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Introduction

1.1 The following sets out the operation of the Key Performance Indicators (KPIs) against which the Contractor's performance under this Contract will be monitored.  The KPIs are listed and described below.  
1.2 For the purpose of this Contract the following words and phrases have the following meaning:

· "Contract Quarter" means the four quarters in a Contract Year ending 30 June, 30 September, 31 December and 31 March

· "Sub-Standard Performance" means failure by the Contractor to achieve the Target for any single KPI.  

· "Target" means the performance target for KPIs that the Contractor is expected to attain in the relevant measurement period.

1.3 There will be an initial 3-month transition period during which no Deduction or Defect Notices will be applied; however KPIs will still be prepared. 

1.4 Where the Contractor fails to meet one of the KPIs or incurs a service failure as outlined in this document, the Contract Administrator may apply the relevant Deduction and/or serve a Defect Notice.  A Deduction may be made and a Defect Notice may be served in relation to the same KPI 

2 Targets

2.1 Targets will be reviewed at each Annual Performance Review with a view to maintaining and encouraging continuous improvement and high levels of performance (within Upper Quartile Benchmark targets). The Employer may introduce a "balanced scorecard", in consultation with the Contractor, following the first Annual Review to recognise any service delivery innovations and/or exceptional performance.  

3 Data Collection and Reporting

3.1 Measurement against KPIs will be conducted by the Employer using Surveys of Resident Satisfaction, Contractor reporting, Estate Inspections and monitoring

3.2 The Contractor will be required to provide all data and supporting evidence reasonably required by and/or other information requested by the Contract Administrator for the purpose of the preparation of performance reports against each of the KPIs set out in this document.  The Contractor shall provide such data and supporting evidence and/or other information by the end of the first full week following the end of the report period.

3.3 The Contract Administrator will prepare performance reports in respect of each KPI at the frequency indicated in this document.  

3.4 The Contract Administrator and the Contractor will meet on the third full week of the month following the end of the report period to discuss the Performance Report and any Deductions or Defect Notices that may apply. 

3.5 Where information provided by the Contractor is inconsistent with or not verified by other information available to the Contract Administrator (such as that provided by Residents), the Contract Administrator shall make reasonable enquiry of the accuracy of all such information provided to it but for the purpose of assessing performance and shall be entitled to determine in its discretion which information is to be accepted.
4 Deductions

4.1 Deductions are genuine pre-estimates of the Employer’s loss in respect of Sub Standard Performance or the loss incurred by Residents on whose behalf the Employer makes recovery, applying the principles set out in this paragraph 4.

4.2 Deductions will be calculated by estimating such loss and adding an estimate of the time required for administering performance failings.  

4.3 Deductions are without prejudice to the Employer’s other rights under this Contract, in particular, the right to seek damages for breach of contract in respect of performance failures by the Contractor. 

4.4 Deductions will be assessed in respect of the period in which performance was measured and shall be applied at each Contract Quarter.  

4.5 Deductions will be calculated at the end of the month following the Contract Quarter.  The Contract Administrator may apply such Deduction in accordance with clause 4.6.3 of the Conditions of Contract or may recover the amount of such Deduction as a debt due for which the Employer is entitled to render an invoice to the Contractor. 
5 Compensation paid

5.1 The Employer is entitled to set off from sums due to the Contractor and/or recover from the Contractor as a debt, any compensation paid to Residents as a consequence of performance failure by the Contractor.

6 Defect notices

6.1 The Contract Administrator may issue Defect Notices in the circumstances indicated below.  Defect Notices may also be issued for a failure to comply with the terms of the Contract such as failure to provide data for the Annual Performance Review, failure to comply with other requirements of the Preliminaries, or failure to comply with reasonable instructions given to the Contractor from time-to-time.

6.2 Where the performance measure indicates that a Defect Notice may be issued, the Contract Administrator will serve the relevant Defect Notice on the Contractor during the month of assessment setting out the Sub-Standard Performance, the required remedy and the required timescale for remedy (usually one month).

6.3 Where an agreed action following a Defect Notice is not remedied within the required timescale, the Contract Administrator may issue further Defect Notices (requiring remedy within a stated timescale) in respect of such failure until it is remedied to the Employer’s satisfaction. 

6.4 The following principles apply to the interpretation of the KPI’s.

6.5 Each KPI described below has a score identified, below which will be considered as a performance failure. 

6.6 Where there is a continuing failure in consecutive months, a further Defect Notice will be issued until the required performance is restored. 

6.7 Where there is an additional failure following a check on a previous failure, a further Defect Notice shall be issued.

7 Default notices

7.1 The Contract Administrator may issue Default Notices in accordance with clause 7.4 of the Contract Conditions.

8. Reporting Requirements and Information provision

· The Contractor shall provide such information and at such frequency as required on the progress of jobs, schemes, expenditure, budget profiling, target expenditure and other such information as required by the Employer to monitor the Contractor’s performance. 

· The Contractor shall provide information to ensure the Employer can meet its reporting requirements.

· Any advice or information provided to the Contract Administrator by the Contractor must be accurate, up to date and take account of any relevant regulations or legislation. 

· Where the Contractor is required to provide performance data, the following criteria will be met: 

· The report shall contain at least the following:

a) A summary of overall performance, based on the KPIs

b) The performance level achieved for each of the areas of the Works.

c) A detailed description of all Sub Standard Performance.

d) Details of any issues raised during engagement with Residents. 

· the Contract Administrator will review and seek to agree the draft report.

· If the Contract Administrator does not agree the draft Performance Monitoring Report it may propose an alternative Performance Monitoring Report which will need to be agreed with the Contract Administrator.

KPI Summary 

	KPI 

Number 


	KPI
	Target
	Annual Improvement Target
	

	1
	Adherence to programme after dates have been agreed 
	95%
	1%
	

	2
	Achievement of zero defects 
	95%
	1%
	

	3
	Health & Safety
	100%
	
	No reportable Accidents

	4
	Minimising disruption to residents 
	
	
	Aim to limit time in each property

	5
	Cost Control
	
	
	No increase in Final Account Outturn Costs for an order compared with the cost agreed pursuant to 3.4.4 Clause

	6
	Invoicing Accuracy
	99%
	100%
	100% for subsequent years

	7
	Re inspections
	
	
	Call backs to be attended within 3 working days.  With Exception of Emergencies

	8
	Written Queries
	
	
	Responses by CA/Contractor to respond by other parties within 5 working days


NOTE ADDITIONAL KPIS MAY BE ADDED THROUGHOUT THE DURATION OF THE CONTRACT TO SUIT THE NEED OF THE CONTRACTOR AND WILL BE VIA A MUTUAL AGREEMENT.
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