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Call-Off Schedule 14 (Key Performance Indicators)
1. Definitions
1.1 In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	[bookmark: _heading=h.2et92p0]"At Risk %"
	means the percentage figure identified as such in the Order Form;

	"At Risk Amount"
	means in respect of a Service Period, the amount calculated in accordance with Paragraph 3.1 of Part A of this Schedule; 

	"Earn Back %"
	means the percentage figure identified as such in the Order Form and which shall be used to determine the proportion of a KPI Credit which may be the subject of any Earn Back;

	“KPI Category”

	means each of the categories in the columns headed "KPI Category" in the "KPI Measures" tab of the KPI PayMech Model;

	“KPI Category At Risk Amount”
	means in relation to a KPI Category in respect of a Service Period, the amount calculated in accordance with Paragraph 3.2 of Part A of this Schedule;

	"KPI Paymech Model"
	means the model comprised in the Excel worksheet - KPI Paymech Model, and attached in the Annex A to Part A of this Schedule to be used for calculating any adjustments to the Charges as a result of the operation of the KPI regime in this Schedule;

	"KPI At Risk Amount"
	means in relation to a KPI in respect of a Service Period, the amount calculated in accordance with Paragraph 3.3 of Part A of this Schedule; 

	"KPI Failure"
	means a failure to meet the KPI Performance Measure in respect of a KPI;

	"KPI Performance Measure"
	means each of the Performance Measures in the columns headed Measure Requirement and Measure Achievement Calculation in the KPI Measures tab of the KPI Paymech Model 

	"Performance Monitoring Reports"
	shall have the meaning in Part B of this Schedule; 

	"Performance Review Meetings"
	shall have the meaning in Part B of this Schedule; 

	"Persistent KPI Failure"
	means the Supplier's actual performance against the KPIs falls to or below the standard to which Paragraph 6 of Part A of this Schedule refers; and

	"KPI Credits"
	any KPI Credits specified in the Annex to Part A of this Schedule being payable by the Supplier to the Buyer in respect of any failure by the Supplier to meet one or more KPIs;

	"Ratchet"
	shall have the meaning in Part A of this Schedule.



2. What happens if you don’t meet the KPIs
2.1 The Supplier shall at all times provide the Deliverables to meet or exceed the KPI Performance Measure for each KPI.
2.2 The Supplier acknowledges that any KPI Failure shall entitle the Buyer to the rights set out in Part A of this Schedule including the right to any KPI Credits and that any KPI Credit is a price adjustment and not an estimate of the Loss that may be suffered by the Buyer as a result of the Supplier’s failure to meet any KPI Performance Measure.
2.3 The Supplier shall send Performance Monitoring Reports to the Buyer detailing the level of service which was achieved in accordance with the provisions of Part B (Performance Monitoring) of this Schedule.
2.4 A KPI Credit shall be the Buyer’s exclusive financial remedy for a KPI Failure except where:
2.4.1 [bookmark: _heading=h.1t3h5sf]the Supplier has over the previous (twelve) 12 Month period exceeded the KPI Credit At Risk Amount; and/or
2.4.2 the KPI Failure:
(a) has arisen due to a Prohibited Act or wilful Default by the Supplier; 
(b) results in the corruption or loss of any Government Data; and/or
(c) results in the Buyer being required to make a compensation payment to one or more third parties; and/or
2.4.3 a Persistent KPI Failure occurs and/or the Buyer is otherwise entitled to or does terminate this Contract pursuant to Clause 10.4 of the Core Terms (When CCS or the buyer can end a contract).
2.4.4 [bookmark: _heading=h.gjdgxs]the Buyer is entitled to or does terminate this Contract pursuant to Clause 10.4 of the Core Terms (When CCS or the buyer can end a contract).
2.5 Not more than once in each Contract Year, the Buyer may, on giving the Supplier at least three (3) Months’ notice, change the weighting of KPI Performance Measure in respect of one or more KPIs and the Supplier shall not be entitled to object to, or increase the Charges as a result of such changes, provided that:
2.5.1 the total number of KPIs for which the weighting is to be changed does not exceed the number applicable as at the Start Date; 
2.5.2 the principal purpose of the change is to reflect changes in the Buyer's business requirements and/or priorities or to reflect changing industry standards; and
2.5.3 there is no change to the At Risk Amount
3. Persistent KPI Failure
On the occurrence of a Persistent KPI Failure:
3.1 any KPI Credits that would otherwise have accrued during the relevant Service Period shall not accrue; and
3.2 the Buyer shall be entitled to withhold and retain as compensation a sum equal to any Charges which would otherwise have been due to the Supplier in respect of that Service Period ("Compensation for Persistent KPI Failure"),
provided that the operation of this paragraph 3 shall be without prejudice to the right of the Buyer to terminate this Contract and/or to claim damages from the Supplier for material Default.
[bookmark: _heading=h.1fob9te]
Part A: KPIs and KPI Credits 
1. KPIs
If the level of performance of the Supplier:
1.1 is likely to or fails to meet any KPI Performance Measure; or
1.2 is likely to cause or causes a Persistent Service Failure to occur, 
the Supplier shall immediately notify the Buyer in writing and the Buyer, in its absolute discretion and without limiting any other of its rights, may:
1.2.1 require the Supplier to immediately take all preventative and/or remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a KPI Failure or Persistent KPI Failure from taking place or recurring; 
1.2.2 instruct the Supplier to comply with the Rectification Plan Process; 
1.2.3 if a KPI Failure has occurred, deduct the applicable KPI Credits payable by the Supplier to the Buyer; and/or
1.2.4 if a Persistent KPI Failure has occurred, exercise its right to Compensation for Persistent KPI Failure (including the right to terminate for material Default).
2. KPI Credits
2.1 The Buyer shall use the Performance Monitoring Reports supplied by the Supplier to verify the calculation and accuracy of the KPI Credits, if any, applicable to each Service Period.
2.2 KPI Credits are a reduction of the amounts payable in respect of the Deliverables and do not include VAT. The Supplier shall off set the value of any KPI Credits against the appropriate invoice in accordance with the relevant calculation formula below. 
3. [bookmark: _heading=h.17dp8vu]KPI Credit Calculation
3.1 [bookmark: _heading=h.3rdcrjn]At Risk Amount
3.1.1 [bookmark: _heading=h.26in1rg]For a Service Period, the At Risk Amount shall be calculated in accordance with Section 2 - Calculation of Monthly Value at Risk, of the Paymech Calc Overview tab of the KPI Paymech Model.
3.2 [bookmark: _heading=h.lnxbz9]KPI Category At Risk Amount 
3.2.1 The KPI Category At Risk Amount shall be calculated as follows: for each KPI Category, the At Risk Amount shall be apportioned to it in accordance with the KPI Category Weightings in the column headed KPI Weighting in the KPI Table 2 of the KPI Measures tab of the KPI Paymech Model.
3.3 [bookmark: _heading=h.35nkun2]KPI At Risk Amount 
3.3.1 The KPI At Risk Amount shall be calculated as follows: the KPI Category At Risk Amount that applies to the KPI Category in which the relevant KPI resides, shall be further apportioned in accordance with the KPI Measure Weightings in the column headed Measure Weighting in Table 3. Measures of the KPI Measures tab of the KPI Paymech Model.
3.4 KPI Credit 
3.4.1 The KPI Credit to be applied to a KPI in a Service Period for a KPI Failure shall be calculated in accordance with the KPI Measures tab of the KPI Paymech Model by:
(a) deducting from 100% the actual standard of performance (as a percentage, calculated using the Scoring Scales tab of the KPI Paymech Model) achieved by the Supplier against the KPI Performance Measure in that Service Period; and 
(b) multiplying the resultant percentage by the KPI At Risk Amount.
4. [bookmark: _heading=h.1ksv4uv]KPI Credit Ratchet
4.1 [bookmark: _heading=h.44sinio]A ratchet will apply to the calculation of KPI Credits for frequent and repeated KPI Failures ("Ratchet").
4.2 The Ratchet will be applied to the calculation of KPI Credits if one or both of the following circumstances occur:
4.2.1 KPI Failures occur in relation to any one or more of the KPIs comprised in the same KPI Category in consecutive Service Periods; and
4.2.2 KPI Failures occur in relation to any one or more of the KPIs comprised in the same KPI Category in any four (4) or more of the immediately preceding twelve (12) Service Periods.
4.3 The value of the Ratchet and when it is to be applied pursuant to Paragraph 4.2, is set out in the Perf Ded_Adj and Earnback Calc tab of the KPI Paymech Model.
4.4 When the Ratchet is to be applied, the relevant KPI Credit shall be the number of KPI Credits that would normally accrue for an initial KPI Failure multiplied by the value of the Ratchet, for example:
4.4.1 if a KPI Failure in respect of any one or more KPIs comprised in the same KPI Category occurs in two (2) consecutive Service Periods, the KPI Credits for each of the KPI Failures in the second of such Service Periods will be 1.5 times the KPI Credit that would have been applicable to them for an initial KPI Failure (refer to table 1 in 4.4.3); and
4.4.2 if a KPI Failure in respect of any one or more KPIs comprised in the same KPI Category occurs in any four (4) Service Periods in the immediately preceding twelve (12) Service Periods, the KPI Credits for each of the KPI Failures in that fourth Service Period will be 1.75 times the KPI Credit that would have been applicable to them for an initial KPI Failure (refer to table 1 in 4.4.3).
4.4.3 Illustration of Ratchets to be applied in table form;
	Table 1: RATCHET OPTIONS
	Ratchet Value
	Consecutive Failure
	Failure over a 12 Month Rolling Period

	Default
	1
	 
	 

	Ratchet 1
	1.5
	2
	3

	Ratchet 2
	1.75
	3
	4,5

	Ratchet 3
	2
	4
	6,7,8,9,10,11,12



4.5 If more than one Ratchet applies to a KPI Failure in the same Service Period, the Ratchet resulting in the higher KPI Credit will be used.
5. [bookmark: _heading=h.z337ya]KPI Credit Earn Back
5.1 [bookmark: _heading=h.3j2qqm3]If:
5.1.1 [bookmark: _heading=h.1y810tw]in respect of a Service Period the Supplier has been liable to pay (and has paid) a KPI Credit in relation to a KPI Category; and
5.1.2 in the next Service Period, the Supplier is not liable to pay a KPI Credit in relation to the same KPI Category that was the subject of such KPI Credits in the previous Service Period,
5.2 The Supplier shall be entitled to recover a proportion of such KPI Credit ("Earn Back").
5.3 The amount of the Earn Back shall be calculated as the product of the KPI Credit paid in the previous Service Period in relation to the relevant KPI Category and the Earn Back %.
5.4 The Supplier shall recover any Earn Back to which it is entitled under this Paragraph 5 in accordance with Call-Off Schedule 5 (Call-Off Pricing).
6. Persistent KPI Failure
6.1 A Persistent KPI Failure shall arise when one or both of the following takes place:
6.1.1 [bookmark: _heading=h.3znysh7]a KPI Failure in respect of any one or more of the KPIs comprised in the same KPI Category occurs in five (5) consecutive Service Periods;
6.1.2 a KPI Failure in respect of any one or more of the KPIs comprised in the same KPI Category occurs in any seven (7) Service Periods in the immediately preceding twelve (12) Service Periods.
6.2 A Persistent KPI Failure shall constitute a material Default of this Contract by the Supplier.



[bookmark: _heading=h.tyjcwt]
Annex A to Part A – KPI_Paymech Model
     
[bookmark: _heading=h.3dy6vkm]
[bookmark: _heading=h.4d34og8]     











Part B: Performance Monitoring 
1. Performance Monitoring and Performance Review
1.1 Within twenty (20) Working Days of the Start Date the Supplier shall provide the Buyer with details of how the process in respect of the monitoring and reporting of KPIs will operate between the Parties and the Parties will endeavour to agree such process as soon as reasonably possible.
1.2 The Supplier shall provide the Buyer with performance monitoring reports in the same format as that in the KPI Paymech Model ("Performance Monitoring Reports") in accordance with the process and timescales agreed pursuant to paragraph 1.1 of Part B of this Schedule which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
1.2.1 for each KPI, the actual performance achieved over the KPI for the relevant Service Period;
1.2.2 a summary of all failures to achieve KPIs that occurred during that Service Period;
1.2.3 details of any Persistent KPI Failures;
1.2.4 for any Persistent failures, actions taken to resolve the underlying cause and prevent recurrence;
1.2.5 the KPI Credits to be applied in respect of the relevant Service Period indicating the KPI Failures and KPIs to which the KPI Credits relate; and
1.2.6 such other details as the Buyer may reasonably require from time to time.
1.3 The Parties shall attend meetings to discuss Performance Monitoring Reports ("Performance Review Meetings") on a Monthly basis. The Performance Review Meetings will be the forum for the review by the Supplier and the Buyer of the Performance Monitoring Reports.  The Performance Review Meetings shall:
1.3.1 take place within one (1) week of the Performance Monitoring Reports being issued by the Supplier at such location and time (within normal business hours) as the Buyer shall reasonably require;
1.3.2 be attended by the Supplier's Representative and the Buyer’s Representative; and
1.3.3 be fully minuted by the Supplier and the minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to the Buyer’s Representative and any other recipients agreed at the relevant meeting.  
1.4 The minutes of the preceding Month's Performance Review Meeting will be agreed and signed by both the Supplier's Representative and the Buyer’s Representative at each meeting.
1.5 The Supplier shall provide to the Buyer such documentation as the Buyer may reasonably require in order to verify the level of the performance by the Supplier and the calculations of the amount of KPI Credits for any specified Service Period.

2. Satisfaction Surveys
2.1 The Buyer may undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables. The Buyer shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Deliverables which the responses to the satisfaction surveys reasonably suggest are not in accordance with this Contract.
[bookmark: _heading=h.30j0zll]

Framework Ref: RM	                                           
Project Version: v1.0			
Model Version: v2.9		

Framework Ref: RM6232     
Project Version: v1.0		
Model Version: v3.2
image1.emf
KPI_Paymech Model  with Sample Data v1.0.xlsx
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Guidance



				Within both the 'Paymech Calc Overview' and 'Perf Ded_Add and Earnback Calc' tabs, all cells highlighted in pink should be completed by the Supplier/Buyer on a monthly basis to allow calculation of the Monthly Payment values.



				Please note all sample data contained within the model is provided for demonstration purposes only.

				Paymech Calc Overview sheet

				This tab receives the appropriate values into the Pink cells from the Supplier and therefore allows the calculation for the Monthly Payment to be completed. There is a more comprehensive Guidance Document available to all stakeholders called "xxxxxxxx". This explains the Pay Mech process and the purpose of each element of these two tabs in more detail.

				The information is structured as follows:

				Cell Reference		Description		Buyer build instruction		Monthly instruction

				C8		Shows the Period to which the Monthly Payment applies. This value will prime both tabs.		None		Ensure that the appropriate value is entered/is correct.

				C14		Shows the Contract Base Cost for the month (the fixed price).		None		Ensure that the appropriate value is entered/is correct.

				C16		Shows any monthly permanent or temporary variation to the contract.		None		Ensure that the appropriate value is entered/is correct.

				C24		Provides the % fee at risk agreed by the Buyer.		None		Ensure that the appropriate value is entered/is correct.

				C30		Shows the Pass through Cost for each Period.		None		Ensure that the appropriate value is entered/is correct.

				C34		Shows the Work Order Cost (Billable Works cost) for each Period.		None		Ensure that the appropriate value is entered/is correct.

				C38		Provides the Monthly TUPE Risk premium/cost.		None		Ensure that the appropriate value is entered/is correct.

				C43		The Monthly Performance Adjustment is driven by the KPI performance results and auto populates.		None		Ensure that the appropriate value is entered/is correct.

				C45		The Monthly Earnback is driven by the KPI performance results and auto populates.		None		Ensure that the appropriate value is entered/is correct.



				Perf Ded_Add and Earnback Calc sheet

				This tab receives the appropriate values into the Pink cells within Table 1 - ACTUAL DEDUCTIONS,  for each period. Each period, the appropriate period column within Table 1 should be manually populated by the Supplier from the 'KPI Measures' tab, Table 2.KPI's, KPI Deduction Column, cells D14 to D23.

				The information is structured as follows:

				Cell Reference		Description		Buyer build instruction		Monthly instruction

				Rows 11 to 20		Shows the deduction/adjustment value for each period against each appropriate KPI heading.		None		Copy and Paste Special in (removing formulas), the results from the 'KPI Measures' tab, Table 2.KPI's, KPI Deduction Column, cells D14 to D23. 

				Rows 89 to 98		Shows the deduction/adjustment value for each period against each appropriate KPI heading followed by the Earnback due as displayed in column BK.		Enter the Earnback % agreed for your contract into cell J85. Between 0% and 100%		None

				Within both the 'KPI Measures' and 'Scoring Scales' tabs, all cells highlighted in yellow should be completed by the Buyer based on their KPI requirements. The pre-populated KPIs, Measures and Scoring Scales throughout this spreadsheet are only examples. Buyers should look to amend these to better reflect the needs of their requirement, as part of their ITT pack, then remove the shading.





				Within both the 'KPI Measures' and 'Scoring Scales' tabs, all cells highlighted in green should be completed by the supplier/Buyer on a monthly basis to allow calculation of KPI achievements and potential performance deduction values.





				KPI Measures sheet

				This sheet shows the summarised position of the value at risk and performance deductions attributed to KPIs, both at a grouped and individual level.

				The information is structured as follows:

				Cell Reference		Description		Buyer build instruction (pre ITT)		Monthly instruction (within contract)



				Table 1. Financials

				C6		Defines the percentage of the value at risk for the contract.		Enter the KPI value at risk for your contract. Maximum is 6%.		None

				C7		Defines the monthly value of the contract.		None		Enter/ensure correct value for the period being assessed

				C8		Defines the value of variation events undertaken during the month.		None		Enter/ensure correct value for the period being assessed

				C9		Calculates the total value at risk for the month.		None		None



				Table 2. KPIs

				A14 to A23		Defines the KPI names		Enter up to 10 KPIs titles dependent on your requirements. If using less than ten KPIs just leave some cells blank.		None

				B14 to B23		Defines the weighting attributed to each KPI.		Enter weighting for each KPI. Total must add up to 100%.		None

				C14 to C23		Automatically calculates the value at risk attributable to each KPI.		None		None

				D14 to D23		Automatically calculates the performance deductions for the month attributable to each KPI.		None		None



				Table 3. Measures

				A28 to A87		Defines which KPI the individual Measure is attributed to.		Select (from the drop down box) the KPI you are putting a Measure against. Every KPI needs at least one Measure. We suggest a maximum of 5 Measures per KPI to avoid dilution.		None

				B28 to B87		Defines the Measure Reference for each individual Measure.		Create a Measure Reference code per Measure for easy reference.		None

				C28 to C87		Defines the weighting attributed to each Measure.		Enter a weighting per Measure. Within each KPI, the Measure weightings must add up to 100%.		None

				D28 to D87		Automatically calculates the value at risk attributable to each Measure.		None		None

				E28 to E87		Automatically calculates the performance deductions attributable to each Measure.		None		None



				B24 & D88		These cells contain error checking formulas to ensure that the weightings and value at risk calculations are correct. In the event of an error, a message in red highlighting the problem will be displayed.		None		None

				Table 4. Specific Measures - This table lists all of the KPI Performance Measures applicable to the contract KPIs. It defines the requirement for each Measure, and states how performance will be measured for the performance calculations.The information is structured as follows:

				Cell Reference		Description		Buyer build instruction		Monthly instruction

				Column A		Shows the KPI against which individual Measures will be calculated.		None		None

				Column B		Shows the Measure Reference for each individual Measure.		None		None

				Column C		Defines the requirement for each Measure.		Enter a description for each Measure		None

				Column D		Defines how each Measure will be measured for performance purposes.		Enter a description of how each Measure should be calculated monthly		None

				Column E		Defines the unit of measure type to be used for performance calculations. 		Enter the unit of measure applicable to the Measure - should the result be a Percentage, Number or Qualitative (pass/fail)?		None

				Columns F - H		Contains the results received from the supplier in relation to the Measure performance.		None		The monthly result should be entered into the relevant green shaded cell per Measure.

				Column I		Defines which scale is to be used for performance calculations.		Select the scoring scale to be used to calculate the Measure score based on the result entered monthly. 		None

				Column J		Automatically calculates the score achieved based on the relevant result provided in columns F to H.		None		None

				Column K		Automatically calculates the deduction applicable for each Measure based on the score achieved in column J.		None		None



				Scoring Scales sheet

				This sheet contains the various performance scales used against which individual Measures are scored

				Cell Reference		Description		Buyer build instruction		Monthly instruction

				Columns B - I		Contains 3 different scoring scales for the 'number' unit of measure.		Select the scoring scale to be used to calculate the Measure score based on the result entered monthly. Example Scoring Scales are already input and can be selected dependent on the result required per Measure, or the scales can be amended by the Buyer. Ensure the correct scale is chosen to match the unit of measure for each Measure - score tables 1 - 3 are for 'Number', score tables 4 - 6 are for 'percentage', and score table 7 is for 'Pass/Fail' units of measure.		None

				Columns K - R		Contains 3 different scoring scales for the 'percentage' unit of measure.

				Columns T - U		Contains the Pass / Fail scoring scales for the 'qualitative' unit of measure.







Paymech Calc Overview

		Payment Mechanism Calculation



		Instruction to User: All cells requiring user input are coloured in pink









		Payment for month number				2



		Therefore in Payment Mechanism, Contract Month 'n' = 2



		SECTION 1: Calculation of Baseline Monthly Payment



		Contract Base Cost for Month including indexation (excluding TUPE)				£83,333



		Contract Month Variation Cost including indexation in Month 2				£0



		Baseline Monthly Payment =				£83,333.33



		SECTION 2: Calculation of Monthly Value at Risk 



		Formula for "Monthly Value at Risk" =				Baseline Monthly Payment x Value at Risk %



		Value at Risk % =				6.00%



		Monthly Total Value at Risk =				£5,000.00



		Input for Pass Through Costs for Previous Contract Month



		Monthly Pass Through Cost for Month 1		=		£1,000



		Input of Work Orders for Previous Contract Month



		Monthly Work Order Cost for Month 1		=		£200



		SECTION 3: Input TUPE Risk Premium for Previous Month



		Monthly TUPE Risk Premium for Month 1		=		£600



		SECTION 4: Calculation of Performance Adjustment and Earnback for Previous Month





		Monthly Performance Adjustment for Month 1		=		£1,600



		Monthly Earnback for Month 1		=		£200



		Monthly Total Performance Adjustment and Earnback =				£1,400



		SECTION 5: Calculation of the Monthly Payment



		Monthly Payment for Month		 = 		£83,733.33



		Monthly Payment for Final Contract Month		 = 		£82,333.33



























Perf Ded_Adj and Earnback Calc



		Table 1: RATCHET OPTIONS		Ratchet Value		Consecutive Failure				Failure over a 12 Month Rolling Period

		Default		1		1

		Ratchet 1		1.5		2				3

		Ratchet 2		1.75		3				4,5

		Ratchet 3		2		4				6,7,8,9,10,11,12





		`		Contract Year 1																								Contract Year 2																								Contract Year 3																								Contract Year 4																								Contract Year 5

		Table 1: ACTUAL DEDUCTIONS
Copy and paste values from the KPI Measures tab, Table 2: KPIs
'KPI Deduction' column Cells C14 to C23.		1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60

		CAFM and Helpdesk Services		£200.00		£100.00

		Security Services		£100.00		£0.00

		Maintenance Services		£50.00		£100.00

		Waste Services		£200.00		£0.00

		Cleaning Services		£300.00		£200.00

		Social Value		£100.00		£100.00

		Grounds Maintenance Services		£100.00		£100.00

		Catering Services		£400.00		£300.00

		Benchmarking & continuous improvement		£50.00		£50.00

		General standards		£100.00		£0.00



		Table 2: Record of KPI Pass/Fail per Service		Contract Year 1																								Contract Year 2																								Contract Year 3																								Contract Year 4																								Contract Year 5

				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60

		CAFM and Helpdesk Services		Fail		Fail																																																																																																																				

		Security Services		Fail		Pass																																																																																																																				

		Maintenance Services		Fail		Fail																																																																																																																				

		Waste Services		Fail		Pass																																																																																																																				

		Cleaning Services		Fail		Fail																																																																																																																				

		Social Value		Fail		Fail																																																																																																																				

		Grounds Maintenance Services		Fail		Fail																																																																																																																				

		Catering Services		Fail		Fail																																																																																																																				

		Benchmarking & continuous improvement		Fail		Fail																																																																																																																				

		General standards		Fail		Pass																																																																																																																				





		Table 3: Calculation of Failure Over a 12 Month Period		Contract Year 1																								Contract Year 2																								Contract Year 3																								Contract Year 4																								Contract Year 5

				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60

		CAFM and Helpdesk Services		£0		£0																																																																																																																				

		Security Services		£0		£0																																																																																																																				

		Maintenance Services		£0		£0																																																																																																																				

		Waste Services		£0		£0																																																																																																																				

		Cleaning Services		£0		£0																																																																																																																				

		Social Value		£0		£0																																																																																																																				

		Grounds Maintenance Services		£0		£0																																																																																																																				

		Catering Services		£0		£0																																																																																																																				

		Benchmarking & continuous improvement		£0		£0																																																																																																																				

		General standards		£0		£0																																																																																																																				





		Table 4: Calculation of Consecutive Failure		Contract Year 1																								Contract Year 2																								Contract Year 3																								Contract Year 4																								Contract Year 5

				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60

		CAFM and Helpdesk Services		£200		£150																																																																																																																				

		Security Services		£100		£0																																																																																																																				

		Maintenance Services		£50		£150																																																																																																																				

		Waste Services		£200		£0																																																																																																																				

		Cleaning Services		£300		£300																																																																																																																				

		Social Value		£100		£150																																																																																																																				

		Grounds Maintenance Services		£100		£150																																																																																																																				

		Catering Services		£400		£450																																																																																																																				

		Benchmarking & continuous improvement		£50		£75																																																																																																																				

		General standards		£100		£0																																																																																																																				





		Table 5: Calculation of Deduction (uses highest figure from table 3 or table 4 above)		Contract Year 1																								Contract Year 2																								Contract Year 3																								Contract Year 4																								Contract Year 5

				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60

		CAFM and Helpdesk Services		£200		£150																																																																																																																				

		Security Services		£100		£0																																																																																																																				

		Maintenance Services		£50		£150																																																																																																																				

		Waste Services		£200		£0																																																																																																																				

		Cleaning Services		£300		£300																																																																																																																				

		Social Value		£100		£150																																																																																																																				

		Grounds Maintenance Services		£100		£150																																																																																																																				

		Catering Services		£400		£450																																																																																																																				

		Benchmarking & continuous improvement		£50		£75																																																																																																																				

		General standards		£100		£0																																																																																																																				





		Table 6:  Monthly Total Value at Risk Cap		Contract Year 1																								Contract Year 2																								Contract Year 3																								Contract Year 4																								Contract Year 5

				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60

		This is capped at 6% of the total of the Baseline Monthly Payment for the month in question.		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000		£5,000



		TOTAL DEDUCTIONS		£1,600		£1,425		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0		£0





		Table 7: EARNBACK/RETENTION -  Cell J85 should be populated with the appropriate agreed Earnback %. This action MUST be undertaken in order for this table to be primed correctly.																		50%

		Contract Month

		2		Contract Annual Period 1 - Month																								Contract Annual Period 2 - Month																								Contract Annual Period 3 - Month																								Contract Annual Period 4 - Month																								Contract Annual Period 5 - Month

		Contract Year 1 - Contract Month Split
ACTUAL DEDUCTIONS		1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60		Actual Deductions - Total for Designated Contract Month Period (£)		Earnback Amount Due from Previous Contract Month (£)

		CAFM and Helpdesk Services		£200.00		£150.00																																																																																																																						£150.00		£0

		Security Services		£100.00		£0.00																																																																																																																						£0.00		£50

		Maintenance Services		£50.00		£150.00																																																																																																																						£150.00		£0

		Waste Services		£200.00		£0.00																																																																																																																						£0.00		£100

		Cleaning Services		£300.00		£300.00																																																																																																																						£300.00		£0

		Social Value		£100.00		£150.00																																																																																																																						£150.00		£0

		Grounds Maintenance Services		£100.00		£150.00																																																																																																																						£150.00		£0

		Catering Services		£400.00		£450.00																																																																																																																						£450.00		£0

		Benchmarking & continuous improvement		£50.00		£75.00																																																																																																																						£75.00		£0

		General standards		£100.00		£0.00																																																																																																																						£0.00		£50

																																																																																																																												£1,425.00		£200.00







KPI Measures

		UPDATE AND COMPLETE GREEN CELLS FOR EACH PERIOD OF THE CONTRACT

		Table 1. Financials

		Financial overview

		Percentage of the Call Off Contract value at risk				6.00%

		Call Off Contract Current Month Value				£85,000

		Value of variation events in this month				£0

		Total Value at risk for the month				£5,100

		Table 2. KPIs



		KPI Category		KPI Weighting		KPI Value at Risk		KPI Deduction

		CAFM and Helpdesk Services		10%		£510		£68

		Security Services		5%		£255		£6

		Maintenance Services		15%		£765		£191

		Waste Services		5%		£255		£70

		Cleaning Services		5%		£255		£73

		Social Value		20%		£1,020		£3

		Grounds Maintenance Services		5%		£255		£6

		Catering Services		5%		£255		£0

		Benchmarking & continuous improvement		2%		£102		£0

		General standards		28%		£1,428		£447

				

		Table 3. Measures



		KPI Category		Measure Reference		Measure Weighting		Measure Value at Risk		Measure Deduction

		CAFM and Helpdesk Services		CFM M1		25%		£128		£6

		CAFM and Helpdesk Services		CFM M2		25%		£128		£0

		CAFM and Helpdesk Services		CFM M3		40%		£204		£51

		CAFM and Helpdesk Services		CFM M4		10%		£51		£10

		Security Services		SEC M1		20%		£51		£5

		Security Services		SEC M2		20%		£51		£0

		Security Services		SEC M3		10%		£26		£1

		Security Services		SEC M4		10%		£26		£0

		Security Services		SEC M5		40%		£102		£0

		Maintenance Services		MAINT M1		15%		£115		£0

		Maintenance Services		MAINT M2		5%		£38		£0

		Maintenance Services		MAINT M3		5%		£38		£0

		Maintenance Services		MAINT M4		25%		£191		£191

		Maintenance Services		MAINT M5		5%		£38		£0

		Maintenance Services		MAINT M6		45%		£344		£0

		Waste Services		WASTE M1		15%		£38		£0

		Waste Services		WASTE M2		15%		£38		£19

		Waste Services		WASTE M3		20%		£51		£51

		Waste Services		WASTE M4		15%		£38		£0

		Waste Services		WASTE M5		15%		£38		£0

		Waste Services		WASTE M6		20%		£51		£0

		Cleaning Services		CLEAN M1		25%		£64		£0

		Cleaning Services		CLEAN M2		25%		£64		£3

		Cleaning Services		CLEAN M3		25%		£64		£64

		Cleaning Services		CLEAN M4		25%		£64		£6

		Social Value		SOC M1		65%		£663		£0

		Social Value		SOC M2		5%		£51		£0

		Social Value		SOC M3		5%		£51		£3

		Social Value		SOC M4		5%		£51		£0

		Social Value		SOC M5		5%		£51		£0

		Social Value		SOC M6		5%		£51		£0

		Social Value		SOC M7		5%		£51		£0

		Social Value		SOC M8		5%		£51		£0

		Grounds Maintenance Services		GM M1		15%		£38		£0

		Grounds Maintenance Services		GM M2		60%		£153		£0

		Grounds Maintenance Services		GM M3		5%		£13		£4

		Grounds Maintenance Services		GM M4		5%		£13		£0

		Grounds Maintenance Services		GM M5		5%		£13		£1

		Grounds Maintenance Services		GM M6		10%		£26		£1

		Catering Services		CAT M1		20%		£51		£0

		Catering Services		CAT M2		20%		£51		£0

		Catering Services		CAT M3		10%		£26		£0

		Catering Services		CAT M4		10%		£26		£0

		Catering Services		CAT M5		10%		£26		£0

		Catering Services		CAT M6		10%		£26		£0

		Catering Services		CAT M7		10%		£26		£0

		Catering Services		CAT M8		10%		£26		£0

		Benchmarking & continuous improvement		BCI M1		60%		£61		£0

		Benchmarking & continuous improvement		BCI M2		10%		£10		£0

		Benchmarking & continuous improvement		BCI M3		10%		£10		£0

		Benchmarking & continuous improvement		BCI M4		20%		£20		£0

		General standards		GEN M1		10%		£143		£0

		General standards		GEN M2		15%		£214		£0

		General standards		GEN M3		4%		£57		£3

		General standards		GEN M4		4%		£57		£57

		General standards		GEN M5		25%		£357		£357

		General standards		GEN M6		20%		£286		£0

		General standards		GEN M7		10%		£143		£29

		General standards		GEN M8		10%		£143		£0

		General standards		GEN M9		2%		£29		£1

								

		Table 4. Specific Measures

						KPI Performance Measure

		KPI Category		Measure Reference		Measure requirement		Measure achievement calculation		Achievement 
Unit of Measure		Achievement value (%)		Achievement value (number)		Achievement value (Input either 'Pass' or 'Fail')		Scoring Scale		Score		Deduction %

		CAFM and Helpdesk Services		CFM M1		Provide a fully functioning and always available Helpdesk system in accordance with the contractual requirements.		Number of instances where failure to provide the Helpdesk resulted in complaints from the Buyer in accordance with the complaints process.

Measured as the number of service failure complaints raised.		Number				2				Low		95%		5%		

		CAFM and Helpdesk Services		CFM M2		All telephone calls to the helpdesk must be answered within 6 rings.		Monthly Service Report will stipulate % of calls answered within required timeframe.

Calculated as the number of calls answered within limit divided by the total number of calls received.		Percentage		98%						Low		100%		0%		

		CAFM and Helpdesk Services		CFM M3		All helpdesk calls logged onto the system correctly and accurately, within agreed time (other communication methods such as emails may be considered).		Number of calls/emails logged outside of time threshold.

Calculated as the number of calls/emails accurately logged within time divided by the total number of calls/emails received.		Percentage		98%						High		75%		25%		

		CAFM and Helpdesk Services		CFM M4		Provision of a complete and accurate [Monthly] Service Report in accordance with the contractual requirements (to include written and raw data reports).		[Monthly] Service Reports must be provided by the required date, in the correct format and be fully populated with all required information in accordance with the contract.

Measured by the number of days that the report is overdue.		Number				1				High		80%		20%		

		Security Services		SEC M1		Provide a CCTV monitoring service in accordance with the contract (and SLR requirements if applicable).		Number of occasions the CCTV Monitoring requirements, in accordance with the contract, was non compliant.

Measured as the number of occasions where CCTV monitoring was not conducted.		Number				1				Med		90%		10%		

		Security Services		SEC M2		Provide an emergency or reactive response service in accordance with the contract (and SLR requirements if applicable).		Cumulative time [in minutes] of responses falling outside of the time requirements as defined in the contract (and SLR if required).

Calculated as the Total Actual Response Time across all emergency response calls divided by the Total Minutes (number of calls X emergency response time limit).		Percentage		95%						Med		100%		0%		

		Security Services		SEC M3		The required number of guards must be provided in accordance with the contract (and SLR requirements if applicable). Guards should be uniformed as required.		Number of occasions when expected levels of staffing were not achieved in accordance with the contract (or SLR).

Measured as the number of occasions where required guarding was not provided.		Number				2				Low		95%		5%		

		Security Services		SEC M4		Control of access & security passes in accordance with the contract (and SLR requirements if applicable).		Number of days exceeded in issuing access and security passes in accordance with the contract (or SLR).

Calculated as Time [Days] to issue passes requested minus the Total Time [Days] allowed under the agreement (number of passes requested x allowable days per pass).		Percentage		98%						Low		100%		0%		

		Security Services		SEC M5		Respond/rectify to all security faults and alarms as part of the security requirements as defined in the contract (or SLR).		Number of occasions SLR response time exceeded.		Number				0				Med		100%		0%		

		Maintenance Services		MAINT M1		Development of a Planned Maintenance Maintenance Schedule in accordance with the contractual requirements		PPM schedule capturing the requirements of all Authority's assets to be developed, agreed and uploaded on the CAFM system thirty (30) working days prior to contract commencement. 		Qualitative						Pass		Pass/Fail		100%		0%		

		Maintenance Services		MAINT M2		Production and issue of a Planned Maintenance Maintenance Schedule in accordance with the contractual requirements.		PPM schedule capturing the PPM requirements of all Authority's assets to be developed and presented to the Authority (monthly - within 10 days of the preceding calendar month & annually, no later than 30 working days prior to contract anniversary). 		Qualitative						Pass		Pass/Fail		100%		0%		

		Maintenance Services		MAINT M3		Maintenance of an accurate Planned Maintenance Schedule in accordance with the contractual requirements		PPM schedule to be uploaded on the CAFM system within 48 hours of any change (e.g. new assets added, assets removed) to maintain accurate details of all assets and correct PPM maintenance frequencies (in line with SFG20 and / or Authority's guidelines) at all times. 
No occasions where Contracting Authority audit identifies non-compliance generating a failed the Audit or Service Failure on the CAFM system.		Qualitative						Pass		Pass/Fail		100%		0%		

		Maintenance Services		MAINT M4		Provision of a planned maintenance service in line with local schedules on the CAFM system within 72hrs of the scheduled delivery date to achieve a fully compliant property and safe working environment.		All PPM tasks, excluding Statutory PPM activities, generated via the CAFM system completed satisfactorily to scheduled PPM dates.		Qualitative						Fail		Pass/Fail		0%		100%		

		Maintenance Services		MAINT M5		Full compliance of all Statutory PPM activities, with all activities completed to specified anniversary dates as detailed within the Planned Preventative Maintenance Schedule on the CAFM system.		All PPM tasks generated via the CAFM system completed satisfactorily to scheduled PPM anniversary dates.
No statutory PPM tasks not completed satisfactorily by the FM Supplier in-month. 		Qualitative						Pass		Pass/Fail		100%		0%		

		Maintenance Services		MAINT M6		Respond to reactive breakdowns in compliance with the SLRs and Service Standards.		Failure to respond and rectify  reactive breakdowns in compliance contractual timeframe.

Calculated as the total number of reactive breakdown events completed in-month to agreed time divided by the total number of reactive breakdown events due for completion in-month.		Percentage		95%						Med		100%		0%		

		Waste Services		WASTE M1		Provide a General Waste disposal service in line with the Call Off Contract requirements, and SLRs (to be set up as PPM).		Number of occasions where Supplier failed to provide the planned service or respond to requests for service, in accordance with the schedule.

Calculated as the total number of events successfully completed divided by the total number of events scheduled to be undertaken.		Percentage		98%						Low		100%		0%		

		Waste Services		WASTE M2		Provide a Classified Waste disposal service in line with the Call Off Contract requirements, and SLRs (to be set up as PPM).		Number of occasions where Supplier failed to provide the service or respond to requests for service, in accordance with the schedule.

Calculated as the total number of events successfully completed divided by the total number of events scheduled to be undertaken.		Percentage		97%						High		50%		50%		

		Waste Services		WASTE M3		Provide a Hazardous Waste disposal service in line with the Call Off Contract requirements, SLRs (to be set up as PPM).		Number of occasions where Supplier failed to provide the service or respond to requests for service, in accordance with the schedule.

Calculated as the total number of events successfully completed divided by the total number of events scheduled to be undertaken.		Percentage		86%						High		0%		100%		

		Waste Services		WASTE M4		Provide a Recycled Waste disposal service in line with the Call Off Contract requirements, and SLRs (to be set up as PPM).		Number of occasions where Supplier failed to provide the service or respond to requests for service, in accordance with the schedule.

Calculated as the total number of events successfully completed divided by the total number of events scheduled to be undertaken.		Percentage		99%						Low		100%		0%		

		Waste Services		WASTE M5		Central storage holding areas for waste maintained in a clean and tidy condition not presenting hazards or encouraging pest infestation.		Employer Audit reveals non compliance with keeping storage areas clean and tidy.

Calculated as the total number of audits passed in relation to storage holding areas divided by the total number of audits undertaken in relation to storage holding areas.		Percentage		100%						Med		100%		0%		

		Waste Services		WASTE M6		Supplier to ensure all Waste Transfer Notes are issued and recorded.		WTN not provided / processed.

Calculated as the total number of audits passed in relation to storage holding areas divided by the total number of audits undertaken in relation to storage holding areas.		Percentage		95%						Med		100%		0%		

		Cleaning Services		CLEAN M1		All areas to satisfy the Service Requirements prior to the commencement of each business day.		All areas of Affected Property meeting the cleaning standards at commencement of business operations each day.		Qualitative						Pass		Pass/Fail		100%		0%		

		Cleaning Services		CLEAN M2		All Reactive Requests Cleaning Events will be responded to within the required timeframe and to the required standard as detailed within the SLR's and Service Standards 		No failure to respond and rectify within the required timeframe as detailed within the contract		Number				1				Low		95%		5%		

		Cleaning Services		CLEAN M3		All deep cleaning activities will be carried out in accordance with the contractual requirements and within the agreed timeframe as stipulated within the Planned Deep Cleaning schedule (to be set up as PPM)		All deep cleaning activities completed to scheduled dates on CAFM by FM Supplier. 		Qualitative						Fail		Pass/Fail		0%		100%		

		Cleaning Services		CLEAN M4		All reactive pest control events will be responded to within the required timeframe and standard as detailed within the SLR's and Service Standards		No failure to respond and rectify within the required timeframe as detailed within the contract		Number				1				Med		90%		10%		

		Social Value		SOC M1		The Supplier will ensure the provision of breakdowns of staff from underrepresented groups employed on contracts e.g. [ethnic minority, disability, ex-offenders, long term unemployed, gender/or as defined].
		Percentage of employees defined as part of underrepresented groups versus all employees.

Measured as the percentage of underrepresented groups versus all employees since contract commencement.		Percentage		98%						Low		100%		0%		

		Social Value		SOC M2		The Supplier will ensure the creation, availability and management of an [agreed/appropriate] number of apprenticeship opportunities.
		Number of Apprenticeships in place versus the workforce structure/total staff number. Number of apprenticeships created and retained.

Measured as the percentage of Apprenticeships in place/created versus total staff numbers.		Percentage		90%						Low		100%		0%		

		Social Value		SOC M3		The Supplier will ensure the creation and provision of recycling initiatives (approved by the Buyer) to reduce waste and increase recycling.  report monthly on recycling rates achieved, as defined by the Buyer within Buyer defined each energy source in sufficient detail to determine CO2 emissions  via a CO2 emissions report.		Number of initiatives put forward by Supplier to reduce waste and increase recycling.

Measured as 'the number of initiatives raised, ongoing and managed in the environmental plan/roadmap?'.		Number				2				Low		95%		5%		

		Social Value		SOC M4		Drive continuous reduction of carbon emissions to meet the government targets for Carbon Net Zero within the agreed timescales. Suppliers must ensure/encourage innovative ways to reduce their estates' carbon footprint e.g. introduction and management of an environmental plan/roadmap to reduce carbon emmissions and drive efficiencies.		Number of initiatives put forward by Supplier to reduce carbon emissions and move toward Carbon Net Zero environment.

Measured as 'the number of initiatives raised, ongoing and managed in the environmental plan/roadmap?'. Provision of a report monthly on each energy source in sufficient detail to determine CO2 emissions.		Qualitative						Pass		Pass/Fail		100%		0%		

		Social Value		SOC M5		The Suppllier will ensure that they report on opportunities awarded to SMEs/VCSEs within their supply chain. The proportion of overall framework expenditure that has passed to local SMEs and Social Enterprises.
		Number of SMEs/Small Businesses versus other.

Calculated as the total SME/Small Business spend as a [percentage of the total supplier expenditure/or Pass_Fail].		Percentage		98%						Low		100%		0%		

		Social Value		SOC M6		The Suppllier will ensure that they report on demonstrate action to identify and manage the risks of modern slavery in the delivery of the contract, including in the supply chain
		Has the Supplier demonstrated they have managed the risks of Modern Slavery as defined by the Buyer.

Evidence based measure. Can the Supplier demonstrate compliance?		Qualitative						Pass		Pass/Fail		100%		0%		

		Social Value		SOC M7		The Supplier will ensure that effective measures are in place to support and respect the mental health and wellbeing of the Framework workforce.
		Has the Supplier complied to the appropriate and agreed mental health and core/enhanced core standards.

Evidence based measure. Can the Supplier demonstrate compliance to the agreed mental health standards?		Qualitative						Pass		Pass/Fail		100%		0%		

		Social Value		SOC M8		The Supplier will ensure prompt payment of their Sub-Contractors.		Has the Supplier made the appropriate and prompt payments to all Sub-Contractors within agreed timescales

No failure to deliver within the required timeframe as detailed within the contract		Qualitative						Pass		Pass/Fail		100%		0%		

		Grounds Maintenance Services		GM M1		To provide an Annual Grounds Maintenance Management SDP (addressing internal and external requirements) and undertake all works in accordance with the SDP. 		Audit by Employer reveals that no SDP in place or not being implemented.

Calculated as the total number of audits passed in relation to Annual Grounds Maintenance Management SDP divided by the total number of audits undertaken in relation to Annual Grounds Maintenance Management SDP.		Percentage		95%						Low		100%		0%		

		Grounds Maintenance Services		GM M2		Maintain all external areas in accordance with the contractual requirements, and SLRs.		Record completed planned activities in CAFM.

Calculated as the number of planned maintenance events completed as a percentage of the number of planned maintenance events.		Percentage		95%						Low		100%		0%		

		Grounds Maintenance Services		GM M3		In the event of snow (and other adverse weather events) the Supplier will ensure safe access is provided along all access roads and pathways and to car parks in accordance with the contractual requirements, and SLRs.		Calls to the Helpdesk as a result of no access to the required areas due to snow and other adverse weather events.

Measured as the number of service failure complaints received by the helpdesk relating to the measure.		Number				3				Med		70%		30%		

		Grounds Maintenance Services		GM M4		All horticultural goods will be procured in line with Government Buying Standards' best practice.		Upon request provide evidence all horticultural goods have been procured according to GBS best practice.

Calculated as the total value of evidenced horticultural goods purchased following GBS as a percentage of the total expenditure on horticultural goods purchased.		Percentage		94%						Med		100%		0%		

		Grounds Maintenance Services		GM M5		Respond to new grounds maintenance work and adhoc repairs in compliance with the SLRs and Service Standards.		Failure to respond to and rectify adhoc calls within the required contractual timeframe.

Measured as the number of complaints time stamped in CAFM.		Number				2				Low		95%		5%		

		Grounds Maintenance Services		GM M6		Respond to reactive grounds maintenance in compliance with the SLRs and Service Standards.		Failure to respond to and rectify reactive grounds maintenance in compliance contractual timeframe.

Measured as the number of complaints time stamped in CAFM.		Number				1				Low		95%		5%		

		Catering Services		CAT M1		Provide an annual Catering Service Delivery Plan to meet local schedules and requirements. 		Number of occasions where  a  Service Delivery Plan schedule is not provided / updated / uploaded in accordance with the CAFM system dates		Number				0				Low		100%		0%		

		Catering Services		CAT M2		Provide a Convenience Store Service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Med		100%		0%		

		Catering Services		CAT M3		Provide a Deli / Coffee Bar Service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Low		100%		0%		

		Catering Services		CAT M4		Provide an Events and Function Catering Service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Low		100%		0%		

		Catering Services		CAT M5		Provide a Hospitality and Meeting Catering Service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Low		100%		0%		

		Catering Services		CAT M6		Provide an Outside Catering Service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Low		100%		0%		

		Catering Services		CAT M7		Provide a local trolley service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Low		100%		0%		

		Catering Services		CAT M8		Provide a drinks and food vending service inline with local schedules and requirements.		Number of failures to provide the service resulting in Buyer complaints.

Measured as the number of complaints received (made by Authority / Building Manager) in relation to measure.		Number				0				Low		100%		0%		

		Benchmarking & continuous improvement		BCI M1		Provide Benchmarking Review Plans to Call Off Employer within [X] [days/weeks] of request.		Did the Supplier issue the BRP within the agreed time.		Qualitative						Pass		Pass/Fail		100%		0%		

		Benchmarking & continuous improvement		BCI M2		Number of Continuous Improvement initiatives put forward as a result of new and evolving technologies.		Did the Supplier meet the agreed number of initiatives.		Qualitative						Pass		Pass/Fail		100%		0%		

		Benchmarking & continuous improvement		BCI M3		Number of Continuous Improvement initiatives in respect of making efficiencies and cost savings for the Call Off Employer.		Did the Supplier meet the agreed number of initiatives.		Qualitative						Pass		Pass/Fail		100%		0%		

		Benchmarking & continuous improvement		BCI M4		Submission of a Continuous Improvement Plan within [X] weeks of each Call Off Contract Year.		Did the Supplier meet the agreed number of initiatives.		Qualitative						Pass		Pass/Fail		100%		0%		

		General standards		GEN M1		Small Projects: Works Value Reliability.		Did the Supplier complete the small projects within the budget.

Measured as the percentage overspend on agreed project budget.		Percentage		98%						Med		100%		0%		

		General standards		GEN M2		Small Projects: Task Time Reliability.		Did the Supplier complete the small projects within the agreed programme.

Measured as the percentage of time past deadline in relation to construction programme.		Percentage		98%						Med		100%		0%		

		General standards		GEN M3		Task Order turnaround time.		Did the Supplier complete and issue fully populated Task Orders within the agreed timeframe.

Measured as the number of days late.		Number				1				Low		95%		5%		

		General standards		GEN M4		Contract Process Compliance.		Is the Supplier fully complying to the processes defined in the contract, when raising Pricing Variations.		Qualitative						Fail		Pass/Fail		0%		100%		

		General standards		GEN M5		Supplier attendance at SMT [Monthly] meetings.		Did the Supplier's Key Staff make themselves, or a suitable replacements available to attend all required Supplier and Call Off Employer meetings, as defined in the contract.		Qualitative						Fail		Pass/Fail		0%		100%		

		General standards		GEN M6		All CAFM generated SLA work orders completed within SLA timeframes.		Number of work orders completed within SLA timeframe.

Calculated as the total number of work orders completed within SLA timeframe as a percentage of the total number of work orders.		Percentage		98%						Low		100%		0%		

		General standards		GEN M7		Compliance with contracting authority invoicing procedures.		Number of invoices submitted in month to the Contracting Authority for payment which exceeded 30 working days from the date the task was completed on the CAFM system. 		Number				2				Med		80%		20%		

		General standards		GEN M8		Security Clearance - All FM supplier personnel, including third party supplier personnel, employed on the call-off contract, must possess the appropriate level of security clearance (including any specific Buyer clearance).		Number of personnel without required level of clearance.		Number				0				Med		100%		0%		

		General standards		GEN M9		Monthly report is to contain the information required in the specification.		Number of failures by the Supplier to provide an accurate monthly report to the Buyer.  The report is not to miss any information that would lead to an incorrect reporting of performance.		Number				1				Low		95%		5%		
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				Low		Low		Pass/Fail				UnitofMeasurementTypeSelected								Pass

				Med		Med						Number		Percentage		Qualitative				Fail

				High		High						G		F		H







Scoring Scales

				Scoring Scales for Unit of Measure: Number																		Scoring Scales for Unit of Measure: Percentage (%)																		Scoring Scales for Unit of Measure: Qualitative

				Score Table 1						Score Table 2						Score Table 3						Score Table 4						Score Table 5						Score Table 6						Score Table 7

				Low						Medium						High						Low						Medium						High						Pass		100%

				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Fail		0%

				0		100%				0		100%				0		100%				0%		0%				0%		0%				0%		0%

				1		95%				1		90%				1		80%				1%		0%				1%		0%				1%		0%

				2		95%				2		80%				2		50%				2%		5%				2%		0%				2%		0%

				3		90%				3		70%				3		0%				3%		5%				3%		0%				3%		0%

				4		90%				4		60%				4		0%				4%		5%				4%		0%				4%		0%

				5		80%				5		50%				5		0%				5%		10%				5%		0%				5%		0%

				6		80%				6		25%				6		0%				6%		10%				6%		0%				6%		0%

				7		70%				7		10%				7		0%				7%		10%				7%		0%				7%		0%

				8		70%				8		5%				8		0%				8%		10%				8%		0%				8%		0%

				9		60%				9		0%				9		0%				9%		10%				9%		0%				9%		0%

				10		60%				10		0%				10		0%				10%		25%				10%		0%				10%		0%

				11		50%				11		0%				11		0%				11%		25%				11%		0%				11%		0%

				12		50%				12		0%				12		0%				12%		25%				12%		0%				12%		0%

				13		40%				13		0%				13		0%				13%		25%				13%		0%				13%		0%

				14		40%				14		0%				14		0%				14%		25%				14%		0%				14%		0%

				15		20%				15		0%				15		0%				15%		25%				15%		0%				15%		0%

				16		20%				16		0%				16		0%				16%		25%				16%		0%				16%		0%

				17		10%				17		0%				17		0%				17%		25%				17%		0%				17%		0%

				18		10%				18		0%				18		0%				18%		25%				18%		0%				18%		0%

				19		5%				19		0%				19		0%				19%		25%				19%		0%				19%		0%

				20		5%				20		0%				20		0%				20%		40%				20%		10%				20%		0%

				21		0%				21		0%				21		0%				21%		40%				21%		10%				21%		0%

				22		0%				22		0%				22		0%				22%		40%				22%		10%				22%		0%

				23		0%				23		0%				23		0%				23%		40%				23%		10%				23%		0%

				24		0%				24		0%				24		0%				24%		40%				24%		10%				24%		0%

				25		0%				25		0%				25		0%				25%		40%				25%		10%				25%		0%

				26		0%				26		0%				26		0%				26%		40%				26%		10%				26%		0%

				27		0%				27		0%				27		0%				27%		40%				27%		10%				27%		0%

				28		0%				28		0%				28		0%				28%		40%				28%		10%				28%		0%

				29		0%				29		0%				29		0%				29%		40%				29%		10%				29%		0%

				30		0%				30		0%				30		0%				30%		60%				30%		25%				30%		0%

				31		0%				31		0%				31		0%				31%		60%				31%		25%				31%		0%

				32		0%				32		0%				32		0%				32%		60%				32%		25%				32%		0%

				33		0%				33		0%				33		0%				33%		60%				33%		25%				33%		0%

				34		0%				34		0%				34		0%				34%		60%				34%		25%				34%		0%

				35		0%				35		0%				35		0%				35%		60%				35%		25%				35%		0%

				36		0%				36		0%				36		0%				36%		60%				36%		25%				36%		0%

				37		0%				37		0%				37		0%				37%		60%				37%		25%				37%		0%

				38		0%				38		0%				38		0%				38%		60%				38%		25%				38%		0%

				39		0%				39		0%				39		0%				39%		60%				39%		25%				39%		0%

				40		0%				40		0%				40		0%				40%		80%				40%		50%				40%		0%

				41		0%				41		0%				41		0%				41%		80%				41%		50%				41%		0%

				42		0%				42		0%				42		0%				42%		80%				42%		50%				42%		0%

				43		0%				43		0%				43		0%				43%		80%				43%		50%				43%		0%

				44		0%				44		0%				44		0%				44%		80%				44%		50%				44%		0%

				45		0%				45		0%				45		0%				45%		80%				45%		50%				45%		0%

				46		0%				46		0%				46		0%				46%		80%				46%		50%				46%		0%

				47		0%				47		0%				47		0%				47%		80%				47%		50%				47%		0%

				48		0%				48		0%				48		0%				48%		80%				48%		50%				48%		0%

				49		0%				49		0%				49		0%				49%		80%				49%		50%				49%		0%

				50		0%				50		0%				50		0%				50%		100%				50%		60%				50%		0%

				51		0%				51		0%				51		0%				51%		100%				51%		60%				51%		0%

				52		0%				52		0%				52		0%				52%		100%				52%		60%				52%		0%

				53		0%				53		0%				53		0%				53%		100%				53%		60%				53%		0%

				54		0%				54		0%				54		0%				54%		100%				54%		60%				54%		0%

				55		0%				55		0%				55		0%				55%		100%				55%		60%				55%		0%

				56		0%				56		0%				56		0%				56%		100%				56%		60%				56%		0%

				57		0%				57		0%				57		0%				57%		100%				57%		60%				57%		0%

				58		0%				58		0%				58		0%				58%		100%				58%		60%				58%		0%

				59		0%				59		0%				59		0%				59%		100%				59%		60%				59%		0%

				60		0%				60		0%				60		0%				60%		100%				60%		70%				60%		0%

				61		0%				61		0%				61		0%				61%		100%				61%		70%				61%		0%

				62		0%				62		0%				62		0%				62%		100%				62%		70%				62%		0%

				63		0%				63		0%				63		0%				63%		100%				63%		70%				63%		0%

				64		0%				64		0%				64		0%				64%		100%				64%		70%				64%		0%

				65		0%				65		0%				65		0%				65%		100%				65%		70%				65%		0%

				66		0%				66		0%				66		0%				66%		100%				66%		70%				66%		0%

				67		0%				67		0%				67		0%				67%		100%				67%		70%				67%		0%

				68		0%				68		0%				68		0%				68%		100%				68%		70%				68%		0%

				69		0%				69		0%				69		0%				69%		100%				69%		70%				69%		0%

				70		0%				70		0%				70		0%				70%		100%				70%		80%				70%		0%

				71		0%				71		0%				71		0%				71%		100%				71%		80%				71%		0%

				72		0%				72		0%				72		0%				72%		100%				72%		80%				72%		0%

				73		0%				73		0%				73		0%				73%		100%				73%		80%				73%		0%

				74		0%				74		0%				74		0%				74%		100%				74%		80%				74%		0%

				75		0%				75		0%				75		0%				75%		100%				75%		80%				75%		0%

				76		0%				76		0%				76		0%				76%		100%				76%		80%				76%		0%

				77		0%				77		0%				77		0%				77%		100%				77%		80%				77%		0%

				78		0%				78		0%				78		0%				78%		100%				78%		80%				78%		0%

				79		0%				79		0%				79		0%				79%		100%				79%		80%				79%		0%

				80		0%				80		0%				80		0%				80%		100%				80%		90%				80%		0%

				81		0%				81		0%				81		0%				81%		100%				81%		90%				81%		0%

				82		0%				82		0%				82		0%				82%		100%				82%		90%				82%		0%

				83		0%				83		0%				83		0%				83%		100%				83%		90%				83%		0%

				84		0%				84		0%				84		0%				84%		100%				84%		90%				84%		0%

				85		0%				85		0%				85		0%				85%		100%				85%		90%				85%		0%

				86		0%				86		0%				86		0%				86%		100%				86%		90%				86%		0%

				87		0%				87		0%				87		0%				87%		100%				87%		90%				87%		0%

				88		0%				88		0%				88		0%				88%		100%				88%		90%				88%		0%

				89		0%				89		0%				89		0%				89%		100%				89%		90%				89%		0%

				90		0%				90		0%				90		0%				90%		100%				90%		100%				90%		0%

				91		0%				91		0%				91		0%				91%		100%				91%		100%				91%		0%

				92		0%				92		0%				92		0%				92%		100%				92%		100%				92%		0%

				93		0%				93		0%				93		0%				93%		100%				93%		100%				93%		0%

				94		0%				94		0%				94		0%				94%		100%				94%		100%				94%		0%

				95		0%				95		0%				95		0%				95%		100%				95%		100%				95%		10%

				96		0%				96		0%				96		0%				96%		100%				96%		100%				96%		25%

				97		0%				97		0%				97		0%				97%		100%				97%		100%				97%		50%

				98		0%				98		0%				98		0%				98%		100%				98%		100%				98%		75%

				99		0%				99		0%				99		0%				99%		100%				99%		100%				99%		100%

				100		0%				100		0%				100		0%				100%		100%				100%		100%				100%		100%






