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KPI 1 – Response to Reported Corrective Maintenance Faults

	KPI NUMBER
	1

	ITEMS APPLICABLE TO
	Corrective Maintenance Requirement - Statement Of Work paragraph 14 and Annex C.

	Start of KPI
	Contract Effective/Start Date

	Performance Measure
	Percentage of queries Closed

	Monitoring Frequency
	Monthly – Monthly Contractor and End User reports will provide details of queries and response and resolution rates for quarterly performance review. 

	KPI Reporting Period
	Monthly 

	PERFORMANCE MEASUREMENT

	Performance Measurement
	Source of Measurement

	The Authority requires that Corrective Maintenance queries from users are logged and responded to by the Contractor within the Gold/Silver/Bronze stated periods in order to support availability of the GTMS Equipment.
	Monthly Contractor and End User Report with confirmation of satisfaction from Authority.

	PERFORMANCE LEVELS

	Level
	Rate of Performance

	Green
	≥ 95% of technical advice/visit requests are logged and responded to by the Contractor within the Gold/Silver/Bronze stated periods for the relevant STE.

	Amber
	≥ 85% to < 95% of technical advice/visit requests are logged and responded to by the Contractor within the Gold/Silver/Bronze stated periods for the relevant STE.

	Red
	< 85% of technical advice/visit requests are logged and responded to by the Contractor within the Gold/Silver/Bronze stated periods for the relevant STE.

	FEE RETENTION

Green:  No retention.

Amber: Temporary retention for the first month of 1% of the Monthly Management Fee payment, increasing to permanent if not return to Green in the next period.

Red: For any single month of Red performance, the Authority will permanently retain 2% of the Monthly Management Fee.





KPI 2 – Equipment Maintained for Use in accordance with the agreed Preventative Maintenance Schedule

	
KPI NUMBER
	2

	ITEMS APPLICABLE TO
	Preventative Maintenance Schedule - Statement Of Work paragraphs 12, 13 and Annex B.

	Start of KPI
	Contract Effective/Start Date

	Incidence Measure
	Percentage of bookings made and agreed by the Customer representative for the STE listed at Annex F.

	Monitoring Frequency
	Monthly – Contractor and End User report will provide details of Preventative Maintenance bookings made and agreed by the Unit Customer for monthly review. 

	KPI Reporting Period
	Monthly

	PERFORMANCE MEASUREMENT

	Performance Measurement
	Source of Measurement

	The Authority requires that bookings for Preventative Maintenance are made within 4 weeks of the last maintenance (service) date of the individual STE to ensure that they are available for training.
	Monthly Contractor and End User Report with confirmation of satisfaction from Authority.

	PERFORMANCE LEVELS

	Level
	Rate of Performance

	Green
	≥ 95% of bookings for Preventative Maintenance are made within 4 weeks of the due date.

	Amber
	≥ 90% to < 95% of bookings for Preventative Maintenance are made within 5 - 6 weeks of the due date.

	Red
	< 90% of bookings for Preventative Maintenance are made in excess of 7 weeks of the due date.

	RETENTION

Green:  No retention

Amber: Temporary retention for the first month of 1% of the monthly Management Fee payment, increasing to permanent if not return to Green in the next period.

Red: For any single month of Red performance, the Authority will permanently retain 2% of the monthly Management Fee for that month. 





KPI 3 – 54 (R) SQN Mission Simulator Preventative and Corrective Requirements to ensure availability for use.

	
KPI NUMBER
	3

	ITEMS APPLICABLE TO
	Provision of the following requirements contained at Annex E of the Statement of Work, Serial Numbers 49, 50, 51, 57, 59 and 60.

	Start of KPI
	Contract Effective/Start Date

	Incidence Measure
	Percentage of requirements delivered on time and deemed acceptable.

	Monitoring Frequency
	Monthly

	KPI Reporting Period
	Monthly

	PERFORMANCE MEASUREMENT

	Performance Measurement
	Source of Measurement

	The Authority requires that the Preventative and Corrective Maintenance requirements listed are carried out as defined in the contract, in order to support the availability of the 54 (R) Sqn MS.
	Monthly Contractor and End User Report with confirmation of satisfaction from Authority.

	PERFORMANCE LEVELS

	Level
	Rate of Performance

	Green
	≥ 95% of requirements listed are carried out as defined in the contract.

	Amber
	≥ 90% to < 95% of requirements listed are carried out as defined in the contract.

	Red
	< 90% of requirements listed are carried out as defined in the contract.

	RETENTION

Green:  No retention

Amber:  Temporary retention for the first month of 1% of the monthly Management Fee, increasing to permanent if not return to Green in the next period.   

Red: For any single month of Red performance, the Authority will permanently retain 2% of the monthly Management Fee payment for that month. 















KPI 4 – Timely Delivery of Individual Ad-Hoc Tasking/PDS

	
KPI NUMBER
	4

	ITEMS APPLICABLE TO
	Engineering Tasks in line with Statement of Work paragraphs 43 to 45 and Annex D.

	Start of KPI
	Contract Effective/Start Date

	Incidence Measure
	Individual Engineering Tasks delivered and completed successfully within the agreed Time period.

	Monitoring Frequency
	Ad Hoc

	KPI Reporting Period
	Monthly as and when Tasks initiated

	PERFORMANCE MEASUREMENT

	Performance Measurement
	Source of Measurement

	The Authority requires that Engineering Tasks (in line with paragraphs 43 to 45 and Annex D of the Statement of Requirement) are completed within the agreed timescales.
	Timescales set by the Authority (in conjunction with the Contractor) on the Task Authorisation Form

	PERFORMANCE LEVELS

	Level
	Rate of Performance

	Green
	≥ 90% of all Engineering Tasks completed by the agreed delivery date.

	Red
	< 90% of all Engineering Tasks completed by the agreed delivery date.

	FEE RETENTION

Green:  No fee retention

Red: For any single Task that is deemed to be of Red performance, the Authority will permanently retain 2% of the Task Firm Price. 
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Rectification Plan

	Issue Date:
	DD/MM/YYYY
	Issue Version:
	

	Contract Ref:
	FsASTC/00146

	KPI:
	

	Quarter affected:
	

	Due Date (end of quarter date):
	DD/MM/YYYY
	Estimated Revised Completion Date:
	DD/MM/YYYY

	Reasons:
	[Insert reasons why deliverable not delivered or KPI not met]








	Remedial Plan:
	[Insert plan to provide the deliverable required by the obligation or meet the KPI in future quarters, including timescales, responsible person(s) and actions taken to prevent further delays/underperformance]




















	Supporting Documents:
	[Insert document references for any attached supporting documentation]


	Contractor’s Signature:
	[NAME]
[ROLE]
[SIGNATURE]



