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	SPM4 - % Defects or outstanding work resolved within agreed timescales.

	Description
	We want to deliver good/high quality schemes.  Residents and Members expect a good/high quality product for the investment they have made.  The contractor should carry out these works on a “right first time” basis and it is expected that defects or items of work which have not been completed as ordered should be rare. Where these issues do occur, the Contractor should work pro-actively to promptly and permanently put these right.
This measure is designed to assess the Contractor’s attitude toward defects or outstanding works, along with the timeliness and quality of the required remedial works.

	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 timeliness and quality of repairs to defects and outstanding work.

	Definition
	Defects are defined as failures of works which been completed but do not comply with the contract specification.
Outstanding items are works which have been included on the task order and not completed as requested at the point where the Contractor confirms they consider the works complete.
Defects or items of outstanding works will be identified through the completion certificate process, warranty checks, regular site monitoring and reports from 3rd parties. This can take place at any time from the completion of the works to the expiry of the warranty period.
These defects will be reported to the contractor by the Service Manager and a suitable timescale for remedial works to take place specified. This timescale will vary depending on the safety hazards posed, the potential for the situation to worsen/spread, the profile of the site and the potential impact of any remedial works.
The resolution of a defect or outstanding item is considered to be when they have been resolved in the manner agreed with the Service Manager.
Numerator: Total number of defects or outstanding works permanently resolved through remedial works within agreed timeframe.
Denominator: Total number of defects or outstanding works reported to the  contractor.

	How staff can contribute
	In order to ensure that remedial works are carried out in the agreed timeframe, prompt reporting to the contractor is required. Timescales and the specifics of remedial works required will be specified by the Service Manager.  However, they should be realistic and ideally agreed by both parties.. Cooperation and team work is 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)

	Measurement 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 to drive improvements in the quality of our schemes/any required remedial works 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 makes measure almost impossible to achieve.
· Inability to agree remedial works and timescales.
· Remedial works are carried out to a poor standard or not permanently resolved to comply with deadline.

	Information systems
	Service Manager

	Data Quality
	Data from WAMS, updated by KCC staff based on emailed updates from the  Contractor and audited by Service Manager

	Rational for Service Standard
	The service standard has been set with ‘common sense’ guidelines such that most defects must be completed to the required standard within the required timescale . This is a key reputational issue for the Service Manager.

	Change Control
	Version 1 – Tender Document

	Accountabilities
	· Contractor account manager accountable for remedial work delivery and confirming programme dates with the Service Manager.
· Service Manager accountable for reporting defects, specifying (and where possible agreeing) remedial works/timescale and data collection/collation.
· 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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