DN722877 APPENDIX 5 – KEY PERFORMANCE INDICATORS
	Area
	Performance measure
	Achievement level

	1. Qualifications
	All staff employed in the provision of the services to hold the qualification specified in the tender as a minimum
	100%

	2. Service availability
	1. Telephone service provided by the EAP provider to be available 24/7
	100%

	3. Location
	1. Is accessible
2. Is safe

3. is well presented

4. is properly equipped
We require all services to be delivered in person as standard
	100%

	4. Equipment
	1. Is adequate and sufficient
2. Is properly maintained
3. Complies with all current standards (including health and safety)
	100%

	5. Liaison meetings
	Effective and informative liaison meetings are arranged at least quarterly and action items from them implemented within the agreed timescales
	90%

	6. Records
	1. All records and reports to be provided in the format required by the Councils

2. Monthly and/or quarterly returns, broken down as required by the Councils, referrals to the EAP. To be provided within 10 calendar days of the end of each month/quarter.
3. Trend reports to be provided in a timely and effective manner
	100%

	7. Turnaround times
	1. Face to Face Counselling sessions to take place within 5 days of request being made (except in the case of post-traumatic stress counselling where the appointments will be made a maximum of 3 working days from the date on which the request is made)

2. The Council’s appropriate HR professional and Line Manager to be informed immediately by phone if a client fails to attend for an appointment with written confirmation within 24 working hours of the missed appointment

3. To respond to non-urgent ad hoc enquiries from managers within 2 working days of the request for information

4. To respond to urgent requests from managers immediately and on the day of request
	95%

	8. Reports
	1. Reports will be factually accurate and contain the information, advice and recommendations appropriate to the circumstances of the referral and the needs of the Councils
	100%

	9. Specialist issues
	1. The service provider will give competent and accurate advice in specialist areas eg the applicability of the Equality Act; mental health issues etc.
	100%

	10. Follow-up 
	1. The service provider will liaise with the HR referrer and agree  appropriate and timely and effective arrangements for follow-up appointments and actions
2. The service provider will inform the Council’s appropriate HR professional of the follow-up arrangements and the outcomes within the timescales identified above
	100%

	11. Confidentiality
	The service provider will maintain absolute confidentiality at all times
	100%

	12. Insurance
	The service provider will maintain appropriate insurance cover as specified in the contract or otherwise agreed
	100%

	13. Invoicing
	Accurate and comprehensive invoices, in the format and giving the detail required by the contract, will be submitted within 14 working days of the end of each quarter
	100%
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