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	% of schemes that are ‘fault free’ at completion

	Description
	We want to deliver good/high quality schemes.  Residents and Members expect a good/high quality product for the investment they have made.  We also do not want to be putting up traffic management and delaying road users again as a result of repair works where the scheme should have been done properly in the first place.
This measure is designed to assess the Contractor’s quality of delivery and liaison with the Service Manager as the works are completed and the gang leaves site.
A review is undertaken, ideally jointly by the Service Manager and the Contractor and agreement is reached on the assessment of ‘fault free’.  ‘Fault free’ should be viewed through the eyes of the customer.  

	Purpose/aim
	Why is it measured? To improve scheme delivery and public perception
How does the measure improve outcomes? By informing managers and staff about the quality of work (and where to improve)

	Definition
	All schemes will reach a completion stage when a completion certificate is issued by the contractor and this is agreed then signed by the Service Manager
At the end of each month the number of schemes that have been completed in the month will be assessed to ensure that the completion of the scheme as seen through the eyes of the customer was done before the crew left the site.  In other words the scheme looked and felt finished and operational.
For a site to be considered fault free, it shall have no defects or missing elements of work requiring remedial works to resolve.
The result will be a YES or NO answer.
Numerator: Total Number of schemes assessed with a YES assessment
Denominator: Total number of schemes assessed in the period
Performance above target % is good.

	How staff can contribute
	In order to ensure that a YES assessment is given when the site inspection is undertaken, a timely inspection of the works and timely completion of any remedial work prior to completion is essential.  Co-operation and team work is therefore vital for successful delivery of this measure.  A beneficial spin-off is that an understanding of the type and nature of the defects should also help future project delivery.

	Formula

	N = (Numerator / Denominator x 100)

	Measure-ment Period
	Monthly 

	Unintended Consequences
	Measures are designed for teams and managers to understand and improve the work they do.  Unrealistic targets and standards can create unintended consequences where data is manipulated to achieve results.  The purpose of the measure is drive improvements in the quality of our schemes and to help ensure KCC has a good reputation for scheme delivery.  KCC staff may need to undertake audits to manage the following unintended consequences;
· Overzealous / unrealistic Service Manager standards make a YES almost impossible to achieve.
· Inability to agree joint site visits
· Service Manager fails to attend site after notification by the Contractor


	Information systems
	Contractor

	Data Quality
	The decision regarding whether or not the scheme has achieved the sufficient quality threshold is subjective and agreement must therefore be reached between the Service Manager and the Contractor.

	Rational for Service Standard
	The service standard has been set with ‘common sense’ guidelines such that most schemes must be ‘fault free’ on completion.  This is a key reputational issue for the Service Manager.

	Change Control
	Version 1 – Tender Document

	Accountabilities
	· Contractor account manager accountable for service delivery
· Contractor account manager accountable for collating, validating and publishing final result at the Contract Board.
· Service Manager accountable for confirming site decision for completion 
· KCC Business Manager accountable for data quality checks/audit


Notes: This form must be returned to David Thomas, Business Manager, Invicta House, Maidstone.  In order to meet KCC Data Quality requirements measures that do not have a registered and approved KCC Measure Definition Sheet will not be accepted as suitable for reporting in the monitoring of the strategic objectives of KCC. Ideally this MDS should be no more than 2 sides of A4.
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