The 30% savings rate is calculated by comparing the 
average margins of the old labour contracts with the 
average margins available under the Contingent 
Workforce Contract. 
 
How long can I hire a backpacker for?  
 
Australia has reciprocal working holiday arrangements 
with a number of countries, which allows working holiday-
makers to have an extended holiday by supplementing 
their travel funds through incidental employment. As the 
main purpose of the visit is for holiday and travel, full-time 
work for longer than three months with any one employee 
is not allowed.  
For the most up to date information please contact the 
Department of Immigration and Multicultural Affairs on 
131 881 or www.immi.gov.au. 
 
What if I need to terminate the services of conting ent 
labour? 
 
NSW Government agencies should use their best 
endeavours to provide 14 days notice when terminating 
the services of contingent labour under the Contingent 
Workforce contract. Notice should be given to the 
supplier, who will not charge any costs or fees for the 
balance of the customer order. 
 

Who do I contact if I need further information? 
 
NSW Procurement Client Support Centre  
McKell Building 2-24 Rawson Place Sydney NSW 2000 

T 1800 NSW BUY (1800 679 289) 
F (02) 9372 8077 
E nswbuy@commerce.nsw.gov.au 
I www.nswbuy.com.au 
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Section 6 – Contract 
Administration 
& Supplier 
Performance Survey 
To help us maintain a high level of service and to meet 
agencies’ obligations under NSW Government Service 
Provider Performance Management Guidelines, we seek 
your feedback concerning suppliers’ performance under 
contracts established by NSW Procurement (an office of 
the Department of Commerce) on behalf of NSW 
government agencies. 
  
Information on "Service Provider Performance 
Management" is available on the NSW Procurement 
website at 
http://www.nswprocurement.com.au/PDF/Policy/Service-
Provider-Performance-Reporting-Guideline.aspx 
 
 

NSW Procurement Contact Numbers 
The contract has been arranged and is administered by 
NSW Procurement. If you have any questions relating  
to the operation of the contract then contact: 
 
NSW Procurement Client Support Centre  
McKell Building 2-24 Rawson Place Sydney NSW 2000 
T 1800 NSW BUY (1800 679 289) 
F (02) 9372 8077 
E nswbuy@commerce.nsw.gov.au 
I www.nswbuy.com.au 
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Section 7 – Templates 
 

Official Order Form Template 

An order form template is provided for clients to use when ordering contingent labour from suppliers on the Contingent 
Workforce C100 contract. 

 

Service Level Agreement (SLA) Form Template 

A Service Level Agreement (SLA) template is provided for clients to use when establishing tailored service level 
agreements with suppliers to the Contingent Workforce – C100 contract.
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OFFICIAL ORDER FORM 

Official Order Placed Under Contract 100 

Contingent Workforce 
Contract Authority:    State Contracts Control Board. 

NSWBUY Identification No:    [Replace with Customer’s NSWBUY ID number] 

Contract No. & Name:    [Replace with number and name of Contract] 

Customer Name & Address:    [Replace with name and address of Customer organisation] 

Customer’s Purchase Order No:  [Replace with Customer’s Purchase Order Number] 

Ordering Officer:    [Replace with name of Customer’s Ordering Officer] 

Customer’s Delegate:   [Replace with name and position of the person empowered to perform any 
function or to exercise any power of the Customer] 

Supplier Name & Address:   [Replace with name and address of Supplier] 

Supplier’s Delegate:  [Replace with name and position of the person empowered to perform any 
function or to exercise any power of the Supplier] 

Specified Personnel:    [Replace with name of Specified Personnel] 

Working Period:   From dd mm YY to dd mm YY (inclusive), or less if terminated in accordance 
with the terms and conditions of the Contract.  Service is to be carried out as and 
when directed by the Customer, to the Customer's satisfaction and in 
accordance with Contract 100 terms and conditions. 

Basic Working Times:   Bandwidth times are between hh.mm am and hh.mm pm, Monday to Friday 
inclusive, excluding public holidays. Actual hours of work are to be agreed 
between the Specified Personnel and his/her immediate supervisor. 

OPTION 1 - Total Hourly Rate:  The hourly rate  paid by the Customer to the Contractor, based on a nominal 8 
hour day, is as follows: 

Excl. GST  GST  Incl. GST 

$ …… + $ …… = $ …… 

Comprising:  

$ …… Specified Personnel’s Pay Rate 

% Superannuation Levy 

% Payroll Tax 

% Workers Compensation Insurance 

$ …… Supplier’s margin & other costs 
 
Or  
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OPTION 2 Where a sourcing fee is paid as a lump sum and the margin is charged on a 
payroll only  basis 

 
Excl. GST  GST  Incl. GST 

$ …… + $ …… = $ …… 

Comprising:  

$ …… Sourcing Fee 

$ …… Specified Personnel’s Pay Rate 

% Superannuation Levy 

% Payroll Tax 

% Workers Compensation insurance 

$ …… Supplier’s margin & other costs 
 
 
Personnel Category:   [Replace with the Contract 100 Category and title, e.g. Administration (Executive 

Assistant)] 
 

Personnel Status:   [Place an X in the appropriate box] 

  Person is contracted to the Supplier, OR 

  Person is a PAYG employee of the Supplier 
 
Payment:   Payment will be made within 21 days after the receipt of a correctly rendered 

invoice. [A shorter payment period may be negotiated with the Customer, only if  
there is a benefit to the Customer – eg. discount for early payment.] 

 
Secrecy and Security:   As per Customer’s  [include a reference here, if applicable, to any Customer 

specific secrecy or security policy]. 
 
Applicable Law:    State of New South Wales. 
 
Notices:   Notices between the parties must be in writing, addressed as follows: 
 

(a) Address of Customer:  [……………] 
 
(b) Address of Contractor:  [……………] 
  
(c) Address of Contract Authority:  State Contracts Control Board  
  McKell Building 
 Level 11, 2-24 Rawson Place 
 Sydney  2000. 
 

Additional Conditions:  

NOTE: The conditions agreed to in the Head Agreement with the Contract Authority are the minimum conditions which 
apply in all Official Orders.  Other conditions may be negotiated by agreement between the parties, only if they do not 
derogate from the conditions already agreed between the State Contracts Control Board and the Supplier. 

Include any additional conditions here: 
 
Signature of Customer’s Delegate Signature of Contr actor’s Delegate 
 
 
_______________________________ _____________________________ 
 
Date  __________________________ Date _________________________ 
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SERVICE LEVEL AGREEMENT FORM 

 
 

CONTINGENT WORKFORCE 
 

 
 
 
 

Service Level Agreement (SLA) 
 
 
 
 
 
** There are a number of guidance notes in grey italicised print included in the SLA for consideration in completing the SLA. 
These are included simply as suggestions. Users should obtain legal or other professional advice in developing an SLA to 
achieve their objectives and derive maximum benefit from the Service relationship. 
 

 
 

 
 



 

34 
 

 

Contract No:    

 

Parties Customer   

 

And Contractor   

 
 
1. GENERAL 
 
Terms and Conditions 
 
1.1 The terms and conditions included in this Service Level Agreement form part of the Agreement and apply for (select 
as appropriate): 
 

�   Administration (clerical based and office support positions) 
 
�   Finance positions (including non-award based accounting and audit professional) 
 
�   Specialist 
 
�   Award based Industrial Personnel 
 
�   Professional Personnel 
 
�   Technical Personnel 
 
�   ICT – Network and Equipment Personnel (PAYG and Contractors) 
 
�   ICT – Management, Implementation and Support Personnel (PAYG and Contractors) 
 
�   ICT – Applications, Databases and System Personnel (PAYG and Contractors) 

 
 
In the event of any inconsistency between the Agreement and the provisions of this SLA, the Agreement will prevail to the 
extent of the inconsistency.  The Parties agree that the SLA will provide a further level of detail consistent with higher-
level contract expectations that will not constitute an inconsistency for the purposes of this clause. 
 
 
Purpose of SLA 
1.2 This SLA provides a mutual understanding of the Service Level expectations of the Parties and defines a benchmark 
for measuring the performance of the Service.  Insert details of any guiding principles such as continuous improvement, 
continuous satisfaction, proactive solutions and so on that the Parties wish to apply to the relationship. 
 
Where a Customer agrees to commit a percentage of its spend volume to a Contractor for the Term or for a specified 
period of time, the Customer and the Contractor will come to an agreement with respect to improved service levels and 
extended service offerings. 
 
Duration of SLA 
1.3 This SLA will commence on insert commencement date and expire on insert expiration date. 
 
 
Review 
1.4 This SLA will be reviewed every 3/6/12 months from the date the SLA commences. 
 
1.5 Where the Contractor is required to provide scoping Services after the commencement of this SLA, the Parties agree 
to review the SLA at the completion of those Services and update the SLA accordingly. 
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Nominated Contracts/Management Committee 
 
1.6 Each Party should nominate a contact officer for the management of Service Level issues or establish a Management 
Committee. 
 
 
 
Management Meetings 
1.7 Identify when and how often these should occur. 
 
 
Notification Procedure 
1.8 How are problems in relation to performance of the Services to be notified by the Customer to the Contractor? 
. 
 
Escalation Procedure 
1.9 The responsible officers in each Party’s organisation should be identified and the circumstances in which matters may 
be escalated to those officers for review and resolution. 
 

Escalation 
Level  

Officer 

Level 1 Customer : Service Level Agreement Manager 
Name and Contact Details:  
 

Contractor : Service Level Agreement Manager  
(insert details of contact – name and contact number) 

 

Level 2 Customer:  

Contractor 

Level 3 Customer:  

(Contractor 

* Table 1 Escalation levels  

 
 
Site Information 
Location, specific requirements or unique features about the Site should be set out here, as applicable under the 
Agreement. 
 
 
Hours of Operation 
What are the Customer’s normal hours of operation? When can Services be performed with minimal disruption to the 
Customer’s operations? 
 
 
Contract Variations 
1.12 Where the Customer requires services that are not included in the SLA or in the Agreement, or there is a significant 
change to the Services to the scope of the Customer’s requirements under the Agreement which impacts on the 
contractual terms, then a Contract Variation must be effected in accordance with clause 7.1 of the Agreement. 
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Referenced Documents 
 
1.13 Include details of any documents that are relevant to the performance of the Services. See the Agreement. 
 
2. SERVICES 
 
Customer Responsibilities 
2. Identify any resources that are to be supplied by the Customer and any responsibilities that are to be retained by the 
Customer. See the Agreement. 
 
 
Contractor Provided Services 
2.2 The Contractor agrees to provide the following Services: 
 
Include a brief description of the Services to be provided by the Contractor. 
 
 
2.2.1 Transition In : 
 
Specify the nature of transition in assistance required by the Customer from the Contractor in relation to transfer of 
equipment,contracts and disengagement from former contractors or in-house service providers. 
 
 
2.2.2 Management and Consulting 
 
In addition to ensuring that the Contractor has adequate resources to provide the Services, are there other management 
services required of the Contractor? Are there external contractual relationships or procurement issues that the 
Contractor is expected to manage? 
 
(a) Service review and planning for the future 
 
The items for review could include: 
 
_ Service provided during the review period 
_ Major incidents during the review period 
_ Problems that remain outstanding 
_ Review of Contract Variation requests and progress for enhancements 
_ Review of any Contract Variation plan 
_ Future events or business developments that will affect the Service 
_ Review any potential changes required to the SLA 
_ Agree items for submission to the executive decision making 
_ Review schedules for Services provided 
 
(b) Reporting and Analysis 
 
See the Agreement. Identify the reports and analysis the Customer requires the Contractor to generate as to Service 
Level performance. 
 
 
(c) Risk Management and Problem Prevention 
 
Attach Risk Management Plan if applicable 
 
(d) Quality Management 
 
Attach Risk Management Plan if applicable 
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(e) Asset Management 
 
The Customer may require the Contractor to produce a plan for review and approval in relation to the above three issues.   
The plan would be the basis for benchmarking and assessing Service Level performance. 
N/A 
 
2.2.3 Disaster Recovery and Business Continuity Pla nning 
 
See the Agreement.  The Customer may require the Contractor to prepare a plan for review and approval.   
The plan would be the basis for benchmarking and assessing Service Level performance. 
 
 
2.2.4 Security 
 
(a) Information Security 
 
Is the Contractor able to access or use Personal or Confidential Information, or Customer Data in the course of providing 
the Services? 
 
(b) Security Audit and Internal Audit 
The Customer may require the Contractor to provide a plan demonstrating how it will protect such information or data and 
take action against employees, against or subcontractors if they do not abide by that plan.  The plan would be the basis 
for benchmarking and assessing Service Level performance. 
N/A 
 

 
2.2.5 Transition Out 
 
Refer to relevant Modules to determine whether transition out assistance is required.  Specify the transition out or 
disengagement services required from the Contractor. 
N/A 
 
 
2.2.6 Technical  
 

�   Administration (clerical based and office support positions) 
 
�   Finance positions (including non-award based accounting and audit professional) 
 
�   Specialist 
 
�   Award based Industrial Personnel 
 
�   Professional Personnel 
 
�   Technical Personnel 
 
�   ICT – Network and Equipment Personnel (PAYG and Contractors) 
 
�   ICT – Management, Implementation and Support Personnel (PAYG and Contractors) 
 
�   ICT – Applications, Databases and System Personnel (PAYG and Contractors) 
 

 
Define technical expectations of the Customer, as appropriate. 
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3. ASSUMPTIONS 
 
 
3.1 This clause is intended to provide a contextual reference for the assessment of the Contractor’s performance against 
the Service Level. There are a number of issues that may be outside of the Contractor’s control that could adversely 
impact on the Contractor’s capacity to deliver against set performance criteria such as the continuous availability of 
Personnel. 
 
3.2 Also it may be an expectation of the Customer that the Contractor, in performing the Service, adheres to specific 
policy or procedural requirements that should be included in this clause. 
 
 
3.3 In some instances the Service Levels may have been agreed prior to a scoping phase being completed under the 
Agreement.  In that instance the Service Levels may be agreed against representations made by the Customer or a 
notional assessment of the scope of the task expressed as sizing metrics in terms of number of users, outputs, data 
volumes and so on. 
 
 
4. RESPONSIBILITIES 
 
4.1 Customer Responsibilities 
 
Responsibility Indicate the Responsibility e.g. maintenance of Customer retained equipment that impact on Contractor 
Service Levels if for instance the Service is provided off site. 
 
(a) Benchmarking 
 
(b) Service Level 

 
4.2 Contractor Responsibilities 
 
Service Indicate the Service: 
 
(a) Benchmarking 
(b) Service Level 
 
5. PERFORMANCE MEASUREMENT 
 
Depending on the type of Service provided by the Contractor, the performance may be measured on the basis of user 
satisfaction through review, virtual client assessment or survey process, or measurable on the basis of functionality, timed 
responses, frequency, speed, quality, or resolution of issues. 

 

Service/Responsibility  Frequency  Benchmark Service 
Level 

Measurement When 
measured 

Identify 
Service/Responsibility 

 

(Breakdown into 
components as 
necessary) 

 

How often 
is 
the Service 
to 
be 
provided? 

 

Outline high 
level 
expectations 

 

Detailed 
performance 
criteria 

 

Identify 
method/formula 
for 
measurement 

 

Timing 

 

* Table 2 Outcomes and Performance Measurement  
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6. PAYMENT ISSUES 
 
6.1 Payment Schedule 
 
Include a Schedule of Payments or rates for various services. A Service Credit regime may then be applied against 
amounts due to the Contractor. 
 
6.2 Negotiated Personnel Pay Rates 
 
Guide Notes: 
 
No preferred supplier discounts or any discounts on Margin outside of the discount structure within Schedule 3 of the 
Agreement may be negotiated with the Customer.  Personnel Pay Rates may be negotiated with Customers.  The Parties 
may wish to apply categories of criticality to each Service Level for the purposes of assessing when such negotiated 
Personnel Pay Rates should apply.    
 
7. CONTRACTUAL REMEDIES 
 
Where the Contractor does not meet the same Service Level under the Service Level Agreement for each month in a 
consecutive six (6) month period, the Customer shall be entitled to treat such failure as a substantial breach for the 
purposes of clause 17.1 of the Agreement. 
 
 
 
8. INCENTIVES AND INNOVATION 
 
Where the Contractor: 
 
(a) exceeds targets for performance consistently over an agreed time period; 
(b) is innovative in developing new processes or systems; or 
(c) sources and implements new technologies; and 
 
these accrue benefits and costs savings to the Customer, the Parties may agree to share those costs on terms agreed in 
the SLA. 
 
9. DEFINITIONS AND INTERPRETATION 
 
9.1 In this Service Level Agreement, unless the contrary intention appears: 
 
insert definitions 
 
 
9.2 Other capitalised words and expressions used in this SLA are defined in the Agreement. 


