Annex 7	Key Performance Indicators
Starting at the end of the third assessment interval Key Performance Indicators are assessed at each assessment date.

Before each assessment date, the Contractor may provide the Service Manager with any mitigating factors they consider affected their performance and subsequent result for any KPI(s). The Service Manager shall consider the mitigating factors. Entirely at the Service Manager’s discretion an improved result for the KPI(s) for the assessment interval being dealt with may be used.  

The Service Manager may elect to not utilise a KPI(s) response in any assessment period without prejudice to any other rights or remedies of the Client.

The Contractor’s obligations under any Key Performance Indicator are not a compensation event.

	KPI 1
	Context

	Accepted Programme adherence
	It is essential to the Client and the population served by the Client that, within the Affected Property, highways drainage cleansing is carried out regularly and reliably in accordance with the Scope, the Accepted Programme and accepted Task Order programmes. Failure of the service, including its timely delivery could cause significant issues for the Client, affected population and property. This KPI is designed to identify patterns of performance and, if appropriate, result in an obligation for the Contractor to meet with Service Manager to discuss the result, provide rectification plans, and or result in a Performance Deduction.

	
	Calculation

	
	Between the start of the previous assessment interval and the end of the previous assessment interval the quantity of activities completed is divided by the quantity of activities that were required to be complete as per the Accepted Programme and accepted Task Order programmes. The resultant figure is then used to identify the corresponding response and or obligation of the Contractor. 


	
	Response

	
	If a result of below 0.9 is achieved, the Contractor’s Senior Representative(s) shall, within 1 week, attend a meeting with the Service Manager to discuss in good faith the failure to achieve a result of 0.9 and the rectification actions planned to be undertaken by the Contractor to ensure future improvement.

If a result of below 0.9 is achieved and was also achieved in the previous assessment interval, the Contractor’s Senior Representative(s) shall, within 2 weeks, attend a meeting with Service Manager to discuss in good faith the failure to achieve a result of 0.9 in two consecutive assessment intervals and present a formal rectification plan that details the actions that the Contractor will undertake to ensure that the Contractor will achieve a result that is not below 0.9 within the next two assessment intervals. 

If a result of below 0.9 is achieved and was also achieved in the previous three consecutive assessment intervals achieve a value below 0.9 or a value below 0.6 is achieved in any assessment interval a Performance Deduction of £2,000 will apply. 




	KPI 2
	Context

	Quality
	It is essential to the Client and the population served by the Client that, within the Affected Property, highways drainage cleansing is carried out regularly and reliably in accordance with the Scope and the quality standards mandated. Failure of the service, including its quality of delivery could cause significant issues to the Client, affected population and property. Additionally, the Client is committed to health and safety, including that of its contractors. This KPI is designed to identify patterns of performance and, if appropriate, result in an obligation on the Contractor to meet with Service Manager to discuss the result, provide rectification plans, and or result in a Performance Deduction.


	
	Calculation

	
	Between the start of the previous assessment interval and the end of the previous assessment interval the total quantity of Quality Control Form A correctly issued to the Contractor in the period will be assessed by the Service Manager. In addition, the Service Manager will identify the quantity of Health and Safety Monitoring Form B or correctly issued to the Contractor relating to health and safety (excluding RIDDOR reportable incidents). 


	
	Response

	
	If a total of 3 or more (or 1 if related to health and safety - Form B ) Quality Control Form A are correctly issued to the Contractor within the previous two assessment intervals, the Contractor’s Senior Representative(s) shall, within 1 week, attend a meeting with Service Manager to discuss in good faith the quality control issues the Contractor has/is experiencing and the rectification actions planned to be undertaken by the Contractor to ensure future improvement.

If a total of 5 or more (or 2 if related to health and safety – Form B) Quality Control Form A are correctly issued to the Contractor within the previous four assessment intervals, the Contractor’s Senior Representative(s) shall, within 2 weeks, attend a meeting with Service Manager to discuss in good faith the quality control issues the Contractor has/is experiencing and present a formal rectification plan that details the actions that the Contractor will undertake to minimise the quality control issues.

If a total of 6 or more (or 3 if related to health and safety – Form B) Quality Control Form A are correctly issued to the Contractor within the previous four consecutive assessment intervals, a Performance Deduction of £2,000 will apply. 










	KPI 3
	Context

	Health and Safety
	The Client prioritises health and safety in their operations to ensure the well-being of their residents, employees and contractors.

	
	Calculation

	
	Between the start of the previous assessment interval and the end of the previous assessment interval the quantity of RIDDOR reportable incidents incurred by the Contractor shall be notified by the Contractor to the Client. Additionally, the Contractor shall advise whether, or not the incident(s) directly concern the delivery of the service. 

If the Service Manager disagrees with the Contractor’s assessment of whether a reportable incident concerns/concerned the delivery of the service or not, the Service Manager’s assessment shall apply and is final.


	
	Response

	
	If a quantity of 1 or more RIDDOR reportable incidents are notified for the previous assessment interval but do not directly concern the delivery of the service, the Contractor’s Senior Representative(s) shall, within 2 weeks, attend a meeting with Service Manager to discuss in good faith the incident(s) and share any corrective actions or outputs from the investigations that take place following the incident.

If a quantity of 1 or more RIDDOR reportable incidents are notified for the previous assessment interval and directly concern the delivery of the service, the Contractor’s Senior Representative(s) shall, within 2 weeks, attend a meeting with Service Manager to discuss in good faith the incident(s) and share any corrective actions or outputs from the investigations that take place following the incident. In addition, a Performance Deduction of £2,000 will apply.






CONTROLLED

CONTROLLED

CONTROLLED

