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Call-Off Schedule 14 (Service Levels)
Definitions
In this Schedule, the following words shall have the following meanings and they shall supplement Joint Schedule 1 (Definitions):
	
“Critical Service Level Failure”

	
equates to all Service Level Performance Measures incurring “Serious” failure (as measured and labelled in Annex to Part A to this Schedule) within any three month period;

	"Service Credits"
	any service 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 Service Levels;

	"Service Credit Cap"
	is £14,400 per contract year; 

	
	

	"Service Level Failure"
	means a failure to meet the Service Level Performance Measures as set out in the Annex to Part A of this Schedule;

	"Service Level Performance Measure"
	shall be as set out against the relevant Service Level in the Annex to Part A of this Schedule; and

	"Service Level Threshold"
“Rectification Plan”
	shall be as set out against the relevant Service Level in the Annex to Part A of this Schedule.
has the meaning given to it in Joint Schedule 1


What happens if you don’t meet the Service LFevels
The Supplier shall at all times provide the Deliverables to meet or exceed the Service Level Performance Measure for each Service Level.
The Supplier acknowledges that any Service Level Failure shall entitle the Buyer to the rights set out in Part A of this Schedule including the right to any Service Credits and that any Service 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 anFservy Service Level Performance Measure.
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.
A Service Credit shall be the Buyer’s exclusive financial remedy for a Service Level Failure except where:
the Supplier has over the previous (twelve) 12 Month period exceeded the Service Credit Cap; and/or
the Service Level Failure:
exceeds the relevant Service Level Threshold;
has arisen due to a Prohibited Act or wilful Default by the Supplier; 
results in the corruption or loss of any Government Data; and/or
results in the Buyer being required to make a compensation payment to one or more third parties; and/or
the Buyer is entitled to or does terminate this Contract pursuant to Clause 10.4 (CCS and Buyer Termination Rights).
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 Service Level Performance Measure in respect of one or more Service Levels and the Supplier shall not be entitled to object to, or increase the Charges as a result of such changes, provided that:
the total number of Service Levels for which the weighting is to be changed does not exceed the number applicable as at the Start Date; 
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
there is no change to the Service Credit Cap.
Critical Service Level Failure
On the occurrence of a Critical Service Level Failure:
any Service Credits that would otherwise have accrued during the relevant Service Period shall not accrue; and
the Buyer shall (subject to the Service Credit Cap) 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 Critical Service Level 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.


Part A: Service Levels and Service Credits 
1. Service Levels
If the level of performance of the Supplier:
is likely to or fails to meet any Service Level Performance Measure; or
is likely to cause or causes a Critical 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 remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a Service Level Failure or Critical Service Level Failure from taking place or recurring; 
1.2.2 instruct the Supplier to comply with the Rectification Plan Process pursuant to Clause 10.3 of the Core Terms; 
1.2.3 if a Service Level Failure has occurred, deduct the applicable Service Level Credits payable by the Supplier to the Buyer; and/or
1.2.4 if a Critical Service Level Failure has occurred, exercise its right to Compensation for Critical Service Level Failure (including the right to terminate for material Default).
Service Credits
The Buyer shall use the Performance Monitoring Reports supplied by the Supplier to verify the calculation and accuracy of the Service Credits, if any, applicable to each Service Period.
Service Credits are a reduction of the amounts payable in respect of the Deliverables and do not include VAT. The Supplier shall set-off the value of any Service Credits against the appropriate invoice in accordance with calculation formula in the Annex to Part A of this Schedule. 


Annex A to Part A: Services Levels and Service Credits Table
Legal Property Service Performance Scheme


	1.1 In accordance with this Schedule and in line with the Final Legal Property Services Performance Management Scheme Service Level Thresholds will be defined as:	
(a) failure of any 1 (or more) Key Performance Indicators past the Severe Performance Failure for 3 consecutive Service Periods;
(b) failure of any 1 (or more) Key Performance Indicators past the Severe Performance Failure for any 3 out of 6 consecutive Service Periods; or
(c) failure of any 1 (or more) Key Performance Indicators or Subsidiary Performance Indicator at the Minor, Serious or Severe Performance Failure for any 6 out of 12 consecutive Service Periods.



Part B: Performance Monitoring 
1. Performance Monitoring and Performance Review
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 Service Levels will operate between the Parties and the Parties will endeavour to agree such process as soon as reasonably possible.
The Supplier shall provide the Buyer with performance monitoring reports ("Performance Monitoring Reports") in accordance with the process and timescales agreed pursuant to paragraph 3.1 of Part B of this Schedule which shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
for each Service Level, the actual performance achieved over the Service Level for the relevant Service Period;
a summary of all failures to achieve Service Levels that occurred during that Service Period;
details of any Critical Service Level Failures;
for any repeat failures, actions taken to resolve the underlying cause and prevent recurrence;
the Service Credits to be applied in respect of the relevant period indicating the failures and Service Levels to which the Service Credits relate; and
such other details as the Buyer may reasonably require from time to time.
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:
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 in person;
be attended by the Supplier's Representative and the Buyer’s Representative; and
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.  
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.
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 Service Credits for any specified Service Period.

Satisfaction Surveys
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.
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PMS Model  v2





				KPI Numbering		Area		Sub-Area		KPI ID		Performance Standard		Service  Period Measure Frequency		Type of Performance Indicator		Expectation and Measure of KPI		Method of Reporting		Failure		Performance Levels										Service Credits										Service Credits

																								Target Performance
(Non-Failure)		Minor Performance Failure		Serious Performance Failure 		Severe Performance Failure 				Minor		Serious		Severe						Minor		Serious		Severe

		X				Operational - Reporting		Operational Reporting - Delivery				Legal Work in Progress Report to be delivered, in line with the agreed schedules.


Referance: SLA & Reporting Schedule



		Monthly		Key		Reports to be issued to the Customer as per agreed SLA & reporting schedule.

Unless specified, all reports to be delivered by COP on scheduled date.		Self Reporting 		Reports delivered later, after agreed delivery date

Agreement by both parties for a revised timescale in any month would be an exception and not a failure

		On Time


 		≤ 1 day



		> 1 day - ≤ 2 days  


		> 2 days


				20		40		60						£   200.00		£   300.00		£   400.00

		X				Operational - Reporting		Accuracy				Legal Work in Progress Report, to be delivered fully populated and the information presented to be accurate in terms of content.

		Monthly		Key		Delivery of accurate reports aligned to Client requirements

Report to be fully populated and all information contained within it to be accurate, at point of delivery
		Self Reporting 		Any inaccuracies identified on reports.

Any errors flagged by the Client or its supporting Supply Chain will be measured.


		100% accurate 		1 to 3 errors		4 errors		5 or more errors				20		40		60						£   200.00		£   300.00		£   400.00

		X				Operational		Data				Supplier to accurately upload to the on-line property database all new agreements/leases within 5 working days from availability of documentation 
		Monthly		Key		A requirement to ensure all legal documentation is available in line with timescales to DWP and it's suppliers to enable them to perform their obligations. This is from receipt of all necessary information. 

Report by exception for those which fall outside 10 5 days.

		Self Reporting		Uploads are not completed within 5 working days and evidence is unable to justify why the timescale wasn’t met e.g. outstanding Information.

Housekeeping and exceptional large requests of change e.g. programme of work to be excluded from measurement

		On Time		≤ 0.5 days late		> 0.5 days - ≤ 1 day late  		> 1 day late				20		40		60

						Operational		Delivery				All requests for fee quotes/estimates to be provided within 3 working days of written request
		Monthly		Key		Responses received on time with full details		Self Reporting		Responses received late or with missing detail without satisfactory explanation 		On Time


100% accurate 		≤ 0.5 days



1 to 3 details missing		> 0.5 days - ≤ 1 day  


4 details missing		> 1 day



5 or more details missing												Is the accuracy element required on this, the measure itself more details about receiving estimates on time.

I would also suggest we look at the fail leavels and up it up starting at 1 day

						Operational		Delivery				Supplier to complete all work order instructions in line with the requirement detailed.		Monthly 		Key		All work order instructions to be completed in line with the work order instruction.  
Where contractual timeframes for delivery are apparent, work order instruction to be completed within timeframe. If alternative dates agreed, these will take precedence
If not completed due to no fault of the Supplier then not counted.
In exceptional months where work orders are high tolerance to be agreed
		Integrator Reporting		Non compliance with work order instructions. 		100% 
[Over 10 W/O]		1 
[<90% - ≥85%]		2
[<85% - ≥80%]		3 or more
[<80%]				20		40		60				Agree with this one, would suggest we look at wording of the measure as it is more LLM related.  I would sugges that part of this is the use of the system and ensuring estimates, uplift and closures are completed in promptly mannaer

						Operational		Delivery				Supplier to assign and accept all work orders allocated to them where the activity is deemed the responsibility of the Supplier within two working days from receipt of work order.		Monthly		Subsidiary		A requirement to accept or reject 100% of work orders via Integrator system within two working day from receipt of work order.		Integrator Reporting		Any non compliance, and sufficient mitigation not provided   		> 98%		<98% - ≥97%		<97 - ≥95%		<95%				5		15		30				I would combine this with the above, this was more use in LLM PMS for reactive work orders where we needed CW to contact the landlord promptly





								NOTE 1
Ratchet Mechanism

The PMS features a Service Credit ratchet mechanism which is designed to avoid repeat fails and encourage the LLM provider to fix whatever is broken. 

This uses the number of months the fail occurs as the multiplier, providing it fails at the same level or at an increased level of failure.  An example of the ratchet mechanism is detailed below in section note 1a

Points to note

Should a KPI fail for 3 consecutive months this gives rise to Service Credits (including the Ratchet) and would constitute a Material KPI failure – which triggers the Rectification Plan process.  





























								NOTE 1a - Ratchet Working Example based on LLM1

								Month		Severity		Service Credit
(Value)		Service Credits 
Points		Scenario Example

								1		Serious		£413.71		40		Allocation of points only no ratchet applicable

								2		Minor		£275.80		20		No ratchet as improved performance

								3		Severe		£1,103.21		120		x2 ratchet as 1st increased level of failure

								4		Minor		£275.80		20		No ratchet as improved performance

								5		Minor		£551.61		40		x2 ratchet as same level of failure

								6		Severe		£1,654.82		180		x3 ratchet as increased level of failure





								NOTE 2
Service Failure Points (SFP’s)

SFP’s are designed to track aggregate performance to enable steady, consistent performance to pre-agreed levels.

SFP’s accrue every time a SPI and or KPI fail.

Points are allocated according to whether it is a KPI or SPI which has failed, and also on the level of failure (Minor, Serious or Severe).

The number of SFP’s accruing each month need to be constantly measured as the SFP mechanism is based on aggregate performance.





























								NOTE 3
Triggers for formal Contractual Remedies

The SFP’s play an important role in the contract management of the LLM provider in that they trigger certain contractual remedies:

a) Service Failure Annual Threshold is the total number of SFPs accruable over a 12 month period – and serve to reduce the LLM provider’s access to the Gain Share mechanism;

b) Intervention Trigger is equal to 75% of the Critical Performance Failure total in any three month period and provides the right for DWP to trigger a Rectification Plan; and

c) Critical Performance Failure equates to all KPIs incurring “Serious” failure (as measured and labelled by PMS) within any three month period and provides DWP with the right to terminate the entire LLM provider Agreement.

Reference Points & Triggers:
     > Service Failure Point Annual Threshold  - 7920 - All Severe performance failure points x 12
     > Critical Performance Trigger - 840 - Equal to all KPI's incurring a serious failure within any 3 month period (7 KPIs x 40 Points x 3 months)
    > Intervention Trigger - 630 - Equal to 75% of the Critical Performance Failure total in any 3 month period













































								NOTE 4
Service Credits

The Service Credit Mechanism is designed to provide a financial motive for the LLM Provider to focus on delivering the SoR and in particular those areas that DWP deem “Key” (i.e. Key Performance Indicators)

Service Credits are paid when a specific KPI has failed within the measured mont, thus:

a) Minor Failure     = 50% of the total at risk amount = 80% of core free contract profit., 
b) Serious Failure  = 75% and;
c) Severe Failure   = 100% 

























								FEE AT RISK - Set % of the total in month core fee with the % to be determined by a Serious or Severe e.g. between 5 or 10% of the overall core fee.





PMS Model  v2a



				KPI Numbering		Area		Sub-Area		KPI ID		Performance Standard		Service  Period Measure Frequency		Type of Performance Indicator		Expectation and Measure of KPI		Method of Reporting		Failure		Service Level Performance Measures										Service Credits (£)

																								Target Performance
(Non-Failure)		Minor Performance Failure		Serious Performance Failure 		Severe Performance Failure 				Minor		Serious		Severe

						Operational - Reporting		Operational Reporting - Delivery				Legal Work in Progress Report & Completed Transaction Report  to be delivered, in line with the agreed schedules.


Reference: SLA & Reporting Schedule



		Monthly		Key		Reports to be issued to the Customer as per agreed SLA & reporting schedule.

Unless specified, all reports to be delivered by COP on scheduled date.		Self Reporting 		Reports delivered later, after agreed delivery date

Agreement by both parties for a revised timescale in any month would be an exception and not a failure

		On Time


 		≤ 1 day



		> 1 day - ≤ 2 days  


		> 2 days


				£   200.00		£   300.00		£   400.00

						Operational - Reporting		Operational Reporting- Accuracy				Legal Work in Progress Report & Completed Transaction Report to be delivered fully populated and the information presented to be accurate in terms of content.

		Monthly		Key		Delivery of accurate reports aligned to Client requirements

Report to be fully populated and all information contained within it to be accurate, at point of delivery
		Self Reporting 		Any inaccuracies, errors or incorrect information identified on the Work IN Programme Report

Any errors or inaccuracies  flagged by the Client or their supporting Supply Chain

		100% accurate 		1 to 3 errors		4 errors		5 or more errors				£   200.00		£   300.00		£   400.00

						Operational - Data		Legal Documentation - Availability				Supplier to accurately upload all legal documentation onto the on-line property database within 5 working days of legal completion of the documentation. documentaiton being signed and returned by the Client
		Monthly		Key		A requirement to ensure all legal documentation is upload and available online within 5 days of legal completion of the documentation. of documentaiton being received

Report by exception for those which fall outside 5 days.

		Self Reporting
		Uploads are not completed within 5 working days and evidence is unable to justify why the timescale wasn’t met e.g. outstanding Information.

Housekeeping and exceptional large upload requests e.g. programme of work to be excluded from measurement as agreed with the Client

		On Time		≤ 1 day



		> 1 day - ≤ 2 days  


		> 2 days


				£   200.00		£   300.00		£   400.00

						Operational - Delivery		Operational - Estimates				All requests for fee quotes/estimates to be provided within 3 working days of written request to the Client
		Monthly		Key		Responses received on time with full details		Self Reporting		Responses received outside of 3 days timeframe		On Time


 		≤ 1 day



		> 1 day - ≤ 2 days  


		> 2 days


				£   200.00		£   300.00		£   400.00

						Operational - Systems		Work Order Management				Work Order Management System Delivery

The Supplier to ensure within 2 Working Days each of the following steps are executed for cases/instructions issued to them on the Clients Work Order Management System

Acceptance or rejection of all work orders being created and visible to the supplier.

Input estimate and uplift estimates when 1. work orders have been accepted by the supplier and 2. when approval to estimates/uplifts is received, whichever is applicable

Closure of work orders when agreed the service has been completed in full or during the interim billing period.

		Monthly 		Key		All elements of the work order process to be executed within two working days of the status change in the system
		Integrator Reporting		Actions taken outside of the agreed 2 working day parameter for any of the steps detailed in the performance standard		100%		Between 90% and 99% processed on time		Between 80% and 89% processed on time		less than 79%  processed on time				£   200.00		£   300.00		£   400.00

				* For the avoidance of doubt, any % calculations will be rounded up to the nearest whole number

				* Deducted month after PMS model signed off or accrued if insufficient amounts available on monthly AfP





Social Value

				
Area		
Sub-Area		
I.D.		
Performance Indicator		
How the Performance Indicator is measured		
Type of Performance Indicator		
TARGET Performance		
MINOR
 Performance Failure		
SERIOUS  Performance Failure 		
SEVERE  Performance Failure

		
MINOR  Performance Failure (50%)		
SERIOUS  Performance Failure (75%)		
SEVERE  Performance Failure (100% )		
MINOR 
Performance Failure		
SERIOUS Performance Failure		
SEVERE Performance Failure		
Measurement Frequency

				Social Value		N/A				Compliance with the social value plan attached at Annex XXXXX		The Supplier determines and/or it is determined by the Client (acting reasonably) that 100% of the delivery objectives achieve a rating of Good or Approaching Target in any applicable monitoring period identified in the Social Value Plan.  The parties agree that the ratings set out at D7-D11 shall apply to the delivery objcetives set out in the Social Value Model:
		Subsidiary Performance Indicator		100% of the delivery objectives achieve a rating of Good or Approaching Target in any applicable monitoring period.		Where the Supplier determines and/or it is determined by the Client (acting reasonably) that 1 to 4 of the delivery objectives achieve a rating of Requires Improvement in any applicable monitoring period.		Where the Supplier determines and/or it is determined by the Client (acting reasonably) that:

(a)  5 to 8 of the delivery objectives achieve a rating of Requires Improvement; and/or

(b) 1 to 4 of the delivery objectives achieve a rating of Inadequate in any applicable monitoring period.		Where the Supplier determines and/or it is determined by the Client (acting reasonably) that: 

(a) 9 or more of the delivery objectives achieve a rating of Requires Improvement in any applicable monitoring period; and/or

(b) 5 or more of the delivery objectives achieve a rating of Inadequate in any applicable monitoring period; and/or 

(c) the Supplier fails to deliver to the Client a report on the Social Value Model that complies with the requirements of contract in any monitoring period.		N/A		N/A		N/A		10 per failure 		15 per failure		20 per failure and/or 100 where the Supplier fails to provide a report on the social value model		Quarterly

										Social Value Performance Rating - Performance against the delivery objectives will be rated as:

										Good. The supplier is meeting or exceeding the SV SPI targets that are set out within the contract.

										Approaching Target. The supplier is close to meeting the SV SPI targets that are set out within the contract.

										Requires Improvement. The performance of the supplier is below that of the SV SPIs targets that are set out within the contract.

										Inadequate. The performance of the supplier is significantly below that of the SV SPIs targets that are set out within the contract





SLA & Reporting Schedule

				Service Category		KPI / SPI		Activity 		SLA		Report Information		Date Required 

				Case Management		KPI		Work in Progress Report		Monthly		Information usually found in progress reports, to include forecast dates for advice and completion of instruction, progress of cases, likley fee estimates, risks, personal dealing etc		1st Working Day of Month

						KPI		Completed Transactions Report		Monthly		Date completed, final fees, outcome, etc		1st Working Day of Month

						NA		Project & Programmes Status Report

Identified Programmes:
1. March/April 2023 Rent Reviews
2. Landlord Consents
3. Dilapidations 
		Monthly		As per work in progress report with additional information required by the programme

Requirements will depend on actual programme of work		1st Working Day of Month

						NA		Other Programmes of work		As required		Requirements will depend on actual programme of work		As required

				Data Management		KPI		Legal Documentation Portal

Uploading of all new and amended legal documentation onto the Legal Online Portal/Database

		5 working days from availability of documentation		To include list of documents uploaded and when etc		
Monthly summary report 1st Working Day of Month

Data changes as required


				Work Order Management		KPI		Acceptance or rejection of Work orders		2 working days from point of receipt				Monthly summary report 1st Working Day of Month

				Social Value		SPI		The Supplier reports its progress towards delivering its Social Value commitments. 		Quarterly 		Current Social Value Performance Rating - Performance against the delivery objectives to be rated as Good, Approaching Target, Requires Improvements, or Inadequate 		1st November 2022 and every 3 calendar months thereafter





New CW PMS Model

																																		7		9

																																		KPI		SPI

				KPI Numbering		Area		Sub-Area		KPI ID		Performance Standard		Service  Period Measure Frequency		Type of Performance Indicator		Expectation and Measure of KPI		Method of Reporting		Failure		Performance Levels

																								Target Performance
(Non-Failure)		Minor Performance Failure		Serious Performance Failure 		Severe Performance Failure 				Minor		Serious		Severe

				LLM 1		Operational Financial & Estate Management		Finance		OPFIN 01		The provision of accurate annual financial forecast for the  Departments Commercial Estate for those costs managed and within the control of the Supplier.  		Monthly		Key		- The performance levels represent a variance, plus or minus, within the annual forecast value when compared with the previous months forecast for the same period for BAU Activates (Rent, Rates & Total Service Charge)
- i.e. Using the FY Forecast provided in the Flash Report compared to the previous months forecast.
- Note: The parameters are for those areas within C&W's control for BAU activities. This is limited to the Commercial Estate and excludes Exceptional items, refunds. 		Integrator Reporting - Flash Report		Any variances , plus or minus 1% , identified where a valid explanation for the variance cannot be explained. 
		<1%		≥ 1 % - <2% 		≥2% - <3% 		≥3%				20		40		60

				LLM 2		Operational Financial & Estate Management		Finance		OPFIN 02		The provision of accurate planned funding request to be issued to the Integrator, in line with the agreed funding request schedules. For the avoidance of doubt this measure does not apply to ad-hoc unscheduled funding requests.		Monthly		Key		The performance levels represent an error for either the fortnightly or quarterly funding requests specifically ensuring there are no duplicates that are within C&W's control or requests for funds which is not valid directly due to C&W. 		Self Reporting & Integrator   Reporting 		Error identified where a valid explanation cannot presented or is outside the control of CW.  Failures inlcude: 
- Duplicates
- Requests for funds are not valid
- Refunds have not been submitted.
- Items have been missed and not funding as per requirement.

For the avoidance of doubt, where a funding line is place into query and the matter can not be resolved by the funding submission date and is thus subsequently held over to the next avaiable funding request, the query will be reviewed as part of the funding request that is is presented to DWP.		No Error		1 Error		2-4 Errors 		5 or more errors				20		40		60

				LLM 3		Operational Financial & Estate Management		Finance		OPFIN 03		Associated payments that are within the final funding request to all parties (Landlords/Agents)  managed by the Supplier to be made on time		Monthly		Key		- Payments to be made on time to the landlord or agent for those within the funding request in month.
'- Will be discussed at the Finance Steering Group 
If there is a reason for the non payment e.g. change in landlord, bank details etc then this is a mitigation reason.		Integrator Reporting		- Where a Late payment charge is paid or a complaint raised due to C&W at fault
- No penalisation for stopping payments where a notification comes through after the funding request has been submitted requiring the payment to be withheld e.g. change of landlord
-  Late payment due to change notifications or lack of data should not be penalised.
		No late payments		1 Late Payment		2-4 Payments		5 or more errors				20		40		60

				LLM 4		Financial & Estate Management		Reporting		OPREP 02		Supplier to submit operational, financial files and reports , in line with the agreed schedules. All reports to be submitted by COP unless specific timeframe listed.		Monthly		Key		Financial & Operational Management files to be issues to the Supply Chain Integrator as per agreed timetable:
1: RAF Files
2: DWP Flash Report
3: Budget Files - as required
4: Month end payment files
5: Funding Requests 
6: DWP Progress Report
		Integrator Reporting		- Any non Compliance level in supplying financial or operational management reports to the Integrator in line with agreed timetable for each report.
'- Agreement by both parties for revised timescale in any month would be an exception and not a failure

		On Time 		≤ 0.5 days		> 0.5 days - ≤ 1 day  		> 1 day				20		40		60

				LLM 5		Operational		Data		OPDATA 01		Supplier to accurately update the property database within 10 working days of receipt of any data requests, instructions or when in receipt of completed property documentation, ensuring all client obligations are identified within the period and updated onto the property database.		Monthly		Key		A requirement to ensure all data requests and instructions are updated and accurately reflected within the property database within 10 working days of receipt of information.
- System report to indicate start date and end date. Weekends, Public holidays to be taken out  therefore indicating the completion time to be used as performance.
- Therefore report by exception for those which fall outside 10 days.
- This is from receipt of all necessary information. 		Self Reporting & Integrator   Reporting 		- Where data requests are not completed within 10 working day.
- Where evidence is unable to justify why the 10 days wasn’t met e.g. Outstanding Information.
- Housekeeping (Non Financial impacting changes) and exceptional large requests of change e.g. programme of work to be excluded from measurement
- Cancelled MOJO's are excluded from measure.
		100%		1 to 3		4		5 or more		Most extreme example of days late		20		40		60

				LLM 6		Operational		Delivery		OPDEL 01		Provision of accurate monthly "Critical Events Diary" detailing rent reviews, lease expiries, break options (landlord, tentant or mutual) or any other significant date where it is listed in the lease documentation.		Monthly 		Key		- A requirement to produce an accurate critical events diary/tracker 6 months in advance of the critical notice date to enable the effective service of notice by the Authority's advisors and the effective operation of break clauses and other events.
- Reported by exception
- Moto estate to be excluded until period where all gaps in data are rectified. When the moto estate is brought on board where there is an overarching agreement which the documentation is not visible or available to C&W or it is out of their control then these are excluded or be mitigated out.		Integrator Reporting		Any non compliance or inaccuracies in terms of data presented.		No Failure		1 to 2		3 to 4		5 or more		Captured when identified		20		40		60

				LLM 7		Operational		Delivery		OPDEL 03		Supplier to completed all work order instructions for call off LLM activity detailed in the contract in line with the requirement detailed.		Monthly 		Key		- All work order instructions for call off activity to be completed in line with the work order instruction.  
- Where contractual timeframes for delivery are apparent, work order instruction to be completed within timeframe.
- If alternative dates agreed, these will take precedence
- If not completed due to no fault of CW then not counted.
- In exceptional months where W/O's are high tolerance to be agreed
		VXMaintain Report		Non compliance with Call off Work order Instructions. Where a report has not been provided before the W/O has been closed down.		100% 
[Over 10 W/O]		1 
[<90% - ≥85%]		2
[<85% - ≥80%]		3 or more
[<80%]				20		40		60



		Subsidiary Performance Indicators		LLM8		Operational Financial & Estate Management		Reporting		OPREP 01		The production and supply of the DWP Progress Report (WIP Report), ensuring all datasets and information contained within it are accurate and fully populated.		Monthly		Subsidiary		Monthly report pack to include full backing information for each of the subject areas (datasets)  and be accurate in content.  		Integrator Reporting		- Any non compliance, missing critical information or inaccuracies/errors identified in terms of data presented in datasets contained within the report. Excludes housekeeping.
- A dataset is defined as a  stream of work e.g. Acquisitions, Disposals, Breaks etc
- This excludes the Critical Event Diary KPI & Ratings
		No Failure		1 dataset		2 datasets		3 or more datasets				5		15		30

				LLM9		Operational		Delivery		OPDEL 02		Supplier to assign and accept all work orders allocated to them where the activity if deemed the responsibility of the Supplier, or Landlord  within two business working day from receipt of work order.		Monthly		Subsidiary		A requirement to accept or reject 100% of work orders via VxMaintain within two working day from receipt of work order.		VXMaintain Report		Any non compliance, and sufficient mitigation not provided   		> 98%		<98% - ≥97%		<97 - ≥95%		<95%				5		15		30

				LLM10		Human Resources		Resource 		HR 01		Core Team posts resourced as per Method Statement and Cost Model and steady state vacancies in the Core Team to be filled within 12 weeks.		Monthly		Subsidiary		Monthly evidence file detailing the following; position, status of position, date became vacant, length of time role has been vacant, date positioned offered, start date.		Self Reporting  		Any vacancy within core team structure at any time outside of 12 week period for each vacancy.

		Fully Resourced as per plan with Zero Vacancies after 12 weeks		1 Role unfilled for in excess of 12 weeks		2 roles unfilled for in excess of 12 weeks		3 roles unfilled for in excess of 12 weeks				5		15		30

				LLM11		Operational		Delivery		OPDEL 04		Site availability - site open and available for business operation for Landlord managed properties.

		Monthly		Subsidiary		Supplier to ensure all reasonable endeavours have been made to guarantee sites are operational and open for business, where the responsibility of root cause falls within the Landlords obligations.
- This measure is within Core Hours Only		Sodexo & C&W Joint Reporting		- Any non-compliance in contacting the Landlord as per agreed timeframes.
- If evidence of attempting to make contact this would mitigate.		No Failure		> 2 - ≤ 3 hours  		> 3 - ≤ 4 hours  		> 4 hours				5		15		30

				LLM12		Operational		Delivery		OPDEL 05		Supplier to ensure they follow through on site availability instructions		Monthly		Subsidiary		Failure to follow up all such requests with Landlord until completed or resolution communicated with the Customer and/or Integrator		Sodexo & C&W Joint Reporting		Evidence in the work order / offline 		No Failure		1 Incident Not Completed		2 Incidents Not Completed		3+ Incidents Not Completed				5		15		30

				LLM13		Management Control		Compliance - Policies		MCCOM 01		Compliance with the Client's Key Management process, policies and protocols. 
		Monthly		Subsidiary		100% adherence and compliance to the clients key management process, policies and protocols.

Any changes to the clients policies, notification to be provided to the Supplier immediately and 1 months grace period to be allow for review of policy for additional and material changes		Self Reporting and/or Audits		Any reported instance of non-compliance through self reporting, notification or audit failings.		No Failure		1 to 5		6 to 10		11+				5		15		30

				LLM14		Management Control		Compliance - Complaints		MCCOM 02		Zero supplier complaints (valid and upheld) in relation to the LLM service provided by the Supplier.
		Monthly		Subsidiary		Zero supplier complaints (valid and upheld) in relation to the LLM service provided by the Supplier.


		VXMaintain Report		Any complaints that are deemed valid against, due to a  service failing of the Supplier.

		No Failure		1 complaint		2 complaints		3 or more complaints				5		15		30

				LLM15		Management Control		Compliance - Complaints		MCCOM 03		All complaints to have a response / drawn to completion within 2 Working  days
		Monthly		Subsidiary		Evidence of response or resolution to the complaint (that must first be valid and upheld)

		VXMaintain Report		No evidence of activity to resolve the complaint.
Ensuring information is available.		No Failure		1 complaint		2 complaints		3 or more complaints				5		15		30

				LLM 16		Operational Financial & Estate Management		Finance		OPFIN 04		The provision of accurate annual financial forecast for the Departments COLO, MOTO Estate. 		Monthly		Subsidiary		- The performance levels represent a variance, plus or minus, within the annual forecast value when compared with the previous months forecast for the same period for the COLO/MOTO Estate
- i.e. Using the FY Forecast provided in the Flash Report compared to the previous months forecast.
- This KPI is deemed a pass if the overall estate falls within 1% of previous forecast.
-  Exceptional, unknown or outside C&W's control values would all be mitigated items.
- Variance items which are due to differences to the provided forecast or previous values (which may be the basis of the current forecast) then these are deemed mitigating aspects.		Integrator Reporting - Flash Report		Any variances , plus or minus % per tolerances		<5%		≥ 5.1 % - 6% 		≥6.1% - <7% 		≥7%		To be tracked but not form part of the PMS






