PERFORMANCE: Key Performance Indicators (KPIs) and Service Credits (Cleaning)

1. The KPI’s which the Parties have agreed shall be used to measure the performance of the Services by the Contractor are contained in the table below.
2. Service Points shall accrue depending on the category of performance achieved by the Contractor in the Service Period and shall be calculated in accordance with this Schedule. A Minus service point will be added after the first follow up spot check and for every additional monitoring spot check required until the problem is resolved or the KPI is met.  
3. [bookmark: _GoBack]The KPI’s will be measured through monitoring visits which form part of the SLA between Contracting Authorities and Company, in response to customer satisfaction surveys or via reports of inadequate performance by Contracting Authorities.
4. Service Credits will be accumulated (positive and negative) as points for each Contracting Authority, however it will be the balance of all Service Credits for the Contractor in total that will be taken into account at the end of the year.
5. Service Credits shall not accrue for any Services provided within the mobilisation period or force majeure event.
6. Service Credits shall be calculated as follows: 
Service Points accrued per annum x £60 = £ Service Credits to be paid by the Contractor
	KPI Title
	KPI Description
	Service Period
	Method of calculating Service period
	Category of Service
	Service Points

	Teaching Areas
	Cleaning of Teaching Areas.
Mobiles and Hutted Classrooms
Office Accommodation
Dining Areas
Other school areas not covered by specific categories
Per Area Audited will be Minus 1 service point 
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	Other areas
	Lifts, Balconies, Galleries Lab Prep
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  

	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	Other areas
	Halls.
Gymnasia.
Drama Halls, Sports Halls, Squash Courts, Fives Court.
Arts and Crafts.
Designated dining areas, including those listed in this category.
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	Other areas
	Building Entrances and Reception Areas
Per Area Audited will be Minus 1 service point
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Common rooms
Club rooms
Staff kitchens
Food technology rooms
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Food technology rooms
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Workshops including woodwork, metalwork, forge, foundry, fibreglass.
Design technology.
Per Area Audited will be Minus 1 service point 

	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Stairways and stairway landings.
Corridors
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Medical inspection
Sick room
Physically disabled suite
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Hygiene areas, toilets
Changing rooms
Washrooms and showers
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Alternate Days
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  


	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Covered walkways
Project Areas
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Chapels
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Pottery, Kiln rooms
Per Area Audited will be Minus 1 service point
	Daily
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus

	
	Any other area’s
Per Area Audited will be Minus 1 service point


















	Daily





Alternate Days



Weekly
	24 hours for resolution or action plan.  Follow up spot check will be carried out within 1 week of problem being identified.  

1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  

1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
	[0] As expected
[1] Minus  Below Standard


[0] As expected
[1] Minus  Below Standard


[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus



[0] 
[1] Minus



[0] 
[1] Minus

	
	
PAT Testing in Date all electrical equipment has a readable & visible sticker. Annually

Clear Sacks Used 

Compliance Pack Contains:
COSHH Information
Equipment manuals


Company have on site
Sign in book or Electronic system.

Per Area Audited will be Minus 1 service Point


	
	Per Area Audited will be Minus 1 service Point


	[0] As expected
[1] Minus  Below Standard


[0] As expected
[1] Minus  Below Standard


[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus



[0] 
[1] Minus



[0] 
[1] Minus

	
	Out of Term Cleaning
Per Area Audited will be Minus 1 service point
	Weekly
	1 week for resolution or action plan.  Follow up spot check will be carried out within 2 weeks of problem being identified.  
Dates and times for any remedial activities must be agreed with the contracting authority. 
	[0] As expected
[1] Minus  Below Standard
	[0] 
[1] Minus



2

