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KEY PERFORMANCE INDICATORS (KPI’s)


1.	The following Key Performance Indicators 1-3 (KPIs) shall be applied to all work undertaken against this Contract in order to determine the performance of the Contractor during each Quarter report.  Each KPI consists of a number of individual Performance Indicators (PIs) which are measured quarterly.

2.	The PIs are marked Red, Amber or Green against relevant criteria, listed at annex B, which then informs the overall KPI score. 

3.	For each KPI defined, the Contractor shall be expected to achieve a ‘Green’ level of performance. The level of performance required to achieve a ‘Green’ level varies for each KPI and is detailed at Annex B. 

4.	The minimum acceptable level of performance is ‘Amber’ on each KPI. Should any KPI performance level fall below ‘Amber’ and achieve a ‘Red’ level of performance, the 6% performance element of the milestone payment shall be retained by the authority.  If three Performance Indicators under KPI 1 or two PIs within KPIs 2 and 3 separately are “Amber”, this KPI shall be deemed Red. In these circumstances, the Contractor shall be eligible to claim payment for the core element of the milestone payment only. 

5.	The performance element will be retained by the Authority until the next Quarterly Progress Report/Meeting. Should performance levels have reached an acceptable level on each KPI at the following quarter; the performance element will be released to the contractor along with the quarterly milestone for that period. 

6.	In the event that the level of performance has not been acceptable on each KPI (i.e. ‘Red’ levels of performance appear in subsequent quarters), the contractor will forfeit any right to the performance element retained in the earlier quarter. The 6% performance element will also be retained from the milestone payment for the current quarter, pending review at the subsequent Quarterly Progress Report/Meeting.
The Contractor shall provide a Quarterly Report detailing performance against the KPIs and including any supporting information, mitigating circumstances and a calculation of any retailed elements.  The report shall be submitted to the Authority for validation a minimum of ten working days before each quarterly progress review meeting. The performance level will then be discussed and agreed at the progress meeting should there be any dispute on the level achieved.

7.	The performance element retained will be calculated based on the greater of 6% of the relevant quarterly milestone payment or 6% of the pro-rated milestone payment instalments, assuming an even distribution over each quarter.

8.	The Contractor shall produce and supply to the Authority quarterly Performance and Progress Reports giving details of progress of Core and Non-Core activities.  

[bookmark: _GoBack]9.	The Contractor shall maintain project data.  The Contractor shall issue Progress Reports to the Authority quarterly and ten working days prior to each Progress Meeting.  The APM and their project team will review the report and respond within five working days.  A final version of the report is to be provided to the Authority no later than two working days before the Progress Meeting. The Contractor shall maintain a log to include all communications (such as telephone calls and emails) and have the log available for review in the Progress Meetings and reports. 

10.	The Contractor shall ensure that all Project meetings, Progress Report and Project Management Plans are conducted in accordance with the Contract.  If the Contractor fails to perform in his responsibility the Authority reserves, the right to withhold any payment for delivery against any item until satisfactory performance resumes



	Key Performance Indicator

	KPI Number
	1

	Service Area
	Delivery of the Core Service

	Measurement Criteria
	PI 1.1 Quarterly Progress Documentation
PI 1.2 Technical Responsiveness
PI 1.3 Safety
PI 1.4 Security

	Who Reports?
	The Contractor

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Levels 
	  % Retention

	GREEN
	3 or above PIs are marked Green
	NIL

	AMBER
	2 or below are marked Amber 
	NIL

	RED
	Red scored against any PI or 3 or above are Amber
	6%
























	Performance Indicator

	PI Number
	1.1

	PI Descriptor
	Delivery of Quarterly Performance Documentation

	Service Area
	Delivery of Core Service

	Description
	Delivery of full Quarterly Performance Documentation in accordance with the timescales and standards described in Annex A – Section 2.1(k)

	Rationale
	As in SOW

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	Documents delivered in accordance with Requirement 5k

	RED
	Documents not delivered in accordance with Requirement 5k





	Performance Indicator

	PI Number
	1.2

	PI Descriptor
	Technical Responsiveness 

	Service Area
	Core Support 

	Description
	Contractor report of responsiveness to Technical Queries and S2022s.
MOD assessment of responsiveness. In accordance with the timescales and standards described in Annex A – Section 2.1(b)

	Rationale
	As in SOW

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	=>98% of responses acknowledged and closed within four working days

	AMBER
	95 to 97% of responses acknowledged and closed within four working days

	RED
	<95% of responses acknowledged and closed within four working days



Example:

· A call arrive at 10:00 Monday. It is to be acknowledge within 24 hours (by Tuesday 10:00).  
· The call is acknowledged at 14:00 Monday.  The contractor now has three working days to respond therefore a final response is required by 14:00 Thursday.

Calculation example:

· 38 calls in a quarter
· 36 calls are acknowledged and responded to within the required timeframe
· 2 are not

Percentage calculation is: 36/38 x 100 = 94.7% rounded up to 95% = AMBER






	Performance Indicator

	PI Number
	1.3

	PI Descriptor
	Safety 

	Service Area
	Core Support 

	Description
	Completion of activities as described in Annex A – Section 2.1(c)

	Rationale
	As in SOW

	Who Reports?
	The Contractor

	Monitoring Frequency
	Annual

	Reporting Frequency
	Annual

	Performance Bands

	Band
	Performance Level 

	GREEN
	Activities against requirement rationale satisfactory.

	RED
	Activities against requirement rationale unsatisfactory.





















	Performance Indicator

	PI Number
	1.4

	PI Descriptor
	Security 

	Service Area
	Core Support 

	Description
	Completion of activities as described in Annex A – Section 2.1 (d)

	Rationale
	As in SOW

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly (Annual for SWG)

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	Activities against requirement rationale satisfactory.

	RED
	Activities against requirement rationale unsatisfactory.






	Key Performance Indicator

	KPI Number
	2

	Service Area
	Non-Core Tasking

	Measurement Criteria
	PI 2.1 Proposed TAF
PI 2.2 Performance against Plan

	Who Reports?
	The Contractor

	Reporting Frequency
	Quarterly 

	Performance Bands

	Band
	Performance Levels 
	  % Retention

	GREEN
	All PI’s are marked Green
	NIL

	AMBER
	Amber scored against any one PI
	0%

	RED
	Red scored against any one PI, or Amber scored against both PI’s (see Reporting and KPI section of SOR)
	6%



























	Performance Indicator

	PI Number
	2.1

	PI Descriptor
	Proposed TAF

	Service Area
	Non-Core Tasking

	Description
	Completion of activities as described under Condition 13.9 of the Contract.

	Rationale
	See Condition 13

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	≥95% of TAF Part B delivered on time

	AMBER
	90% to 94% of TAF Part B delivered on time

	RED
	≤90% of TAF Part B delivered on time




Example:

· Over the quarter the APM sends out 30 TAF part A’s to the contractor.  The contractor receives these and sends back costed proposals (completed TAF Part B’s) within ten working days.  Within the quarter 29 costed proposals are received in time and to the requred standards.  The calculation is:

· 29/30 x 100 = 96.6%, rounded up to 97% which equals GREEN



Example:
	Performance Indicator

	PI Number
	2.2

	PI Descriptor
	Performance against Plan

	Service Area
	Non-Core Tasking

	Description
	Completion of activities as described under Condition 13 of the Contract. This shall exclude the provision of spares and repaired items.

	Rationale
	See Condition 13

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	100% of tasks completed on time and within scope

	AMBER
	90% to 99% of tasks completed on time and within scope

	RED
	≤90% of tasks completed on time and within scope



· 83 tasks are rased within the quarter.  Each task has Price, Time and Performance targets agreed with the APM. 
· 72 are completed within the required parameters, 11 fail to meet the required targets, the calculation is:

72/83 x 100 = 86.7%, rounded up to 87 which equals RED



	Key Performance Indicator 

	KPI Number
	3

	KPI Descriptor
	Management of Inventory

	Measurement Criteria
	PI 3.1 Provision of Repair Quotations
PI 3.2 Delivery of Spares and Repaired items

	Who Reports?
	The Contractor

	Reporting Frequency
	Quarterly 

	Performance Bands

	Band
	Performance Levels 
	  % Retention

	GREEN
	All PIs are marked Green
	NIL

	AMBER
	Amber scored against any PI
	NIL

	RED
	Red scored against any PI, or Amber scored against both PI’s
	6%




























	Performance Indicator 

	PI Number
	3.1

	PI Descriptor
	Provision of Repair Quotations

	Service Area
	Management of Inventory

	Description
	Performance for Provision of Repaired items.  

	Rationale
	As directed under Condition 13 (Tasking)

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	≥ 95% of Quotes received on time

	AMBER
	90% to 94% of Quotes received on time

	RED
	<90% of Quotes received on time





















	Performance Indicator 

	PI Number
	3.2

	PI Descriptor
	Delivery of Spares and Repaired Items

	Service Area
	Management of Inventory

	Description
	Performance for Provision of Spares and Items Repaired by the Contractor.

	Rationale
	As directed under Condition 13 (Tasking)

	Who Reports?
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Performance Bands

	Band
	Performance Level 

	GREEN
	≥95% of Spares and Repairs delivered on time

	AMBER
	90% to 94% of Spares and Repairs delivered on time

	RED
	< 90% of Spares and Repairs delivered on time
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