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1. Performance Levels
1. DEFINITIONS
1. In this Schedule, the following definitions shall apply:
	1. “Analytical Assurance Framework”
	the Customer’s guidance framework that formalises existing good practice in understanding the risk associated with analysis;

	1. “Annual Performance Report”
	1. the summary of the performance by the Service Provider to be provided by the Service Provider to the Customer Relationship Manager pursuant to paragraphs ‎4.1 and ‎4.2 of Part B;

	1. “Annual Performance Review Meeting”
	1. a formal meeting between the Customer and the Service Provider as referred to in paragraph ‎4.3 of Part B to:
6. review progress against the Performance Measures set for the Service Provider in Schedule 2.2 (Performance Levels);
6. review the Annual Performance Report; and 
6. consider improvement to the Services as set out in Schedule 2.6 (Service Improvement);

	1. “Asset Changes”
	1. a change in the geographical location, layout, number or configuration parameters of an asset within the Customer System required by the Service Provider System requiring an update to the Service Provider System;

	1. “Asset Model Changes”
	1. a change in the Service Provider System Asset Model as a result of an Asset Change in a Customer System; 

	1. “Available”
	1. has the meaning given in paragraph 8.2 and 9.2 of Part II of Annex 1;

	1. “Critical Service Incident”
	1. has the meaning given in paragraph 10.3 of Part II of Annex 1;

	1. “Delivery Channel Availability”
	1. the Near Real-time Delivery Channel Availability as defined in paragraph ‎8.1 in Part II of Annex 1 or the Historical Data Service Delivery Channel Availability as defined in paragraph 9.1 in Part II of Annex 1, as the context may require;

	1. “First Performance Indicators Period”
	1. the period from the Operational Service Commencement Date until the day preceding the Milestone Date for the final Transformation release Milestone (ATP3);

	1. “Fix Times”
	1. [bookmark: QuickMark][bookmark: _GoBack]has the meaning given in paragraphs 10.1 to 10.4 of Part II of Annex 1;

	1. “Help Desk”
	1. the single point of contact help desk set up and operated by the Service Provider for the purposes of this Agreement;

	1. “Major Service Incident”
	1. has the meaning given in paragraph 10.3 of Part II of Annex 1;

	1. “Measures”
	1. the measures within the Collaborative Performance Framework set out in Table 3 of Annex 2;

	1. “Network Model Change”
	1. a change in the geographical location, layout, name and/or numbering, lane capacity, speed limit of a road and/or section of road requiring an update in the Service Provider System;

	1. “Near Real-time”
	1. has the meaning given in paragraph 6.2.1 of Part II of Annex 1;

	1. “Non-Available”
	1. in relation to the Relevant Availability Item, that the Relevant Availability Item is not available;

	1. “Performance Analysis and Modelling Team”
	1. a team within the Customer’s chief analyst’s division;

	1. “Performance Monitoring Report”
	1. has the meaning given in paragraph ‎1.1.1 of Part B;

	“Performance Review Meeting” 
	1. the regular meetings between the Service Provider and the Customer to manage and review the Service Provider's performance under this Agreement, as further described in paragraph ‎1.6 of Part B;

	“Relevant Availability Item”
	1. the item in respect of which availability is being measured under the applicable Performance Indicator;

	“Repeat KPI Failure”
	1. has the meaning given in paragraph ‎3.1 of Part A;

	“Satisfaction Survey”
	1. has the meaning given in paragraph 19 of Part II of Annex 1;

	“Second Performance Indicators Period”
	1. the period from the Milestone Date for the final Transformation release Milestone (ATP3) until the end of the Term;

	“Service Downtime”
	1. any period of time during which the Relevant Availability Item is not available;

	“Service Provider Solution Complaints”
	1. has the meaning given in paragraph 13.1 and 13.2 of Part II of Annex 1;

	“System Response Time”
	1. the round trip time taken to process a message or request of the Delivery Channel from a user, and shall be measured from the moment the last packet of data which relates to a particular message is received at the external interface of the Delivery Channel until a response is generated and the first block of data leaves the external interface (including, for the avoidance of doubt, the time taken for any necessary processing);

	“Quality Management Points”
	1. the points awarded against Service Provider for the Service Provider failures to comply with the Quality Management System, calculated in accordance with Table 1 and the provisions of paragraph ‎6 of Part B; 

	“Quality Management System”
	1. the quality management system as detailed within the Quality Plan and the Quality Plan itself; and

	“Themes”
	1. the themes within the Collaborative Performance Framework set out in Table 3 in Annex 2.


1. 
1. INTRODUCTION
2. This Schedule 2.2 (Performance Levels) sets out the performance management model for the provision of the Services that shall incentivise the Service Provider to:
0. deliver the Services fully, in a timely and expeditious way;
0. meet the Target Performance Levels; and
0. remedy any failure to meet the Target Performance Levels.
2. This Schedule 2.2 (Performance Levels) describes:
1. the Target Performance Levels (Part A Performance Indicators and Service Credits);
1. the KPI Service Thresholds (Part A Performance Indicators and Service Credits); and
1. the performance monitoring in Part B (Performance Monitoring) that applies throughout the Term of this Agreement. 
2. The performance of the Service Provider shall be measured from two perspectives:
2. the Collaborative Performance Framework (as referred to in Annex 2); and 
2. the Performance Indicators (described in paragraph ‎1 and set out in Part A below).  
No Service Points apply to the Collaborative Performance Framework, but the Service Provider shall be required to produce and comply with a Rectification Plan, as set out in paragraph 1.3 of Part B.
1. [bookmark: _Ref176386666]BUSINESS OBJECTIVES
3. The strategic outcomes of the Customer are set out in the document Road Investment Strategy 2 2020. They are:
0. improving safety for all;
0. fast and reliable journeys;
0. a well maintained and resilient network;
0. being environmentally responsible;
0. meeting the needs of all users; and
0. achieving real efficiency.
3. These business outcomes may be updated from time to time by the Customer during the Term.  Any such update may lead to a need for revised Performance Measures. 
1. NOT USED
1. NOT USED
1. [bookmark: _Ref341712804][bookmark: _Ref36221066]
1. [bookmark: _Ref40337635]NOT USED
1. PERFORMANCE MEASURES
8. The Performance Indicators are set out in Annex 1 to this Schedule 2.2 (Performance Levels).  The Performance Indicators are set out in:
0. Table A1 Key Performance Indicators (KPIs) for the First Performance Indicators Period;
0. Table A2 Key Performance Indicators (KPIs) for the Second Performance Indicators Period;
0. Table A3 Subsidiary Performance Indicators (PIs) for the First Performance Indicators Period; and
0. Table A4 Subsidiary Performance Indicators (PIs) for the Second Performance Indicators Period. 
8. Each KPI has a: 
1. Target Performance Level; 
1. Minor KPI Failure;
1. Serious KPI Failure; 
1. Severe KPI Failure; and
1. KPI Service Threshold
1. which are set out in Tables A1 and A2 (Key Performance Indicators) of Annex 1 to this Schedule. 
8. Each PI has a Target Performance Level and a Service Threshold level which are set out in Tables A3 and A4 (Subsidiary Performance Indicators) of Annex 1 to this Schedule. 


1. PART A
1. Performance Indicators and Service Credits
1. PERFORMANCE INDICATORS
9. Annex 1 sets out the Key Performance Indicators, Subsidiary Performance Indicators which the Parties have agreed shall be used to measure aspects of the performance of the Services by the Service Provider. In particular:
0. Table A1 Key Performance Indicators (KPIs) for the First Performance Indicators Period, sets out the Key Performance Indicators which apply for the First Performance Indicators Period;
0. Table A2 Key Performance Indicators (KPIs) for the Second Performance Indicators Period, sets out the Key Performance Indicators which apply for the Second Performance Indicators Period;
0. Table A3 Subsidiary Performance Indicators (PIs) for the First Performance Indicators Period, sets out the Subsidiary Performance Indicators which apply for the First Performance Indicators Period; and
0. Table A4 Subsidiary Performance Indicators (PIs) for the Second Performance Indicators Period, sets out the Subsidiary Performance Indicators which apply for the Second Performance Indicators Period. 
9. [bookmark: _Ref350369895]The Service Provider shall monitor its performance against each Performance Indicators and shall send the Customer Relationship Manager a report detailing the level of service actually achieved in accordance with Part B. 
9. Service Points, and therefore Service Credits, shall accrue for any KPI Failure and shall be calculated in accordance with paragraphs ‎2, ‎1 and ‎5.
1. [bookmark: _Ref419742509]SERVICE POINTS
10. If the level of performance of the Service Provider during a Service Period achieves the Target Performance Level in respect of a Key Performance Indicator, no Service Points shall accrue to the Service Provider in respect of that Key Performance Indicator.
10. If the level of performance of the Service Provider during a Service Period is below the Target Performance Level in respect of a Key Performance Indicator, Service Points shall accrue to the Service Provider in respect of that Key Performance Indicator as set out in paragraph ‎2.3.
10. [bookmark: _Ref419742548]Where a Key Performance Indicator has a Measurement Period that is:
2. equal to a Service Period, the number of Service Points that shall accrue to the Service Provider in respect of a KPI Failure; or
2. longer than a Service Period, the number of Service Points that shall accrue to the Service Provider in each Service Period within the Measurement Period in respect of a KPI Failure,
in each case, shall be the applicable number as set out in Annex 1 depending on whether the KPI Failure is a Minor KPI Failure, a Serious KPI Failure or a Severe KPI Failure, unless the KPI Failure is a Repeat KPI Failure when the provisions of paragraph ‎3.2 shall apply.
1. [bookmark: _Ref419742521]
1. REPEAT KPI FAILURES
1. Repeat KPI Failures
12. [bookmark: _Ref350369941]If a KPI Failure occurs in respect of the same Key Performance Indicator in any two consecutive Measurement Periods, the second and any subsequent such KPI Failure shall be a “Repeat KPI Failure”.  
12. [bookmark: _Ref419742566]The number of Service Points that shall accrue to the Service Provider in respect of a KPI Failure that is a Repeat KPI Failure shall be calculated as follows: 
1. SP = P x 2
1. where: 
1. SP = 	the number of Service Points that shall accrue for the Repeat KPI Failure; and
1. P = the applicable number of Service Points for that KPI Failure as set out in Annex 1 depending on whether the Repeat KPI Failure is a Minor KPI Failure, a Serious KPI Failure, a Severe KPI Failure or a failure to meet the KPI Service Threshold.
Worked example based on the following Service Points regime for Near Real-time Delivery Channel Availability for the First Performance Indicators Period: 

	Near Real-time Delivery Channel Availability Performance Levels
	Service Points

	Target Performance Level: 	≥ 99.50%
	0

	Minor KPI Failure:	≥ 99.25% and < 99.50%
	20

	Serious KPI Failure:	≥ 99.00% and < 99.25%
	40

	Severe KPI Failure: 	≥ 98.75% and < 99.00%
	60

	KPI Service Threshold: 	< 98.75%
	80


1. 
1. Example 1:
1. [bookmark: _Hlk40337999]If the Service Provider achieves Near Real-time Delivery Channel Availability of 99.30% in a given Measurement Period, it will incur a Minor KPI Failure for Near Real-time Delivery Channel Availability in that Measurement Period and accordingly accrue 20 Service Points.  If, in the next Measurement Period, it achieves Near Real-time Delivery Channel Availability of 98.90%, it will incur a Severe KPI Failure and accordingly normally accrue 60 Service Points, but as the failure is a Repeat KPI Failure, this amount is doubled and so the Service Provider will incur 120 Service Points for the failure (i.e. SP = 60 x 2).  If in the next Measurement Period it achieves Near Real-time Delivery Channel Availability of 98.90%, the Service Provider will again incur 120 Service Points (i.e. SP = 60 x 2) as this will be another Repeat KPI Failure.
1. Example 2:
1. If the Service Provider achieves Near Real-time Delivery Channel Availability of 98.90% in a given Measurement Period, it will incur a Severe KPI Failure for Near Real-time Delivery Channel Availability in that Measurement Period and accordingly accrue 60 Service Points.  If, in the next Measurement Period, it achieves Near Real-time Delivery Channel Availability of 99.30%, it will incur a Minor KPI Failure and accordingly normally accrue 20 Service Point, but as the failure is a Repeat Failure, this amount is doubled and so the Service Provider will incur 40 Service Points for the failure (i.e. SP = 20 x 2).  If in the next Measurement Period it achieves Near Real-time Delivery Channel Availability of 98.90%, the Service Provider will incur 120 Service Points (i.e. SP = 60 x 2) as this will be another Repeat KPI Failure.
1. [bookmark: _Ref128186984]PERMITTED MAINTENANCE
13. [bookmark: _Ref419742531]Without prejudice to the Maintenance Schedule and Schedule 2.1 (Services Description), Service Downtime for Permitted Maintenance shall not be excluded from the calculations of Delivery Channel Availability set out in paragraphs 8 and 9 of Part II of Annex 1.
1. [bookmark: _Ref54068514]SERVICE CREDITS
14. Schedule 7.1 (Charges and Invoicing) sets out the mechanism by which Service Points shall be converted into Service Credits.
14. The Customer Relationship Manager shall use the Performance Monitoring Reports provided pursuant to Part B, among other things, to verify the calculation and accuracy of the Service Credits (if any) applicable to each Service Period.


1. PART B
1. Performance Monitoring
1. PERFORMANCE MONITORING AND PERFORMANCE REVIEW
15. [bookmark: _Ref419711730]After the Operational Service Commencement Date and within five (5) working Days of the end of each Service Period, the Service Provider shall provide to the Customer Relationship Manager:
0. [bookmark: _Ref54068452]a report which summarises the performance by the Service Provider against each of the Performance Measures and other aspects of the delivery of the Services as more particularly described in paragraph ‎1.2 (the “Performance Monitoring Report”); and
0. a report which summarises the Service Provider’s performance over the relevant Service Period as more particularly described in paragraph ‎1.4 (the “Balanced Scorecard Report”).
1. Performance Monitoring Report
15. [bookmark: _Ref419737536]The Performance Monitoring Report shall be in such format as agreed between the Parties from time to time and contain, as a minimum, the following information:
1. Information in respect of the calendar month or Service Period just ended
1. a high level summary of the Service Provider’s performance against the Performance Measures;
1. for each Key Performance Indicator and Subsidiary Performance Indicator, the actual performance achieved over the Service Period, and that achieved over the previous three (3) Measurement Periods; 
1. a summary of all Performance Failures and other Service Failures that occurred during the Service Period and a detailed report on the reasons for each Performance Failure and/or Service Failure  and the actions to be taken by the Service Provider to prevent any further re-occurrences of such failures in an annex to the Performance Monitoring Report;
1. the performance level of each KPI Failure which occurred during the Service Period and whether each PI Failure which occurred during the Service Period fell below the PI Service Threshold;
1. which Performance Failures and other Service Failures remain outstanding and progress in resolving them;
1. for any Material KPI Failures or Material PI Failures occurring during the Service Period, the cause of the relevant KPI Failure or PI Failure and the action being taken to reduce the likelihood of recurrence; 
1. the status of any outstanding Rectification Plan processes, including:
6. whether or not a Rectification Plan has been agreed; and
6. where a Rectification Plan has been agreed, a summary of the Service Provider’s progress in implementing that Rectification Plan and confirmation of when the Service Provider expects to complete it;
1. for any Repeat Failures, actions taken to resolve the underlying cause and prevent recurrence;
1. the number of Service Points awarded in respect of each KPI Failure in that Service Period;
1. progress on the Implementation Plan, the Milestone Dates and the Service Provider’s confirmation of the actual dates or the anticipated dates the Milestones have or will be Achieved (as the case may be);
1. the Service Credits to be applied, indicating the KPI Failure(s) to which the Service Credits relate;
1. the conduct and performance of any agreed periodic tests that have occurred, such as the annual failover test of the Service Continuity Plan; 
1. relevant particulars of any aspects of the Service Provider’s performance which fail to meet the requirements of this Agreement
1. each quarter a review and the score of the performance in line with the Collaborative Performance Framework;
1. the register of Quality Management Points; 
1. such other details as the Customer Relationship Manger may require from time to time; and
1. Information in respect of previous calendar month or Service Periods
1. a rolling total of the number of Performance Failures and other Service Failures that have occurred over the past six (6) months and twelve (12) months; 
1. the amount of Service Credits that have been incurred by the Service Provider over the past six (6 Service Periods and twelve (12) Service Periods; 
1. the conduct and performance of any agreed periodic tests that have occurred in such Service Period such as the annual failover test of the Service Continuity Plan; and
1. Information in respect of the next Quarter
1. any scheduled Service Downtime for Permitted Maintenance and Updates that has been agreed between the Customer Relationship Manager and the Service Provider for the next Quarter. 
Collaborative Performance Framework
15. If the Service Provider’s performance is scored as unsatisfactory through the Collaborative Performance Framework report, using the agreed scoring assessment the Service Provider shall produce a Rectification Plan in accordance with clause 35 (Rectification Plan Process) of this Agreement.	
1. Balanced Scorecard Report
15. [bookmark: _Ref419737560]The Balanced Scorecard Report shall be presented in the form of a dashboard and, as a minimum, shall contain a high level summary of the Service Provider’s performance over the relevant Service Period, including details of the following:
3. financial indicators;
3. the Target Performance Levels achieved;
3. behavioural indicators;
3. performance against its obligation to pay its Sub-contractors within thirty (30) days of receipt of an undisputed invoice; 
3. Milestone trend chart, showing performance of the overall programme; and
3. sustainability and energy efficiency indicators, for example energy consumption and recycling performance.
15. The Performance Monitoring Report and the Balanced Scorecard Report shall be reviewed and their contents agreed by the Parties at the next Performance Review Meeting held in accordance with paragraph ‎1.6.
15. [bookmark: _Ref419711796]The Parties shall attend meetings on a monthly basis (unless otherwise agreed) to review the Performance Monitoring Reports and the Balanced Scorecard Reports. The Performance Review Meetings shall (unless otherwise agreed):
5. take place within five (5) Working Days of the Performance Monitoring Report being issued by the Service Provider;
5. take place at a location (in England) and time (within normal business hours) as the Customer Relationship Manager shall reasonably require (unless otherwise agreed in advance); and
5. be attended by the Service Provider Representative or his deputy and other appropriate representatives and the Customer Relationship Manager. 
15. The Service Provider shall respond to Customer questions and/or requests for further information regarding any KPI Failure and/or PI Failure. 
1. PERFORMANCE RECORDS
16. [bookmark: _Ref419738900]The Service Provider shall keep appropriate documents and records (including Help Desk records, staff records, timesheets, training programmes, staff training records, goods received documentation, supplier accreditation records, complaints received etc) in relation to the Services being delivered.  Without prejudice to the generality of the foregoing, the Service Provider shall maintain accurate records of call histories for a minimum of sixty (60) months and provide prompt access to such records to the Customer Relationship Manager upon request.  The records and documents of the Service Provider shall be available for inspection by the Customer Relationship Manager and/or its nominee and/or the Audit Agents at any time and the Customer Relationship Manager and/or its nominee and/or the Audit Agents may make copies of any such records and documents.
16. In addition to the requirement in paragraph ‎2.1 to maintain appropriate documents and records, the Service Provider shall provide to the Customer such supporting documentation as the Customer Relationship Manager may reasonably require in order to verify the level of the performance of the Service Provider both before and after each Operational Service Commencement Date and the calculations of the amount of Service Credits for any specified period. 
16. The Service Provider shall ensure that the Performance Monitoring Report, the Balanced Scorecard Report and any variations or amendments thereto, any reports and summaries produced in accordance with this Schedule and any other document or record reasonably required by the Customer Relationship Manager are available to the Customer Relationship Manager on-line and are capable of being printed.
1. 
1. PERFORMANCE VERIFICATION
1. The Customer reserves the right to verify the Delivery Channel Availability of the Relevant Availability Item and the Service Provider’s performance under this Agreement against the Performance Indicators including by sending test transactions through the IT Environment or otherwise.
1. ANNUAL PERFORMANCE REPORT AND REVIEW MEETING
19. [bookmark: _Ref436065890]Within ten (10) Working Days of the end of each Contract Year or as required for the Annual Performance Review Meeting, the Annual Performance Report shall be provided by the Service Provider to the Customer Relationship Manager.
19. [bookmark: _Ref436065899]The Annual Performance Report shall contain a review of the Service Provider’s performance of its obligations under this Agreement over the Contract Year and such details as the Customer Relationship Manager shall reasonably require, including information on:
1. its compliance with the Quality Plan;
1. its performance in meeting the Target Performance Levels and Measures;
1. description of Service Failures during the Contract Year and how they were rectified;
1. plans to address outstanding Service Failures;
1. progress on the Implementation Plan, the Milestone Dates and the Service Provider’s confirmation of the actual dates or the anticipated dates the Milestones have or will be Achieved (as the case may be); 
1. [bookmark: _Ref418079995]proposals for improvement to the Services and the Performance Indicators for the following twelve (12) months in order to support the requirement for continuous improvements in its performance, as set out in Schedule 2.6 (Service Improvement); and
1. NOT USED.
19. [bookmark: _Ref54068355]The Parties shall attend an Annual Performance Review Meeting within twenty (20) Working Days following the end of each Contract Year at such location (in England) and on such date and at such time (during normal business hours) as the Customer Relationship Manager shall specify, acting reasonably.  The Annual Performance Review Meeting shall be attended by the Customer Relationship Manager and the Service Provider Representative.
19. The draft Annual Performance Report shall be reviewed, and its contents agreed by the Customer Relationship Manager and the Service Provider at the Annual Performance Review Meeting.
1. WARNING NOTICES
20. Without prejudice to the other rights or remedies of the Customer, if at any time the Service Provider has:
0. committed any material breach of its obligations under this Agreement; or
0. [bookmark: _Ref274821032][bookmark: _Ref405552186]in respect of any Performance Measure, fallen to or below a KPI Service Threshold or a PI Service Threshold; or
0. [bookmark: _Ref274821036]accrued two (2) or more Performance Failures for any individual Performance Measure in any three month period; or
0. accrued five (5) or more Performance Failures giving rise to Service Points in any Service Period and/or Delay Payments in any calendar month; or
0. [bookmark: _Ref405552194]failed to Achieve any Milestone by its associated Milestone Date
1. and where (in respect of paragraphs ‎5.1.2 to ‎5.1.5 inclusive) the occurrence is due to a Service Provider Default (either in whole or in part) then the Customer Relationship Manager may, but is not obliged to, give a written notice (a “Warning Notice”) to the Service Provider setting out the matter or matters giving rise to such notice and containing a reminder to the Service Provider of the implications of such notice.  Any such notice shall state on its face that it is a Warning Notice.
20. [bookmark: _Ref419740698]Without prejudice to the other rights or remedies of the Customer, if the Service Provider receives two or more Warning Notices in any period of three calendar months in respect of any Services (or any part thereof), the Customer Relationship Manager may, by written notice to the Service Provider, reasonably increase the level of its monitoring of the Service Provider, or (at the Customer's option) require the Service Provider to increase the level of its monitoring of its own performance of its obligations under this Agreement, in respect of the Services (or relevant part thereof) to which the Warning Notices relate until such time as the Service Provider shall have demonstrated to the reasonable satisfaction of the Customer that it shall perform (and is capable of performing) its obligations under this Agreement, in which case, the following provisions shall apply;
1. [bookmark: _Ref419740688]any such notice to the Service Provider shall specify in reasonable detail the additional measures to be taken by the Customer Relationship Manager or by the Service Provider (as the case may be) in monitoring the performance of the Service Provider;
1. if the Service Provider (acting reasonably) objects to any of the specified measures on the grounds that they are excessive it shall notify the Customer in writing within five (5) Working Days of the receipt of the notice referred to in paragraph ‎5.2.1 of the measures objected to (and of any changes necessary in order to prevent prejudice to the Service Provider's performance of its obligations under this Agreement);
1. the measures to be taken by the Customer Relationship Manager and/or the Service Provider (as the case may be) shall be agreed by the parties or, in the absence of agreement within three Working Days of the Customer Relationship Manager's receipt of the Service Provider's objection, determined pursuant to the Dispute Resolution Procedure; and
1. the Service Provider shall bear its own costs and shall reimburse the Customer in respect of any additional costs and expenses that are directly incurred by the Customer in respect of any such additional measures.
20. If at any time the Service Provider is in material Default such that any element of the Services has become materially unfit for purpose to the extent that the Service Provider cannot deliver a material part of that Service the Customer Relationship Manager may notify the Service Provider that he requires a Rectification Plan which should be prepared in accordance with Rectification Plan Process.
1. [bookmark: _Ref418081232]QUALITY AUDIT
21. Following a Service Failure, the Service Provider shall identify the reason for the failure.  Should any Service Failure be the result of a Defect or omission in the Service Provider’s processes and procedures, as set out in the Quality Plan and Schedule 12 (Quality Plan), the Service Provider shall:
0. without prejudice to clause 10 (Quality and Implementation) and clause 35 (Rectification Plan Process) of the Agreement, within fifteen (15) Working Days of the occurrence of the Service Failure, produce an amended Quality Plan to correct the non-conformity and document robust and systematic processes and procedures required for the Service Provider to meet the Target Performance Levels and to prevent another similar Service Failure, as applicable;
0. submit the amended Quality Plan to the Customer Relationship Manager for approval through the Change Control Procedure; and
0. comply with the amended Quality Plan once approved.
21. If the Service Provider fails to comply with the Quality Management System, then the Service Provider shall accrue Quality Management Points, from the date when the failure to comply is identified, in accordance with the Table 1. The number of Quality Management Points shall be reduced in accordance with Table 1.
21. The Service Provider shall maintain a register of the number of Quality Management Points, showing when Quality Management Points accrue and are removed.
21. [bookmark: _Ref419741213]If the number of Quality Management Points in effect at any time is greater than twenty-five (25) points, then the Service Provider and the Customer Relationship Manager shall meet within five (5) Working Days to consider options to reduce the number of Quality Management Points in effect to twenty-five (25) or fewer and to avoid accruing further Quality Management Points. The Service Provider shall submit a report to the Customer Relationship Manager within five (5) Working Days of the meeting detailing:
3. the actions agreed at the meeting; and
3. any other actions which the Service Provider proposes to take immediately to reduce the number of Quality Management Points in effect to twenty-five (25) or fewer and to avoid accruing further Quality Management Points.
21. If the Customer Relationship Manager does not accept the Service Provider’s proposals or the Service Provider does not implement the actions agreed pursuant paragraph ‎6.4, the Customer Relationship Manager may serve a quality warning notice (“Quality Warning Notice”) on the Service Provider notifying the Service Provider that they have failed to comply with their obligations. Within five (5) Working Days of receipt of the Quality Warning Notice, the Service Provider shall submit a Rectification Plan in accordance with the provisions of clause 35 (Rectification Plan Process) to the Customer Relationship Manager setting out the actions to reduce the number of Quality Management Points in effect to twenty-five (25) or fewer.
21. Whilst the number of Quality Management Points in effect is above twenty-five (25), the Service Provider shall undertake the actions detailed in the Rectification Plan and provide updates at least every five (5) Working Days.


	1. Number
	1. Measure
	Target Service Level
	Period Of Effect
	Quality Management Points

	1. (i)
	1. Effective Quality Plan always in operation
	1. A complete Quality Plan is in place and updated in accordance with clause 10 (Quality and Implementation Plan) of the Agreement and Schedule 12 (Quality Plan)
	1. Until audit confirms Quality Plan is complete and in operation
	1. 25

	1. (ii)
	1. Quality Manager in place
	1. A Quality Manager, approved by the Customer Relationship Manager, is in place at all times
	Until operational Quality Manager is in place
	25

	1. (iii)
	1. Compliant Notifiable Default reporting
	1. All Notifiable Default notifications required by the terms of this Agreement are raised in compliance with the provisions of this Agreement
	1. 6 months
	1. 5 per non-conformity

	1. (iv)
	1. Adherence to Rectification Plans
	1. All Notifiable Defaults are rectified by the dates specified in the Rectification Plan
	1. Until audit confirms rectification
	1. 5 per non-conformity

	1. (v)
	1. Quality Plan updated in line with Rectification Plans
	1. All updates to the Quality Plan required by Rectification Plans  are conducted by the dates specified in the Rectification Plans
	1. Until failure corrected
	1. 10 per failure

	1. (vi)
	1. Implementation of audit report recommendations 
	1. All recommendations set out in any audit report are implemented by the dates required in the relevant audit report
	1. Until audit confirms recommendations have been implemented
	1. 5 per recommendation not implemented

	1. (vii)
	1. Internal Audit carried out when required
	1. All Internal Audits are carried out as required
	1. Until audit carried out
	1. 25 per audit not carried out

	1. (viii)
	1. Milestone Achievement
	1. No part or element of the Service is delivered without a Milestone Achievement Certificate
	1. Until Customer audit is carried out
	1. 10 per failure

	1. (ix)
	1. Access for Customer audits
	1. All access required to allow Customer audits as set out in clause 17 (Records, Reports, Audits & Open Book Data) of the Agreement
	1. Until Customer audit is carried out
	1. 10 per failure

	1. (x)
	1. Correct management of Service Points, Quality Management Points
	1. All self-monitoring reporting is accurate.
	1. Until audit confirms reporting is accurate
	1. 25



1. Table 1: Quality Management Points
21. The Customer may undertake audits of the Quality Management System and the Quality Plans in line with Table 1.
21. The Quality Management System and Quality Plans shall be subject to regular checks and periodic audit by the Customer, as detailed in clause 10.6 and Schedule 7.5 (Financial Reports and Audit Rights) of this Agreement.
21. The Customer may carry out such audits routinely every six months as described in clause 10.6 at its own cost (“Routine Audits”).
21. If the Service Provider accrues Quality Management Points in accordance with the provisions of this paragraph ‎6 and those Quality Management Points exceed 25, 50 or 70 Quality Management Points then additional audits (“Additional Audits”) may be undertaken by the Customer at the increased frequency of audits identified in Table 2.  For clarity, if the Service Provider accrues:
9. between 25 and 49 Quality Management Points, an Additional Audit (over and above the routine audits) may take every place 12 weeks;
9. between 50 and 69 Quality Management Points, an Additional Audit may take place every 8 weeks; and
9. 70 and over Quality Management Points an Additional Audit may take place every 4 weeks.
	1. Audit Frequency

	1. 
	1. Routine audits at Customer’s expense
	1. Additional audits carried out by Customer in accordance with paragraph 6.10 (of Part B), clause 10.6 and Schedule 7.5 (Financial Reports and Audit Rights) of the Agreement shall be at the Service Provider’s expense (see below)

	1. Quality Management Points
	1. 0 – 24
	1. 25 – 49
	1. 50 – 69
	1. 70 and over

	1. Frequency of Customer audits (weeks)
	1. 24
	1. 12
	1. 8
	1. 4


1. 
Table 2: Audit Table

21. The above provisions are without prejudice to the provisions in clause 10.6 and Schedule 7.5 (Financial Reports and Audit Rights) of the Agreement.
21. Where Additional Audits are undertaken by the Customer the Service Provider shall reimburse the Customer for all of the additional, reasonable costs incurred by the Customer as detailed in paragraph 2.7 of Part C, to Schedule 7.5 (Financial Model) of this Agreement.


1. ANNEX 1
1. Key Performance Indicators and Subsidiary Performance Indicators
1. PART I: Key Performance Indicators and Subsidiary Performance Indicators Tables
1. The Key Performance Indicators and Subsidiary Performance Indicators that shall apply to the Operational Services are set out below:
1. Table A1 Key Performance Indicators (KPIs) for the First Performance Indicators Period
	No.
	Key Performance Indicator Title
	Definition
	Frequency of Measurement
	Performance Level
	Service Points

	KPI1
	VMS & Information Responses Delivering Positive Impact
	See Paragraph 1 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 98.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 97.00% and < 98.00%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 96.00% and < 97.00% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 95.00% and < 96.00%
	60

	
	
	
	
	KPI Service Threshold:
< 95.00%
	80

	KPI2
	NOT USED
	NOT USED
	NOT USED
	NOT USED
	NOT USED 

	
	
	
	
	NOT USED
	NOT USED 

	
	
	
	
	NOT USED
	NOT USED 

	
	
	
	
	NOT USED
	NOT USED 

	
	
	
	
	NOT USED
	NOT USED 

	KPI3
	VMS & Information Response Timeliness
	See Paragraph 3 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
< 180 seconds
	0

	
	
	
	
	Minor KPI Failure:
≥ 180 and < 240 seconds
	20

	
	
	
	
	Serious KPI Failure:
≥ 240 and < 300 seconds
	40

	
	
	
	
	Severe KPI Failure:
≥ 300 and < 360 seconds
	60

	
	
	
	
	KPI Service Threshold:
≥ 360 seconds
	80

	KPI4
	Percentage of Validated Traffic Events
	See Paragraph 4 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 80.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 79.00% and < 80.00%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 78.00% and < 79.00% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 77.00% and < 78.00%
	60

	
	
	
	
	KPI Service Threshold:
< 77.00%
	80

	KPI5
	Total Traffic Data Completeness		
	See Paragraph 5 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
≥ 99.50%
	0

	
	
	
	
	Minor KPI Failure:
≥ 99.27% and < 99.50%
	20

	
	
	
	
	Serious KPI Failure:
≥ 98.94% and < 99.27%
	40

	
	
	
	
	Severe KPI Failure:
≥ 98.60% and < 98.94%
	60

	
	
	
	
	KPI Service Threshold:
< 98.60%
	80

	KPI6
	Real-time In-vehicle Traffic Data Coverage
	See Paragraph 6 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 60.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 57.50% and < 60.00%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 55.00% and < 57.50% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 52.50% and < 55.00%
	60

	
	
	
	
	KPI Service Threshold:
< 52.50%
	80

	KPI7
	Predicted Journey Times Accuracy
	See Paragraph 7 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
≥ 80.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 77.67% and < 80.00%
	20

	
	
	
	
	Serious KPI Failure:     
≥ 73.34% and < 77.67%
	40

	
	
	
	
	Severe KPI Failure:
≥ 70.00% and < 73.34%
	60

	
	
	
	
	KPI Service Threshold:
< 70.00%
	80

	KPI8
	Near Real-time Delivery Channel Availability
	See Paragraph 8 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 99.50%
	0

	
	
	
	
	Minor KPI Failure:
≥ 99.25% and < 99.50%
	20

	
	
	
	
	Serious KPI Failure:     
≥ 99.00% and < 99.25%
	40

	
	
	
	
	Severe KPI Failure:
≥ 98.75% and < 99.00%
	60

	
	
	
	
	KPI Service Threshold:
< 98.75%
	80

	KPI9
	Historical Data Service Delivery Channel Availability
	See Paragraph 9 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 96.67%
	0

	
	
	
	
	Minor KPI Failure:
≥ 96.34% and < 96.67%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 90.00% and < 96.34% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 86.67% and < 90.00%
	60

	
	
	
	
	KPI Service Threshold:
< 86.67%
	80

	KPI10
	IT Fix Times
	See Paragraph 10 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
3 failures or fewer
	0

	
	
	
	
	Minor KPI Failure:
4 - 6 failures inclusive
	20

	
	
	
	
	Serious KPI Failure:     
7 - 9 failures inclusive
	40

	
	
	
	
	Severe KPI Failure:
10 - 12 failures inclusive
	60

	
	
	
	
	KPI Service Threshold:
more than 12 failures
	80

	KPI11
	Asset Model Update Timeliness
	See Paragraph 11 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
< 2 weeks (mean time)
	0

	
	
	
	
	Minor KPI Failure:
≥ 2 and < 3 weeks (mean time)
	20

	
	
	
	
	Serious KPI Failure:     
≥ 3 and < 4 weeks (mean time)
	40

	
	
	
	
	Severe KPI Failure:
≥ 4 and < 5 weeks (mean time)
	60

	
	
	
	
	KPI Service Threshold:
≥ 5 weeks (mean time)
	80




1. Table A2 Key Performance Indicators (KPIs) for the Second Performance Indicators Period
	No.
	Key Performance Indicator Title
	Definition
	Frequency of Measurement
	Performance Level
	Service Points

	KPI1
	VMS & Information Responses Delivering Positive Impact
	See Paragraph 1 of Part II of this Annex 
	Each Service Period
	Target Performance Level:[footnoteRef:2] [2:  	Note that these performance levels will be set during the Transformation project when more detail is known about the Service Provider Solution.] 

to be agreed with the Customer Relationship Manager
	0

	
	
	
	
	Minor KPI Failure:
to be agreed with the Customer Relationship Manager
	20

	
	
	
	
	Serious KPI Failure:     
to be agreed with the Customer Relationship Manager
	40

	
	
	
	
	Severe KPI Failure:
to be agreed with the Customer Relationship Manager
	60

	
	
	
	
	KPI Service Threshold:
to be agreed with the Customer Relationship Manager
	80

	KPI2
	NOT USED 
	NOT USED 
	NOT USED 
	NOT USED 
	NOT USED 

	
	
	
	
	NOT USED 
	NOT USED 

	
	
	
	
	NOT USED 
	NOT USED 

	
	
	
	
	NOT USED 
	NOT USED 

	
	
	
	
	NOT USED 
	NOT USED 

	KPI3
	VMS & Information Response Timeliness
	See Paragraph 3 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
< 120 seconds
	0

	
	
	
	
	Minor KPI Failure:
≥ 120 and < 180 seconds
	20

	
	
	
	
	Serious KPI Failure:
≥ 180 and < 240 seconds
	40

	
	
	
	
	Severe KPI Failure:
≥ 240 and < 300 seconds
	60

	
	
	
	
	KPI Service Threshold:
≥ 300 seconds
	80

	KPI4
	Percentage of Validated Traffic Events
	See Paragraph 4 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 80.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 79.00% and < 80.00%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 78.00% and < 79.00% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 77.00% and < 78.00%
	60

	
	
	
	
	KPI Service Threshold:
< 77.00%
	80

	KPI5
	Total Traffic Data Completeness		
	See Paragraph 5 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
≥ 99.90%
	0

	
	
	
	
	Minor KPI Failure:
≥ 99.67% and < 99.90%
	20

	
	
	
	
	Serious KPI Failure:
≥ 99.34% and < 99.67%
	40

	
	
	
	
	Severe KPI Failure:
≥ 99.00% and < 99.34%
	60

	
	
	
	
	KPI Service Threshold:
< 99.00%
	80

	KPI6
	Real-time In-vehicle Traffic Data Coverage
	See Paragraph 6 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 60.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 57.50% and < 60.00%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 55.00% and < 57.50% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 52.50% and <55.00%
	60

	
	
	
	
	KPI Service Threshold:
< 52.50%
	80

	KPI7
	Predicted Journey Times Accuracy
	See Paragraph 7 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
≥ 80.00%
	0

	
	
	
	
	Minor KPI Failure:
≥ 77.67% and < 80.00%
	20

	
	
	
	
	Serious KPI Failure:     
≥ 73.34% and < 77.67%
	40

	
	
	
	
	Severe KPI Failure:
≥ 70.00% and < 73.34%
	60

	
	
	
	
	KPI Service Threshold:
< 70.00%
	80

	KPI8
	Near Real-time Delivery Channel Availability
	See Paragraph 8 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 99.85%
	0

	
	
	
	
	Minor KPI Failure:
≥ 99.60% and < 99.85%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 99.35% and < 99.60% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 99.15% and < 99.35%
	60

	
	
	
	
	KPI Service Threshold:
< 99.15%
	80

	KPI9
	Historical Data Service Delivery Channel Availability
	See Paragraph 9 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
≥ 99.85%
	0

	
	
	
	
	Minor KPI Failure:
≥ 99.60% and < 99.85%
	20

	
	
	
	
	Serious KPI Failure:    
≥ 99.35% and < 99.60% 
	40

	
	
	
	
	Severe KPI Failure:
≥ 99.15% and < 99.35%
	60

	
	
	
	
	KPI Service Threshold:
< 99.15%
	80

	KPI10
	IT Fix Times
	See Paragraph 10 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
0 failures
	0

	
	
	
	
	Minor KPI Failure:
1 - 3 failures inclusive
	20

	
	
	
	
	Serious KPI Failure:     
4 - 6 failures inclusive
	40

	
	
	
	
	Severe KPI Failure:
7 - 9 failures inclusive
	60

	
	
	
	
	KPI Service Threshold:
≥ 10 failures
	80

	KPI11
	Asset Model Update Timeliness
	See Paragraph 11 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
< 1 week (mean time)
	0

	
	
	
	
	Minor KPI Failure:
≥ 1 and < 2 weeks (mean time)
	20

	
	
	
	
	Serious KPI Failure:     
≥ 2 and < 3 weeks (mean time)
	40

	
	
	
	
	Severe KPI Failure:
≥ 3 and < 4 weeks (mean time)
	60

	
	
	
	
	KPI Service Threshold:
≥ 4 weeks (mean time)
	80




1. Table A3 Subsidiary Performance Indicators (PIs) for the First Performance Indicators Period
	No.
	Subsidiary Performance Indicator Title
	Definition
	Frequency of Measurement
	Performance Level

	PI1
	Accuracy of Unplanned Event Durations
	See Paragraph 12 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
50.00% and above

	
	
	
	
	PI Service Threshold: 
below 30.00%

	PI2
	Delivery Channel Complaints
	See Paragraph 13 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
4 and below

	
	
	
	
	PI Service Threshold: 
above 5

	P13
	Accuracy of Location Translations
	See Paragraph 14 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
90.00% and above

	
	
	
	
	PI Service Threshold: 
below 75.00%

	PI4
	Consistency of Location Translations
	See Paragraph 15 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
75.00% and above

	
	
	
	
	PI Service Threshold:
below 60.00%

	PI5
	Percentage of Unvalidated Traffic Events
	See Paragraph 16 of Part II of this Annex
	Each Service Period
	Target Performance Level:
80% and above

	
	
	
	
	PI Service Threshold:
below 70%

	PI6
	IT Changes Completed on Time
	See Paragraph 17 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
95.00% and above

	
	
	
	
	PI Service Threshold: 
below 85%

	PI7
	Road Network Model Updates Timeliness
	See Paragraph 18 of Part II of this Annex 
	Each Service Period
	Target Performance Level:
3 months (mean time) and below

	
	
	
	
	PI Service Threshold: 
below 6 months (mean time)

	PI8
	Delivery Channel User Satisfaction
	See Paragraph 19 of Part II of this Annex
	Every Six Months
	Target Performance Level:
[to be agreed with the Customer Relationship Manager] and above satisfied or very satisfied[footnoteRef:3] [3:  	Note that these performance levels will be set following delivery of the Baseline Satisfaction Survey, see paragraph 19.2] 


	
	
	
	
	PI Service Threshold:
below [to be agreed with the Customer Relationship Manager] satisfied or very satisfied
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1. Table A4 Subsidiary Performance Indicators (PIs) for the Second Performance Indicators Period
	No.
	Subsidiary Performance Indicator Title
	Definition
	Frequency of Measurement
	Performance Level

	PI1
	Accuracy of Unplanned Event Durations
	See Paragraph 12 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
70.00% and above

	
	
	
	
	PI Service Threshold:
below 50.00%

	PI2
	Delivery Channel Complaints
	See Paragraph 13 of Part II of this Annex
	Each Service Period
	Target Performance Level:
3 and below

	
	
	
	
	PI Service Threshold:  
above 4

	P13
	Accuracy of Location Translations
	See Paragraph 14 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
90.00% and above

	
	
	
	
	PI Service Threshold:  
below 75.00%

	PI4
	Consistency of Location Translations
	See Paragraph 15 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
90.00% and above

	
	
	
	
	PI Service Threshold:
below 75.00%

	PI5
	Percentage of Unvalidated Traffic Events
	See Paragraph 16 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
80.00% and above

	
	
	
	
	PI Service Threshold:    
below 70.00%

	PI6
	IT Changes Completed on Time
	See Paragraph 17 of Part II of this Annex
	Each Service Period
	Target Performance Level: 
95.00% and above

	
	
	
	
	PI Service Threshold:  
below 85%

	PI7
	Road Network Model Updates Timeliness
	See Paragraph 18 of Part II of this Annex 
	Each Service Period
	Target Performance Level: 
1.5 months (mean time) and below

	
	
	
	
	PI Service Threshold: 
below 4.5 months (mean time)

	PI8
	Delivery Channel User Satisfaction
	See Paragraph 19 of Part II of this Annex
	Every Six Months
	Target Performance Level:
[to be agreed with the Customer Relationship Manager] and above satisfied or very satisfied[footnoteRef:4] [4:  	Note that these performance levels will be set following delivery of the Baseline Satisfaction Survey, see paragraph 19.2] 


	
	
	
	
	PI Service Threshold:
below [to be agreed with the Customer Relationship Manager] satisfied or very satisfied






PART II: DEFINITIONS
1. KPI1: VMS & INFORMATION RESPONSES DELIVERING POSITIVE IMPACT
27. This KPI is calculated as the percentage of Responses to Validated Unplanned Events in a Service Period that deliver benefit, as determined in accordance with paragraphs 1.2 and 1.3 (as applicable), including in terms of:
0. average delay saved per vehicle;
0. total delay saved;
0. fiscal saving achieved;
0. improved journey time; and
0. emissions saved,
out of the total number of Responses to Events in the applicable Service Period.
27. [bookmark: _Hlk40772992]The method to determine the percentage of Responses to Validated Unplanned Events that deliver benefits in the First Performance Indicators Period will follow the approach “Strategic Responses Delivering Benefit” used by the Outgoing Service Provider after being assessed against the Analytical Assurance Framework by the Performance Analysis and Modelling Team and agreed by the Service Provider with the Customer Relationship Manager.
27. The method to determine the percentage of Responses to Validated Unplanned Events that deliver benefits in the Second Key Performance Indicators Period will be defined by the Service Provider and agreed and assessed against the Analytical Assurance Framework by the Performance Analysis and Modelling Team and then subsequently agreed with the Customer Relationship Manager.
1. [bookmark: _Ref39757619]KPI2: NOT USED 
28. NOT USED.
1. KPI3: VMS & INFORMATION RESPONSE TIMELINESS
29. This KPI is calculated as the mean timeliness of Response Publication following the creation or update of a Validated Event:

29. This KPI:
1. applies to all Published Responses in the Service Period following Validation of the Event or any Event Update; and
1. shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. KPI4: PERCENTAGE OF VALIDATED TRAFFIC EVENTS
30. This KPI is calculated as the percentage of Validated Events created, updated and Published within defined two (2) minutes from receipt:

30. The calculation in this paragraph 4:
1. applies to all Validated Events, including updated Published in the Service Period; and
1. only applies to Validated Events on the SRN.
30. Published Validated Events shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. KPI5: TOTAL TRAFFIC DATA COMPLETENESS
31. This KPI is calculated as the percentage of received Traffic Data Published within one (1) minute of receipt via APIs and email to Internal Customer Users and External Users in the Service Period:

31. For these purposes:
1. the Traffic Data includes data received from in-vehicle aggregated data providers, MIDAS, TMU, TAME and DBFO/Local Authority data sources;
1. Published Traffic Data shall have been subject to Near Real-time Validation prior to Publication;
1. where Traffic Data is missing due to the act or omission of the Customer, this is deemed to have been Published; 
1. the time of receipt of Traffic Data is the timestamp logged upon receipt of the Traffic Data; and
1. the time of publication of Traffic Data is the timestamp logged upon publication of the Traffic Data.
31. The time of receipt and publication of Traffic Data (in accordance with paragraphs 5.2.4 and 5.2.5) shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. KPI6: REAL-TIME IN-VEHICLE TRAFFIC DATA COVERAGE
32. This KPI is calculated as the percentage of Near Real-time In-vehicle On-network Sensor Traffic Data coverage across the NTIS Network received from In-vehicle On-network Sensor data providers in the Service Period:

32. For these purposes:
1. the definition of “Near Real-time” will be agreed between the Customer Relationship Manager and the Service Provider;
1. for each one (1) minute period of the day for each data instance for the Service Period, a record will be kept by the Service Provider of whether the Traffic Data Published is real-time or non real-time;
1. the receipt time for any Traffic Data item is the timestamp the Traffic Data item was received by the In-vehicle On-network Sensor data provider; 
1. the publication time for any Traffic Data item is the timestamp logged upon Publication of the Traffic Data; and
1. Published Near Real-time In-vehicle On-network Sensor Traffic Data coverage shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
32. The calculation shall apply to all In-vehicle On-network Sensor Traffic Data Published in the Service Period.
1. [bookmark: _Ref39757511]KPI7: PREDICTED JOURNEY TIMES ACCURACY
33. This KPI is calculated as the percentage accuracy of Predicted Journey Times, by comparing the actual Journey Times for the Service Period to the Predicted Journey Times:

33. For these purposes, “k” is the percentage of time greater than the Free-Flow Journey Time and, as such, this calculation will only apply to Predicted Journey Times that exceed the Free-Flow Journey Time. 
33. Published accuracy of Predicted Journey Times shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. KPI8: NEAR REAL-TIME DELIVERY CHANNEL AVAILABILITY
34. [bookmark: _Ref40370702]This KPI is calculated as the availability of the service by assessing the mean availability of individual dissemination Delivery Channels:

34. For these purposes:
1. the Delivery Channels that this KPI applies to are Websites & Apps, Operator Interface, API and the CHARM interchange interface for VMS only;
1. the Websites & Apps, Operator Interface and API shall be deemed to be Available if Users are able to access and utilise all functions and the latest Data, Information and Operational Intelligence is Available from the Delivery Channel and the requirements of paragraph 8.2.4 are met;
1. the VMS shall be deemed to be Available if a response is returned from the CHARM interchange interface web service that is not the result of a Service Provider mal-formed web service request and the requirements of paragraph 8.2.4 are met;
1. the Delivery Channels shall be deemed to be Available if the relevant Delivery Channel is responsive in accordance with the System Response Time; and
1. the frequency of Data publication for the First Performance Indicators Period and Second Performance Indicators Period is every one (1) minute.
34. Delivery Channel Availability shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
34. The start time for measuring the Near Real-time Delivery Channel Availability will be 00:00:00 at the start of the Service Period and end 23:59:59 at the end of the Service Period.
1. KPI9: HISTORICAL DATA SERVICE DELIVERY CHANNEL AVAILABILITY
35. This KPI is calculated as the availability of the Historical Data Service Delivery Channel:

35. where:
1. the Historical Data Service Delivery Channel shall be considered Available if:
0. Users are able to access and utilise from the Delivery Channel all functions and the latest Data, Information and Operational Intelligence; and
0. the Delivery Channel is responsive in accordance with the System Response Time;
1. the frequency of Data publication for First Performance Indicators Period is every twenty four (24) hours whereas for the Second Performance Indicators Period this is every one (1) minute; and
1. for the First Performance Indicators Period, if the Data provided is not complete and is not subsequently made Available via this Delivery Channel within twenty four (24) hours from the agreed time for Publication then it is deemed not Available.
35. Availability of the Historical Data Service Delivery Channel shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
35. The start time for measuring the Historical Data Service Delivery Channel Availability will be 00:00:00 at the start of the Service Period and end 23:59:59 at the end of the Service Period.
1. KPI10: IT FIX TIMES
36. This KPI is calculated as the number of failures by the Service Provider to Fix Service Incidents within the applicable maximum Fix Time set out in paragraph 10.3, for the allocated severity levels (A-E) set out in paragraph 10.3 below. Service Incident severity levels will be classified by the Service Provider following a business process agreed with the Customer Relationship Manager.
36. For these purposes:
1. the “Fix Time” is calculated from the time at which the Service Incident is logged (as set out in paragraph 10.2.2) until the time the Service Incident is Fixed (as set out in paragraph 10.2.3);
1. the time at which a Service Incident is logged is the earliest of: 
1. an alarm being generated by any element of the Service Provider System; 
1. notification of a Service Incident being provided to the Service Provider; or
1. where a Service Incident is raised by an Operational User; and
1. a Service Incident is “Fixed” when resolved and closed (and “Fix” shall be construed accordingly) and:
2. corrective action has been successfully completed;
2. the affected Delivery Channels and Services tested such that it is demonstrated that the Delivery Channels and Services are being provided in accordance with Schedule 2.1 (Service Description) and the Performance Indicators; and
2. the Service Incident is properly recorded as closed in the incident management log by the Service Provider.
36. The following Table shows how the Service Provider shall categorise Service Incidents and their associated Fix Times:
	Impact
	Service Incident Severity Level

	
	Insignificant (E)
	Significant (D)
	Moderate (C)
	Major (B)
	Critical (A)

	Operations & Service Impact
	No impact on operational performance or delivery of the Services
	Potential impact on operations performance or delivery of the Services
	Intermittent impact on operational performance or delivery of the Services
	Loss of, or inability to deliver operational performance or component of the Services
	Sustained loss of operational performance or delivery of the Services

	Reputation
	No impact on reputation or brand
	Low probability of impact on reputation or brand
	High probability of impact on reputation or brand
	Reputation or brand is affected in short term
	Reputation is affected in long term

	Safety
	Risk of first aid required, near miss
	Risk of lost time accident (one (1) day), medical treatment
	Risk of lost time accident (three (3) days), dangerous occurrence
	Low risk of fatality
	Medium to high risk of fatality

	Fix Times
	As agreed with the Customer Relationship Manager
	Less than twenty (20) Working Days
	Less than five (5) Working Days
	Less than twenty-four (24) hours
	Less than four (4) hours



36. When a Major Service Incident or Critical Service Incident Fix Time has been exceeded, the Fix Time shall be reset to zero (0) and the Service Incident count shall be incremented by one (1).
1. KPI11: ASSET MODEL UPDATE TIMELINESS
37. This KPI is calculated as the mean time for Publication of the Asset Model Changes, following Strategic Road Network Model Changes identified in Customer Systems in the Service Period:

37. For these purposes, Published refers to the publication of the applicable Asset Model Change in the Service Provider System by making it available via Websites & Apps, Operator Interface and API.
37. The mean time for all Asset Model Changes shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. [bookmark: _Ref39758451]PI1: ACCURACY OF UNPLANNED EVENT DURATIONS
38. This PI is calculated as the percentage accuracy of Predictions for Unplanned Event Durations:

38. For these purposes:
1. the measure will compare the Actual Event Duration for Unplanned Events to the Predicted Event Duration for Unplanned Events half-way through the Unplanned Event to determine how accurate the Predicted Event Durations were. This will look at the percentage error in the Predicted Event Durations made closest to half-way through the Unplanned Event and compare it to see when the Unplanned Event actually returned to Expected Traffic Conditions; 
1. the calculation will only apply to Unplanned Events of greater than sixty (60) minutes’ duration; and
1. the calculation will only apply to all Validated Unplanned Events Published in the applicable Service Period.
38. Published accuracy of Predictions for Unplanned Event Durations shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. [bookmark: _Ref39758497]PI2: DELIVERY CHANNEL COMPLAINTS
39. This PI is calculated as the number of justified Service Provider Solution Complaints received through the ‘Customer Contact Centre’ (CCC):

39. A justified Service Provider Solution Complaint is an issue raised via the CCC whereby information published to a Delivery Channel by the Service Provider was incorrect and caused by a failure or omission of the Service Provider to meet any requirement in Schedule 12 (Quality Plan).
39. For each unique Service Provider Solution Complaint received, a record shall be kept by the Service Provider in the Service Period.
1. PI3: ACCURACY OF LOCATION TRANSLATIONS
40. This PI is calculated as the number of Roadwork Events from NOMS and Unplanned Events from CHARM that cannot be systematically translated to an NTIS Network Model location without manual intervention:

40. Successfully mapped Unplanned Events will be mapped to nearest road section as well as the correct road and carriageway.
40. Events that cannot be translated to an NTIS Network Model location without manual intervention due to missing location information provided by source systems shall be excluded from the calculation.
40. Published accuracy of translations shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
40. The calculation shall only apply in respect of all Validated Roadwork Events and Unplanned Events Published in the Service Period. 
1. PI4: CONSISTENCY OF LOCATION TRANSLATIONS
41. This PI is calculated as the congruency of the relationship between the NTIS Network Model and the Customer System data model utilised to describe the location of Roadworks Events:

41. For these purposes, an NTIS Link or Roadwork Event Link (as applicable) is to be considered congruent if it has at least 90% of its length correctly mapped against the sum of attributed linear referenced lengths from the Customer System linear reference data model, where: 
1. matched road sections must have a corresponding road name and type unless exceptions are agreed;
1. the time parameter measures the amount of time the relationship between the NTIS Network and the Customer System linear reference data model is not congruent; and
1. mapping will not considered to be correct where the start/end point of an NTIS Link or Roadwork Events model Link and the start/end point of the Customer System linear reference data model exceeds five (5) metres.
41. Published consistency of location translations shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. [bookmark: _Ref39758983]PI5: PERCENTAGE OF UNVALIDATED TRAFFIC EVENTS
42. This PI is calculated as the percentage of Unvalidated Events created, updated and Published within two (2) minutes from receipt:

42. Published Unvalidated Events shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. PI6: IT CHANGES COMPLETED ON TIME
43. This PI is calculated as the percentage of IT Service Management changes delivered within agreed timescales:

43. IT Service Management completed times shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
43. IT Service Management changes that cannot be successfully completed on-time due to the act or omission of the Customer, will be deemed to have been successfully delivered within agreed timescales. 
1. PI7: ROAD NETWORK MODEL UPDATES TIMELINESS
44. This PI is calculated as the mean time for publication of the Network Model Changes by the Service Provider System following Strategic Road Network Model Changes identified in Customer Systems:

44. For these purposes, Published refers to the publication of the applicable Network Model Change in the Service Provider System by making it available via Websites  & Apps, Operator Interface and API.
44. Published mean Network Model Change times shall be reported by industry standard automated system performance reports, such reports to be generated by the Service Provider and (where required by the Customer Relationship Manager) provided to the Customer.
1. [bookmark: _Ref50554333]PI8: DELIVERY CHANNEL USER SATISFACTION 
45. This PI is calculated as the percentage of Users that respond to an independently undertaken survey of Users’ satisfaction with all Delivery Channels combined and respond that they are ‘very satisfied’ or ‘satisfied’ on a five point scale  comprising ‘very satisfied’, ‘satisfied’, ‘neither satisfied nor dissatisfied’, ‘dissatisfied’, and ‘very dissatisfied’ (each such survey a “Satisfaction Survey”).
45. [bookmark: _Ref419711949]The Service Provider shall commission and complete an independent baseline Satisfaction Survey within six months of the Operational Service Commencement Date. The outputs of the baseline Satisfaction Survey shall be used by the Customer Relationship Manager, acting reasonably, to define appropriate performance levels for the PI. 
45. The Service Provider shall commission and complete independent Satisfaction Surveys every six months following completion of the baseline Satisfaction Survey. 
45. Each Satisfaction Survey shall be delivered in accordance with the Market Research Society’s Code of Conduct, as set out in Appendix 1 of Schedule 2.3 (Standards), in respect of the Customer’s Internal Customer Users and External Users.
45. The subject matter of Satisfaction Surveys shall include an assessment and feedback on the Service Provider’s performance in terms of:
4. the usage, accessibility and usability of the Delivery Channels;
4. the quality of the information provided via the Delivery Channels; and/or 
4. implementation of improvements made to the Delivery Channels.
45. The Satisfaction Survey measurement approach, subject matter and content shall be agreed between the Service Provider and the Customer Relationship Manager.



ANNEX 2
Collaborative Performance Framework
1. Performance indicators in the Collaborative Performance Framework (CPF) are categorised into Themes and Measures which are set out in Table 3 (as may be updated from time to time by the Customer as referenced in paragraph ‎2 below):
	Theme
	Measures

	Health and Safety
	· Health and safety management

	Customer
	· Effectiveness of engagement with customers and stakeholders

	Delivery
	· Quality management, Service Levels and key deliverables


Table 3: Themes and Measures
1. [bookmark: _Ref16851672]The framework to assess the Service Provider’s performance against the Measures shall be the Collaborative Performance Framework, which may be updated from time to time by the Customer. The Collaborative Performance Framework supports the Customer in driving continuous improvement by benchmarking performance, identifying best practice and areas for improvements, and learning lessons from experience.
1. The initial indicators for each Measure are set out in the relevant sections of the Collaborative Performance Framework.
1. To support the measurement of the performance of the Service Provider, the Service Provider shall on a quarterly basis, with the first reviews being submitted at the end of the third Service Period after the Effective Date:
3. collect and assemble Data about their performance against the indicators for the Measures using the Customer’s standard format;
3. submit to the Customer Relationship Manager a score for each of the Measures that is self-determined in accordance with the Collaborative Performance Framework reporting template, with supporting evidence to justify the score; and
review and agree the scores submitted with the Customer Relationship Manager (both Parties acting reasonably).
1. If the Service Provider achieves an agreed score of less than six (6) in respect of any Measure, the Service Provider shall produce and comply with a Rectification Plan in accordance with the Rectification Plan Process.
1. The Service Provider shall report its performance in respect of the Collaborative Performance Framework within the Performance Monitoring Report and the Annual Performance Report.
1. Immediately following each anniversary of the Effective Date, the Service Provider shall submit proposals for improvements to its performance against each of the CPF Measures and the improvement in score that it intends to achieve for the following twelve (12) Service Periods in order to support the requirement for continuous improvements in its performance as defined within Schedule 2.6 (Service Improvement).

