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1. Overview
1.1. Process

The Contractor’s performance shall be measured quarterly in accordance with the Quarterly Programme Meeting (QPM) schedule, using the Key Performance Indicators (KPIs) contained within this Annex G. The performance against each KPI shall be assessed as Satisfactory (GREEN), Cause for Concern (AMBER) or Unsatisfactory (RED) in accordance with the Performance Criteria detailed for KPI in the following sections of this document.
	Ref
	Description

	Key Performance Indicators

	KPI 1 
	Completion of Agreed Non-Core Tasks

	KPI 2
	Engineering Authority Single Point of Contact (SPoC)

	KPI 3
	Achievement of the Configuration Change Log (updated quarterly)

	KPI 4
	Issue of Quarterly Management Reports

	KPI 5
	Provision of Tasking Information

	KPI 6
	AESP Updates


1.2. Performance Criteria

Where the performance review has established that satisfactory performance levels (GREEN) have been provided by the Contractor in every area of review, the Authority shall authorise full claims for payment of work of Schedule of Requirements Item 1 in accordance with Clause 8.1 of the Terms and Conditions of this Contract.  In the event that the Contractor’s performance against any of the following KPIs has not been satisfactory (AMBER or RED indicator), the Authority shall deduct a proportion of Schedule of Requirements Item 1 as a remedy for poor performance in accordance with the criteria detailed within section 2 of this Annex G.
For the avoidance of doubt, the total permanent withhold for Schedule of Requirements Item 1 for the corresponding quarter shall be the cumulative total of any deductions against the KPIs set out in this Annex G.
1.3. Critical Service Failure
In the event  the Contractor’s performance is Unsatisfactory (RED) in three or more KPI’s for three consecutive months this is to be considered a Critical Service Failure. In this instance a Rectification Plan shall be provided to the Authority detailing how the unsatisfactory performance shall be remedied and expected service levels (re)established. If satisfactory performance has not been achieved in the quarter following completion of the Rectification Plan, the Authority reserves its rights to terminate the Contract in accordance with Condition 7.5.8
2. Key Performance Indicators (KPIs)
2.1. KPI 1 – Completion of Agreed Non-Core Tasks

	Service Area
	Delivery


	Description
	Completion of Agreed Non-Core Tasks. 

	Definitions
	Completion will be the delivery of output from the Task in accordance with the acceptance criteria stated in the Tasking Form to time, cost and performance parameters. 
Clock stops if Contractor can demonstrate to the Authority’s Project Manager (APM) satisfaction that events outside their control have prevented timely delivery. The APM and Contractor shall agree date and time for clock to re-start in such circumstances.

	Authority Review Period
	5 working days

	Start 
	Authority submission of endorsed TF3 to Contractor.

	Stop
	Delivery and acceptance of Task Output and Task Completion Form.

	Data Source
	The Authority

	Data Maintainer
	The Authority

	Data Provider
	The Authority

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Reporting Method
	Quarterly Management Reports

	Level
	Performance Criteria
	Effect on Payment

	GREEN
	Satisfactory. 
100% of all Non-Core tasks scheduled for completion in the quarter fully completed on or before the scheduled completion date to the satisfaction of the APM.
	Full payment of sum due under Item 1 of the Contract for that quarter (subject to impact of other KPIs).

	AMBER 


	Cause for Concern. 
50%-99% of all Non-Core tasks scheduled for completion in the quarter fully completed on or before the scheduled completion date to the satisfaction of the APM.
	2% permanent withhold of sum due under Item 1 of the Contract for that quarter.

	RED 


	Unsatisfactory.

49% or fewer Non-Core tasks scheduled for completion in the quarter fully completed on or before the scheduled completion date to the satisfaction of the APM. 
	5% permanent withhold of sum due under Item 1 of the Contract for that quarter.


2.2. KPI 2 – Engineering Authority Single Point of Contract (SPoC)
	Service Area
	Delivery


	Description
	Engineering Authority SPoC. 

	Definitions
	The Contractor shall provide an Engineering Authority SPoC for Platform, Core and Non-Core services queries / information requests. The SPoC is expected to be available during office hours (08:00 – 17:00, Monday-Friday) via telephone and / or e-mail. 
The SPoC is expected to acknowledge requests for full written responses within 24 Hours and provide the full written response within 5 working days to the satisfaction of the APM, resolving the issue. 

	Authority Review Period
	N/A

	Start 
	Full written response request (E-Mail) from the APM for Engineering advice/ information.

	Stop
	Full written response (E-Mail) received from Contractor:
Worked Example: Request for full written response made at 13:00 Monday, full written response resolving issue provided following Monday  (assuming no Bank Holiday) at 16:00 = 5 working day response. If response was received the following Tuesday at 09:00 = 6 working day response. 

	Data Source
	The Authority

	Data Maintainer
	The Authority

	Data Provider
	The Authority

	Monitoring Frequency
	Daily

	Reporting Frequency
	Quarterly

	Reporting Method
	Quarterly Management Reports

	Level
	Performance Criteria
	Effect on Payment

	GREEN
	Satisfactory. 

Contractor’s total average time to provide full written responses to Authority enquiries is 5 working days or less (over the quarter).
	Full payment of sum due under Item 1 of the Contract for that quarter (subject to impact of other KPIs).

	AMBER 


	Cause for Concern.

Contractor’s total average time to provide full written responses to Authority enquiries is 6 - 7 working days (over the quarter).
	1% permanent withhold of sum due under Item 1 of the Contract for that quarter

	RED 


	Unsatisfactory.

Contractor’s total average time to provide full written responses to Authority enquiries is 8 or more working days (over the quarter).
	3% permanent withhold of sum due under Item 1 of the Contract for that quarter


2.3 KPI 3 – Achievement of the Configuration Change Log (updated quarterly)
	Service Area
	Delivery


	Description
	Configuration Change Log Updates

	Definitions
	The Configuration Change Log is a register of all Change Requests to the Platforms and is to be kept up to date for the duration of the Contract. The Change Log will be made available to the Authority upon request and prior to each QPM (an example template has been made available to the Contractor separately. 

	Authority Review Period
	5 working days

	Start 
	Contract Award

	Stop
	Contract Termination

	Data Source
	The Contractor and The Authority

	Data Maintainer
	The Contractor

	Data Provider
	The Contractor

	Monitoring Frequency
	At least 5 working days

	Reporting Frequency
	Quarterly

	Reporting Method
	Quarterly Management Reports

	Level
	Performance Criteria
	Effect on Payment

	GREEN
	Satisfactory. 

100% of all Change Requests identified no later than 5 working days prior to the end of the quarter are fully completed to the satisfaction of the APM on or before the end of the quarter.
	Full payment of sum due under Item 1 of the Contract for that quarter (subject to impact of other KPIs).

	AMBER 


	Cause for Concern.

50%-99% of all Change Requests identified no later than 5 working days prior to the end of the quarter are fully completed to the satisfaction of the APM on or before the end of the quarter.
	1% permanent withhold of sum due under Item 1 of the Contract for that quarter

	RED 


	Unsatisfactory.

49% or fewer Change Requests identified no later than 5 working days prior to the end of the quarter are fully completed to the satisfaction of the APM on or before the end of the quarter.
	2% permanent withhold of sum due under Item 1 of the Contract for that quarter


2.4 KPI 4 – Issue of Quarterly Management Reports

	Service Area
	Management 


	Description
	Timely issue of full and accurate Quarterly Management Reports (QMR) at least 10 working days prior to the scheduled Quarterly Progress Meetings (QPM).

	Definitions
	Report covers all areas identified in the Statement of Requirement (Annex A of the Contract).
Clock stops if Contractor can demonstrate to the APM satisfaction that events outside their control have prevented timely submission. The APM and Contractor shall agree date and time for clock to re-start in such circumstances.

	Authority Review Period
	10 working days

	Start 
	10 working days prior to QPM

	Stop
	Acceptance by the APM of a delivered, accurate Management Report, that covers all areas required.
Worked example: QPM scheduled for Monday 30 April (am), acceptable QMR submitted Monday 16 April (pm)= 10 working days prior to QMP. However, if QMP submitted Tuesday 17 April (am)=9 working days prior to QMP.

	Data Source
	The Contractor

	Data Maintainer
	The Contractor

	Data Provider
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Reporting Method
	Quarterly Management Reports

	Level
	Performance Criteria
	Effect on Payment

	GREEN
	Satisfactory. 

QMR made available 10 working days prior to the scheduled QMP to the satisfaction of the APM.
	Full payment of sum due under Item 1 of the Contract for that quarter (subject to impact of other KPIs).

	AMBER 


	Cause for Concern.

Contractor provides a QMP to the satisfaction of the APM 5-9 working days prior to the scheduled  QPM. 
	1% permanent withhold of sum due under Item 1 of the Contract for that quarter

	RED 


	Unsatisfactory.

Contractor provides a QMP to the satisfaction of the APM, 4 working days or less prior to the scheduled  QPM.
	2% withhold of sum due under Item 1 of the Contract for that quarter


2.5 KPI 5 – Provision of Tasking Information
	Service Area
	Management


	Description
	Provision of Tasking Information

	Definitions
	Timely completion of full and accurate tasking proposals (TF2) includes:  Tasking information, scope of work, full cost breakdown (detailing each allowance separately) and timescales. Proposals are to be provided in accordance with Annex B and Condition 3.11 of the Contract. 
Where complexity of Tasking request prevents completion within 15 working days, the Contractor shall notify the Authority of this within 3 days of the initial request and request a longer response time. The APM shall be the ultimate arbiter of this decision.
Clock stops if Contractor can demonstrate to the Authority’s satisfaction that events outside their control have prevented timely delivery. The Authority and Contractor to agree date and time for clock to re-start in such circumstances.

	Authority Review Period
	15 working days

	Start 
	Issue of Tasking Form to the Contractor.

	Stop
	Acceptance of delivered, accurate Tasking Form, that covers all areas required, by the Authority. 

	Data Source
	The Contractor

	Data Maintainer
	The Contractor

	Data Provider
	The Contractor

	Monitoring Frequency
	Quarterly

	Reporting Frequency
	Quarterly

	Reporting Method
	Quarterly Management Reports

	Level
	Performance Criteria
	Effect on Payment

	GREEN
	Satisfactory. 
100% of all tasking information scheduled for completion in the quarter fully completed on or before the scheduled completion date to the satisfaction of the APM.
	Full payment of sum due under Item 1 of the Contract for that quarter (subject to impact of other KPIs).

	AMBER 


	Cause for Concern.

50%-99% of all tasking information scheduled for completion in the quarter fully completed on or before the scheduled completion date to the satisfaction of the APM. 
	2% permanent withhold of sum due under Item 1 of the Contract for that quarter

	RED 


	Unsatisfactory.

49% or fewer tasking information requests scheduled for completion in the quarter fully completed on or before the scheduled completion date to the satisfaction of the APM.
	4% permanent withhold of sum due under Item 1 of the Contract for that quarter


2.6 KPI 6 – AESP Updates
	Service Area
	Management

	Description
	AESP Updates

	Definitions
	The Contractor shall be responsible for the upkeep of all Platform AESPs as detailed in the SOR (Annex A to the Contract).  AESPs shall be updated by the Contractor as result of the agreed AESP Form 10 action.
The Contractor shall update AESPs on TDOL within the below timescales:
Routine updates – 6 monthly basis. 

Urgent updates – 10 working days 

	Authority Review Period
	10 working days

	Start 
	From Contract Award

	Stop
	Contract Termination

	Data Source
	The Contractor (Files on TDOL Vault)

	Data Maintainer
	The Contractor

	Data Provider
	The Contractor

	Monitoring Frequency
	Quarterly (unless urgent amendment)

	Reporting Frequency
	Quarterly

	Reporting Method
	Quarterly Management Reports

	Level
	Performance Criteria
	Effect on Payment

	GREEN
	Fully satisfied. 

100% of all AESPs (Routine and Urgent) scheduled for completion on or before the end of the quarter fully completed and uploaded onto TDOL on or before the end of the quarter to the satisfaction of the APM.
	Full payment of sum due under Item 1 of the Contract for that quarter (subject to impact of other KPIs).

	AMBER 


	Cause for Concern.

50%-99% of all AESPs (Routine and Urgent) scheduled for completion on or before the end of the quarter fully completed and uploaded onto TDOL on or before the end of the quarter to the satisfaction of the APM.
	1% withhold of sum due under Item 1 of the Contract for that quarter

	RED 


	Unsatisfactory.

49% or fewer AESPs (Routine and Urgent) scheduled for completion on or before the end of the quarter fully completed and uploaded onto TDOL on or before the end of the quarter to the satisfaction of the APM.
	2% withhold of sum due under Item 1 of the Contract for that quarter
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