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ANNEX 2: PERFORMANCE MANAGEMENT FRAMEWORK 

 
1. Overview of the PMF 
1.1. As part of the Authority’s continuous drive to improve the performance of all 

Contractors, this PMF will be used to monitor, measure and control all aspects of the 
Supplier’s performance of contract responsibilities. 

 
1.2. The PMF purpose is to set out the obligations on the successful Contractor, to outline 

how the successful Contractor’s performance will be monitored, evaluated and 
rectified for performance. 
 

1.3. The Authority may define any reasonable performance management indicators for 
the Contractor under the following categories: 

 
• Contract Management 
• Delivery and Support  
• Quality of Service 

 
1.4. The above categories are consistent with all Contract awards allowing the Authority 

to monitor Contractor’ performance at both individual level and at the enterprise level 
with the individual Contractor. 

 
2.  Management of the PMF  
2.1. Key Performance Indicators (KPI’s) shall be monitored on a regular basis and shall 

form part of the contract performance review.  Performance of KPI’s will be reported 
by the Contractor to the Authority on monthly basis. The Contractor shall detail 
performance against KPI’s in Monthly Reports and at quarterly Contract Meetings 
with the Authority; who will review this and make comments if any. 

 
2.2. The Contractor shall maintain their own management reports, including a Risk and 

Issues Log and present these as requested by the Authority at any meeting requested 
by the Authority. 
 

2.3. Any performance issues highlighted in these reports will be addressed by the 
Contractor, who shall be required to provide an improvement plan (“Remediation 
Plan”) to address all issues highlighted within a week of the Authority request. 

 
2.4. Key Performance Indicators (KPIs) are essential in order to align Contractor’s 

performance with the requirements of the Authority and to do so in a fair and practical 
way. KPIs must be realistic and achievable; they also have to be met otherwise 
indicating that the service is failing to deliver.  The successful Contractor will ensure 
that failure and non-performance is quickly rectified. 

 
2.5. The Authority reserves the right to amend the existing KPI’s detailed in Section 5 or 

add any new KPI’s. Any changes to the KPI’s shall be confirmed by way of a Contract 
Change Note. 
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 New or potential improvement which enhances the quality, responsiveness, 
procedures, methods and/or customer support services; and 

 Changes in business processes and ways of working that would enable the 
Services to be delivered at lower costs and /or at greater benefits to the 
Authority. 
 

3.  Performance Management 

3.1. Key Performance Indicators (KPIs) are essential in order to align supplier 
performance with the requirements of the Authority and to do so in a fair and practical 
way.  KPIs have to be realistic and achievable; they also have to be met otherwise 
indicating that the service is failing to deliver. 
 

3.2. The Contract shall be managed in accordance with the Authority’s Terms and 
Conditions and KPIs under the Performance Management Framework. 

 
The proposed KPIs are set out in Section 4 and Section 5. 
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