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SCHEDULE 12b: PERFORMANCE MEASUREMENT MATRIX

T
Business

I N W
Area
™

BCVISSL |Operation JNP Overgrou FeLUI S
Stations |al Support| Stations nd unit

Critical Success Factor (CSF)

Key Performance Indicator (KP))} |Performance Indicator (Pl)

Frequencyof

Description Assessment

Putting customers CIA  Feedback survey - commercial response Quarterly Na No Yes
and users at the ? . e
Customers Canb o 10% (o] Cuslomer Satisfaction 10% C1B  Feedback survey - cient response Quarterly No No Yes
everythingw e do. CIC  Feedback survey - end user response Quarterly No No Yes
Vaking PIA  Achievement of Agreed SLNT Plan Quarterly Yes No Yes
People People 10% P Traning and Personnel  10%
2 P2A  Key Personnel turnover Quarterly Yes No Yes
D1 Aanned Mahtenance 10% D1A e ok = Each Period Yes Yes Yes Yes Yes Yee Yeos Yes Yes Yes Yes Yes
aganst Programme
02A  Emergency faults rectified on time Each Period Yes Yes Yes Yes Yeas Yes Yee Yes No No No Yee
2 Fault Management 10% D28  Standard faults rectified on time Each Period Yes Yes Yes Yes Yes Yeos Yes Yes No No No Yes
D2C Al faults rectified on time Each Period Yes Yes No No Ne o No No Yes Yes Yes No
o3 Not Appicable na nfa  NotApplizable nia nla n/a n/a nia nfa e nia na na na nla na
Delivering safe,
refiatle, clean, D4 h"'":::';:’" 5% D4A  Asset Reporting Each Period Yes Yes Yos Yeos Yes Yea Yes Yes Yes Yes Yes Yes
0 TSV s ustainable and 50%
accessible DsA Nurber of Supplars audkts completed versus Each Period Yes No Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
transport. PanRea
e Heath, Safety, % 08B Number of sl ime injuries Each Period Yes No Yes Yes Yes Yes Tes Yes Yes Yes Yes Yes
Enhonental DSC  Number of slatutory notices ! polluion events  Each Period Yes No Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
Number of non conpliances attributed to failure
D5D fo,meet 4 requiementof S 7 Each Period Yes No Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
06  Technical 10% D5A ;I“" i e o Each Period Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
D7 Commwrcial 5% O7A A y of applicalions lor pay Each Period Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes Yes
Number of continuous improvement
Providing value for Vi Conlract innovaion 25% e ions (Prposed CEE Intiatives) Guarery e * o
y for fare 20% Efliciency (CIE) via Value of continuous improvement Ihroughout a ly Yes o Yes
the duraton of the Contract
andtxpeyecs Addiional Services
va and Works 5% V2A  Applicable products sourced from ECA Quarterly Yes No Yes

23



Transport for London — Pan TfL FM - Bundle 2
Schedule 12 A - Performance Measurement

LOT 2 (FIRE) - MARCH 2017
SCHEDULE 12¢c: PERFORMANCE MEASUREMENT
L E Overview
1.1.  This Schedule 12¢c (Performance Measurement) sets out the details as to how the
KPIs and Pls for each Critical Success Factor are measured and the service
performance levels required for each KPI and PlI.

2. Critical Success Factor - Customers

2.1. This CSF is defined as “Putting customers and users at the centre of everything we
do”.

2.2. This CSF is measured through the following KPIs and Pls:
2.2.1. KPI C1 - Customer Satisfaction, incorporating the following Pls:
a) C1A — Feedback Survey — Commercial Response (as set out in Table 1);
b) C1B - Feedback Survey — Client Response (as set out in Table 2); and
c) C1C — Feedback Survey — End User Response (as set out in Table 3).

2.3. Details of how these KPIs and Pls are measured are set out in the following Tables 1
to 3.
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Table 1

Critical Success Factor Customers
Key Performance Indicator C1 - Customer Satisfaction
Performance Indicator C1A - Feedback Survey — Commercial Response

Pl Measure Comn:terclal stakeholders' satisfaction of the customer service provided by the
Supplier
Pl Purpose To ensure a high level of customer service from the Supplier

The Company's Representative will nominate a commercial stakeholder (where the
Services are being provided) to assess the Supplier's performance.

The assessment will be made against customer service questions and assessment
criteria set out in Schedule 12¢ (Performance Measurement) - Appendix 1 (Feedback
Surveys).

The commercial stakeholders will be selected by the Company (at its discretion) from
individuals responsible for the commercial management of the Contract. This will
typically be commercial or contract managers.

Pl Event Definition

On a quarterly basis the identified stakeholders will score the Supplier on the basis
of the customer service questions and assessment criteria set out in Schedule 12¢
(Performance Measurement) — Appendix 1 (Feedback Surveys).

Each question will be scored on the following basis:
e 5 points — Exceeds Requirements
e 4 points — Meets Requirements

Pl Monitoring Methods + 2 points — Below Requirements
e 0 points — Poor

Each question will carry an equal weighting.

An overall percentage score will be calculated by adding together the score achieved
for each question, dividing by the total maximum score and multiplying by 100.

The expectation is that the Supplier achieves a score of 65% or more, as set out in
the Performance Levels below.

Responsibilities None

Performance Levels

The Supplier is scored at greater or equal to 65% across all TfL Business Areas.

Level 2 - Below Requirements The Supplier is scored at between 50% and 64.99%
The Supplier is scored at less than 50%

— = O, ak
Quarterly Contract Scorecard ggor.the Quarterly Contract Scorecard, Level 1 = 100%, Level 2 = 50% and Level 3 =
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