ANNEX C TO

SCHEDULE 2 (SC3) TO

ARMYHQ4/00074

KEY PERFORMANCE INDICATORS
TIME
	KPI


	Criteria
	Performance Indicator
	Measurement
	Month 
	Status

(Green/Amber/Red)

	1
	Service Availability

SOR Serials 1.1 & 2.1  refer.
	All personnel provided by the contractor in support of the requirement are available, either on site, or remotely (telephone support), during operating hours/agreed timeframes.
	Green – No instances of non-availability. 
Amber – 1 – 2 instances of non-availability. 

Red – 3 or more instances of non-availability.
	
	

	2


	Reports

SOR Serial 2.1 refers. 
	Contractor maintains/responds to all Management Information (MI) requests within required timeframes.
	Green – No instances of failure.
Amber – 1 -3 instances of failure.
Red – more than 3 instances of failure.
	
	

	3
	Focal Point

SOR Serial 2.2 refers. 
	Contractor maintains/responds to all communication requests within the required timeframes
	Green – No instances of failure/non-availability.
Amber – 1 -3 instances of failure/non availability of focal point.
Red – more than 3 instances of failure/non availability of focal point.
	
	


QUALITY

	KPI


	Criteria
	Performance Indicator
	Measurement
	Month 
	Status

(Green/Amber/Red)

	1
	Service Delivery

SOR Serials 1.1 & 3.1 refer.
	All services delivered to the defined standards at Schedule 2 (Statement of Requirements) and associated annexes, as applicable.
	Green – No instances of failure

Amber – 1 – 2 instances of failure

Red – 3 or more instances of failure
	
	

	2
	Training
SOR Serials 1.1 & 2.1 refer
	Contractor’s personnel are appropriately trained and qualified (where applicable)
	Green – No instances of failure

Amber – 1 – 2 instances of failure

Red – 3 or more instances of failure
	
	

	3


	Information 2.1
	Network performance information provided in a timely manner for monthly review meeting.
	Green – No instances of failure

Amber – 1 – 2 instances of failure

Red – 3 or more instances of failure
	
	


MANAGEMENT AND COMMUNICATION

	KPI


	Criteria
	Performance Indicator
	Measurement
	Month 
	Status

(Green/Amber/Red)

	1


	Interface

SOR Serial 2.2 refers.
	Contractor provides management interface and responds to all actions.
	Green – No instances of failure

Amber – 1 – 3 instances of failure

Red – more than 3 instances of failure
	
	

	2

	Contract Management Plan

SOR Serials 2.1, 3.1 & 4.1 refer
	Full adherence to the Contract Management Plan agreed between the Contractor and the Authority.  
	Green – No instances of failure

Amber – 1 – 3 instances of failure

Red – more than 3 instances of failure
	
	


COST

	KPI


	Criteria
	Performance Indicator
	Measurement
	Month 
	Status

(Green/Amber/Red)

	1


	Payment

Clause G1 to SC3 Terms and Conditions refers. 
	All payment requests on time and as per the pricing schedule.
	Green – No instances of failure and 100% accuracy.
Amber – 1 – 3 instances of failure.
Red – more than 3 instances of failure.
	
	

	2


	Accounting
	Accounting processes and procedures operated in accordance with open book accounting principles
	Green – No instances of failure. 

Amber – 1 – 3 instances of failure.
Red – more then 3 instances of failure.
	
	


Notes

1.1
Performance will be monitored monthly in accordance with the above criteria. Failure of performance (Red) shall result in a deduction to the monthly payment due by the Authority.  The reduction will be calculated as follows:

Instances of failure 

Where KPI’s are measured as being Red, the Authority shall have the right to a reduction in the monthly payment due.  The reduction will be based on a percentage (%) reduction for each failing KPI occurring in the month, aggregated where there is more than one failing KPI, up to a maximum % reduction of 5% in any one calendar month. 

1 x Red KPI 2% reduction

2 x Red KPI 3% reduction

3 x Red KPI 5% reduction 

1.2
A Corrective Action Plan will be agreed between the Parties in the event of an Amber or Red KPI.

1.3
Subsequently, in the event that the Contractor’s performance continues to be assessed on a consecutive monthly basis as Red against individual KPIs, where there are two monthly consecutive Red KPI Status or there are three Red KPIs in a twelve month rolling period, the Authority shall have the right to the remedies set out in the SC3 Core Conditions, Clause F1a (serials 7 – 11 as appropriate). 

1.4
The Contractor shall not fail (eg Amber or Red) KPIs due to acts or omissions of the Authority or force majeure events. 
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