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This measure helps assess the contribution that the Service Manager has to make to the successful delivery of the service and the Service Performance Measures (SPMs) assessed against the Contractor.  This ensures that the Contractor can hold the Service Manager to account and identify actions for improvement, especially where a failure by the Servicer Manager impacts on delivery of the SPMs.

The draft measure outlined below can be further developed and defined by the Contractor to ensure that they focus on the key aspects of the process that the Service Manager contributes to and that they help the Contractor deliver the best possible service.  Once the list of measures are developed by the Contractor and approved at the Contract Board, the Contractor will be accountable for writing the PID (performance indicator definition) and systems, process and monthly reporting of the measures.  The Service Manager performance against the KPM will be taken into account when evaluating the Contractor’s SPMs performance.

	Number
	Description of KPM
	KCC committed standard

	KPM1
	Contractor Survey - The Contractor assesses the Service Manager and how their working relationship with them helps deliver the service. Rate against issues such as:
1. KCC’s approach to health, safety and environment
2. The ease of working with KCC (people, processes & systems)
3. The timeliness and quality of KCC job packs/orders 
4. How KCC collaborate with you to deliver the best service
5. How KCC understand and align to your needs
6. How KCC helps you to deliver innovation
7. KCC’s response to Compensation Events and ensuring fair payment on time
8. KCC’s commercial and contractual awareness

	8 out of 10 








