


	Service
	Service performance measures and standard
	Contract KPI
	Link to HT&W Outcomes (in Business Plan)
	Link to KCC Strategic Outcome

	
Road Asset Renewal
	1. Schemes started on the latest agreed and published date (100%)
	Effective delivery of Road Asset Renewal
	1. Fewer killed or Seriously injured
2. Customer satisfaction 
3. Maximise lifespan and assets
4.  Cost effective and statutory services
5.  Efficient highway infrastructure
6.  Everyone can travel safely
7.  Zero waste
8.  Maximise inward investment in Kent
9.  Motivated workforce
	Kent communities feel the benefits of economic growth by being in work, healthy and enjoying a good quality of life

	
	2. Schemes completed by the latest agreed and published date (100%)
	
	4. 
	

	
	3. % Schemes assessed as fault free at issue of completion certificate (100%)
	
	
	

	
	4. Defects or outstanding work resolved within specified corrective defect period (100%)
	
	
	

	
	5. % Health & Safety Files, Asset Information and Site Testing Data provided to KCC within 4 weeks of completion of works on site (100%)
	
	
	

	
	6. Health & Safety Balanced Scorecard (3/4)
	
	
	

	
	7. Environmental Balanced Scorecard (4/5)
	
	
	

	
	8. Service Manager Satisfaction Survey including results from customer feedback surveys (8/10)
	
	
	



The 8 Service Performance measures each with a ‘customer standard’ to achieve a pass each month are detailed below: 

The measures will be reviewed on a monthly basis throughout the works season which will commence from March to October. Where works take place in February, these will be combined with the March figures. Where works may take place in November, these will be combined with the October figures. Happy with 


If any of the individual 8 measures fail, the Contractor will be deemed to have failed the overall assessment for that month.
· In the event of a failure, a performance improvement plan must be provided by the Contractor as soon as possible but no later than at the subsequent Contract Board. The improvement plan should set out what actions have been put in place to bring performance back in standard.
· If the overall assessment is failed for two consecutive months (regardless of whether the failure is the same individual measure that failed during the previous month) and it is clear that the improvement plan is insufficient or not being implemented quickly enough then a Service Performance Deduction of £10,000 will be deducted.
· If the assessment is failed for the third consecutive month (regardless of whether the failure is the same individual measure that failed during the previous month) and it is still clear that a the improvement plan is insufficient or not being implemented quickly enough then a Service Performance Deduction of £20,000 will be deducted.
Further consecutive failures will be subject to additional Service Performance Deductions of £20,000 per month. At this point, where the Client believes there are no acceptable mitigating circumstances and the failures are having a negative impact on works delivery or customer service, the Client may instruct in accordance with Clause 36.1 to stop work  until it is agreed at the Contract Board that an effective improvement plan is in place. In this case the instruction to stop work will not be covered by Clause 60.1 (5) for compensation events. Deductions will only be applicable for month failures where work has taken place. Should a failure occur one month, and the succeeding month no work takes place, the concurrent deductions will not stop but will continue the following month. Continuous failure without any signs of improvement may be classified for grounds for termination under Reason R11.

At the end of each calendar year, the Contract Performance Measure will reset and start again.   
The Client seeks to work with the Contractor to ensure delivery of the service is a success and this performance framework is designed to assist this. It is not a tool to penalise the Contractor for minor failures, especially where these might be caused by circumstances outside the Contractor’s control, such as prolonged poor weather. Where measures are failed the Contractor will have the opportunity to raise and discuss any mitigating circumstances. The Client will balance these, along with the impact of the failure on the service and the results of the Kent Performance Measure, before deciding on any course of action.
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