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[bookmark: _Toc473810654]context and background
This Annex C – Key Performance Indicators of Attachment 3 – Service Information contains information in relation to the Key Performance Indicators that shall be applied throughout the Call-Off Period. Please see Appendix 1 of this Annex for the KPI model that contains all KPIs relevant to this Call-Off Contract.
[bookmark: _Toc473810655]General principles 
Performance is measured monthly along with any calculations in relation to  performance deductions.
The Contractor self-measures their KPIs and provides full transparency of data to the Supply Chain Integrator and the Employer. The Employer and the Supply Chain Integrator have a right to attend audits and review data submitted by the Contractor as and when necessary.
The Performance Indicators (PIs) and Measure Indicators (MIs) shall be reviewed annually (including their associated weightings, target scores and service failure scores) and amendments shall be mutually agreed between the Employer and the Contractor.
The amount at risk is 4% of the total monthly sum. A single score and a single deduction if applicable are applied at the overall portfolio level.
A deduction free period of 3 months will apply at the start of the Call-Off Contract
The performance scheme works at a portfolio level: a single score for all Services and all Affected Properties is calculated each month.

[bookmark: _Toc473810656]Key Performance Indicators (KPIS)
The following KPIs and weightings apply to this Call-Off Contract (Please note the Security KPIs do not apply:
	KPI title
	Weighting %

	CAFM
	15

	Maintenance
	38

	Waste
	5

	Cleaning
	25

	Sustainability
	3

	Grounds maintenance
	5

	Catering
	2

	Benchmarking and continuous improvements
	2

	Management
	5





[bookmark: _Toc473810657]Performance Indicators (PIs) and Measurement Indicators (MIs)
A number of the KPIs are broken down into PIs which are then broken down into MIs, whilst some KPIs only have MIs as described in the below table.
	
Measure Reference

	Weighting
	High level title
	Target Score
	Service Failure Score

	[bookmark: _Toc396219360]CFM K1 CAFM  : 15%

	CFM M1

	100%
	Systems interface to the Integrator failures
	0
	10 or more failures

	BM K1 Maintenance : 38%

	P1 Planned Maintenance: 50%

	BM M1

	
10%
	Failure to provide PPM schedule to service requirements and on time
	No failure
	1 or more

	BM M2

	
65%
	Planned PPM tasks vs actuals
	95%
	80%

	BM M3

	
25%
	BMS systems availability
	No failure
	No failure

	P2 Reactive Maintenance: 50%

	BM M4

	
20%
	Response and completion times for new  works  responded to within timescales
	97%
	85%

	BM M5

	
80%
	Response and completion times for reactive calls responded to within timescales
	93%
	80%

	WM K1  Waste Management : 5%

	WM M1
	
30%
	General waste planned vs actuals
	99%
	90%

	WM M2
	
20%
	Classified waste planned vs actuals
	99%
	90%

	WM M3
	
30%
	Recycled waste planned vs actuals
	99%
	90%

	WM M4
	20%
	Response and completion times
	97%
	85%

	CLG K1 Cleaning : 25%

	CLG M1
	
30%
	Service standards complaints and audit failures
	95% 
	80%

	CLG M2
	
30%
	Reactive response and completion times for cleaning and pest control
	93%
	80%

	CLG M3
	
20%
	Deep cleaning activities planned vs actuals
	99%
	90%

	CLG M4
	
20%

	Window cleaning and secondary glazing planned activities to be completed on time

	99%
	90%

	SUS K1 Sustainability : 3%

	P1 Social: 35%

	SUS M1
	100%
	Apprenticeship target vs actual
	2% or more
	0

	P2 Environmental: 30%

	SUS M2
	
100%
	 Submission of report containing clear initiatives for reducing energy and water consumption and carbon production, reducing waste to landfill  and supporting the Employer in meetings its target
	No failure
	Any failure

	P3 Economic: 35%

	SUS M3
	
50%
	Compliance to the Energy Directive

	No failure
	Any failure

	SUS M4
	50%
	SMEs target vs actuals
	20% or more
	0

	GM K1 Grounds Maintenance : 5%

	GM M1
	
60%
	Planned vs actuals
	99%
	90%

	GM M2
	
15%
	Adverse weather service complaints
	0
	5 or more

	GM M3
	
5%
	New works response times
	97%
	85%

	GM M4
	20%
	Reactive maintenance response times.
	97%
	85%

	CAT K1 Catering : 2%

	CAT M1
	

25%
	Failure to meet opening hours (complaints) 
	2 or less
	

10 or more

	CAT M2
	
25%
	Failure to meet service standards (complaints)
	2 or less
	
10 or more

	CAT M3
	
35%
	Failure to comply with food handling standards
	No failure
	Any failure

	CAT M4
	
15%
	Complaints on vending service
	2 or less
	10 or more

	BCI K1 Benchmarking & Continuous Improvement : 2%

	BCI
M1
	
50%
	Provision of benchmarking report
	No failure
	Any failure

	BCI
M2
	
30%

	Number of continuous improvements 
	Target
	0

	BCI
M3
	
20%
	Submission of continuous improvement report
	No failure
	Any failure

	MAN K1 Management Enablers : 5%

	MAN
M1
	
25%

	Small Projects: Works Value Reliability
	99%
	90%

	MAN
M2
	
25%
	Small Projects: Task Time Reliability
	99%
	90%

	MAN
M3
	
20%

	NEC3 Process Compliance failures
	2 or less
	5 or more

	MAN
M4

	
10%
	Supplier attendance at SMT meetings
	No failure
	Any failure

	MAN 5

	
20%
	Monthly report complete and on time
	No failure
	Any failure



[bookmark: _Toc473810658]Calculation of an actual performance score% for each Measure Indicator
An actual performance score percentage (%) is calculated for each MI using the target score and the service failure score as described. The scale is linear between the target score and the service failure score to establish an actual performance score. A deduction score is calculated for each MI as 100% - actual performance score.
The MI deduction scores are weighted at the PI level if relevant. The KPI weightings are then applied to those to arrive to a single overall actual performance score. This % is applied to the total sum at risk to establish the deduction for that month:

	Type of measure
	Measures
	Target Score
	Converts into % actual performance score of:
	Service failure score
	Converts into % actual performance score of:

	Complaints
	CFM M1
	0
	100
	10 instances or more
	0

	Submitting plan with adequate details
	BM1, SUS M3, SUS M2, , BCI M1, BCI M3
	No failure
	100
	Any failure
	0

	Pass/fail
	BM3, MAN M5, CAT M3
	No failure
	100
	Any failure
	0

	Planned vs actuals
	 CLG3, CLG4, WM M1, WM M2, WM M3, GM M1, BCI M2, MAN M1, MAN M2
	99%
	100
	90% or less
	0

	Planned vs actuals
	BM M2, CLG M1
	95%
	100
	80% or less
	0

	Reactive
	BM4,, WM M4, , GM M3, GM M4
	97% or above
	100
	85% or less
	0

	Reactive
	BM M5. CLG M2
	93%
	100
	80% or less
	0

	Target vs actual
	SUS M1
	2% or more
	100
	0
	0

	Target vs actual
	SUS M4
	20% or more
	100
	0
	0

	Adverse weather complaints 
	GM M2
	0
	100
	5 or more
	0

	Catering related complaints
	CAT M1, CAT M2, CAT M4
	2 or less
	100
	10 or more
	0

	NEC3 process failures
	MAN M3
	2 or less
	100
	5 or more
	0
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Instruction



		1		Introduction

				The management of the Contract is supported by Key Performance Indicators, which have a number of service measures attached. Performance failure against the service measures and subsequently the KPI's may result in payment deduction. 
The maximum deduction equates to the percentage of contract value that is put at risk. Deductions for individual KPI failures are set by allocating relative weightings to services and KPI's. 

				This KPI Matrix has a number of functions:
- To identify the KPI's set by the Employer
- To enable the Employer to allocate weightings to each KPI to reflect their relative importance
- To demonstrate to the Employer and Contractor the cost implications of KPI failure
- To allow the Employer and Contractor to scenario test possible failure situations
- To enable the Contractor to build an appropriate Payment Mechanism into the helpdesk / CAFM system
- To enable the Employer to sense-check help-desk reports

				CELLS THAT REQUIRE INPUT FROM THE EMPLOYER/APPROPRIATE USER ARE SHADED IN PINK



		2		Using the Key Performance Indicators

				Employer Settings:

				Worksheet		Setting		Data to be Entered

				A.Performance Criteria		Percentage of the Contract value at risk		Employer must enter the percentage of the total Contract value to be put at risk.

						Contract Base Value (per annum)		Employer/Contractor must enter the Annual Value of the Contract.

						Proportion of New Works Value in month		Employer/Contractor must enter the value of New Works that occur during the annual period.

						Proportion of Compensations Events value in month		Employer/Contractor must enter the value of Compensation Events that occur during the annual period.

						KPI Level 1 Service Weighting		Employer must enter a percentage against each Service Section they wish to include. If a section is not to be included, set the percentage at 0%.  
The total percentage must equal 100%. This is to allow the relative weighting of service sections in the KPI calculations.

						PI Level 2 (if appropriate) and MI Level 3 Service Weighting		Employer must set the section service levels. This is to allow a detailed weighting of the individual parts of the service.

				B Contractor Performance		3.Contractor Deductions Table		All columns within the "3.Contractor Deductions" table are automatically populated using data input to other areas of this KPI Model. Calculations are returned in this way and consolidated into the "4.Actual Deductions Table (Copy and Paste into the Payment Mechanism)".

						4. Actual Deductions Table (Copy and Paste into the Payment Mechanism)		The values automatically returned into the "4.Actual Deductions Table (Copy and Paste into the Payment Mechanism)" can be copied and pasted into the appropriate table within the Payment Mechanism.



		3		Using the Service Measure worksheets - CAFMHelpdesk, Security, Maintenance, Waste Management, Cleaning, Sustainability, Grounds Maintenance, Catering, Bench & Cont Imp and Management.

				Headings in 1.CAFMHelpdesk - 10.Management:

				Service Title		KPI Ref		PI Ref		Measure Reference		Standard/Requirement		Measured (Criteria)		Automated Measure		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

				The Service that the measures relate to (e.g. Maintenance)		The KPI that the measure relates to.		PI Level 2 reference (if included/appropriate)		PI Level 3 reference		What standard needs to be achieved		How the standard will be measured		Data gathered through automated IT System/CAFM/Helpdesk or collated manually.		Process by which data is gathered.		Number of events raised/Number of instances or occurences/ Percentage Score returned.		Actual number/value  of events/instances/occurences raised.		Number of events/instances.occurences that comply/do not comply with the standards and the measure		Actual number/value of events/instances/occurences that complied/did not comply.		Contractor Score returned from the Quantity of Events/Instances/Occurences Raised versus Quantity of Events/Instances/Occurences Realised		100% less the Contractor Score, calculating the deduction to be applied.



		4		Using the Look Up Tables

				Look Up Table Settings:

				Worksheet

				LOOK UP TABLES		The "LOOK UP TABLES" worksheet may be used to create a table with the required scoring figures specific to a number of Level 3 MI measures. A VLOOK UP formula is then used to return a value to the "Contractor Score" column of the appropriate worksheet.





A.Performance Criteria



		1		Set Performance Levels



				Financial Deduction Criteria

				Percentage of the Call Off Contract value at risk (the Contractor's revenue will be at risk)				4%

				Call Off Contract Base Value (per annum)				£10,000,000

				Proportion of Compensations events value in month				£0

				Base Value at risk (monthly)				£33,333





		2		KPI Names and Weighting Distribution



		Level 1 - KPIs														Level 2 - PIs														Level 3 - MIs



				Ref		 KPI Name		Weighting		Proportion of Fee At Risk								Ref		PI Name		Weighting		Proportion of Fee At Risk								Ref		Weighting		Proportion of Fee At Risk









				CFM K1		CAFM / Helpdesk Service		15%		£5,000																						CFM M1		100%		£   5,000		OK













				SY K1		Security Services		No Measures Apply









																																BM M1		10%		£   633		OK

																		BM P1		Planned Maintenance		50%		£6,333								BM M2		65%		£   4,117

																																BM M3		25%		£   1,583

				BM K1		Maintenance Service		38%		£12,667





																		BM P2		Reactive Maintenance		50%		£6,333								BM M4		20%		£   1,267		OK

																		OK														BM M5		80%		£   5,067





																																WM M1		30%		£   500		OK

																																WM M2		20%		£   333

				WM K1		Waste Management Services		5%		£1,667																						WM M3		30%		£   500

																																WM M4		20%		£   333









																																CLG M1		30%		£   2,500		OK

																																CLG M2		30%		£   2,500

				CLG K1		Cleaning Services		25%		£8,333																						CLG M3		20%		£   1,667

																																CLG M4		20%		£   1,667









																		SUS P1		Social		35%		£350								SUS M1		100%		£   350		OK







				SUS K1		Sustainability		3%		£1,000								SUS P2		Environmental		30%		£300								SUS M2		100%		£   300		OK







																		SUS P3		Economic		35%		£350								SUS M3		50%		£   175		OK

																		OK														SUS M4		50%		£   175





																																GM M1		60%		£   1,000		OK

				GM K1		Grounds Maintenance (Landscaping Services)		5%		£1,667																						GM M2		15%		£   250

																																GM M3		5%		£   83

																																GM M4		20%		£   333





																																CAT M1		25%		£   167		OK

				CAT K1		Catering Services		2%		£667																						CAT M2		25%		£   167

																																CAT M3		35%		£   233

																																CAT M4		15%		£   100







																																BCI M1		50%		£   333		OK

				BCI K1		Benchmarking & Continuous Improvement		2%		£667																						BCI M2		30%		£   200

																																BCI M3		20%		£   133





																																MAN M1		25%		£   417		OK

																																MAN M2		25%		£   417

				MAN K1		Management Enablers		5%		£1,667																						MAN M3		20%		£   333

																																MAN M4		10%		£   167

																																MAN M5		20%		£   333





				OK







B.Contractor Performance 

		3		Contractor Deductions Table

				KPI Ref		KPI Name		MI Ref		Contractor Score		Deduction %		Fee At Risk Per MI		Actual Deduction Per MI (£)		Actual Deduction per KPI (£)

				CFM K1		CAFM / Helpdesk Service		CFM M1		60%		40%		£   5,000		£   2,000		£   2,000

				SY K1		Security Services		SY M1		No Measures Apply

				BM K1		Maintenance Service		BM M1		100%		0%		£   633		£   -		£   2,315

								BM M2		93%		7%		£   4,117		£   288

								BM M3		100%		0%		£   1,583		£   -

								BM M4		100%		0%		£   1,267		£   -

								BM M5		60%		40%		£   5,067		£   2,027

				WM K1		Waste Management Services		WM M1		100%		0%		£   500		£   -		£   170

								WM M2		100%		0%		£   333		£   -

								WM M3		90%		10%		£   500		£   50

								WM M4		64%		36%		£   333		£   120

				CLG K1		Cleaning Services		CLG M1		93%		7%		£   2,500		£   175		£   842

								CLG M2		100%		0%		£   2,500		£   -

								CLG M3		90%		10%		£   1,667		£   167

								CLG M4		70%		30%		£   1,667		£   500

				SUS K1		Sustainability		SUS M1		100%		0%		£   350		£   -		£   -

								SUS M2		100%		0%		£   300		£   -

								SUS M3		100%		0%		£   175		£   -

								SUS M4		100%		0%		£   175		£   -

				GM K1		Grounds Maintenance (Landscaping Services)		GM M1		70%		30%		£   1,000		£   300		£   338

								GM M2		100%		0%		£   250		£   -

								GM M3		91%		9%		£   83		£   7

								GM M4		91%		9%		£   333		£   30

				CAT K1		Catering Services		CAT M1		100%		0%		£   167		£   -		£   -

								CAT M2		100%		0%		£   167		£   -

								CAT M3		100%		0%		£   233		£   -

								CAT M4		100%		0%		£   100		£   -

				BCI K1		Benchmarking & Continuous Improvement		BCI M1		100%		0%		£   333		£   -		£   -

								BCI M2		100%		0%		£   200		£   -

								BCI M3		100%		0%		£   133		£   -

				MAN K1		Management Enablers		MAN M1		80%		20%		£   417		£   83		£   348

								MAN M2		90%		10%		£   417		£   42

								MAN M3		33%		67%		£   333		£   223

								MAN M4		100%		0%		£   167		£   -

								MAN M5		100%		0%		£   333		£   -

																£   6,012		£   6,012





		4		Actual Deductions Table (Copy and Paste into Payment Mechanism)





						KPI Name		Actual Deduction per KPI (£)

						CAFM / Helpdesk Service		£   2,000

						Security Services		£   -

						Maintenance Service		£   2,315

						Waste Management Services		£   170

						Cleaning Services		£   842

						Sustainability		£   -

						Grounds Maintenance Services		£   338

						Catering Services		£   -

						Benchmarking & Continuous Improvement		£   -

						Management Enablers		£   348









1.CAFMHelp Desk



		Service Title		CAFM / Helpdesk Service





						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automated Measure?		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		CFM K1		CFM M1		Provide a fully functioning  interface to the Integrator helpdesk in accordance with the contractual requirements including a receiving, receipting and actioning and updating/reporting on work orders provision		Number of instances where  failure to provide the service resulted in an exception being recorded by the Integrator helpdesk (on incoming or outgoing information)		Yes		Use defined Service Failure complaints process		4		Service Failure Complaints Raised						60%		40%



																		Total KPI Score for CFM K1				60%























2.Security



		Service Title		Security Services



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automated Measure?		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		SY K1		No Measures Apply



								.













3.Maintenance



		Service Title		Maintenance Service



								Information								Score

		KPI		PI		Measure
Ref		Standard/Requirement		Measure (Criteria)		Automated?		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		BM K1		BM P1		BM M1		Develop, implement and maintain a Planned Maintenance Schedule in accordance with the contractual requirements		Failure to provide and update a current, accurate and updated PPM schedule to the Integrator		Yes		Date stamp from next PPM		0		Number of occasions where PPM schedule not provided / updated / uploaded						100%		0%

				BM P1		BM M2		Provide a planned maintenance service inline with local schedules to achieve required standard of accommodation across the estate.		Number of activities completed against those planned.		Yes		Record completed planned activities in CAFM		94%		Occasions where Planned Maintenance Events were completed.						93%		7%

				BM P1		BM M3		Ensure all building management  systems are available to the required standard so that they remain safe and viable at all times 		Any event of non availability		No		No of occasion where building systems were not available		0		No of occasion where building systems were not available						100%		0%

				BM P2		BM M4		Respond to new works  in compliance with the SLRs and Service Standards		Number of instances where response and completion times are achieved against  number of response and completion responses required		Yes		Record completed new work activities in CAFM		97%		New work events completed in-month						100%		0%

				BM P2		BM M5		Respond to reactive breakdowns in compliance with the SLRs and Service Standards.		Number of instances where response and completion times are achieved against number of response and completion responses required		Yes		Record completed reactive breakdown activities in CAFM		88%		Reactive breakdown events completed in month						60%		40%



																				Total PI Score for BM P1 				98%

																				Total PI Score for BM P2				80%

																				Total KPI Score for BM K1				88.83%







4.Waste Management



		Service Title		Waste Management Services



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automated Measure?		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		WM K1		WM 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 activities completed on schedule against planned		Yes		Use data recorded in CAFM		100.00%		Percentage of Events successfully completed						100%		0%

				WM 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 activities completed on schedule against planned		Yes		Use data recorded in CAFM		99.00%		Percentage of Events successfully completed						100%		0%

				WM M3		Provide a Recycled Waste disposal service in line with the Call Off Contract requirements, and SLRs (to be set up as PPM)		Number of activities completed on schedule against planned		Yes		Use data recorded in CAFM		98.00%		Percentage of Events successfully completed						90%		10%

				WM M4		Provide a reactive response service in accordance with the contract (and SLR requirements if applicable)		Number of instances where response and completion times are achieved against  number of response and completion responses required		Yes		Response Time logged in CAFM		93.00%		Percentage of Reactive Responses met within agreed SLRs						64%		36%



																		Total KPI Score for WM K1				89%





								.















5.Cleaning



		Service Title		Cleaning Services



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automated?		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		CLG K1		CLG M1		All areas to satisfy the Service Requirements prior to the commencement of each business day. 		Number of service failure complaints validated by the Integrator and number of failed audits regarding the standard of cleanliness within the building at the beginning of each day, in relation to SLRs		Yes		Complaints  (relating to service failures) to Helpdesk and audit service failures		94%		Percentage of Occasions where Service Requirements were met prior to the commencement of each business day.						93%		7%

				CLG M2		All Reactive Cleaning Events and pest control events will be responded to within the required timeframe and to the required standard as detailed within the SLR's and Service Standards 		Number of instances where response and completion times are achieved against number of response and completion responses required		Yes		Timestamp in CAFM		98%		Percentage of New Work events due and completed in required month						100%		0%

				CLG M3		All deep cleaning planned  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)		Number of activites completed on schedule against planned		Yes		Timestamp in CAFM		98%		Percentage of Events successfully completed						90%		10%

				CLG M4		Window cleaning and secondary glazing palnned activities to be completed on time		Number of activites completed on schedule against planned		Yes		Timestamp in CAFM		96%		Percentage of Events successfully completed						70%		30%



																		Total KPI Score for CLG K1				88%



								.













6.Sustainability



		Service Title		Sustainability



								Information						Scoring

		Relates to KPI		PI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automated Measure		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		SUS K1						Social

				SUS P1		SUS M1		Apprenticeships created as a result of business generated from the framework		Percentage of new recruits that were offered apprenticeships against target		No		99%		Percentage of new recruits that were offered apprenticeships						100%		0%

								Environmental

				SUS P2		SUS M2		Submission of report containing clear initiatives for reducing energy and water consumption and carbon production, reducing waste to landfill  and supporting the Employer in meetings its target		Monthly report submission and quality		Yes		Yes		Was the monthly report in sufficient detail?						100%		0%

								Economic

				SUS P3		SUS M3		Compliance to the Energy Directive.		Has the Contractor complied to the Energy Directive		Yes		Yes		Can the Contractor demonstrate compliance to the Energy Directive						100%		0%

				SUS P3		SUS M4		Proportion of overall framework expenditure that has passed to local SMEs and Social Enterprises.		n/a		Yes		99%		Percentage achieved against target						100%		0%



																		Total PI Score for SUS P1 				100%

																		Total PI Score for SUS P2				100%

																		Total PI Score for SUS P3				100%







7.Grounds Maint (Landscape Svs)



		Service Title		Grounds Maintenance (Landscaping Services)				(referred to as Lanscaping Services in the Contract)



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure		Automated?		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		GM K1		GM M1		Maintain all external areas in accordance with the contractual requirements, and SLRs.		Number of activities completed against those planned.		Yes		Record completion timestamp in CAFM		96%		Percentage of occasions where Planned Maintenance Events were completed.						70%		30%

				GM M2		In the event of snow (and other adverse weather events) the contractor 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.		Yes		Standard Service Failure complaints process		0		Number of Service Failure Complaints relating to measure						100%		0%

				GM M3		Respond to new grounds maintenance work in compliance with the SLRs and Service Standards		Number of instances where response and completion times are achieved  against number of response and completion responses required		Yes		Complaints relating to Service Failure to Helpdesk		96%		Percentage of occasions where the Service Requirements have been met.						91%		9%

				GM M4		Respond to reactive grounds maintenance in compliance with the SLRs and Service Standards.		Number of instances where response and completion times are achieved  against number of response and completion responses required		Yes		Complaints to Service Recalls to Helpdesk		96%		Percentage of occasions where the Service Requirements have been met.						91%		9%



																		Total KPI Score for GM K1				88%





								.								``















8.Catering



		Service Title		Catering Services



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automation		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		CAT K1		CAT M1		Provide catering facilities in line with local opening hours schedules and requirements.		Number of complaints and self reporting issues		No		Self reporting/complaints		1		Number of occasions requirement has not been met						100%		0%

				CAT M2		Provide a catering service in line with local  standards defined in schedules and requirements.		Number of failures to provide the service resulting in customer complaints		Yes		Log Employer Complaints in CAFM system		1		Number of complaints (made by Authority / Building Manager) in relation to measure						100%		0%

				CAT M3		Comply with all food handling, storing and environmental health standards.		Audit		Yes		Audit		0		Number of Audits failed
(Pass / Fail)						100%		0%

				CAT M4		Provide a drinks and food vending service inline with local schedules and requirements. 		Number of failures to provide the service resulting in customer complaints		Yes		Log Employer Complaints in CAFM system		0		Number of complaints (made by Authority / Building Manager) in relation to measure						100%		0%

																		Total KPI Score for CAT K1				100%





								.













9.Bench & Cont Imp



		Service Title		Benchmarking & Continuous Improvement



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automation		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		BCI K1		BCI M1		Provide Benchmarking Review Plans to Call Off Employer  annually within one month of the end of each Call Off contract year.		Did the Contractor issue the BRP within the agreed time and is it complete		No		Annual audit and updating of plans;		Yes		Did the Contractor issue the BRP within the agreed time.						100%		0%

				BCI M2		Number of Continuous Improvement initiatives in respect of making efficiencies and cost savings for the Call Off Employer.		Number of acceptable initiatives submitted against target		No		Annual audit and updating of plans;		99%		Percentage of acceptable initiatives met against required target.						100%		0%

				BCI M3		Submission of a Continuous Improvement Plan within agreed timescales		Submission on time and to requirements		No		Annual audit and updating of plans;		Yes		Did the Contractor provide a complete, detailed and timely Continuous Improvement Plan						100%		0%

																		Total KPI Score for BCI K1				100%





								.













10.Management



		Service Title		Management Enablers



						Information								Scoring

		KPI Ref		Measure Ref		Standard/Requirement		Measure (Criteria)		Automation		Process		Quantity of Events Raised/Number of Instances/ Percentage Score		Units		Quantity of Events Realised/Number of Instances.		Units		Contractor Score		Deduction %

		MAN K1		MAN M1		Small Projects: Works Value Reliability		Did the Contractor complete the small projects within the budget.		No		Audit of the programme		97%		Percentage of Projects achieved  with no overspend on agreed project budget.						80%		20%

				MAN M2		Small Projects: Task Time Reliability		Did the Contractor complete the small projects within the agreed programme.		No		Audit of Programme		98%		Percentage of construction programmes/projects achieved on time						90%		10%

				MAN M3		NEC3 Process Compliance		Is the Contractor fully complying to the processes defined in NEC3, when raising compensation events and variations.		No		Audit  		4		Number of Instances where processes have not been compliant.						33%		67%

				MAN M4		Contractor attendance at monthly and quarterly meetings		Did the Contractor's Key Staff make themselves, or a suitable replacements available to attend all required Contractor and Call Off Employer meetings, as defined in the contract		No		Client feedback		Yes		Yes/No						100%		0%

				MAN M5		Monthly report is to contain the information required in the specification		No failure by the Contractor to provide an accurate monthly report to the customer.  Report is not to miss any information that would lead to an incorrect reporting of performance.		No		Did the monthly report contain all required information to allow performance measurement		Yes		Yes/No						100%		0%



																		Total KPI Score for MAN K1				81%





								.













LOOK UP TABLES

		Score Table 1						Score Table 2						Score Table 3						Score Table 4						Score Table 5						Score Table 6						Score Table 7						Score Table 8						Score Table 9						Score Table 10

		CFM M1						BM M1, BM M3, CAT M3						CLG M3-M4, WM M1-M3, GM M1, BCI M2, MAN M1-M2						BM M4, WM M4, GM M3-M4						GM M2						CAT M1-M2, CAT M4						MAN M3						SUS M1, SUS M4						BM M2, CLG M1						BM M5, CLG M2

		Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score				Value Achieved		Contractor Score

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

		1		90%				1		0%				99%		100%				99%		100%				1		80%				1		100%				1		100%				99%		100%				99%		100%				99%		100%

		2		80%				2		0%				98%		90%				98%		100%				2		60%				2		100%				2		100%				98%		99%				98%		100%				98%		100%

		3		70%				3		0%				97%		80%				97%		100%				3		40%				3		86%				3		66%				97%		98%				97%		100%				97%		100%

		4		60%				4		0%				96%		70%				96%		91%				4		20%				4		73%				4		33%				96%		97%				96%		100%				96%		100%

		5		50%				5		0%				95%		60%				95%		82%				5		0%				5		59%				5		0%				95%		96%				95%		100%				95%		100%

		6		40%				6		0%				94%		50%				94%		73%				6		0%				6		46%				6		0%				94%		95%				94%		93%				94%		100%

		7		30%				7		0%				93%		40%				93%		64%				7		0%				7		32%				7		0%				93%		94%				93%		86%				93%		100%

		8		20%				8		0%				92%		30%				92%		55%				8		0%				8		19%				8		0%				92%		93%				92%		79%				92%		92%

		9		10%				9		0%				91%		20%				91%		46%				9		0%				9		5%				9		0%				91%		92%				91%		72%				91%		84%

		10		0%				10		0%				90%		0%				90%		37%				10		0%				10		0%				10		0%				90%		91%				90%		65%				90%		76%

		11		0%				11		0%				89%		0%				89%		28%				11		0%				11		0%				11		0%				89%		90%				89%		58%				89%		68%

		12		0%				12		0%				88%		0%				88%		19%				12		0%				12		0%				12		0%				88%		89%				88%		51%				88%		60%

		13		0%				13		0%				87%		0%				87%		10%				13		0%				13		0%				13		0%				87%		88%				87%		44%				87%		52%

		14		0%				14		0%				86%		0%				86%		5%				14		0%				14		0%				14		0%				86%		87%				86%		37%				86%		44%

		15		0%				15		0%				85%		0%				85%		0%				15		0%				15		0%				15		0%				85%		86%				85%		30%				85%		36%

		16		0%				16		0%				84%		0%				84%		0%				16		0%				16		0%				16		0%				84%		85%				84%		23%				84%		28%

		17		0%				17		0%				83%		0%				83%		0%				17		0%				17		0%				17		0%				83%		84%				83%		16%				83%		20%

		18		0%				18		0%				82%		0%				82%		0%				18		0%				18		0%				18		0%				82%		83%				82%		9%				82%		12%

		19		0%				19		0%				81%		0%				81%		0%				19		0%				19		0%				19		0%				81%		82%				81%		2%				81%		4%

		20		0%				20		0%				80%		0%				80%		0%				20		0%				20		0%				20		0%				80%		81%				80%		0%				80%		0%

		21		0%				21		0%				79%		0%				79%		0%				21		0%				21		0%				21		0%				79%		80%				79%		0%				79%		0%

		22		0%				22		0%				78%		0%				78%		0%				22		0%				22		0%				22		0%				78%		79%				78%		0%				78%		0%

		23		0%				23		0%				77%		0%				77%		0%				23		0%				23		0%				23		0%				77%		78%				77%		0%				77%		0%

		24		0%				24		0%				76%		0%				76%		0%				24		0%				24		0%				24		0%				76%		77%				76%		0%				76%		0%

		25		0%				25		0%				75%		0%				75%		0%				25		0%				25		0%				25		0%				75%		76%				75%		0%				75%		0%

		26		0%				26		0%				74%		0%				74%		0%				26		0%				26		0%				26		0%				74%		75%				74%		0%				74%		0%

		27		0%				27		0%				73%		0%				73%		0%				27		0%				27		0%				27		0%				73%		74%				73%		0%				73%		0%

		28		0%				28		0%				72%		0%				72%		0%				28		0%				28		0%				28		0%				72%		73%				72%		0%				72%		0%

		29		0%				29		0%				71%		0%				71%		0%				29		0%				29		0%				29		0%				71%		72%				71%		0%				71%		0%

		30		0%				30		0%				70%		0%				70%		0%				30		0%				30		0%				30		0%				70%		71%				70%		0%				70%		0%

		31		0%				31		0%				69%		0%				69%		0%				31		0%				31		0%				31		0%				69%		70%				69%		0%				69%		0%

		32		0%				32		0%				68%		0%				68%		0%				32		0%				32		0%				32		0%				68%		69%				68%		0%				68%		0%

		33		0%				33		0%				67%		0%				67%		0%				33		0%				33		0%				33		0%				67%		68%				67%		0%				67%		0%

		34		0%				34		0%				66%		0%				66%		0%				34		0%				34		0%				34		0%				66%		67%				66%		0%				66%		0%

		35		0%				35		0%				65%		0%				65%		0%				35		0%				35		0%				35		0%				65%		66%				65%		0%				65%		0%

		36		0%				36		0%				64%		0%				64%		0%				36		0%				36		0%				36		0%				64%		65%				64%		0%				64%		0%

		37		0%				37		0%				63%		0%				63%		0%				37		0%				37		0%				37		0%				63%		64%				63%		0%				63%		0%

		38		0%				38		0%				62%		0%				62%		0%				38		0%				38		0%				38		0%				62%		63%				62%		0%				62%		0%

		39		0%				39		0%				61%		0%				61%		0%				39		0%				39		0%				39		0%				61%		62%				61%		0%				61%		0%

		40		0%				40		0%				60%		0%				60%		0%				40		0%				40		0%				40		0%				60%		61%				60%		0%				60%		0%

		41		0%				41		0%				59%		0%				59%		0%				41		0%				41		0%				41		0%				59%		60%				59%		0%				59%		0%

		42		0%				42		0%				58%		0%				58%		0%				42		0%				42		0%				42		0%				58%		59%				58%		0%				58%		0%

		43		0%				43		0%				57%		0%				57%		0%				43		0%				43		0%				43		0%				57%		58%				57%		0%				57%		0%

		44		0%				44		0%				56%		0%				56%		0%				44		0%				44		0%				44		0%				56%		57%				56%		0%				56%		0%

		45		0%				45		0%				55%		0%				55%		0%				45		0%				45		0%				45		0%				55%		56%				55%		0%				55%		0%

		46		0%				46		0%				54%		0%				54%		0%				46		0%				46		0%				46		0%				54%		55%				54%		0%				54%		0%

		47		0%				47		0%				53%		0%				53%		0%				47		0%				47		0%				47		0%				53%		54%				53%		0%				53%		0%

		48		0%				48		0%				52%		0%				52%		0%				48		0%				48		0%				48		0%				52%		53%				52%		0%				52%		0%

		49		0%				49		0%				51%		0%				51%		0%				49		0%				49		0%				49		0%				51%		52%				51%		0%				51%		0%

		50		0%				50		0%				50%		0%				50%		0%				50		0%				50		0%				50		0%				50%		51%				50%		0%				50%		0%

		51		0%				51		0%				49%		0%				49%		0%				51		0%				51		0%				51		0%				49%		50%				49%		0%				49%		0%

		52		0%				52		0%				48%		0%				48%		0%				52		0%				52		0%				52		0%				48%		49%				48%		0%				48%		0%

		53		0%				53		0%				47%		0%				47%		0%				53		0%				53		0%				53		0%				47%		48%				47%		0%				47%		0%

		54		0%				54		0%				46%		0%				46%		0%				54		0%				54		0%				54		0%				46%		47%				46%		0%				46%		0%

		55		0%				55		0%				45%		0%				45%		0%				55		0%				55		0%				55		0%				45%		46%				45%		0%				45%		0%

		56		0%				56		0%				44%		0%				44%		0%				56		0%				56		0%				56		0%				44%		45%				44%		0%				44%		0%

		57		0%				57		0%				43%		0%				43%		0%				57		0%				57		0%				57		0%				43%		44%				43%		0%				43%		0%

		58		0%				58		0%				42%		0%				42%		0%				58		0%				58		0%				58		0%				42%		43%				42%		0%				42%		0%

		59		0%				59		0%				41%		0%				41%		0%				59		0%				59		0%				59		0%				41%		42%				41%		0%				41%		0%

		60		0%				60		0%				40%		0%				40%		0%				60		0%				60		0%				60		0%				40%		41%				40%		0%				40%		0%

		61		0%				61		0%				39%		0%				39%		0%				61		0%				61		0%				61		0%				39%		40%				39%		0%				39%		0%

		62		0%				62		0%				38%		0%				38%		0%				62		0%				62		0%				62		0%				38%		39%				38%		0%				38%		0%

		63		0%				63		0%				37%		0%				37%		0%				63		0%				63		0%				63		0%				37%		38%				37%		0%				37%		0%

		64		0%				64		0%				36%		0%				36%		0%				64		0%				64		0%				64		0%				36%		37%				36%		0%				36%		0%

		65		0%				65		0%				35%		0%				35%		0%				65		0%				65		0%				65		0%				35%		36%				35%		0%				35%		0%

		66		0%				66		0%				34%		0%				34%		0%				66		0%				66		0%				66		0%				34%		35%				34%		0%				34%		0%

		67		0%				67		0%				33%		0%				33%		0%				67		0%				67		0%				67		0%				33%		34%				33%		0%				33%		0%

		68		0%				68		0%				32%		0%				32%		0%				68		0%				68		0%				68		0%				32%		33%				32%		0%				32%		0%

		69		0%				69		0%				31%		0%				31%		0%				69		0%				69		0%				69		0%				31%		32%				31%		0%				31%		0%

		70		0%				70		0%				30%		0%				30%		0%				70		0%				70		0%				70		0%				30%		31%				30%		0%				30%		0%

		71		0%				71		0%				29%		0%				29%		0%				71		0%				71		0%				71		0%				29%		30%				29%		0%				29%		0%

		72		0%				72		0%				28%		0%				28%		0%				72		0%				72		0%				72		0%				28%		29%				28%		0%				28%		0%

		73		0%				73		0%				27%		0%				27%		0%				73		0%				73		0%				73		0%				27%		28%				27%		0%				27%		0%

		74		0%				74		0%				26%		0%				26%		0%				74		0%				74		0%				74		0%				26%		27%				26%		0%				26%		0%

		75		0%				75		0%				25%		0%				25%		0%				75		0%				75		0%				75		0%				25%		26%				25%		0%				25%		0%

		76		0%				76		0%				24%		0%				24%		0%				76		0%				76		0%				76		0%				24%		25%				24%		0%				24%		0%

		77		0%				77		0%				23%		0%				23%		0%				77		0%				77		0%				77		0%				23%		24%				23%		0%				23%		0%

		78		0%				78		0%				22%		0%				22%		0%				78		0%				78		0%				78		0%				22%		23%				22%		0%				22%		0%

		79		0%				79		0%				21%		0%				21%		0%				79		0%				79		0%				79		0%				21%		22%				21%		0%				21%		0%

		80		0%				80		0%				20%		0%				20%		0%				80		0%				80		0%				80		0%				20%		21%				20%		0%				20%		0%

		81		0%				81		0%				19%		0%				19%		0%				81		0%				81		0%				81		0%				19%		20%				19%		0%				19%		0%

		82		0%				82		0%				18%		0%				18%		0%				82		0%				82		0%				82		0%				18%		19%				18%		0%				18%		0%

		83		0%				83		0%				17%		0%				17%		0%				83		0%				83		0%				83		0%				17%		18%				17%		0%				17%		0%

		84		0%				84		0%				16%		0%				16%		0%				84		0%				84		0%				84		0%				16%		17%				16%		0%				16%		0%

		85		0%				85		0%				15%		0%				15%		0%				85		0%				85		0%				85		0%				15%		16%				15%		0%				15%		0%

		86		0%				86		0%				14%		0%				14%		0%				86		0%				86		0%				86		0%				14%		15%				14%		0%				14%		0%

		87		0%				87		0%				13%		0%				13%		0%				87		0%				87		0%				87		0%				13%		14%				13%		0%				13%		0%

		88		0%				88		0%				12%		0%				12%		0%				88		0%				88		0%				88		0%				12%		13%				12%		0%				12%		0%

		89		0%				89		0%				11%		0%				11%		0%				89		0%				89		0%				89		0%				11%		12%				11%		0%				11%		0%

		90		0%				90		0%				10%		0%				10%		0%				90		0%				90		0%				90		0%				10%		11%				10%		0%				10%		0%

		91		0%				91		0%				9%		0%				9%		0%				91		0%				91		0%				91		0%				9%		10%				9%		0%				9%		0%

		92		0%				92		0%				8%		0%				8%		0%				92		0%				92		0%				92		0%				8%		9%				8%		0%				8%		0%

		93		0%				93		0%				7%		0%				7%		0%				93		0%				93		0%				93		0%				7%		8%				7%		0%				7%		0%

		94		0%				94		0%				6%		0%				6%		0%				94		0%				94		0%				94		0%				6%		7%				6%		0%				6%		0%

		95		0%				95		0%				5%		0%				5%		0%				95		0%				95		0%				95		0%				5%		6%				5%		0%				5%		0%

		96		0%				96		0%				4%		0%				4%		0%				96		0%				96		0%				96		0%				4%		5%				4%		0%				4%		0%

		97		0%				97		0%				3%		0%				3%		0%				97		0%				97		0%				97		0%				3%		4%				3%		0%				3%		0%

		98		0%				98		0%				2%		0%				2%		0%				98		0%				98		0%				98		0%				2%		3%				2%		0%				2%		0%

		99		0%				99		0%				1%		0%				1%		0%				99		0%				99		0%				99		0%				1%		2%				1%		0%				1%		0%

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





Change Log

		Worksheet		Details of Change		Reason

		Instructions		Each of the four tables has been updated to better reflect the instructions required for the appropriate completion of the KPI Model.		To add clarity on how to complete the KPI Model for the appropriate user.

		A.Performance Criteria		 Additional cells have been included to take account of the increase or reduction necessary for Compensation Events into the  "Set Performance Levels - Financial Deduction Criteria" table in the top left of this worksheet. The formula in cell D8 has been updated.		This allows transparency of the set monthly fee, if during the set annual period there are Compensation Events that affect this figure - up or down.

		B.Supplier Performance		Table 4 has been reintroduced. This consolidates the scores in Table 3 which allows the user to easily copy and paste the results seamlessly into the Pay Mech Model removing the need for figures to be copied across individually. 		Mitigates risk of error i.e. transposing figures etc

		B.Supplier Performance		Score range box previously included within columns K and L has been removed.		This method conflicted with the score ranges supplied in the "Look Up Tables" tab and over complicated calculations. Various Stakeholders requested this be removed as it was deemed unfair in certain circumstances.

		"1.CAFM/Helpdesk" to "10.Management"		"Standard Refs" column removed.		This column looked to link the KPI/Measure back to the Standard References provided in the Framework Agreement. There is a risk that incorrect Standard Refs are provided against certain measures and therefore provides the potential for a disagreement between the Customer and the winning Supplier post the procurement. Removel of the inclusion of Standard Refs helps to mitigate this risk.

		Look Up Tables		Relating to old now removed tables - deduction columns within each one of the Look Up Tables has been removed where it was included.		The deduction columns were deemed as unnecessary.

		Look Up Tables		Relating to old now removed tables - there were formulas included to produce the %numbers and general numbers within each Look Up table. The formulas have now been removed.		The formulas included were not necessary to include.

		"1.CAFM/Helpdesk" to "10.Management"		In some cases, hidden columns at the end of each table within the worksheets still included comments inserted from when the initial KPI Model was under construction and subject to review. These have now been removed

		Look Up Tables		Introduced new non colour coded "Score Tables" which in the first instance for the standard template purposes provides 3 tables with values as general numbers ranging from Low, Medium to High scoring and 3 tables with values as percentages ranging from low, medium to high. A 7th table has been retained to offer a different option i.e. "Always" through to "Never" with appropriate % scoring against each option.		Tables revised to afford the user a clearer understanding and choice by which they may return scores to the appropriate tabs.

		"1.CAFM/Helpdesk","4.Waste Management" and "7.Ground Maintenance".		CFM M2-M3, WM M1 -M4 and GM M4. Updated formulas with more appropriate formula to ensure correct score returned.		Under certain circumstances #N/A was returned prior to update.

		"1.CAFM/Helpdesk" to "10.Management"		Updated V LOOK Up formulas where appropriate to include ",FALSE) at the end.		To ensure correct Supplier Score returned.

		"1.CAFM/Helpdesk" to "10.Management"		Named ranges have been removed from the spreadsheet

		"1.CAFM/Helpdesk" to "10.Management"		Deduction column added to the end of each worksheet. 		This ensures that a generic method of deduction for each measure is used and gives a common point by which the "B.Supplier Performance"  tab may pull through the appropriate deduction % into each measures appropriate cell.

		"1.CAFM/Helpdesk" to "10.Management"		Some text referred to "No" as opposed to "Number". All affected text has now been amended to "Number".		Avoids confusion between saying No (as oppose to Yes) and No when referring to Number.

		B.Supplier Performance		Rows have been expanded where deemed necessary. 		Makes the reading of text and numbers within these rows easier to read.

		B.Supplier Performance		The lines of data referenced to the CAFM/Helpdesk tab have now been placed in numerical order in relation to each measure i.e. CFM M1 - M4.		The order of the CAFM measures were not in numerical order. This has been revised so that they number correctly in sequence.

		"1.CAFM/Helpdesk" to "10.Management"		All worksheets have been checked for formatting and updated accordingly.		To aid consistency within the KPI Model.

















Sheet1

										KPI Schedule

				Ref				Ref		Description / Requirement		Measure		Process

				CFM K1		CFM P2		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 customer in accordance with the complaints process		Yes						Yes

						CFM P1		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		No						No

						CFM P1		CFM M3		All helpdesk calls logged onto the system correctly and accurately, within agreed time.		Number of calls logged outside of time threshold.		No						No

						CFM P1		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.		No						No

														No						No

														No						No

				SY K1				SY 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.		No						No

								SY 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) 		No						No

								SY 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).		No						No

								SY M4		Provide a mobile patrol service inline with local schedules and requirements.		Number of complaints relating to patrols not conducted in accordance with the contract (or SLR)		Yes						Yes

								SY M5		Screening of vehicles and mail in accordance with the contract (and SLR requirements if applicable). 		Number of occasion a spot check / audit of the service was failed		No						No

								SY M6		Disaster Recovery and Business Continuity		Number of occasions of failure in accordance with the Disaster Recovery and Business Continuity Plan		No						No

								SY M7		Additional Security Services (site specific and not covered elsewhere)		Number of non conformances in accordance with the requirements as defined in the contract (and SLR if required) 		No						No

								SY M8		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).		No						No

								SY M9		Rectify/respond to all security faults and alarms as part of the security requirements as defined in the contract (or SLR)		Cumulative number of minutes outside of the SLR requirements it took to respond.
S(number of events x defined SLR duration)		No						No

														No						No

														No						No

				BM K1		BM P1		BM M1		Develop, implement and maintain a Planned Maintenance Schedule in accordance with the contractual requirements		Failure to provide and update a current and updated PPM schedule and upload to CAFM		No						No

						BM P1		BM M2		Provide a planned maintenance service inline with local schedules to achieve required standard of accommodation across the estate.		Number of activities completed against those planned.		No						No

						BM P1		BM M3		All PPM activities to be carried out within 72 hours of the specified date within the agreed Planned Maintenance Schedule		Cumulative minutes of PPM tasks not completed within the 72 hour threshold		No						No

						BM P1		BM M4		Ensure all building systems are available to the required standard so that they remain safe and viable at all times		Cumulative duration systems were unavailable.		No						No

						BM P2		BM M5		Respond to new work and adhoc repairs in compliance with the SLRs and Service Standards		Failure to respond and rectify adhoc calls within the required contractual timeframe		No						No

						BM P2		BM M6		Respond to reactive breakdowns in cmpliance with the SLRs and Service Standards.		Failure to respond and rectify  reactive breakdowns in compliance contractual timeframe		No						No

														No						No

														No						No

				WM K1				WM M1		Provide a General Waste disposal service in line with the Contractual 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.		No						No

								WM M2		Provide a Classified Waste disposal service in line with the Contractual 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.		No						No

								WM M3		Provide a Hazardous Waste disposal service in line with the Contractual 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.		No						No

								WM M4		Provide a Recycled Waste disposal service in line with the Contractual 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.		No						No

								WM M5		Central storage holding areas for waste maintained in a clean and tidy condition not presenting hazards or encouraging pest infestation.		Customer Audit reveals non compliance with keeping storage areas clean and tidy. 		No						No

								WM M6		Supplier to ensure all Waste Transfer Notes are issued and recorded.		WTN not provided / processed.		No						No

														No						No

														No						No

				CLG K1				CLG M1		All areas satisfy the Service Level Requirements prior to the commencement of each business day.		Number of complaint escalations regarding the standard of cleanliness within the building at the beginning of each day, in relation to SLRs		No						No

								CLG M2		All Reactive 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		No						No

								CLG 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)		Number of failures to complete deep cleaning activities within the scheduled timeframe and standard		No						No

								CLG 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		No						No

								CLG M5		Bin emptying / collection in central location, including the emptying of overflowing bins.		Number of complaints reveals a level of litter that does not comply with the requirement		Yes						Yes

								CLG M6		To provide a cleaning, and/or pest control Service Delivery Plan in accordance with the contractual obligations		No failure to provide agreed plan within the contractually required date and ensure this is uploaded to the CAFM 		No						No

														No						No

														No						No

				SUS K1		SUS P1		SUS M1		Percentage (%) of people recruited as a result of this framework that were unemployed		Percentage of employees recruited as a result of work created from this framework who were unemployed.		No						No

						SUS P1		SUS M2		Number of supplier staff employed within a [30] mile radius of daily place of work				No						No

						SUS P1		SUS M3		Apprenticeships created as a result of business generated from the framework		Percetage of new recruits that were offered apprenticeships		No						No

														No						No

						SUS P2		SUS M4		To report monthly on each energy source in sufficient detail to determine CO2 emissions  via a CO2 emissions report.		No failure to provide the CO2 emissions report		No						No

						SUS P2		SUS M5		Suppliers are required to drive continuous reduction of carbon emmissions and are encouraged to suggest innovative ways to reduce the estates' carbon footprint.		Number of initiatives put forward by Supplier to reduce carbon emmissions.		No						No

														No						No

						SUS P3		SUS M6		Proportion of overall framework expenditure that has passed to local SMEs and Social Enterprises.				No						No

						SUS P3		SUS M7		Have you complied to the Energy Directive?				No						No

						SUS P3		SUS M8		Have you complied to the Government Buying Solutions (GBS)?				No						No

														No						No

														No						No

				GM K1				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 Customer reveals that no SDP in place or not being implemented		No						No

								GM M2		Maintain all external areas in accordance with the contractual requirements, and SLRs.		Record completed planned activities in CAFM		No						No

								GM M3		In the event of snow (and other adverse weather events) the contractor 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.		No						No

								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		No						No

								GM M5		Respond to new grounds maintenance work and adhoc repairs in compliance with the SLRs and Service Standards		Failure to respond and rectify adhoc calls within the required contractual timeframe		No						No

								GM M6		Respond to reactive grounds maintenance in cmpliance with the SLRs and Service Standards.		Failure to respond and rectify  reactive grounds maintenance in cmpliance contractual timeframe		No						No

														No						No

														No						No

				CAT K1				CAT M1		Provide an annual Catering Service Delivery Plan to meet local schedules and requirements. 		No failure to provide the SDP 		No						No

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

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

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

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

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

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

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

														10

				CONT K1				CONT M1		Benchmarking										10

								CONT M2		Gainshare

								CONT M3		Efficiency Measures

				ENS K1				ENS M1		Time Taken to respons to Task Order requests

								ENS M2		Compliance with 

								ENS M3

								ENS M4

								ENS M5

								ENS M6

								ENS M7

								58
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Introduction


The management of the Contract is supported by Key Performance Indicators, which have a number of service measures attached. Performance failure against the service measures and subsequently the KPI's may 


result in payment deduction. 


The maximum deduction equates to the percentage of contract value that is put at risk. Deductions for individual KPI failures are set by allocating relative weightings to services and KPI's. 


This KPI Matrix has a number of functions:


- To identify the KPI's set by the Employer


- To enable the Employer to allocate weightings to each KPI to reflect their relative importance


- To demonstrate to the Employer and Contractor the cost implications of KPI failure


- To allow the Employer and Contractor to scenario test possible failure situations


- To enable the Contractor to build an appropriate Payment Mechanism into the helpdesk / CAFM system


- To enable the Employer to sense-check help-desk reports



