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Call off Schedule 14 – Annex C 

GUIDANCE NOTE ON KEY PERFORMANCE INDICATOR SPREADSHEET – ITEMS WITH QUALITY SCORES AGAINST BUYER INSPECTIONS 

The Key Performance Indicator (KPI) model contains guidance on the first worksheet – this note clarifies and does not supersede that guidance. Two of the measures depend 

on inspections where a degree of judgement is involved. The table below explains the means of measuring and collating the scores. 

 

KPI Name: Security Services – Customer Care & Professionalism 

Measure Reference: SEC M7 and SEC M8 

Measuring: Staff behaviour and appearance 

Audit Tool: Security Inspection Sheet 

Frequency: Monthly  

 
 

Explanation:  

1. The inspection is conducted by the Buyer. 

2. Each month there will be one inspection at each of the Buyer Premises, 

3. In the event that an inspection does not happen at a Buyer Premises in a month, that Buyer Premises is awarded a perfect score. 

4. Timing of the inspections will be random and unannounced and the result reported to the Security Supervisor as soon as the inspection has been completed  

5. The results will be recorded on the checklist of the Buyer’s Inspection Sheets,(Annex C, Part 1) collated by the Supplier, and presented to the Buyer on a monthly basis.  

6. Inspections will be will be scored on the basis of a “tick” in either of the Pass or Unacceptable boxes. Where an aspect is non-applicable, the area is deemed to be N/A and the score 

is disregarded. 

 

 

KPI Name
Measure 

Reference
Measure requirement Measure achievement calculation

Achievement 

Unit of Measure
Measurement level High Low

Security Services - Customer 

Care & Professionalism
SEC M7

Security staff behave in a professional, courteous and 

customer focused manner in accordance with the SLR 

requirements.

Measured as a percentage of 'satisfactory' scores on 

the HMCTS Security Inspection Sheet 
Percentage Regional 96% 86%

Security Services - Customer 

Care & Professionalism
SEC M8

The appearance of the Security Staff is in accordance with 

the Buyer's image and brand. 

Measured as a percentage of 'satisfactory' scores on 

the HMCTS Security Inspection Sheet 
Percentage Regional 96% 86%


