ANNEX C to StOR
KEY PERFORMANCE INDICATORS
	No
	Subject
	Success Criteria
	Contract Requirement
	Assessment Criteria

	Quality

	1
	Equipment Meets OEM’s Technical Specifications for Performance
	Items serviced/repaired so that the equipment meets the Original Equipment Manufacturer’s (OEM) Specification for performance. Any items failing to meet the OEM specification for performance are to be rectified by the Contractor within 10 working days at no additional cost to the Authority.
	95% on initial receipt. 

100% after rectification.
	This measures the number of equipments serviced/ repaired by the Contractor that conform entirely to the OEM’s specification for performance and no defect report is received by the Contractor.  It is expressed as a % of the total number of equipments serviced /repaired.  The Contractor will record the details of any items failing to meet OEM specifications and the rectifications made on the Monthly Management Information spreadsheet.

	Delivery

	2
	Planned Preventative Maintenance (PPM) Visits
	Annual/6 monthly PPM visit completed within 14 calendar days prior to the equipment’s scheduled service date.
	95%
	This measures the % of PPM visits that are completed within 14 calendar days prior to the equipment’s scheduled service date. This data will be provided on the Monthly Management Information spreadsheet

	3
	Repair Call Outs
	An initial visit is arranged within 48 hours of receiving a repair call out. 
	95%
	This measures the % of initial visits for repair call outs that are arranged within 48 hours of receiving the repair call out. This data will be provided on the Monthly Management Information spreadsheet

	4
	Completion of Repairs
	Repairs are completed within 28 calendar days of receiving the repair call out. Any repairs failing to meet the target are to be reported to the Authority with reasons justifying the delay.
	90%
	This measures the % of routine on-site repairs that are completed within 28 calendar days of receipt of the work request. This data will be provided on the Monthly Management Information spreadsheet

	Management

	5
	Management Information
	Annual Management Information Report is provided within 15 days of the end of the contract year.
	100%
	Annual Management Information Report is delivered by midday of the 15th day following the end of the contract year.


