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COA STATEMENT OF WORK (SOW) NO. 001 

DATE: 01 NOVEMBER 2024 

 

This Statement of Work 001 is entered into by The Technical and Further 
Education Commission Customer (ABN 89 755 348 137) and Infosys Technologies Limited (a foreign 
company incorporated in India as Infosys Limited) (ABN 52 090 591 209) ( Supplier ) in accordance with 
the CoA  dated 23 June 2021 between The Technical and Further 
Education Commission (ABN 89 755 348 137) (Customer) and Infosys Technologies Limited (a foreign 
company incorporated in India as Infosys Limited) (ABN 52 090 591 209) (Supplier).   

This Statement of Work describes specific Services the Supplier will perform and deliver under the CoA
and the specific provisions associated with such Services provided for under this Statement of Work.

1. INTRODUCTION 

1.1 Background 

The Customer is Australia's leading provider of vocational education and training services. The 
Customer has undergone transformation and transition programs to separate its operations from 
the NSW Department of Education (DoE) in 2017. As part of this separation the Customer has
completed transition of its Finance processes from DoE EDConnect (EDConnect) to 
GovConnectNSW (being the entity providing Finance, HR and Technology services to NSW 
government agencies, including Department of Finance, Services & Innovation, Department of

Transition  

The suitably trained to deliver the Services in accordance with the 
Standard Operating Procedures (SOPs) defined for each sub process and signed off by the 
Customer  representatives. To avoid any doubt, the Supplier will not be responsible for any 
process steps that are not covered in the SOPs, and it is the Customer  responsibility to ensure 
expected steps are communicated to the Supplier in relation to updating the SOPs.  

This Statement of Work will cover at least 19 months (and at a maximum, 24 months) of 
operation in  (BAU) phase for the following finance processes:

 Accounts Payable; 
 Master Data Management (Vendor and Customer); 
 Accounts Receivable (including debt management) 
 Banking; 
 Asset Management (i.e. Fixed Assets);  
 Tax; and 
 Service Centre (for in-scope Finance processes). 

 
For the avoidance of doubt, all previous Statements of Work entered into under the previous 
Customer Outsourcing Agreement between the Customer and the Supplier dated 3 April 2017 in 
relation to the Services (including Statement of Work No. 005) are superseded and replaced by 
this Statement of Work. 

 
1.2 Business Outcomes 

 
(a)  

to achieving the following business outcomes: 
 

(i) the Services must be managed to produce measurable and sustainable process 
and service improvements, including improvements in Service quality and 
reliability; 

(ii) strive to achieve an optimum customer / client experience; 

(iii) allowing for a more agile, flexible and contestable service delivery model;









Page 5
 

For each Service Level failure below the minimum Service Level requirement, the Supplier must, 
within 15 Business Days of the Service Level failure, provide to the Customer for Approval, a plan 

applicable Service Level.  The Supplier 
must promptly implement such plan once it has been approved by the Customer. 
 

5.3 Service Level exclusions 

 
The Supplier will not be liable for any Service Level failure to the extent that it is directly 
attributable to any of the following:  
 
(a) a Force Majeure Event (as defined in the CoA);  

(b) any fault, unavailability or lack of accessibility of third-party equipment, software or other 
technology which is not within the ; or 

(c) any significant acts or omissions of the Customer. 
 
The Supplier must notify the Customer as soon as it becomes aware of any circumstance which 
may prevent the Supplier from complying with any Service Level. 
 

5.4 Customer Satisfaction Surveys 

 
(a) The Supplier must regularly analyse tangible complaints data and feedback to identify 

any recurrent themes that might identify any systematic issues, and must implement 
improved practices. 

 
(b) The Customer may implement customer satisfaction measures to assess customer 

satisfaction with the Services and any other matters arising under this Agreement, 
including requiring the Supplier to conduct customer satisfactions surveys (at the 
Customer  cost) which will be jointly developed and agreed by the parties. 

 
(c) If the customer satisfaction measures identify any customer satisfaction or performance 

issues when calibrated to actual performance data, the Supplier must meet with the 
Customer to discuss the issues, and develop and implement a remediation plan to 
address any identified causes. 

 
(d) The Supplier must provide all co-operation and assistance required by the Customer in 

connection with the customer satisfaction measures. 
 
6. CONTINUOUS IMPROVEMENT, INNOVATION AND TRANSFORMATION AND GAIN SHARE

6.1 Continuous Improvement 

 
Each party will actively work towards identifying initiatives for: 
 
(a)  and 
 
(b) implementing any new practices, processes, emerging trends or changing industry best 

practices, 
 
that are likely to: 
 
(c) improve the Services (including the effectiveness and/or efficiency of the Services);
 
(d) improve productivity and performance across Service delivery; 
 
(e) and/or 
 
(f) enhance the Customer  experience, 
 
(Continuous Improvement). 

 
6.2 Innovation and Transformation 
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In addition to any Continuous Improvement initiatives, each party will actively work towards 
identifying other initiatives to promote innovation and/or transform the Service delivery model for 
the benefit of both parties (Innovation and Transformation). 

 
6.3 Gain Share 

 
(a) The parties agree to a ain share  model, whereby the associated costs and financial 

benefits and risks of all agreed Innovation and Transformation initiatives identified by 
either party pursuant to clause 6.2 will have the following treatment.  For the avoidance of 
doubt, this clause excludes all Continuous Improvement initiatives pursuant to clause 6.1 
and any initiatives or opportunities which are considered BAU for the purpose of this
Statement of Work. 
 

(b) Either party may propose an Innovation and/or Transformation initiative that qualifies for 
gain share. The parties will then meet to determine if the proposed initiative qualifies for 
gain share and whether it will be pursued or not. 
 

(c) If the parties agree to pursue an Innovation and/or Transformation initiative and there are 
costs directly associated with doing so, the costs will be shared between the parties as 
follows: 
 
(i) a party that incurs costs will deduct the costs incurred from any Gains made by 

that party from the initiative, prior to the Gains being shared between the parties;
 
(ii) the costs will be agreed between the parties prior to being incurred; and
 
(iii) the costs will be confirmed and agreed between the parties prior to being 

deducted from the Gains. 
 

(d) For the purposes of clause 6.3(c), costs are those which are directly associated with 
undertaking the agreed Innovation or Transformation initiative, which may include:
 
(i) the acquisition, lease or rental of equipment or assets for the sole and specific 

purpose of undertaking the initiative, but does not include any existing equipment 
or assets used in connection with the Services; 

 
(ii) existing Personnel who are assigned on a full-time or part-time basis to the 

initiative, but only where their existing roles are back filled to cover their 
participation in the initiative; and 

 
(iii) additional new personnel (previously not associated with the Services) engaged 

on a full- time or part-time basis to work on the initiative; 
 

(e) The method of measuring and calculating the Gain will be agreed by the parties in good 
faith, including the time period within which a minimum Gain must be achieved to allow 
for sufficient time to realise the Gain and demonstrate an adequate return on investment. 
Any Gain is to be shared equally (50/50 basis) between the parties on a monthly basis or 
other time period as agreed. However, before any Gain is distributed to the parties it must 
be calculated after all approved costs (as applicable) have been deducted from the said 
Gain and apportioned to the relevant party that has incurred them in accordance with 
clause 6.3(c). 

(f) If the Innovation or Transformation initiative does not result in any Gain being achieved or 
an adequate return on investment, either party may cancel the initiative on providing at 

, unless the parties otherwise agree to vary 
the initiative, including the time period within which the minimum Gain must be achieved. If 
the initiative is cancelled under this clause and the Gain does not cover the agreed costs 
incurred by the parties, each party will bear their own costs. 

 
7. CHARGES 

7.1 Transaction Pricing Model 
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8.2 

Working from home 

8.3 The Supplier at its discretion can choose and allow its staff the flexibility to work from home 
(whether on a short term or continuous long term basis)in accordance 
operating model and policies and procedures, provided that any such staff who are performing the 
Services from home use approved remote connections (including Multi-Factor Authentication (MFA) to 
access systems and comply with any other reasonable Customer security requirements as advised to the 
Supplier.  

8.4 Notwithstanding Schedule 1.B of ETA (Establishment and Transition Agreement), if the need 
arises, the Customer may request Supplier staff to operate from a Supplier facility for a limited 
period (which will be mutually agreed in writing) to complete a specific activity or task, provided 
that the Customer gives at least two weeks prior written notice to the Supplier to enable the 
Supplier to make the necessary arrangements for staff to attend and operate from the Supplier 
facility. 

 
Utilisation of Supplier facilities 
 
8.4  

   
 

 

  

  

 
 

 
8.5 The Customer acknowledges that the utilisation and configuration of seating at the Supplier 

facility located at the GovConnect NSW Supplier delivery centre is at the sole discretion of the 
Supplier, except that the Supplier must not allocate any seats to any other Supplier customers in 
the education sector on the same floor or within the same access-controlled environment, other 
than the NSW Department of Education. 

 
 

9. SUBCONTRACTORS AND KEY PERSONNEL 

9.1 Supplier Personnel 

(a) Without limiting clause 17 of the CoA, the Supplier must ensure that all Supplier 
Personnel performing the Services: 

(i) are suitably trained to perform the Services; 

(ii)  are fluent in written and conversational English; 

(iii)  conduct themselves in a professional and diligent manner; and 

(iv) successfully complete Cyber Security training each year. 

(b) The Supplier must ensure that only Supplier Personnel who are currently so authorised 
are involved in performing the Services, or managing the service delivery are given 
access to Customer Confidential Information or Personal Information. 

(c) If reasonably required by the Customer, the Supplier must ensure that any or all of the 
Supplier Personnel sign a confidentiality undertaking in favour of the Customer in a form 
reasonably required by the Customer. 

(d) The Supplier will identify a Primary and Secondary Single Point of Contact (SPOC) for 
each of the following Service Towers Accounts Payable (including Master Data), 
Accounts Receivable (Including Master Data}, Service Centre and Banking Finance and 
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In Person Signer Events Signature Timestamp



Editor Delivery Events Status Timestamp

Agent Delivery Events Status Timestamp

Intermediary Delivery Events Status Timestamp

Certified Delivery Events Status Timestamp

Carbon Copy Events Status Timestamp

Witness Events Signature Timestamp

Notary Events Signature Timestamp

Envelope Summary Events Status Timestamps

Envelope Sent Hashed/Encrypted 10/31/2024 10:49:33 AM

Certified Delivered Security Checked 11/1/2024 11:14:47 AM

Signing Complete Security Checked 11/1/2024 11:18:24 AM

Completed Security Checked 11/1/2024 11:18:28 AM

Payment Events Status Timestamps

Electronic Record and Signature Disclosure



ELECTRONIC RECORD AND SIGNATURE DISCLOSURE  

From time to time, Technical and Further Education Commission (we, us or Company) may be 
required by law to provide to you certain written notices or disclosures. Described below are the 
terms and conditions for providing to you such notices and disclosures electronically through the 
DocuSign system. Please read the information below carefully and thoroughly, and if you can 
access this information electronically to your satisfaction and agree to this Electronic Record and 
Signature Disclosure (ERSD), please confirm your agreement by selecting the check-box next to 

DocuSign system. 

 
Getting paper copies  

At any time, you may request from us a paper copy of any record provided or made available 
electronically to you by us. You will have the ability to download and print documents we send 
to you through the DocuSign system during and immediately after the signing session and, if you 
elect to create a DocuSign account, you may access the documents for a limited period of time 
(usually 30 days) after such documents are first sent to you. After such time, if you wish for us to 
send you paper copies of any such documents from our office to you, you will be charged a 
$0.00 per-page fee. You may request delivery of such paper copies from us by following the 
procedure described below. 

 
Withdrawing your consent  

If you decide to receive notices and disclosures from us electronically, you may at any time 
change your mind and tell us that thereafter you want to receive required notices and disclosures 
only in paper format. How you must inform us of your decision to receive future notices and 
disclosure in paper format and withdraw your consent to receive notices and disclosures 
electronically is described below. 

 
Consequences of changing your mind  

If you elect to receive required notices and disclosures only in paper format, it will slow the 
speed at which we can complete certain steps in transactions with you and delivering services to 
you because we will need first to send the required notices or disclosures to you in paper format, 
and then wait until we receive back from you your acknowledgment of your receipt of such 
paper notices or disclosures. Further, you will no longer be able to use the DocuSign system to 
receive required notices and consents electronically from us or to sign electronically documents 
from us. 

 
All notices and disclosures will be sent to you electronically  



Unless you tell us otherwise in accordance with the procedures described herein, we will provide 
electronically to you through the DocuSign system all required notices, disclosures, 
authorizations, acknowledgements, and other documents that are required to be provided or made 
available to you during the course of our relationship with you. To reduce the chance of you 
inadvertently not receiving any notice or disclosure, we prefer to provide all of the required 
notices and disclosures to you by the same method and to the same address that you have given 
us. Thus, you can receive all the disclosures and notices electronically or in paper format through 
the paper mail delivery system. If you do not agree with this process, please let us know as 
described below. Please also see the paragraph immediately above that describes the 
consequences of your electing not to receive delivery of the notices and disclosures 
electronically from us. 

 
How to contact Technical and Further Education Commission:  

You may contact us to let us know of your changes as to how we may contact you electronically, 
to request paper copies of certain information from us, and to withdraw your prior consent to 
receive notices and disclosures electronically as follows: 
To contact us by email send messages to: amanda.reid40@tafensw.edu.au 

 
To advise Technical and Further Education Commission of your new email address  

To let us know of a change in your email address where we should send notices and disclosures 
electronically to you, you must send an email message to us at amanda.reid40@tafensw.edu.au 
and in the body of such request you must state: your previous email address, your new email 
address.  We do not require any other information from you to change your email address.  

If you created a DocuSign account, you may update it with your new email address through your 
account preferences.  

 
To request paper copies from Technical and Further Education Commission  

To request delivery from us of paper copies of the notices and disclosures previously provided 
by us to you electronically, you must send us an email to amanda.reid40@tafensw.edu.au and in 
the body of such request you must state your email address, full name, mailing address, and 
telephone number. We will bill you for any fees at that time, if any. 

 
To withdraw your consent with Technical and Further Education Commission  

To inform us that you no longer wish to receive future notices and disclosures in electronic 
format you may: 



i. decline to sign a document from within your signing session, and on the subsequent page, 
select the check-box indicating you wish to withdraw your consent, or you may; 

ii. send us an email to amanda.reid40@tafensw.edu.au and in the body of such request you must 
state your email, full name, mailing address, and telephone number. We do not need any other 
information from you to withdraw consent..  The consequences of your withdrawing consent for 
online documents will be that transactions may take a longer time to process.. 

 
Required hardware and software  

The minimum system requirements for using the DocuSign system may change over time. The 
current system requirements are found here: https://support.docusign.com/guides/signer-guide-
signing-system-requirements.  

 
Acknowledging your access and consent to receive and sign documents electronically  

To confirm to us that you can access this information electronically, which will be similar to 
other electronic notices and disclosures that we will provide to you, please confirm that you have 
read this ERSD, and (i) that you are able to print on paper or electronically save this ERSD for 
your future reference and access; or (ii) that you are able to email this ERSD to an email address 
where you will be able to print on paper or save it for your future reference and access. Further, 
if you consent to receiving notices and disclosures exclusively in electronic format as described 
herein, then select the check-
cli  

By selecting the check-
that: 

 You can access and read this Electronic Record and Signature Disclosure; and 
 You can print on paper this Electronic Record and Signature Disclosure, or save or send 

this Electronic Record and Disclosure to a location where you can print it, for future 
reference and access; and 

 Until or unless you notify Technical and Further Education Commission as described 
above, you consent to receive exclusively through electronic means all notices, 
disclosures, authorizations, acknowledgements, and other documents that are required to 
be provided or made available to you by Technical and Further Education Commission 
during the course of your relationship with Technical and Further Education 
Commission. 




