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Annex 1 
KPIs  

 
 

KPI Reference Definition / Description Method of Measurement 

Target 

Performance 

Level 

KPI 

Weighting 
Severity Levels (Performance Level) Operation Service Levels (OSL) 

KPI_1 

 

Core Service 

The Supplier shall ensure the monthly collections of 100% of palletised 

confidential paper from Authority's Benton Warehouse (Core Service ) must 

be made in accordance with the Collection Schedule which is to be agreed 5 

working days prior to month end for the subsequent month. Each date shall 

be within the first 2 weeks of the calendar month.  

 

Purpose: To ensure that all paper waste is collected from the warehouse on 

schedule to avoid storage space issues within the warehouse.  

% collected =  

 

(No. of pallets actually collected within the agreed Collection 

Schedule in the reporting month / No. of  pallets available for 

collection in the reporting month) x 100 

100% 4 

Minor Failure = 99.99% to 95.00% 

Serious Failure = 94.99% to 90.00% 

Severe Failure = 89.99% to 85.00% 

KPI Service Threshold = Below 85% 

Minor Failure = OSL 1 

Serious Failure = OSL 2 

Severe Failure = OSL 3 

KPI Service Threshold = OSL 4 

KPI_2  

 

Core Service 

The Supplier shall ensure that all collection vehicles must arrive at the 

Authority's Benton Warehouse on the date agreed in the Collection Schedule, 

(which is to be agreed 5 working days prior month end for the subsequent 

month), between 8am and 12 noon on the scheduled day of collection and be 

removed from site on the same working day (by 4pm). 

 

Purpose: To ensure vehicles arrive on planned days and arrival allows sufficient 

time for the vehicle to be loaded and leave the warehouse site on the same 

working day. 

By Exception 

 

No. of instances of failure to collect on the date scheduled, 

between 8am and 12 noon and removed from site on the same 

working day (by 4pm) during the reporting month. 

0 instances 2 

Minor Failure = 1 instance 

Serious Failure = 2 instances 

Severe Failure = 3 instances 

KPI Service Threshold = 4 or more instances 

Minor Failure = OSL 1 

Serious Failure = OSL 2 

Severe Failure = OSL 3 

KPI Service Threshold = OSL 4 

KPI_3 

 

Core Service 

The Supplier shall ensure the monthly secure destruction of 100% of all 

confidential paper waste within one working day of receipt at the Suppliers 

facility following collection from NHSBSA Warehouse. 

 

Purpose: To ensure that documentation is securely destroyed within one 

working day in accordance with BSEN15713:2009 at the earliest opportunity 

reducing risk of data breach.  

% destroyed within one working day of receipt at the Suppliers 

facility =  

 

(number of pallets & receptacles of confidential waste paper 

destroyed within one working day of receipt at the Supplier's 

Facility in the reporting month / total pallets & receptacles of 

confidential  waste paper available for destruction in the 

reporting month) x 100  

100% 2 

Minor Failure = 99.99% to 99.00% 

Serious Failure = 98.99% to 98.00% 

Severe Failure = 97.99% to 97.00% 

KPI Service Threshold = Below 97.00% 

Minor Failure = OSL 1 

Serious Failure = OSL 2 

Severe Failure = OSL 3 

KPI Service Threshold = OSL 4 

KPI_4 

 

Core Service 

The Supplier shall ensure the return of all empty plastic trays to the 

Authority's Benton Warehouse by the 3rd working day following the 

Collection date as per the Collection Schedule 

 

Purpose : To ensure that there are sufficient trays available at the Authority's 

Benton Warehouse for the storage of paper waste. 

% return =  

 

(No. of trays collected in month / No. of empty trays returned 

within 3 days of collection) x 100 

100% 1 

Minor Failure = 99.00% to 95.00% 

Serious Failure = 94.99% to 90.00% 

Severe Failure = 89.99% to 85.00% 

KPI Service Threshold = Below 85.00% 

Minor Failure = OSL 1 

Serious Failure = OSL 2 

Severe Failure = OSL 3 

KPI Service Threshold = OSL 4 

KPI_5 

 

Core Service &   

Ad Hoc / Addtl 

Service when 

applicable 

The Supplier shall ensure they provide Certificates of Destruction for all waste 

collected and destroyed.  All certification for the collections carried out in the 

reporting month to be provided by the end of the following month and must 

be itemised to each pallet / receptacle. 

 

Purpose: To ensure that appropriate documentation is provided to ensure that 

the Authority can maintain Information Governance compliance / no data 

breaches together with ISO14001 compliance.    

% collected =  

 

(No. of pallets or receptacles collected in the reporting month 

identified in an itemised Certificate of Destruction provided by 

the end of the following month/ No. of  pallets or receptacles 

collected in the reporting month) x 100 

100% 4 

Minor Failure = N/A 

Serious Failure = N/A 

Severe Failure = N/A 

KPI Service Threshold = Below 100% 

Minor Failure = OSL 1 

Serious Failure = OSL 2 

Severe Failure = OSL 3 

KPI Service Threshold = OSL 4 
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KPI_6 

 

Core Service 

&  

Ad Hoc / Addtl 

Service when 

applicable 

The Supplier shall shred waste paper to ensure compliance with the 

Specification so that the shred size is no greater than 16mm strips. 

 

Purpose : To ensure that all shredded waste is compliant with the Specification 

and BSEN15713:2009 and waste is no greater than 16mm shred widths to 

reduce risk a breach in Data Protection 

By Exception 

 

No. of prescriptions not shredded to a shred size no greater 

than 16mm strips in the reporting month. 

0 instances 1 

Minor Failure = N/A 

Serious Failure = N/A 

Severe Failure = N/A 

KPI Service Threshold = 1 or more instances 

Minor Failure = OSL 1 

Serious Failure = OSL 2 

Severe Failure = OSL 3 

KPI Service Threshold = OSL 4 

  



 

NHS Terms and Conditions for the Provision of Services (Contract Version) (August 2014) 

 109  

 

Annex 2 
SPI’s 

 

SPI 
Reference 

Definition / Description Method of Measurement 
Target 

Performance 
Level 

Service 
Threshold 

SPI_1 
 
Core Service 

The Supplier shall ensure all collections of mixed confidential paper material held in 500l closed receptacles (Core 
Service)  from Authority's Benton Warehouse shall be made in accordance with the  Collection Schedule which is 
to be agreed 5 working days prior to month end for the subsequent month. Each scheduled date shall be within 
the first 2 weeks of the calendar month. 
 
Purpose: To ensure that all waste held in 500l receptacles is collected from the warehouse on schedule.  

Target: 0 collections of mixed confidential paper material made outside of the agreed 
Collection Schedule in each reporting month. 
 
By Exception,  
 
The total number of mixed confidential paper materials receptacles collected outside 
of the agreed Collection Schedule in the reporting month. 

0 
 

4 
instances 

SPI_2 
 
Core Service 

The Supplier shall ensure the provision of 20 empty 500l closable receptacles per month.  
 
Purpose: To ensure that there are closable receptacles available at the NHSBSA Warehouse for the storage of mixed 
paper waste. 

Target 100% of required 500l closable receptacles to be delivered to  the Authority 
each month. 
 
% of required 500l closable receptacles provided during the reporting month = 
 
(Volume of 500l closable receptacles provided during the reporting month / Volume of 
500l closable receptacles required during the reporting month) x 100 

100% 25% 

SPI_3 
 
Core Service 

The Supplier shall ensure that all collections of mixed confidential media and plastic cards waste held in closed 
receptacles from Authority's Benton Warehouse shall be made in accordance with the Collection Schedule.  
 
Purpose: To ensure that all mixed media waste (electronic media / plastic cards etc) is collected from the warehouse 
on schedule. 

Target: 0 collections of mixed confidential media material (discs / plastic cards etc) 
made outside of the agreed collection schedule in each reporting month. 
 
By Exception,  
 
The total number of mixed confidential media materials (electronic media / plastic 
cards etc) receptacles collected outside of the agreed collection schedule in the 
reporting month. 

0 4 

SPI_4 
 
Core Service 

The Supplier shall ensure the secure destruction of all confidential  media and plastic cards waste within one 
working day of receipt at the Suppliers Facility following collection from Authority's Benton Warehouse. (each 
date will fall within the first 2 weeks of the calendar month. 
 
Purpose: To ensure that confidential media (electronic media, plastic cards etc) is securely destroyed at the earliest 
opportunity reducing risk of data breach. 

Target: 0 collections of confidential plastic cards and electronic media waste destroyed 
outside one working day from receipt at the Supplier's Facility. 
 
By Exception,  
The total number of confidential plastic cards and electronic media waste  receptacles 
destroyed outside one working day from receipt at the Supplier's Facility. 

0 4 

SPI_5 
 
Addtl Ad hoc 
requirements 

The Supplier shall ensure that all collections of confidential bulk paper waste requiring collection from elsewhere 
in the Authority's UK estate are made in accordance with the Collection Schedule (dates to be agreed at least [5] 
working days prior to required collection date). 
 
Purpose: To ensure that any additional bulk waste disposal is collected from the Authority's UK estate are made in a 
timely manner.  

 Target: 0 collections of confidential paper material made outside of the agreed 
collection date when requested. 
 
By Exception,  
The total number of mixed confidential paper materials receptacles collected outside 
of the agreed Collection Schedule in the reporting month. 

0 N/A 

SPI_6 
 
Addtl Ad hoc 
requirements 

The Supplier shall ensure the secure destruction of 100% of all ad hoc confidential paper waste within one 
working day of receipt at the Suppliers facility following collection from the relevant Authority's UK facility . 
 
Purpose: To ensure that documentation is securely destroyed at the earliest opportunity reducing risk of data 
breach. 

% destroyed within one working day from receipt at the Suppliers facility =  
 
(number of receptacles of confidential paper waste actually destroyed within one 
working day from receipt at the Supplier's Facility in the reporting month / total 
receptacles of confidential paper waste available for destruction in the reporting 
month) x 100 

100% N/A 

 


