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MST: Asset Support Contract Performance 
Management Framework Performance Hierarchy 
Poster 
Version 1.1 – May 2012

KEY

STRATEGIC 
GOAL

Aspect

Lever

1
WE PROVIDE A 

SERVICE THAT OUR 
CUSTOMERS CAN 

TRUST
(10.5%)

2
WE SET THE 

STANDARD FOR 
DELIVERY
(40.5%)

4
OUR ROADS ARE 
THE SAFEST IN THE 

WORLD
(17%)

3
WE DELIVER 
SUSTAINABLE 
SOLUTIONS

(11%)

ASC
SERVICE 
PROVIDER 

PERFORMANCE

5
OUR NETWORK IS A 
DYNAMIC AND 

RESILIENT ASSET
(21%)

CH
Constructed data 
from HA loaded into 
PMF-Plus e.g. SRW

1.4 INCIDENTS ARE 
MANAGED TO MINIMISE 
DISRUPTION (24.47%)

O
Incidents are cleared rapidly 
(100%) 100% compliance with 
AMOR Table 3.1 Performance 

Metrics 1, 2 and 3 

1.3 EFFECTS OF WORKS 
ARE MINIMISED (40.46%)

CH Operate SRW (100%)

2.1 THE RIGHT PEOPLE, 
PROCESSES

AND SYSTEMS ARE IN PLACE 
(50.97%)

CP QMS performance (17.49%)

CP Non-conformities are resolved
(13.12%)

EC HALMAT improvement target 
met (6.24%)

2.2 MANAGE CONTRACTS 
EFFICIENTLY (30.16%)

2.3 ASSET RENEWAL AND 
IMPROVEMENT SCHEMES ARE 
DELIVERED TO PLAN (18.87%)

Handling of Third Party Claims 
(Damage to Crown Property) 

(17.24%)

O

O

ES
High quality asset data fit for 
its intended purposes entered 
in the relevant asset database 
in a timely manner (12.34%)

Inspection Management 
Programme delivered

(33.33%)

Appropriate schemes are 
identified and promoted

(33.33%) (AMOR Comp. #1)

Network is assessed (33.33%)

Changes to Programme are 
managed (33.33%)

CP

1.1 CUSTOMERS ARE 
SATISFIED (17.53%)

3.1 THE IMPACT OF OUR 
NETWORK ON THE 

ENVIRONMENT IS MITIGATED 
(6.86%)

Implementation and promotion 
of energy saving procedures

(18.54%)

Reduction in material 
consumption (18.54%)

Site Waste Management Plans
in place and operating

(44.39%)

Implementation and promotion 
of a reduction in carbon 

emissions (100%)

Construction of LNMS safety
schemes in accordance with 

the design (70.54%)

4.3 SAFETY INCIDENTS 
INVOLVING HA AND 
CONTRACTORS ARE 
REDUCED (19.28%)

CH

Complaints are resolved 
promptly (100%)

Contract 
Extension Metric

Efficiency savings are 
generated as tendered

(20.85%)

4.2 A SAFE NETWORK IS 
PROVIDED (15.07%)

Appropriate precautionary 
salting provided (9.48%)

Lane availability maximised 
during severe weather 
conditions (22.69%)

CH Salt stock capability 
maintained (26.18%)

Maintenance Requirements 
Plan delivered (14.07%)

Minimise the effect of Activities 
that adversely impact on road 

users (50%)
(AMOR Perf. #2, Comp. #4)

Occupancies are managed 
(50%) (AMOR Perf. #1, Comp. 

#3)

Invoices provided on time and 
to the required accuracy 

(7.63%)

Cost Capture data provided on 
time and to the required 

accuracy (7.63%)

ES
CEM

16

Work which the Provider has 
undertaken is defect free 

throughout the contract period
(38.89%)

CEM

5
Schemes delivered on time 

(33.33%)

ES
CEM

7
Quality management reporting 
delivered on time (8.84%)

CEM

6
Schemes delivered to budget 

(33.33%)

Effective use and application 
of design objectives/principles 

to prevent negative 
environmental impacts (100%)

Implementation and promotion 
of the reuse and recycling of 

materials (18.54%)

Effective management of 
RTMC by ASC (17.24%)

360 degree feedback from 
RTMC and contractors is 

acted on (17.24%)

4.1 A SAFE NETWORK IS 
MAINTAINED (65.65%)

CP Make safe defects:
Lighting (22.60%)

O Make safe defects:
Paved Areas (22.60%)

CP
Sweeping and cleaning 

deliverables satisfied (Litter) 
(6.76%)

ES
Number of AMOR 

performance targets meeting 
or exceeding threshold

(22.60%)

AMOR #21

CEM

16
Contract Extension 
Metric No.

Line item in 
AMOR s/sheet

CEM

13
Reduce accidents within the 
Provider's organisation (AFR) 

(76.97%)

Compliance with CDM Regs 
(23.03%)

Construction of Renewal
Schemes in accordance with 

the design (47.04%)

CEM

4EC
Number of Compensation 

Events raised by the Provider 
which are rejected by the 
Service Manager (14.94%)

ES
Evidence-based 
subjective score, 
e.g. management of 
RTMC

CP

Constructed data 
from Provider 
loaded into PMF-
Plus e.g. Complaints

O
Operational data 
from Provider 
loaded into PMF-
Plus, e.g. Incidents

Forecast and Actual 
Expenditure versus Budget 

(8.84%)

Construction of non-Safety 
LNMS Economy schemes in 
accordance with the design

(100%)

O Flood events are minimised 
(22.69%)

O Flood event details recorded 
(9.48%)

1.2 INFORMATION ON 
OCCUPANCIES IS 
AVAILABLE (17.53%)

Project Cost Control forms 
provided on time and to the 
required accuracy (7.63%)

3.3 CARBON EMISSIONS 
ARE REDUCED (16.43%)

3.4 NETWORK IMPROVEMENTS THAT 
SUPPORT SPATIAL, ECONOMIC AND 
ENVIRONMENTAL PRIORITIES ARE 

PROMOTED (6.86%)

3.2 RESOURCES ARE USED 
EFFICIENTLY (37.00%)

5.1 INFORMATION IS AVAILABLE 
TO SUPPORT EFFECTIVE 
DECISION-MAKING (36.22%)

5.2 LONG TERM INTEGRITY 
OF THE ASSET IS 

SUSTAINED (25.67%)

5.3 THE NETWORK IS 
AVAILABLE DURING SEVERE 
WEATHER EVENTS (38.12%)

Other severe weather events 
are mitigated effectively 

(9.48%)

ES
Ensure the 14 soft estate 
deliverables of AMOR are 

satisfied (6.76%)

Scheme PCCR including ABS 
and final ‘CON forms’ provided 
on time and to the required 

accuracy (7.63%)

3.5 THE IMPACT OF OUR 
NETWORK ON ADJACENT 

COMMUNITIES IS MITIGATED 
(32.85%)

Employment section of the  
Inclusion Action Plan 

developed and delivered
(50%)

CH Geotechnical asset risk is 
managed effectively (18.68%)

EC
Delivery of Road Safety Audits 

and closing out actions 
(29.46%)

ES An asset database backlog 
does not exist (8.84%)

ES Effective management of 
contractors by ASC (6.24%)

EC
Evidence-based 
constructed score, 
e.g. HALMAT

ES
Service Delivery section of the 

Inclusion Action Plan 
developed and delivered

(50%)


