Schedule 06 Service Levels

SCHEDULE 6

Service Levels

1. Performance Indicators (PI's) and Service Levels

1.1 The table in Annex A (Performance Indicator Table) to this Schedule sets out
the Pls and the Service Levels for the Services (the “Performance Indicator
Table”). The Performance Indicator Table sets out the following details in
respect of the Pls:

(@)

(b)

(€)

(d)

()

The ‘PI' column in the Performance Indicator Table gives the name of
the various Pls on which the performance of the Service Provider shall
be measured, tracked and against which Service Failure Points shall
accrue.

The ‘Start Point’ column in the Performance Indicator Table details the
time from when the PI shall start to accrue Service Failure Points (the
“Start Point”).

The ‘End Point’ column in the Performance Indicator Table details the
time at which the relevant Pl ceases to be subject to Service Failure
Points (the “End Point”).

The ‘Acceptable Service Level’ column in the Performance Indicator
Table specifies the minimum Service Level that is expected of the
Service Provider (each an “Acceptable Service Level”) for which no
Service Failure Points shall accrue if the Acceptable Service Level is
achieved.

The majority of PI's detailed in this Schedule feature two (2) Bands of
Service Failure Points, as shown in the Performance Indicator Table:

(1) The ‘Band one (1) column in the Performance Indicator Table
indicates the range of performance for the first band below the
Acceptable Service Level and the associated level of Service
Failure Points which shall accrue. For each instance of the
Service Provider’'s performance for a Performance Indicator falling
within 'Band 1' the Service Provider will accrue an amount of
Service Failure Points equal to the Band 1 Service Failure Points.

(2) The ‘Band two (2) column in the Performance Indicator Table
indicates the range of performance for the second band below the
Acceptable Service Level and the associated level of Service
Failure Points which shall accrue. The bands of Service Failure
Points operate cumulatively so that for each instance of the
Service Provider’s performance for a Performance Indicator falling
within 'Band 2', the Service Provider will accrue an amount of
Service Failure Points equal to:

() Band 1 multiplied by the Band 1 Service Failure Points; plus
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1.2

1.3

1.4

2.1

2.2

(i)  Band 2 multiplied by the Band 2 Service Failure Points.

The Service Level achieved for each Performance Indicator must be
calculated to one (1) decimal place where applicable.

The Performance Indicator Report shall contain the performance for the
previous Period.

The Service Provider shall publish the Performance Indicator Report on the
Performance Indicator Report Date.

SERVICE FAILURES

Subject to paragraph 2.7 below, failure to meet the Acceptable Service Level
shall result in the Service Provider accumulating Service Failure Points as
detailed in the Performance Indicator Table. The number of Service Failure
Points accumulated shall depend on the extent to which the Service Provider
has failed to meet the Acceptable Service Level for each PI.

Service Failure Points shall be totalled for all Pls at the end of each Period
and the corresponding Service Failure Deductions shall be calculated as
follows:

X = YXxZ
Where:
X = the monetary value of the Service Failure Points to be deducted

from the periodic Service Charges (the “Service Failure
Deductions”).

Y = the aggregate Service Failure Points accrued in a particular
Period for all Pls, calculated in accordance with this Schedule 6
(Service Levels).

Z = the value of each Service Failure Level (the “Service Failure
Point Value”), which at the Contract Commencement Date is
one Pound Sterling (E1) per Service Failure Point.
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2.5 The value of the Service Failure Deductions shall be:
(@) deducted from the periodic Service Charges for that Period; and

(b) included as a separate line in the relevant invoice.

2.6 The Service Provider shall include with such invoice full details of how the
value of the Service Failure Deductions has been calculated.

2.7 Where any failure to meet the Acceptable Service Level is caused by a Relief
Event, the Parties shall comply with their respective obligations set out in
Clause 49.
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(ii)
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4.1

4.2

4.3

4.4

4.5

4.6

4.7

RECTIFICATION PLAN

If the Service Failure Deductions accrued by the Service Provider has totalled
more than the equivalent of fifty percent (50%) of the periodic Service
Charges, prior to the application of the Service Failure Deduction Cap in any
given Period (a "Service Failure"), then TTL shall issue a warning notice as
soon as practicable following the occurrence of the relevant Service Failure
("Warning Notice").

Immediately following the issue of a Warning Notice (in addition to Service
Failure Deductions accruing in accordance with paragraph 2.2 above) the
Service Provider shall submit a draft rectification plan to TTL for it to review as
soon as possible and in any event within ten (10) Business Days (or such
other period as may be agreed between the Parties) after issue of the
Warning Notice.

The draft rectification plan shall set out, in the Service Provider's reasonable
opinion:

(@) full details of the issues or Service Failures giving rise to the Warning
Notice, including, so far as practicable, an analysis of the probable
reasons for the Service Failure;

(b)  the actual or anticipated effect of the Service Failure; and

(c) the steps which the Service Provider proposes to take to rectify such
Service Failures and to prevent their recurrence (including, where
necessary, the deployment of additional personnel, resources and
equipment) and timescales for such rectification and steps (where
applicable).

The Service Provider shall promptly provide to TTL any further documentation
that TTL reasonably requires to assess the Service Provider's analysis of the
reasons for the Service Failure.

TTL shall notify the Service Provider whether it consents (acting reasonably)
to the draft rectification plan within ten (10) days of receiving the draft
rectification plan or any documentation requested pursuant to paragraph 3.4.
If TTL rejects the draft rectification plan, TTL shall give reasons for its decision
and the Service Provider shall take the reasons into account in the
preparation of a revised rectification plan. The Service Provider shall submit
the revised draft of the rectification plan to TTL for review within ten
(10) Business Days (or such other period as agreed between the Parties) of
TTL's notice rejecting the first draft.

If the Parties are unable to agree the content of the revised draft rectification
plan, then either Party may refer the matter to be determined, pursuant to the
Dispute Resolution Procedure.

If TTL consents to the rectification plan the Service Provider shall immediately
commence the implementation of the rectification plan.
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7. PERFORMANCE MONITORING

7.1 The Service Provider's performance in meeting the Service Levels in respect
of each Pl shall be reported, monitored and assessed periodically in
accordance with Schedule 16 (Contract Management and Reporting).

7.2 If TTL or the Service Provider identifies any errors, omissions or discrepancies
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in the Performance Indicator Reports, the Service Provider shall:
(@) promptly correct such errors, omissions or discrepancies; and

(b)  republish the Performance Indicator Reports within two (2) Business
Days of such errors, omissions or discrepancies being identified, or
such other period as the Parties may agree in writing.

7.3 If, as aresult of TTL or the Service Provider identifying any errors, omissions
or discrepancies in the Performance Indicator Reports, it is found that the
Service Provider's performance is lower than that reported in the relevant
Performance Indicator Report, including due to Service Provider error, and on
the basis of the sample used in such exercise, the Service Provider has not
met one or more of the Acceptable Service Level or an adjustment has been
claimed in error:

(@) the performance level for the Period(s) shall be adjusted accordingly;

(b)  the level of Service Failure Points which would have accrued shall be
calculated and the:

(1) difference between this figure and the amount of Service Failure
Points actually applied shall be calculated; and

(2) corresponding Service Failure Deductions (if any) shall be:
() added to the Service Failure Deductions due; and

(i) applied to the periodic Service Charges for the then current
Period; and

(c) the Service Provider shall credit against the Service Charges for the
relevant Period an amount equal to:

(1) the value of the sum calculated in accordance with
paragraph 6.3(b) above;

(2) the interest on the aggregate, calculated at the Interest Rate, from
the end of each relevant Period to the date of the Invoice for the
current Period,

which amount shall be deemed to be, and treated as, a Service Failure
Deduction.

7.4  The Service Provider shall be responsible for ensuring that all Performance
Indicator Reports are accurately prepared, using up to date and accurate
Data. Subject to paragraph 7.5below, any absence of Data from Performance
Indicator Reports and any other reports requested by TTL Personnel, may at
TTL’s discretion be deemed a maximum accrual of Service Failure Points for
all Pls to which the inaccurate and/or unavailable Data relates.

7.5 Where the Service Provider believes there are mitigating circumstances for
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8.1

PlI1

Pl1.1

P11.2

P11.3

Pl1.4

the inaccurate and/or unavailable Data, the Service Provider may present to

TTL:

(@) reasons why this Data is inaccurate and/or unavailable;

(b)  what actions shall be taken to ensure it shall be accurate and/or
available in future; and

(© provide reasonable evidence that the relevant Services were not

adversely affected during the period of lost Data.

TTL may, at its absolute discretion and without prejudice to its other rights and
remedies under this Contract:

(1) consider all reasonable requests;

(2) use reports from third parties to validate the information supplied
by the Service Provider; and/or

(3) agree a reduced level of required performance in relation to such
Data for the duration that it was lost or reject such requests.

CHANGES TO PERFORMANCE INDICATORS

TTL and the Service Provider shall review the PI's annually, any Change
Control Requests shall be implemented in accordance with the Change
Control Request Procedure.

PERFORMANCE INDICATORS

Planned Bicycle Servicing

The Service Provider shall ensure that any Bicycle available for Hire by a
Customer has been serviced within the last three hundred and sixty five
(365) days.

All Bicycles which are in use by a Customer, locked at a Docking Point, in
a Hub and in redistribution must have been serviced within the last three
hundred and sixty five (365) days. This excludes those that are lost,
stolen, damaged beyond repair, locked for collection for servicing or
temporarily decommissioned for events.

The Service Provider shall ensure that no less than one hundred percent
(100%) of Bicycles available for Hire are serviced at least once in every
rolling three hundred and sixty five (365) day period in accordance with
Appendix 1 (On-Street Maintenance Activities) of the Statement of
Requirements.

Band 2 - a "high severity" breach of this PI is defined as more than fifty
(50) Bicycles available for Hire not having been serviced within the three
hundred and sixty five (365) day period immediately preceding the date of
measurement.
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Pl11.5

Pl 1.6

Pl 2
P12.1

P12.2

P12.3

P12.4

P12.5

Pl 2.6

Pl 2.7

P12.8

P12.9

Band 1 - a "low severity" breach of this Pl is defined as between one (1)
and fifty (50) Bicycles available for hire not having been serviced within
the three hundred and sixty five (365) day period immediately preceding
the date of measurement.

This Pl shall be measured at 12:00 on the last calendar day of each
reporting Period.

Bicycle Availability

The Expected Bicycle Number shall be based on the Agreed Bicycle
Number as adjusted and agreed by TTL in advance to allow for any
temporarily unavailable Docking Stations.

The minimum number of Bicycles Available shall not drop below ninety
two percent (92.0%) of the Expected Bicycle Number between 00.00 and
23.59 each day.

A Bicycle will be deemed as "Available” when it is either:

(@) in use by a Customer,

(b) docked at a Docking Point with no active Fault Button press
logged against it; or

(c) in a Hub.

Bicycle Availability shall be measured each calendar day in the reporting
Period with the Service Provider accruing Service Failure Points for each
calendar day that the Acceptable Service Level drops below ninety two
percent (92.0%).

The measure for this Pl shall be calculated by using the following
calculation:

Minimum Number of Bicycles Available during the day

Expected Bicycle Number

The Average Number of Bicycles Available during the day shall be taken
as the Available Bicycle Number during each calendar day.

The Start Point for Bicycle Availability shall be 00:00 on each calendar
day of the reporting Period.

The End Point for Bicycle Availability shall be 23:59 on each calendar day
of the reporting Period.

Band 2 - a "high severity" breach of this Pl is defined as the number of
Bicycles Available being less than ninety percent (90.0%) of the Bicycles
Available for Hire Number between 00.00 and 23.59 on any calendar day
in the reporting Period.
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P12.10

P13
P13.1

P13.2

P13.3

P13.4

P13.4

P13.5

Pl 3.6

P1 3.7

P1 3.8

PI1 3.9

Band 1 - a "low severity" breach of this Pl is defined as the number of
Bicycles Available being ninety percent (90.0%) or more but less than
ninety two percent (92.0%) of the Bicycles Available for Hire Number
between 00.00 and 23.59 on any calendar day in the reporting Period.

Docking Station Clusters — Not Full or Not Empty

The Service Provider shall measure the total number of minutes Parent
Docking Stations and associated Child Docking Stations within Docking
Station Clusters ("Clusters") are not full or not empty when measured
against the relevant time periods.

A Parent Docking Station is defined as a single Docking Station within a
Cluster which is targeted for redistribution and linked to up to four Child
Stations .

A Child Docking Station is defined as a Docking Station within a Cluster
that is not a Parent Docking Station.

Any temporarily unavailable Docking Stations as agreed in advance with
TTL shall be excluded from the Cluster stations to be measured under PI
3.1

A Docking Station Cluster is defined as a group of one (1) Parent Docking
Station and no more than four (4) Child Docking Stations.

Each Child Docking Station within a Cluster is only associated with the
Parent Docking Station, not with other Child Docking Stations

All Child Docking Stations within a Cluster must be within 500 metres of
the nominated Parent Docking Station.

There will be a minimum number of 60 Docking Station Clusters within the
Scheme. The Service Provider shall form its own Docking Station Clusters
using the Docking Stations (and Key Docking Stations) within the
Scheme, however, Docking Station Clusters must contain all of the Key
Docking Stations listed within Annex B either as a Parent Docking Station
or Child Docking Station. The Docking Station Clusters shall be formed as
listed in Part 2 of Annex B unless agreed with TTL in accordance with PI
3.17.

Parent Docking Stations will contain a minimum of twenty (20) Docking
Points, in order to be considered as a Parent Docking Station.

During the hours listed in Annex B for a Docking Station Cluster, TTL shall
measure the number of minutes that Docking Station Clusters are not full
and not empty by using the following calculation:

(Maximum potential time Parent Docking Station and associated Child
Docking Station not full or not empty — Parent Docking Station and
associated Child Docking Station not full or not empty)

Maximum potential time Docking Station Cluster not full or not empty
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P13.10

P13.11

P13.12

Pl 3.14

P13.15

Pl 3.16

P13.17

Pl 3.18

P13.19

The Start Point shall be 07:00 each day.
The End Point shall be 20:59 each day.

Band 2 - a "high severity" breach of this Pl is defined as the percentage of
Key Clusters that are not full or empty in the time periods referred to in
Annex B being less than ninety-two percent (92.0%). P13.13 Band 1 -
a "low severity" breach of this Pl is defined as the percentage of Key
Clusters that are not full or not empty in the time periods referred to in
Annex B being ninety-two percent (92.0%) or more but less than ninety-
five percent (95.0%).

A Parent Docking Station within a Docking Station Cluster will be defined
as not full or not empty if there is at least one (1) Bicycle and one (1)
empty Docking Point within the combined Docking Points of the Parent
Docking Station and associated individual Child Docking Station.

A Child Docking Station within a Docking Station Cluster will be defined as
not full or not empty if there is at least one (1) Bicycle and one (1) empty
Docking Point within the combined Docking Points of the Child Docking
Station and Parent Docking Station

If, within a Docking Station Cluster, all Child Docking Stations are within
250 metres of the Parent Docking Station, the Docking Station Cluster will
be defined as not full or not empty if there is at least one (1) Bicycle and
one (1) empty Docking Point within the total combined Docking Points of
the Cluster.

By agreement with the Service Provider, TTL may amend the lists and
times of Parent Docking Stations and Child Docking Stations that are
included within a Docking Station Cluster given a notice period of at least
ten (10) Business Days.

The Pl measure shall be based upon all full and empty instances of a
Docking Clusters with an End Point in the reporting Period.

The PI shall be measured daily with Service Failure Points applied daily.
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Pl 4

Pl14.1

P14.2

P14.3

Pl 4.4

P14.5

Pl1 4.6

Pl 4.7
P14.8
P14.9

P14.10

Auxiliary Docking Stations — Not Full or Not Empty

The Service Provider shall measure the total number of minutes Docking
Stations listed as Auxiliary Stations ("Auxiliary Stations") in Annex B are
not full or empty when measured against the relevant time periods.

Any temporarily unavailable Docking Stations as agreed in advance with
TTL shall be excluded from the Auxiliary Stations to be measured under
Pl4.1.

An Auxiliary Station is defined as any Docking Station not included as
either a Parent Docking Station or Child Docking Station within a Key
Cluster.

The percentage of Auxiliary Stations that are not full or empty in the time
periods referred to in Annex B shall not fall below eighty-six percent
(86.0%).

Docking Points within each listed Auxiliary Station from Annex B shall be
accumulated to reflect the measure for this PI.

During the hours listed in Annex B for an Auxiliary Station, TTL shall
measure the number of minutes that Auxiliary Stations are not full or
empty by using the following calculation:

(Maximum potential time Docking Station not full or not empty —
Number of minutes Docking Station is full or empty)

Maximum potential time Docking Station not full or empty

The Start Point shall be 07:00 each day.
The End Point shall be 20:59 each day.

Band 2 - a "high severity" breach of this Pl is defined as the percentage of
Auxiliary Stations that are not full in the time periods referred to in Annex
B being less than eighty-two percent (82.0%).

Band 1 - a "low severity" breach of this Pl is defined as the percentage of
Auxiliary Stations that are not full in the time periods referred to in Annex
B being eighty-two percent (82.0%) or more but less than eighty-six
percent (86.0%).
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Pl14.11

P14.12

P14.13

Pl 4.14

P14.15

P15

P15.1

P15.2

P15.3

P15.4

P15.5

P15.6

P15.7

TTL at its discretion may amend the lists and times of Docking Stations
that are designated as Auxiliary Docking Stations for each specific time
period given a notice period of at least ten (10) Business Days.

A Docking Station shall be classified as a full Docking Station when there
are no empty Docking Points at the relevant Docking Station.

A Docking Station shall be classified as an empty Docking Station when
there are no Bicycles available for Hire at the relevant Docking Station.

The Pl measure shall be based upon all full instances with an End Point in
the reporting Period.

The PI shall be measured daily with Service Failure Points applied daily.

Applicable Service System Availability

The Service Provider shall be assessed on the availability of the
Applicable Service Systems. For the purposes of this Pl “Applicable
Service Systems” shall be defined as:

Any system used by the Service Provider to deliver the Operational
Services as agreed by TTL. These systems may include Asset
Management System, Bicycle tracking system, redistribution system and
Job Scheduling system.

The systems defined as Applicable Service Systems will be at TTL'’s
discretion and may be amended from time to time.

"Applicable Service System Availability" is defined as the proportion of
time over the Period that the Applicable Service Systems are operational
without defects or incidents (as agreed by TTL) impacting the Operational
Services.

The Service Provider shall ensure that the Applicable Service Systems
Avalilability shall be greater than or equal to ninety-nine percent (99.0%)
per Period.

Applicable Service System Availability shall be determined by Industry
Standard Automated System Performance Reports, to be provided by the
Service Provider to TTL.

Planned Downtime agreed in advance with TTL in accordance with
Schedule 4 (Statement of Requirements (General)) shall be excluded from
the measurement of this PI.

Applicable Service System Availability shall be measured by using the
following calculation:

Number of Minutes the Applicable Service Systems are available

Total Minutes in reporting Period

TfL_scp_000884 Final Schedule 6 (Service Levels) - In Confidence - Page 13 of 31



Schedule 06 Service Levels

P15.8

P15.9

Pl 6A

Pl 6A.1

Pl 6A.2

Pl1 6A.3
Pl 6A.4

Pl 6A.5

Pl 6A.6

Pl 6B

P16B.1

Pl 6B.2

Without prejudice to the processing of Incidents and Defects in
accordance with Schedule 4 (Statement of Requirements (General)),
unplanned downtime that is agreed by TTL, to have had no impact on the
Services shall be excluded from the measurement of this PI.

The Pl measure shall be based upon all periods of Applicable Service
System unavailability that end during the Period.

Interface Events - Bicycle and Docking Station status Change
Interface

For the Bicycle and Docking Station Status Change Interface (as defined
in Appendix 7 — Interface Catalogue) the Service Provider shall:

(@) receive and Acknowledge ninety percent (90%) of all Events
within five (5) minutes of them being published; and

(b) receive and Acknowledge one hundred percent (100%) of all
Events within fifteen (15) minutes of them being published.

The measure for the Pl shall be:

Number of Events received and Acknowledged within five (5) or fifteen
(15) minutes of them being published
Total number of Events received and Acknowledged after being published

The Start Point shall be when the Event is published on the Interface.

End Point shall be when the Event is received and Acknowledged.

Where an Event is defined as a change in status of a Bicycle, Docking
Point or Terminal, planned event notification, a request from the Service
Provider or Cleaning Contractor (i.e. request to lock a Bicycle).

Where Acknowledged is defined as:

@) The Event has been taken from the interface;

(b) The Event has been read and input into the Service System
(i.e. processed); and

(c) Service Provider notify receipt of the Event on the Bicycle and

Docking Station Status Change interface.

Interface Incidents

For the Bicycle and Docking Station Status Change Interface the
Service Provider must raise an Incident within fifteen (15) minutes if it
cannot connect to the Interface or receive Events.

For the Bicycle Lock / Unlock Request Interface the Service Provider
must raise an Incident within fifteen (15) minutes if it cannot connect
and submit Events.
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P16B.3

Pl 6B.4

P16B.5

P17

PI7.1

Pl17.2

P17.3

P17.4

P17.5

Pl17.6

The measure for the PI shall be:

Number of Incidents raised within fifteen (15) minutes in accordance
with both Pl 6B.1 and Pl 6B.2
Total number of Incidents raised that relate to Pl 6B.1 and PI 6B.2

The Start Point shall be:

(@) Service Provider cannot connect to the Interface or receive
Events.
Or

(b) Service Provider cannot connect to the Interface or submit
Events.

The End Point shall be Service Provider raises an Incident.

Accuracy of MIS Data

The Service Provider shall provide complete and correct MIS Data on time
as defined in Schedule 4 (Statement of Requirements).

This Pl measures the resolution of Incidents raised due to inaccurate or
incomplete MIS Data (“MIS Incident”).

Each MIS Incident will be allocated a severity rating based on the
following:

(@) severity 1: the data error has material impact on reports or
information provided by TTL to external parties.
(b) severity 2: the data error has material impact on reports or

information used internally by TTL and has a business
operational impact.

(©) severity 3: the data error has material impact on reports or
information used internally by TTL and has a MIS operational
impact.

The time taken to resolve a MIS Incident is the time logged in the Incident
Log for a MIS Incident to the time the MIS Incident is resolved and closed.

The time which must be logged in the Incident Log as the time the MIS
Incident arose is the time either Party or a member of either Party’s
Personnel becomes aware or is made aware of any inaccurate or
incomplete MIS Data.

A MIS Incident is considered to be resolved and closed when the Service
Provider has provided complete and correct Data to TTL and the MIS
Incident has been properly recorded as closed in the Incident Log by the
Service Provider with the express written agreement of TTL, which
agreement may be given retrospectively.
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P11 7.7

P17.8

PI17.9

P18

P18.1

P18.2

P18.3

P18.4

The Start Point shall be the time at which the MIS Incident is logged or
should be logged in accordance with paragraph P1 7.5.

The End Point shall be the time at which the MIS Incident is resolved and
closed in accordance with paragraph Pl 7.6.

The Pl measure shall be based upon all MIS Incidents with an End Point
during the Period.

Contract Compliance
The Service Provider shall at all times comply fully with this Contract.
Band 2 - A “high severity” breach of this Pl is defined as:

(@) a breach of this Contract which results in a critical element of
the Services being likely to be prevented from functioning or
being performed; or

(b) a breach of this Contract which results or is likely to result in a
severe impact on the public (including Customers) or the TfL
Group, as determined by TTL (acting reasonably); or

(c) a failure by the Service Provider to rectify any low severity
breach (as defined below) (and the causes of such breach)
within ten (10) Business Days of the identification of the
breach.

Band 1 - A “low severity” breach of this Pl is defined as a breach of this
Contract which results in Services still functioning, however, there is or is
likely to be a minor functionality or performance impact, as determined by
TTL (acting reasonably).

In the event that:

(@) Pl 8 is breached as described in Pl 8.2 and/or PI 8.3 above;
and

(b) the event giving rise to such breach also results or has
resulted in Service Failure Points being accrued under any
other PI or Pls in the same Period

then, in relation to such breach, only the Service Failure Points accruing in
relation to those other Pls shall apply and no additional Service Failure
Points shall accrue in respect of PI 8 in that Period.
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P18.5

P1 9A

Pl 9A.1

P19A.2

P19A.3

PI19A.4

P19A.5

P19A.6

P1 9B
P19B.1

P19B.2

P19B.3

TTL and the Service Provider shall provide written notification of any
perceived breach of this PI during the course of the relevant Period, or
when a perceived breach is first identified, together with reasonably
verifiable evidence of such, and stating whether such breach is a high or
low severity breach. The Service Provider and TTL shall discuss and seek
to agree the perceived breach and its attendant severity at the next
periodic meeting to review and approve the draft Pl report prior to its
formal submission. The Service Provider shall at all times comply fully with
this Contract.

Timely, Complete and Correct Provision of Reports

The Service Provider shall provide complete and correct reports in
accordance with the timescales agreed under or in accordance with the
Agreement or as otherwise expressly agreed in writing by the Parties.

For recurring reports (e.g. daily, weekly or periodically), each instance of a
report delivered on its due date shall be deemed to be a unique Report.
TTL shall determine the list of recurring reports against which this PI shall
be measured.

For the avoidance of doubt, Service Failure Points will be applied
individually to each instance a Report is late, incomplete or inaccurate.

The Start Point shall be the date and time a Report is due or an error is
identified. The PI shall apply to all reports due as part of the Contract,
excluding the Key reports which are measured under PI 9B.

The End Point shall be the date and time a Report is delivered or
corrected.

The Pl measure shall be based upon all reports with an End Point during
the Period.

Key Reports

The Service Provider shall provide complete, correct and agreed Key
Reports in accordance with the timescales agreed under or in accordance
with the Agreement or as otherwise expressly agreed in writing by the
Parties.

For recurring Key Reports (e.g. Quarterly and Annual), each instance of a
Key Report delivered on its due date shall be deemed to be a unique Key
Report.

For the avoidance of doubt, Service Failure Points will be applied
individually to each instance a Key Report is late, incomplete or
inaccurate.
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P19B.4

P19B.5

P19B.6

P19B.8

P19B.9

P1 10

P110.1

Pl 11

PI11.1

P111.2

P111.3

The Start Point shall be the date and time a Key Report is due or an error
is identified. The PI shall apply to all Key Reports due as part of the
Contract.

The End Point shall be the date and time a Key Report is delivered or
corrected.

The Service Provider shall ensure they submit draft Key Reports in good
time to TTL to ensure the review cycle is completed and Key Reports are
submitted and agreed on its due date.

TTL will typically complete each review with ten (10) to fifteen (15)
Business Days.

This PI sits outside of the Service Failure Deduction Cap.
FOI Legislation Requests

Where TTL requests information from the Service Provider in relation to an
Information Request or a Subject Access Request, all information relevant
to a request shall be retrieved and provided to TTL Personnel within:

(@) five (5) Business Days in respect of an Information Request; or

(b) within ten (10) Business Days in respect of a Subject Access
Request, or

(c) such other periods as the Parties may expressly in writing

agree, of TTL Personnel requesting such information.

Data Protection Breaches

This Pl measures failures by the Service Provider to work within the
requirements of the DPA and shall include:

(@) failure to provide or to restrict provision of Personal Data to a
Data Subject;

(b) failure to update Personal Data correctly following a correction
request by a Data Subject;

(c) any unauthorised or unlawful processing of Personal Data;

(d) accidental loss, destruction or damage to Personal Data; and

(e) failure to issue all held Personal Data in response to a subject

access request.

The Service Provider shall report any breach of the DPA within twelve (12)
Working Hours following the point at which the breach comes to the
attention of any of the Service Provider's Personnel.

A “High Severity” breach of this Pl is defined as:

(@) any breach where TTL deems it necessary to inform the
Information Commissioner; or the Information Commissioner
contacts TTL and, in either case, a breach is confirmed
(subject to the provisions at Pl 11.3 and PI 11.4); or
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(b)
(€)

(d)

(e)
()
(9)

any breach that results in the commission of a criminal offence
under the DPA, or

any breach where a successful claim for compensation is
made under the DPA (in which case Service Failure Points
shall accrue in addition to any costs recovered from the
Service Provider in respect thereof); or

any breach where evident harm e.g. loss of money;
unwarranted distress; damage has been caused to an
individual as a result of that breach; or

failure to rectify DPA breaches (and the causes of those
breaches) within the timescales stipulated by TTL; or

any breach that results, in TTL's opinion, in adverse publicity;
or

any breach where more than one thousand (1,000) people are
affected.

P111.4 A “low severity” breach of this Pl is defined as any breach affecting an
individual or individuals but not resulting in any of the outcomes stipulated
for “high severity”.
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Annex A — Performance Indicator Table

Pl

Acceptable

ref Pl title Start Point End Point T Band 1
1-50 .
All Bicycles Bicycles 50+. Bicycles
. . available for
Planned available for available for hi
. . . . iIre not
P11 | Bicycle n/a n/a hire serviced hire not X -
- e . . .| serviced within
Servicing within 365 serviced within
a 365 day
days a 365 day . .
) . rolling Period
rolling Period
00:00 on each 23:59 on each 92.0% of all <91.0% of all < 90.0% of all
Pl 2 Bicycle calendar day of | calendar day of Bicycles Bicycles Bicycles
Availability the reporting the reporting Available each | Available each | Available each
Period Period: calendar day calendar day calendar day
See Annex B for | See Annex B for
Docking list of Docking list of Docking
Station Stations to be Stations to be
P13 | Clusters — included in included in 95.0% <95.0% <92.0%
Not full or Docking Station | Docking Station
not empty Clusters and Clustesr and

time period.

time period
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Pl

Acceptable

ref Pl title Start Point End Point T Band 1
AUX|I|'ary See Annex B for | See Annex B for
Docking list of Docking list of Docking
Pl 4 | Stations — . . 86.0% <82.0% <80.0%
Stations and Stations and
Not Full or ; . ; .
time period. time period.
empty
The Applicable | The Applicable | The Applicable
Service Service Service
Applicable Systems are Systems are Systems are
ngvice 00:00 on 1st day | 23:59 on last available for available for available for
P15 of reporting day of reporting 99.0% of the <99.0% of the | <98.0% of the
System : . ; . . : . :
S Period Period time available | time available | time available
Availability . . .
in the in the in the
reporting reporting reporting
Period Period Period
90% of all <90% of all <85% of all
Events Events Events
The Event is The Event received and received and received and
Pl Interface published on the | received and Acknowledged | Acknowledged | Acknowledged
6A | Events Interface Acknowledged within 5 within 5 within 5
minutes of minutes of minutes of
being being being
published. published. published.
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Pl Pl title Start Point End Point Acgeptable Band 1
ref Service Level
100% of all <100% of all <95% of all
Events Events events
. received and received and received and
The Event is The Event
Interface . : Acknowledged | Acknowledged | Acknowledged
published on the | received and . o o
Events Interface Acknowledaed within 15 within 5 within 5
9 minutes of minutes of minutes of
being being being
published. published. published.
All Incidents All Incidents
raised within raised within
Service Provider 15 minutes if 15 minutes if
P Interface cannot connect Service Provider Service Service
; to the Interface . . Provider not Provider not n/a
6B Incidents . raises Incident
or receive able to able to
Events. connect and connect and
submit / submit /
receive Events | receive Events
Time MIS Time MIS Severity 1 . .
P17 Accuracy of Incident is Incident is within 5 5-6 Business >6 Business
MIS Data . Days Days
logged resolved Business Days
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Pl Pl title Start Point End Point Acgeptable Band 1
ref Service Level
Accuracy of T'”?e MI.S T'”?e MI.S Se_ve_rlty 2 10-12 >12 Business
Incident is Incident is within 10 .
MIS Data . Business Days | Days
logged resolved Business Days
Accuracy of T"T‘e MI.S T"T‘e MI.S Seyenty 3 30-45 >45 Business
Incident is Incident is within 30 .
MIS Data . Business Days Days
logged resolved Business Days
Contract 00:00 on 1st day 23:59 on last
P18 . of reporting day of reporting 100% Low Severity High Severity
Compliance . i
Period Period
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Pl Pl title Start Point End Point Acgeptable Band 1
ref Service Level
Receipt of all
Timely, Date Report is Date Report is reports on the
complete . days due and . .
Pl due or error or | received or error 1-7Business | > 7 Business
and correct SN S all such
9A e omission is or omission is Days late Days late
provision of . o . reports
identified fixed
Reports complete and
correct
Receipt of all
Submission : . reports on the
Date Report is Date Report is
and . days due and . :
Pl due or error or | received or error 1-7Business | > 7 Business
Agreement SN o all such
9B omission is or omission is Days late Days late
of Key . o , reports
identified fixed
Reports complete and
correct
FOI
Legalisation | Date information Date information
and Data request is : ) 0 - 5Business | 6 - 8 Business | > 8 Business
PI1 10 . . is received by
Protection received by the Days Days Days
A . . TTL
Legislation | Service Provider
Requests
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Pl

Acceptable

ref Pl title Start Point End Point T Band 1
Data 00:00 on 1st day 23:59 on last
P111 | Protection of reporting day of reporting 0 Low Severity
Breaches Period Period

High Severity
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	Service Levels
	1. Performance Indicators (PI’s) and Service Levels
	1.1 The table in Annex A (Performance Indicator Table) to this Schedule sets out the PIs and the Service Levels for the Services (the “Performance Indicator Table”).  The Performance Indicator Table sets out the following details in respect of the PIs:
	(a) The ‘PI’ column in the Performance Indicator Table gives the name of the various PIs on which the performance of the Service Provider shall be measured, tracked and against which Service Failure Points shall accrue.
	(b) The ‘Start Point’ column in the Performance Indicator Table details the time from when the PI shall start to accrue Service Failure Points (the “Start Point”).
	(c) The ‘End Point’ column in the Performance Indicator Table details the time at which the relevant PI ceases to be subject to Service Failure Points (the “End Point”).
	(d) The ‘Acceptable Service Level’ column in the Performance Indicator Table specifies the minimum Service Level that is expected of the Service Provider (each an “Acceptable Service Level”) for which no Service Failure Points shall accrue if the Acce...
	(e) The majority of PI’s detailed in this Schedule feature two (2) Bands of Service Failure Points, as shown in the Performance Indicator Table:
	(1) The ‘Band one (1)’ column in the Performance Indicator Table indicates the range of performance for the first band below the Acceptable Service Level and the associated level of Service Failure Points which shall accrue.  For each instance of the ...
	(2)  The ‘Band two (2)’ column in the Performance Indicator Table indicates the range of performance for the second band below the Acceptable Service Level and the associated level of Service Failure Points which shall accrue. The bands of Service Fai...
	(i) Band 1 multiplied by the Band 1 Service Failure Points; plus
	(ii) Band 2 multiplied by the Band 2 Service Failure Points.
	1.2 The Service Level achieved for each Performance Indicator must be calculated to one (1) decimal place where applicable.
	1.3 The Performance Indicator Report shall contain the performance for the previous Period.
	1.4 The Service Provider shall publish the Performance Indicator Report on the Performance Indicator Report Date.

	2. SERVICE FAILURES
	2.1 Subject to paragraph 2.7 below, failure to meet the Acceptable Service Level shall result in the Service Provider accumulating Service Failure Points as detailed in the Performance Indicator Table.  The number of Service Failure Points accumulated...
	2.2 Service Failure Points shall be totalled for all PIs at the end of each Period and the corresponding Service Failure Deductions shall be calculated as follows:
	Z =  the value of each Service Failure Level (the “Service Failure Point Value”), which at the Contract Commencement Date is one Pound Sterling (£1) per Service Failure Point.
	2.3 For each Period the value of the Service Failure Points shall be capped at a sum equivalent to twenty percent (20%) of the periodic Service Charges (the “Service Failure Deduction Cap”).  Any deductions relating to PI 11 (Bicycle Orders) and PI14B...
	2.4 TTL shall:
	(a) set a cap on the contribution of each individual PI to the Service Failure Deduction for the following Period (the “Service Failure Deduction Individual Cap”) by:
	(1) applying a percentage (%) allocation of the total Service Failure Deduction to each PI;
	(2) the percentage range for each PI shall be between zero percent (0%) and forty percent (40%); and
	(3) the total allocation shall be one hundred percent (100%);

	(b) notify the Service Provider of the Service Failure Deduction Individual Caps no later than the seventh (7PthP) day of each Period in order for the allocation to be effective for the following Period.
	2.5 The value of the Service Failure Deductions shall be:
	(a) deducted from the periodic Service Charges for that Period; and
	(b) included as a separate line in the relevant invoice.

	2.6 The Service Provider shall include with such invoice full details of how the value of the Service Failure Deductions has been calculated.
	2.7 Where any failure to meet the Acceptable Service Level is caused by a Relief Event, the Parties shall comply with their respective obligations set out in Clause 49.
	3. EARNBACK PAYMENTS
	3.1 The Service Provider shall have the ability to ‘earn back’ a portion of the Service Failure Deductions that have previously been deducted from the Fixed Service Charge in accordance with paragraphs 2.1 to 2.5 above (each such earn back being an “I...
	3.2 PIs for which an Incentive Trigger Service Level:
	(a) has been specified in the Performance Indicator Table, achievement of the Incentive Trigger Service Level for two (2) consecutive Periods will result in the ‘earn back’ of the actual Service Failure Deduction contribution of the specific PI for th...
	(b) has not been specified in the Performance Indicator Table, TTL:
	(1) may at its absolute discretion make available a sum of money from previous Service Failure Deductions to be earned back on delivery of:
	(2) notify the Service Provider of any of the above incentives no later than the seventh (7PthP) day of each Period in order for the earn back of the incentive to be effective from the following Period.
	3.3 Any Incentive Payment due to the Service Provider for a Period shall be calculated as:
	3.4 Any Incentive Payment due to the Service Provider shall be:
	(a) paid each Period in addition to the Fixed Service Charge; and
	(b) clearly indicated as a separate line in the relevant Invoice.  The Service Provider shall include with such Invoice full details of how the Incentive Payment has been calculated.
	3.5 Subject to paragraph 3.6 below, an Incentive Payment shall be available for a single Period only.
	3.6 The Service Provider shall be entitled to make a submission to the Performance Board for:
	3.7 TTL’s decision, acting reasonably, on whether to allow any carry forward of an Incentive Payment shall be final, and any money made available for such Incentive Payment shall be applied in accordance with paragraph 3.3 above.
	4. RECTIFICATION PLAN
	4.1 If the Service Failure Deductions accrued by the Service Provider has totalled more than the equivalent of fifty percent (50%) of the periodic Service Charges, prior to the application of the Service Failure Deduction Cap  in any given Period (a "...
	4.2 Immediately following the issue of a Warning Notice (in addition to Service Failure Deductions accruing in accordance with paragraph 2.2 above) the Service Provider shall submit a draft rectification plan to TTL for it to review as soon as possibl...
	4.3 The draft rectification plan shall set out, in the Service Provider's reasonable opinion:
	(a) full details of the issues or Service Failures giving rise to the Warning Notice, including, so far as practicable, an analysis of the probable reasons for the Service Failure;
	(b) the actual or anticipated effect of the Service Failure; and
	(c) the steps which the Service Provider proposes to take to rectify such Service Failures and to prevent their recurrence (including, where necessary, the deployment of additional personnel, resources and equipment) and timescales for such rectificat...
	4.4 The Service Provider shall promptly provide to TTL any further documentation that TTL reasonably requires to assess the Service Provider’s analysis of the reasons for the Service Failure.
	4.5 TTL shall notify the Service Provider whether it consents (acting reasonably) to the draft rectification plan within ten (10) days of receiving the draft rectification plan or any documentation requested pursuant to paragraph 3.4. If TTL rejects t...
	4.6 If the Parties are unable to agree the content of the revised draft rectification plan, then either Party may refer the matter to be determined, pursuant to the Dispute Resolution Procedure.
	4.7 If TTL consents to the rectification plan the Service Provider shall immediately commence the implementation of the rectification plan.
	5. MATERIAL SERVICE LEVEL BREACH
	5.1 If:
	(a) the Service Failure Deductions accrued by the Service Provider would total more than the equivalent of fifty percent (50%) of the periodic Service Charges, prior to the application of the Service Failure Deduction Cap,  for:
	(1) three (3) consecutive Periods; or
	(2) any three (3) Periods in any six (6) consecutive Periods; or

	(b) TTL has issued more than four (4) Warning Notices in any twelve (12) consecutive Periods;
	6. SERVICE LETS
	6.1 The Service Provider shall be entitled to claim a Service Let (as defined below) for the Performance Indicators set out in Paragraph 6.2 below  if the Hires exceed the figure set out in Table 1 (Bicycle Hires Service Let) below, on a daily basis o...
	Table 1: Bicycle Hires Service Let
	6.2 When the Hires exceed the daily total as set out in Table 1 above, the Service Provider shall be entitled to claim relief in relation to any Service Failure Points accrued on the relevant day(s) as a result of the Hires exceeding such daily total ...
	(1) PI 3 Docking Station Clusters – Not Full or Not Empty; and
	(2) PI 4 Auxiliary Docking Stations – Not Full or Not Empty.
	such relief in each case being a “Service Let”.
	7. PERFORMANCE MONITORING
	7.1 The Service Provider’s performance in meeting the Service Levels in respect of each PI shall be reported, monitored and assessed periodically in accordance with Schedule 16 (Contract Management and Reporting).
	7.2 If TTL or the Service Provider identifies any errors, omissions or discrepancies in the Performance Indicator Reports, the Service Provider shall:
	(a) promptly correct such errors, omissions or discrepancies; and
	(b) republish the Performance Indicator Reports within two (2) Business Days of such errors, omissions or discrepancies being identified, or such other period as the Parties may agree in writing.
	7.3 If, as a result of TTL or the Service Provider identifying any errors, omissions or discrepancies in the Performance Indicator Reports, it is found that the Service Provider’s performance is lower than that reported in the relevant Performance Ind...
	(a) the performance level for the Period(s) shall be adjusted accordingly;
	(b) the level of Service Failure Points which would have accrued shall be calculated and the:
	(1) difference between this figure and the amount of Service Failure Points actually applied shall be calculated; and
	(2) corresponding Service Failure Deductions (if any) shall be:
	(i) added to the Service Failure Deductions due; and
	(ii) applied to the periodic Service Charges for the then current Period; and


	(c) the Service Provider shall credit against the Service Charges for the relevant Period an amount equal to:
	(1) the value of the sum calculated in accordance with paragraph 6.3(b) above;
	(2) the interest on the aggregate, calculated at the Interest Rate, from the end of each relevant Period to the date of the Invoice for the current Period,
	which amount shall be deemed to be, and treated as, a Service Failure Deduction.


	7.4 The Service Provider shall be responsible for ensuring that all Performance Indicator Reports are accurately prepared, using up to date and accurate Data.  Subject to paragraph 7.5below, any absence of Data from Performance Indicator Reports and a...
	7.5 Where the Service Provider believes there are mitigating circumstances for the inaccurate and/or unavailable Data, the Service Provider may present to TTL:
	(a) reasons why this Data is inaccurate and/or unavailable;
	(b) what actions shall be taken to ensure it shall be accurate and/or available in future; and
	(c) provide reasonable evidence that the relevant Services were not adversely affected during the period of lost Data.
	TTL may, at its absolute discretion and without prejudice to its other rights and remedies under this Contract:
	(1) consider all reasonable requests;
	(2) use reports from third parties to validate the information supplied by the Service Provider; and/or
	(3) agree a reduced level of required performance in relation to such Data for the duration that it was lost or reject such requests.

	8. CHANGES TO PERFORMANCE INDICATORS
	8.1 TTL and the Service Provider shall review the PI’s annually, any Change Control Requests shall be implemented in accordance with the Change Control Request Procedure.
	9. PERFORMANCE INDICATORS
	PI 1        Planned Bicycle Servicing
	PI 1.1 The Service Provider shall ensure that any Bicycle available for Hire by a Customer has been serviced within the last three hundred and sixty five (365) days.
	PI 1.2 All Bicycles which are in use by a Customer, locked at a Docking Point, in a Hub and in redistribution must have been serviced within the last three hundred and sixty five (365) days.  This excludes those that are lost, stolen, damaged beyond r...
	PI 1.3  The Service Provider shall ensure that no less than one hundred percent (100%) of Bicycles available for Hire are serviced at least once in every rolling three hundred and sixty five (365) day period in accordance with Appendix 1 (On-Street Ma...
	PI 1.4 Band 2 - a "high severity" breach of this PI is defined as more than fifty (50) Bicycles available for Hire not having been serviced within the three hundred and sixty five (365) day period immediately preceding the date of measurement.
	PI 1.5 Band 1 - a "low severity" breach of this PI is defined as between one (1) and fifty (50) Bicycles available for hire not having been serviced within the three hundred and sixty five (365) day period immediately preceding the date of measurement.
	PI 1.6 This PI shall be measured at 12:00 on the last calendar day of each reporting Period.
	PI 2          Bicycle Availability
	PI 2.1 The Expected Bicycle Number shall be based on the Agreed Bicycle Number as adjusted and agreed by TTL in advance to allow for any temporarily unavailable Docking Stations.
	PI 2.2 The minimum number of Bicycles Available shall not drop below ninety two percent (92.0%) of the Expected Bicycle Number between 00.00 and 23.59 each day.
	PI 2.3 A Bicycle will be deemed as "Available" when it is either:
	PI 2.4 Bicycle Availability shall be measured each calendar day in the reporting Period with the Service Provider accruing Service Failure Points for each calendar day that the Acceptable Service Level drops below ninety two percent (92.0%).
	PI 2.5 The measure for this PI shall be calculated by using the following calculation:
	UMinimum Number of Bicycles Available during the day
	Expected Bicycle Number
	PI 2.6 The Average Number of Bicycles Available during the day shall be taken as the Available Bicycle Number during each calendar day.
	PI 2.7 The Start Point for Bicycle Availability shall be 00:00 on each calendar day of the reporting Period.
	PI 2.8 The End Point for Bicycle Availability shall be 23:59 on each calendar day of the reporting Period.
	PI 2.9 Band 2 - a "high severity" breach of this PI is defined as the number of Bicycles Available being less than ninety percent (90.0%) of the Bicycles Available for Hire Number between 00.00 and 23.59 on any calendar day in the reporting Period.
	PI 2.10 Band 1 - a "low severity" breach of this PI is defined as the number of Bicycles Available being ninety percent (90.0%) or more but less than ninety two percent (92.0%) of the Bicycles Available for Hire Number between 00.00 and 23.59 on any c...

	PI 3      Docking Station Clusters – Not Full or Not Empty
	PI 3.1 The Service Provider shall measure the total number of minutes Parent Docking Stations and associated Child Docking Stations within Docking Station Clusters ("Clusters") are not full or not empty when measured against the relevant time periods.
	PI 3.2 A Parent Docking Station is defined as a single Docking Station within a Cluster which is targeted for redistribution and linked to up to four Child Stations .
	PI 3.3 A Child Docking Station is defined as a Docking Station within a Cluster that is not a Parent Docking Station.
	PI 3.4  Any temporarily unavailable Docking Stations as agreed in advance with TTL shall be excluded from the Cluster stations to be measured under PI 3.1
	PI 3.4 A Docking Station Cluster is defined as a group of one (1) Parent Docking Station and no more than four (4) Child Docking Stations.
	PI 3.5 Each Child Docking Station within a Cluster is only associated with the Parent Docking Station, not with other Child Docking Stations
	PI 3.6 All Child Docking Stations within a Cluster must be within 500 metres of the nominated Parent Docking Station.
	PI 3.7 There will be a minimum number of 60 Docking Station Clusters within the Scheme. The Service Provider shall form its own Docking Station Clusters using the Docking Stations (and Key Docking Stations) within the Scheme, however, Docking Station ...
	PI 3.8 Parent Docking Stations will contain a minimum of twenty (20) Docking Points, in order to be considered as a Parent Docking Station.
	PI 3.9 During the hours listed in Annex B for a Docking Station Cluster, TTL shall measure the number of minutes that Docking Station Clusters are not full and not empty by using the following calculation:
	PI 3.10 The Start Point shall be 07:00 each day.
	PI 3.11 The End Point shall be 20:59 each day.
	PI 3.12 Band 2 - a "high severity" breach of this PI is defined as the percentage of Key Clusters that are not full or empty in the time periods referred to in Annex B being less than ninety-two percent (92.0%). PI 3.13 Band 1 - a "low severity" breac...
	PI 3.14  A Parent Docking Station within a Docking Station Cluster will be defined as not full or not empty if there is at least one (1) Bicycle and one (1) empty Docking Point within the combined Docking Points of the Parent Docking Station and assoc...
	PI 3.15 A Child Docking Station within a Docking Station Cluster will be defined as not full or not empty if there is at least one (1) Bicycle and one (1) empty Docking Point within the combined Docking Points of the Child Docking Station and Parent D...
	PI 3.16 If, within a Docking Station Cluster, all Child Docking Stations are within 250 metres of the Parent Docking Station, the Docking Station Cluster will be defined as not full or not empty if there is at least one (1) Bicycle and one (1) empty D...
	PI 3.17 By agreement with the Service Provider, TTL may amend the lists and times of Parent Docking Stations and Child Docking Stations that are included within a Docking Station Cluster given a notice period of at least ten (10) Business Days.
	PI 3.18 The PI measure shall be based upon all full and empty instances of a Docking Clusters with an End Point in the reporting Period.
	PI 3.19 The PI shall be measured daily with Service Failure Points applied daily.
	PI 4        Auxiliary Docking Stations – Not Full or Not Empty
	PI 4.1 The Service Provider shall measure the total number of minutes Docking Stations listed as Auxiliary Stations ("Auxiliary Stations") in Annex B are not full or empty when measured against the relevant time periods.
	PI 4.2  Any temporarily unavailable Docking Stations as agreed in advance with TTL shall be excluded from the Auxiliary Stations to be measured under PI 4.1.
	PI 4.3  An Auxiliary Station is defined as any Docking Station not included as either a Parent Docking Station or Child Docking Station within a Key Cluster.
	PI 4.4 The percentage of Auxiliary Stations that are not full or empty  in the time periods referred to in Annex B shall not fall below eighty-six percent (86.0%).
	PI 4.5 Docking Points within each listed Auxiliary Station from Annex B shall be accumulated to reflect the measure for this PI.
	PI 4.6 During the hours listed in Annex B for an Auxiliary Station, TTL shall measure the number of minutes that Auxiliary Stations are not full or empty by using the following calculation:
	PI 4.7 The Start Point shall be 07:00 each day.
	PI 4.8 The End Point shall be 20:59 each day.
	PI 4.9 Band 2 - a "high severity" breach of this PI is defined as the percentage of Auxiliary Stations that are not full in the time periods referred to in Annex B being less than eighty-two percent (82.0%).
	PI 4.11 TTL at its discretion may amend the lists and times of Docking Stations that are designated as Auxiliary Docking Stations for each specific time period given a notice period of at least ten (10) Business Days.
	PI 4.12 A Docking Station shall be classified as a full Docking Station when there are no empty Docking Points at the relevant Docking Station.
	PI 4.13 A Docking Station shall be classified as an empty Docking Station when there are no Bicycles available for Hire at the relevant Docking Station.
	PI 4.14 The PI measure shall be based upon all full instances with an End Point in the reporting Period.
	PI 4.15 The PI shall be measured daily with Service Failure Points applied daily.
	PI 5  Applicable Service System Availability
	PI 5.1  The Service Provider shall be assessed on the availability of the Applicable Service Systems.  For the purposes of this PI “Applicable Service Systems” shall be defined as:
	Any system used by the Service Provider to deliver the Operational Services as agreed by TTL.  These systems may include Asset Management System, Bicycle tracking system, redistribution system  and Job Scheduling system.
	PI 5.3 "Applicable Service System Availability" is defined as the proportion of time over the Period that the Applicable Service Systems are operational without defects or incidents (as agreed by TTL) impacting the Operational Services.
	PI 5.4 The Service Provider shall ensure that the Applicable Service Systems Availability shall be greater than or equal to ninety-nine percent (99.0%) per Period.
	PI 5.5 Applicable Service System Availability shall be determined by Industry Standard Automated System Performance Reports, to be provided by the Service Provider to TTL.
	PI 5.6 Planned Downtime agreed in advance with TTL in accordance with Schedule 4 (Statement of Requirements (General)) shall be excluded from the measurement of this PI.
	PI 5.7 Applicable Service System Availability shall be measured by using the following calculation:
	PI 5.8 Without prejudice to the processing of Incidents and Defects in accordance with Schedule 4 (Statement of Requirements (General)), unplanned downtime that is agreed by TTL, to have had no impact on the Services shall be excluded from the measure...
	PI 5.9 The PI measure shall be based upon all periods of Applicable Service System unavailability that end during the Period.
	PI 6A Interface Events - Bicycle and Docking Station status Change Interface
	PI 6A.4    End Point shall be when the Event is received and Acknowledged.
	PI 7  Accuracy of MIS Data
	PI 7.1 The Service Provider shall provide complete and correct MIS Data on time as defined in Schedule 4 (Statement of Requirements).
	PI 7.2 This PI measures the resolution of Incidents raised due to inaccurate or incomplete MIS Data (“MIS Incident”).
	PI 7.3 Each MIS Incident will be allocated a severity rating based on the following:
	PI 7.4 The time taken to resolve a MIS Incident is the time logged in the Incident Log for a MIS Incident to the time the MIS Incident is resolved and closed.
	PI 7.5 The time which must be logged in the Incident Log as the time the MIS Incident arose is the time either Party or a member of either Party’s Personnel becomes aware or is made aware of any inaccurate or incomplete MIS Data.
	PI 7.6 A MIS Incident is considered to be resolved and closed when the Service Provider has provided complete and correct Data to TTL and the MIS Incident has been properly recorded as closed in the Incident Log by the Service Provider with the expres...
	PI 7.7 The Start Point shall be the time at which the MIS Incident is logged or should be logged in accordance with paragraph PI 7.5.
	PI 7.8 The End Point shall be the time at which the MIS Incident is resolved and closed in accordance with paragraph PI 7.6.
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	PI 8  Contract Compliance
	PI 8.1 The Service Provider shall at all times comply fully with this Contract.
	PI 8.2 Band 2 - A “high severity” breach of this PI is defined as:
	PI 8.3 Band 1 - A “low severity” breach of this PI is defined as a breach of this Contract which results in Services still functioning, however, there is or is likely to be a minor functionality or performance impact, as determined by TTL (acting reas...
	PI 8.4 In the event that:
	then, in relation to such breach, only the Service Failure Points accruing in relation to those other PIs shall apply and no additional Service Failure Points shall accrue in respect of PI 8 in that Period.
	PI 8.5 TTL and the Service Provider shall provide written notification of any perceived breach of this PI during the course of the relevant Period, or when a perceived breach is first identified, together with reasonably verifiable evidence of such, a...
	PI 9A  Timely, Complete and Correct Provision of Reports
	PI 9A.1 The Service Provider shall provide complete and correct reports in accordance with the timescales agreed under or in accordance with the Agreement or as otherwise expressly agreed in writing by the Parties.
	PI 9A.2 For recurring reports (e.g. daily, weekly or periodically), each instance of a report delivered on its due date shall be deemed to be a unique Report. TTL shall determine the list of recurring reports against which this PI shall be measured.
	PI 9A.3 For the avoidance of doubt, Service Failure Points will be applied individually to each instance a Report is late, incomplete or inaccurate.
	PI 9A.4 The Start Point shall be the date and time a Report is due or an error is identified. The PI shall apply to all reports due as part of the Contract, excluding the Key reports which are measured under PI 9B.
	PI 9B.1 The Service Provider shall provide complete, correct and agreed Key Reports in accordance with the timescales agreed under or in accordance with the Agreement or as otherwise expressly agreed in writing by the Parties.
	PI 9B.2 For recurring Key Reports (e.g. Quarterly and Annual), each instance of a Key Report delivered on its due date shall be deemed to be a unique Key Report.
	PI 9B.3 For the avoidance of doubt, Service Failure Points will be applied individually to each instance a Key Report is late, incomplete or inaccurate.
	PI 9B.4 The Start Point shall be the date and time a Key Report is due or an error is identified. The PI shall apply to all Key Reports due as part of the Contract.
	PI 10  FOI Legislation Requests
	PI 10.1 Where TTL requests information from the Service Provider in relation to an Information Request or a Subject Access Request, all information relevant to a request shall be retrieved and provided to TTL Personnel within:
	PI 11 Data Protection Breaches
	PI 11.1 This PI measures failures by the Service Provider to work within the requirements of the DPA and shall include:
	PI 11.2 The Service Provider shall report any breach of the DPA within twelve (12) Working Hours following the point at which the breach comes to the attention of any of the Service Provider's Personnel.




