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East Region Design Services Contract Scope
Annex 16 — Quality Management

4, NONCONFORMITY AND CORRECTIVE ACTION
4.1. Requirements

4.1.1. The purpose of this section is to describe the minimum requirements to be
fulfilled by the Consuftant when submitting reports and registers in
connection with Nonconfoermities and corrective actions,

4.1.2. Thereporting of Nonconformities to be in accordance with Table 2, including
adding them to the register and submission monthly to the Client.

4.1.3. All corrective actions require a specific plan. The Consuitant submits to the
Service Manager for acceptance a plan setting out the corrective and
preventative action that it proposes to take to deal with the Nonconformity.

4.1.4. Within one week of the Consultant submitting the corrective action plan, the
Service Manager either accepts the proposals in the plan or notifies the
Consultant of the reason for not accepting it. Possible reasons for not
accepting the proposed corrective action plan is that:

» it does not specify the actions required to ensure that Nonconformities
do not recur,

» it does not comply with the contract,

= the time for completing the corrective and preventative action is
unreasonable, or

= it will hinder the Client or Others.

415 If the Service Manager does not accept the proposed action plan, the
Consultant submits a revised proposal to the Service Manager for
acceptance within one week.

4.1.6. Therequirements stated in the Table 2 below are the minimum requirements
of the relevant quality document. The Consuitant or the Client may add to
these from time to time.

Table 2 - Quality Document Coverage
Ref Item Item Coverage

1 Nonconformities

1.1  Report Within three working days from the identification of a
Nonconformity the Consultant prepares a brief report
covering as a minimum:

¢ Unique reference for the Nonconformity

A brief description stating which requirement is not
being fuifilled and in what way

¢ The effect both current and potential

e The likely cause i.e. what aspect of the Quality Plan or
service delivery is not functioning properly

Tender Issue 5, Revision 0 March 2019
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Ref ltem ltem Coverage

1.2  Register The Consultant keeps an up to date register of

Nonconformities covering as a minimum:

s Unique reference,

* Date of identification,

* Identification method for example through performance
management, by testing or by Audit etc.,

« Date of corrective action report,

« Date Nonconformity corrected (i.e. confirmed as such
by the Service Manager),

« Traffic light type notation,
0 Red - indicates Nanconformity identified but no

corrective action report prepared — also where
corrective action not complete by planned date,

o Amber - Correction action report prepared and
action in progress and within planned parameters,
o Green - Corrective action complete and accepted
by the Service Manager.
The Consuitant enters the Nonconformity on to the
register within three working days from its identification.

Corrective
Action

2.1 Corrective Within seven working days from the identification of a
Action Plan Nonconformity the Consultant issues a corrective action

plan covering as a minimum:

« Unique reference of the Nonconformity.

* Description — this could be as per the Nonconformity
report or expanded.

* Details of the corrective action proposed.

e Categorisation of the Nonconformity into high, medium
or low risk.

« For high and medium risk an analysis of the root
cause(s) of the Nonconformity commensurate with risk

‘ i.e. what is the evidence-based underlying truth about

' what is causing the Nonconformity tc occur.

« What aspect of the Quality Plan needs to be addressed
ie. which of the Consultant's processes is not
performing as required.

« What the corrective action will address, for example is
it a process design that needs changing or is it an
execution issue (i.e. that requires additional training,
tools etc.)

* For high and medium risk a detailed action plan, |

Tender Issue 5, Revision 0 March 2019
Page Annex 16-17



East Region Design Services Contract Scope

Annex 16 — Quality Management

Ref Item

item Coverage

commensurate with risk, with planned correction date
and milestones — the plan should contain named
individuals for the actions and for high risk the plan
should nominate the relevant executive process owner
from the Consuitant to take overall accountability for the
plan. A brief action plan is required for low risk.
Method of reporting progress to the Service Manager.
The methed to be used to signify successful correction
of the Nonconformity to allow that to be recorded on the
register. Any envisaged circumstance that will allow the
Service Manager to confirm the correction.
Adjustments to be made to the Quality Plan or service
delivery in order to prevent recurrence of the
Nonconformity.

Tender Issue 5, Revision ©
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5. QUALITY TABLE
5.1. Quality Points

5.1.1. Quality Management Points accrue for the failures listed in Table 3 - Quality
Table below whether identified by the Consultant, the Client or the relevant
certification body.

5.1.2. Quality Management Points accrue from the:

« date of identification, or.
* date of the audit if raised in an audit, or
*  Service Manager's instruction.

5.1.3. If the Consultant fails properly to accrue Quality Management Points, the
Service Manager instructs the Consuiftant to accrue Quality Management
Points.

5.1.4. The Consultant maintains a Quality Management Point Register of the number
of Quality Management Points in effect, showing when Quality Management
Points accrue and are removed. This is to be submitted to the Client on a
monthly basis as a minimum.

5.1.5. If the number of Quality Management Points in effect at any time is more than
25 points, the Consuitant and the Service Manager meet within one week to
consider ways of reducing the number of Quality Management Points in effect
to 25 or less and to avoid accruing further Quality Management Points. The
Consultant submits a report to the Service Manager within one week of the
meeting setting out:

» the actions agreed at the meeting, and

+ any other actions which the Consuitant proposes to take immediately to
reduce the number of Quality Management Points in effect to 25 or less
and to avoid accruing further Quality Management Points.

5.1.6. If the Service Manager does not accept the Consuitant's proposals or the
Consultant does not take the agreed actions, the Service Manager serves a
quality warning notice on the Consulftant. Within one week of receipt of the
quality warning notice, the Consultant submits a report to the Service Manager
setting out the actions which the Consuftant has taken and what further or
alternative actions it proposes to take to reduce the number of Quality
Management Points in effect to 25 or less.

5.1.7. Until the number of Quality Management Points in effect is reduced to 25 or
less, the Consultant takes the actions detailed in its reports and submits weekly
update reports to the Service Manager setting out the actions it has taken, the
results of those actions and the actions which are still to be taken by it.

5.1.8. Following the issue of a quality warning notice and until the number of Quality
Management Points in effect is reduced to 25 or less, the Consulfant will be
subjected to the consequences as defined in the Z Clauses, Z18.1.

5.1.9. Afailure to:

Tender Issue 5, Revision 0 March 2019
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» take actions to reduce the number of Quality Management Points in
effect to 25 or less, or
« comply with a corrective action plan that has been accepted by the

Service Manager,

is treated as a substantial failure by the Consultant to comply with its

obligations.
5.2. The Quality Table

521

Failure

Quality

Management
Points

The Quality Management Points are shown in Table 3 below.

Table 3 — Quality Table

Period of effect

1 | No Quality Manager in 25 Until Service Manageris

post notified of the appointment of
the Quality Manager

2 | Failure to have a 15 Until Consuitant submits the
complete Quality Quality Management System
Management System in to the Service Manager
place and operating

3 | Failure to identify a 5 per 2 months
Nonconformity Nonconformity

4 | Failure to raise a 5 per 6 months
Nonconformity report in Nonconformity
accordance with this
Annex after a
Nonconformity has been
identified

5 | Failure to raise a 5 per 6 months
corrective action plan in Nonconformity
accordance with this
Annex after a
Nonconformity has been
reported

6 | Failure to rectify a Non 5 per Until a Consuitant’s audit
conformity in the time set | Nonconformity | confirms the Nonconformity

out in a corrective action
plan.
(see note 1 below)

is rectified and has been
verified as completed by the
Service Manager.

7 | Failure to correct the
Quality Management
System in the manner set

10 per failure

Until a Consuitant's audit
confirms the Nonconformity
is rectified and has been

Tender Issue 5, Revision 0
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Quality

Management
Points

Period of effect

System (High risk as
determined by the Service
Manager)

out in a corrective action verified as completed by the
plan (see note 1 below) Service Manager.

8 | Failure to prevent repeat | 5 per repeat 6 months
Noncenformities Nonconformity

9 | Failure to implement 5 per Until recommendations have
recommendations in an recommendation | been implemented and
Client s audit report accepted by the Service
(See note 1 beIOW) Manager

10 | Failure to carry out a 16 per audit Until completed audit report
planned internat audit is received by the Service

Manager

11 | Carrying out work without | 10 per item 6 months
release of hold point

12 | Failure to make records 10 per failure Until the records are made
available for inspection by available
the Service Manager

13 | Failure to allow access for | 10 per failure Until access is allowed
Client audits (excluding
audits of the HSMM
Action Plan)

14 | Failure to notify the S per failure 6 months
Service Manager of
change to Processes and
Procedures

15 | Nonconformity identified 5 per Until nonconformity has been
during Client Audit of the | nonconformity verified completed by the
Quality Management raised Service Manager

Tender Issue 5, Revision 0
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Failure

Quality

Management
Points

Period of effect

16 | Failure by Consultant to The number of The period applicable to the
accrue Quality Points that failure that should have
Management Points that | should have accrued Points
should have been been accrued
accrued or where the PLUS
Consuitant has been —

T [ An additional 6 months from the actqal
Quality Management number of accrual date of tI?e Quality
Points by the Service Points Management Points that
Manager equivalent to the | should have been accrued

Points that

should have

been accrued

17 | Failure to have a 25 Until  audit confirms that
complete Health and HSMM Action Plan complete
Safety Maturity Matrix and operating
(herein termed HSMM)

Action Plan in place and
operating as required by
‘ this contract

18 | Failure to update HSMM 10 Until audit confirms that
Action Plan as required ! HSMM Action Plan updated

18 | Failure to take an action 10 Until failure corrected
detailed in the HSMM
Action Plan
(see note 2 below)

20 | Failure to allow the 25 per failure Until access is allowed
Service Manager access
for audits of the HSMM
Action Plan

Note 1: For this failure additional Quality Management Points equal to the number already
accrued for the failure are accrued at each audit until a Consultant’s audit confirms that
rectification/correction/implementation/action has taken place and this is accepted by the

Service Manager.

Note 2: For these failures additional Points are accrued at each audit until an audit confirms
that correction has taken piace.

Tender Issue 5, Revision 0 March 2019
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1 PERFORMANCE MANAGEMENT
1.1 Introduction
1.1.1  Performance of the Community is measured through the Collaborative
Performance Framework (CPF). The Collaborative Performance Framework
measures the performance of the Contractor. The CPF comprises a combination
of data-driven and evidence-based performance measures, supported by
collaborative behavioural metrics.
1.1.2  The Collaborative Performance Framework for this contract is herein referred to
as the "CPF",
1.1.3  Delivering value for money, including documentary evidence to support it, is
critical to the Client. While unacceptable quality management is addressed via
Quality Management Points (QMPs) and associated procedures, the
Contractor's performance will be measured via the CPF to ensure that the
service or works are being delivered effectively and efficiently i.e. that the
Contractor is delivering the Client’s outcomes and demonstrating performance
improvement).
1.1.4  The CPF contains a range of measurements that the Client will use to:
+ identify opportunities for continual improvement and enhancing customer
experience,
¢ assess the performance of the Contractor,
* assess the effectiveness of the Contractor's management processes,
s measure compliance with the requirements of the contract,
» inform processes for the continuation of this contract.
1.1.5  The Collaborative Performance Framework Guidance contains:
» background to the CPF, how it operates, roles and responsibilities,
timelines, data standards and an outline of the scoring process,
o supporting guidance for complying with the CPF and scoring performance
against specified metrics,
e governance arrangements for performance management for the
Contractor,
s details of areas of performance measurement at theme, measure and
metric level,
Tender Issue 5, Revision 0 March 2019
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1.1.6

1.2

1.2.1

1.2.2

1.3

1.3.1

1.3.2

¢ requirements for data collection, quality standards and meeting
submission expectations.

¢ minimum targets for performance and driving continual improvement.

The performance management arrangements are designed to enable the
Contractor to demonstrate responsibility for the delivery of Schemes. The Client
intends te use the results of the CPF to measure and publish the relative
performance of Contractor to the Community and other communities/ areas to
support benchmarking and best practice.

The Client may introduce a Performance Management Information System or
other system for recording and reporting against the requirements of this Annex.
When / if provided, the Contractor provides performance data directly into the
Performance Management Information System or any other system that is
adopted.

Amendments to Performance Management

The Client will generally review the CPF twice yearly and may issue updates as
a resutit of these reviews. These updates may include:

o the use of new repositories for all performance measurement related data,

e the introduction of new or revised measurements or procedures to gather
consistently high quality data for performance measurement,

« the introduction of new capabilities or methodologies to monitor and deliver
areas of performance measurement,

e the introduction or modification to targets for Contractor’s performance and

e« the introduction of new iterations of the Collaborative Performance
Framework (CPF) Guidance documentation.

The Contractor may submit proposed amendments to the CPF to the Client via
ops_supply chain_performance@highwaysengland.co.uk mailbox, these will
be considered and a decision on acceptance relayed.

The Contractor’'s Responsibilities

The Contractor complies with the requirements in the CPF, Collaborative
Performance Framework Guidance and Performance Management Information
System.

in line with the CPF, Collaborative Performance Framework Guidance and
Performance Management Information System, the Contractor:

Tender Issue 5, Revision 0 March 20189
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