[bookmark: _Toc511913827][bookmark: _GoBack]Appendix 4 - Performance Management Schedule

Performance Management Meetings
[bookmark: _Toc473643980]Suppliers shall be required to attend regular Performance Management meetings at the Authority's designated office. The schedule and location of these meetings shall be agreed with Suppliers during mobilisation.  The frequency shall be determined by the Contract Management Team.
[bookmark: _Toc511913828]
Management Information & Performance Indicators
1.1 Management Information (MI) shall be collected by the Supplier and used to generate Key Performance Indicators (KPIs) as detailed below.
1.2 [bookmark: _Toc434330181]KPIs shall form the basis of the discussion at the Performance Management Meetings. 
1.3 The Supplier shall capture the MI for KPI’s and this shall be sent by the Supplier using Computer Aided Facilities Management Software (CAFM Software) to the Contract Manager monthly on a day specified by the Contract Manager during mobilisation. 
1.4 Supplier's performance against the Contract shall be assessed based on the performance bands given in the summary table shown below. 
1.5 Where a Supplier's performance against any one KPI falls within the Green Performance Band, no action shall be taken as this is the expected level of performance. 
1.6 Where a Supplier's performance against any one KPI falls within the Amber Performance Band, monitoring action shall be taken until the performance meets the expected level. 
1.7 [bookmark: _Toc473643981]Where a Supplier's performance against any one KPI falls within the Amber Performance Band in two consecutive months, or three times in any 12-month period, this shall constitute performance falling within the Red Performance Band.
1.8 For the avoidance of doubt, where numbers are too small to be statistically valid the MI results will run over a 12-month rolling basis. (During the first year of the contract results shall be monitored for trends and concerns).
[bookmark: _Toc511913829]
Underperformance Procedures
1.9 Where a Supplier's performance against any one KPI falls within the Red Performance Band (including the cumulative effect of Amber performance bands), the Contract Manager shall give written notice to the Supplier of the issues 	identified (a Default Notice). 
1.10 The Supplier shall then have five (5) working days to deliver a written report to the Contract Manager, providing the following information: 
An explanation of the causes of the problems identified in the notice; 
A Rectification Plan addressing each issue identified in the notice; giving the actions that shall be taken to resolve each issue and including a time line for implementation.
1.11 Where the Supplier fails to provide this report within the five (5) working days, the Contract Manager may, at their absolute discretion and by written notice, place the Supplier in Special Measures. 
1.12 The Contract Manager may require such changes to the Rectification Plan as 	are reasonable to address the issues identified; once approved by the 	Contract Manager, the Supplier shall then implement the Rectification Plan 	within the indicated timescales. 
1.13 If the actions set out in the Rectification Plan are not achieved within the 	timescales laid out in the plan, and the continuing failure is a result of material 	non-performance by the Supplier of actions set out in the plan, the Contract 	Manager may, at their absolute discretion and by written notice, place the 	Supplier in special measures; 
1.14 [bookmark: _Toc473643982]Where a Supplier incurs three or more Default Notices during a 12-month 	period, the Contract Manager may, at their absolute discretion and by written 	notice, place the Supplier in special measures.
[bookmark: _Toc511913830]
Special Measures

1.15 Special measures shall be instigated by the Contract Manager informing the Supplier, in writing, of the following: 
That they have been placed in special measures; 
The reason(s) why they have been placed in special measures.
1.16 Whilst in special measures, the Supplier may not be invited to provide a price for direct awards until the Contract Manager removes them from special measures. 
1.17 On being placed in special measures, the Supplier shall have five (5) working days to deliver a written report to the Contract Manager, providing the following information: 
An explanation of the causes of the problems identified that led to being placed in special measures; 
A Rectification Plan addressing these issues and including a time line for implementation. 
1.18 The Contract Manager may require a suitable representative of the Supplier, including where deemed necessary a Director or Partner, to attend an Extraordinary Performance Management meeting to discuss the issues leading to having been placed in special measures. 
1.19 When the Contract Manager is sufficiently satisfied, at their absolute discretion, that the issues leading to special measures have been adequately addressed, the Supplier shall be notified in writing that they have been removed from special measures. 
1.20 Should the Supplier be unable to resolves the issue to the satisfaction of the Contract Manager within a reasonable period of time then the Contract Manager shall, at their absolute discretion, be entitled to terminate the Supplier's appointment to the Contract.

[bookmark: _Toc511913831]Key Performance Indicators: Summary Table


	Ref
	Performance Indicator
	Performance Bands

	KPI 1

	Reporting to duty on schedule
Measure Supplier arriving at site at specified time
	95%
	94-80%
	Below
80%

	KPI 2
	Delivering work to the required standard on schedule 
Measure that the Supplier is completing work to the required standard within the agreed time schedule
	95%
	94-80%
	Below
80%

	KPI 3
	24hr Emergency Telephone Number is answered every time
Measure that the Supplier 24hr telephone is answered on every occasion
	100%
	99%-90%
	Below 90%

	KPI 4
	Provision of Management Information
Timely provision of MI reporting
	All
	Less than all

	KPI5
	Customer Satisfaction
Measure to report Customer Satisfaction with the Service
	95%
	94-80%
	Below
80%

	KPI6
	Responding to Complaints
Measure to report how quickly complaints are responded to
	95%
	94-80%
	Below
80%

	KPI7
	Health & Safety
Measure to report accidents, incidents and near misses – Reporting only
	0
	1
	2+

	KPI8
	Social Value
Measure to report Suppliers achievement against Social Value commitment – Reporting only
	All
	Less than all

	KPI9
	Environmental
Measure to report Suppliers achievement against Environmental commitment – Reporting only
	All
	Less than all



[bookmark: _Toc473643984][bookmark: _Toc511913832]

Key Performance Indicators: Detail

	KPI1 
	Delivery of Service - Reporting to duty on schedule

	Description
	Measure Supplier arriving at site at specified time.

	Data to be collected
	Day and time the Supplier reports to site to commence work.

	How shall this be collected
	The Supplier shall maintain an electronic record of the above and shall express, as a percentage, of all work orders accepted within the month.

	Minimum standard of performance
	95% per month.

	Reporting requirements
	To be reported to the Contract Manager within one week of the last day of the month. Report to show previous month’s figures; and cumulative results to date.
Reviewed at the Performance Management meetings.



	KPI2
	Delivery of Service - Delivering work to the required standard on schedule 

	Description
	Measure that the Supplier is completing work to the required standard within the agreed time schedule.

	Data to be collected
	Day and time the Supplier signs-off the work as completed to the required standard.

	How shall this be collected
	The Supplier shall maintain an electronic record of the above and shall express, as a percentage, of all work orders accepted within the month.

	Minimum standard of performance
	95% per month.

	Reporting requirements
	To be reported to the Contract Manager within one week of the last day of the month. Report to show previous month’s figures; and cumulative results to date.
Reviewed at the Performance Management meetings.



	KPI3 
	Delivery of Service - 24hr Emergency Telephone Number is answered every time

	Description
	Measure that the Supplier 24hr telephone is answered on every occasion

	Data to be collected
	Number of times the Emergency telephone is not answered

	How shall this be collected
	The Authority shall maintain an electronic record of the above and shall express, as a percentage, of all emergency calls within the month.

	Minimum standard of performance
	100% per month

	Reporting requirements
	To be reported to the Contract Manager within one week of the last day of the month. Report to show previous month’s figures; and cumulative results to date.
Reviewed at the Performance Management meetings.



	KP4
	Provision of Management Information

	Description
	To measure the timely and accurate provision of Contract & project Management Information

	Data to be collected
	MI as detailed in all other KPIs.

	How shall this be collected
	The Contract Manager shall collect and collate the required information.

	Minimum standard of performance
	100% of KPI reports supplied within first week on every month

	Reporting requirements
	Reports produced by the Contract Manager shall be reviewed at Performance Management meetings.



	KP5
	Customer Satisfaction


	Description
	To measure the satisfaction of Customers 

	Data to be collected
	Results of the completed Customer Satisfaction surveys received

	How shall this be collected
	The Supplier shall maintain an electronic record of the above and shall express, as a percentage, of all completed Customer Satisfaction surveys, that give a satisfied response.

	Minimum standard of performance
	95% per month

	Reporting requirements
	To be reported to the Contract Manager within one week of the last day of the month. Report to show previous month’s figures; and cumulative results to date.
Reviewed at the Performance Management meetings.



	KP6
	Responding to Complaints

	Description
	To measure the response times to formal complaints

	Data to be collected
	Measure the response times on all formal customer service complaints.

	How shall this be collected
	The Contract Manager shall collect and collate the required Management Information.

	Minimum standard of performance
	95% of complaints shall be responded to within five (5) days and where a full response is not possible a suitable holding reply must be sent. 

	Reporting requirements
	To be reported to the Contract Manager within one week of the last day of the month. Report to show previous month’s figures; and cumulative results to date.
Reviewed at the Performance Management meetings.




	KP7
	Health & Safety

	Description
	Number of reportable accidents.

	Data to be collected
	The number of reportable accidents across all the work undertaken under the delivery of this contract and the number of non-reportable accidents, incidents or near misses to be reported monthly.

	How shall this be collected
	Measured by the Supplier on the number of non-reportable accidents, incidents or near misses. Report shall then be generated monthly.

	Minimum standard of performance
	No reportable accidents.

	Reporting requirements
	To be reported to the Contract Manager within one week following the last day of the month.



	KP8
	Social Value

	Description
	Monitor the Social Value commitments made by the Supplier

	Data to be collected
	A report on the achievement of the Social Value commitments.

	How shall this be collected
	The Supplier shall provide a report on their achievement and progress against all their Social Value commitments.

	Minimum standard of performance
	It is expected that the Supplier is achieving all its Social Value commitments. Mitigating reasons for not meeting any, shall be considered on an individual basis by the Contract Manager

	Reporting requirements
	To be formally reported to the Contract Manager annually.



	KP9
	Environmental

	Description
	Monitor the Environmental Impact commitments made by the Supplier

	Data to be collected
	A report on the achievement of the Environmental Impact commitments.

	How shall this be collected
	The Supplier shall provide a report on their achievement and progress against all their Environmental Impact commitments

	Minimum standard of performance
	It is expected that the Supplier is achieving all its Environmental Impact commitments and mitigating reasons for not meeting any, shall be considered on an individual basis by the Contract Manager

	Reporting requirements
	To be formally reported to the Contract Manager annually.



