Structural Support to Cantilevered Balconies

Section 7 
PERFORMANCE INDICATORS (PIs)
 AND
 PERFORMANCE MEASUREMENT SYSTEM (PMS)

1.0
Performance Monitoring

1.1
Introduction

This Appendix sets out the performance measurement process that will be applied to the works under this Contract. 

1.2
Objectives

The objectives of the performance monitoring process are to ensure the Contractor.
· Delivers the works in accordance with the Specification and Preliminaries and commercial parameters; and

· Is incentivised to remedy non-performance in delivering the works.

Further, the measurement of works delivery will enable the Employer to:

· Understand through early indication of changing trends in performance such that good performance can be recognised and poor performance can be addressed:

· Provide relevant management information to the Employer with a view to providing tangible continuous improvement in the provision and performance of the works.
· To view feedback from occupiers/tenants/responsible person obtained by the Contractor and incorporated into the PI returns
1.3
Specification 
Rectification time for Defects – see below
	Response Times

	Standard
	Definition
	Attendance Response time
	Required Action/Response time

	Priority one
	Comprises a Health and Safety issue, 
	Attend the site the same day (during normal working hours) of receipt of the call from the Employer (Housing Investment team)/Contract Administrator.  
	Make safe any hazardous defects and as a minimum complete first fix within 30 minutes of attendance. If further actions required agree rectification time with CA

	Priority two
	An issue notified by the CA as urgent
	Attend the dwelling within 24 hours (during normal working hours) of receipt of the call from the Employer (Housing Investment team)/Contract Administrator. 


	Resolve within 48 hours or agree differing time-frame with the CA.

	Priority three
	A superficial issue.
	Attend the Site within 5 days of receipt of the call from the Employer (Housing Investment team)/Contract Administrator.


	Resolve within 5 working days or agree differing time-frame with the CA.


1.4 Bedding-in Period

There will be a “bedding-in” period that allows the Contractor to make the transition from mobilisation to steady state operations. However, all PI’s must be measured and agreed from the commencement date. This will allow a period of adjustment for Works performance; the time allowable for bedding-in prior to the full application of performance measurement will be three (3) months from the commencement date.

Before the end of month three of the bedding-in period, the PI’s as set out in this document will be reviewed using the data collected during the first two months of operation and the PI’s amended and changed, if they are deemed inappropriate to achieve the goals as set out in the Objectives detailed above in clause 1.2. The month three PI review will focus on the volume of issues and whether the Performance Scores, taking account of the actual volumes are still achievable or reasonable (i.e. are the percentages set out in the current document too high or low taking into account the actual volume of transaction of the new contract), clarification as to meaning of the PI and how they should be measured, and adding additional criteria as deemed necessary.

2.0  Performance Indicators (PIs) and Performance Reporting.

2.1
Objective

 Performance Indicators (PIs) will be the performance measures against which the Contractor will be monitored in the provision of the works.

PI’s have been designed to provide objective and tangible measurement criteria that are aligned with the principal interests of the employer.

The PI’s are focused on outcomes and outputs that reflect significant areas of performance and the principal interests of the Employer. They are sufficiently challenging but not unobtainable and will apply to defined periods of time.

Performance data must be accurate and consistent and provide information that will be valuable to the employer to inform future business decisions.

2.2
Measurement

Both qualitative and quantitative mechanisms will be used to establish performance measurement.  

9 PI’s have been developed for the Works as set out within this Appendix.  Each PI will be measured on a quarterly basis in accordance with the procedures set out hereafter.

The Employer is looking for continuous improvement throughout the life of the contract.  To measure this, prior to the anniversary of the commencement date, the PI set out in this document shall be reviewed and adjusted to demonstrate such improved performance.

By agreement a relaxation or exemption of the PI’s where special circumstances arise can be granted.  Any such requests by the Contractor must be made in writing and where feasible, requested prior to the event for which the relaxation or exemption is requested. 

Frequency

The Contractor and the Employer will undertake reviews of the Works to identify and to correct any poor performance in provisioning the Works as early as possible.

The Contractor shall formally audit its own performance against the PI on a quarterly basis and issue the results to the Employer.  The Employer will randomly audit an element of the Contractors PI measurement each month to ensure accurate reporting of performance. In the event that the Employer identifies inaccurate misreported audits, it will audit further elements of the PI to ensure the inaccuracy of the Contractors reporting is not consistent.  The cost of the additional sample audits in the event that further evidence of inaccurate reporting is found will be chargeable to the Contractor.

The outcomes of the PI measurement will be provided in an interim quarterly report (tabled five days prior to the monthly site meetings, please refer to PI 09) which will generate Corrective Action Notices (CAN’s) relating to individual PIs where the required levels of performance have not been achieved; the Contractor will be expected to deliver a Corrective Action Report (CAR’s) in response to a CAN, the format to be agreed prior to contract commencement and the frequency of reporting is to be no less than monthly.

Each quarter, the Employer is responsible for reporting the performance of the Contract to Southampton City Council (SCC).  A specific meeting will be set up on a quarterly basis to discuss and agree the report to be issued to the Council. The SCC quarterly reporting dates are:
	22-Sept-17

	15-Dec-17

	22-Mar-18
23-June-18


Format

The Contractor shall report the achieved PI performance outcomes as part of its monthly management report to the Employer, which is only submitted quarterly showing performance over the quarter utilising the pro-forma provided at Annex A below.
The quarterly scores ascertained for each of the PIs listed below will be entered into the tabled below to ascertain the PI % Achieved

	PI Ref
	Element
	Score Achieved
	Weighting
	Total

	
	
	Col A
	Col B
	Col A x Col B

	PI 001
	Quality
	
	3
	

	PI 002
	Programme
	
	3
	

	PI 003
	Not used
	
	
	

	PI 004
	H&S
	
	3
	

	PI 005
	Defects
	
	3
	

	PI 006
	Accounts
	
	2
	

	PI 007
	Complaints
	
	2
	

	PI 008
	Staff Retention
	
	2
	

	PI 009
	Report & Management Data
	
	2
	

	PI 010
	Communication with Residents
	
	3
	

	Total
	
	

	Maximum Score
	
	115

	Percentage of maximum score achieved
	
	      %


The Contract Administrator will utilise a quarterly performance report based on the “RAG” protocols on the following tolerance levels:

· Red  50% and below– serious concerns and need to escalate actions

· Amber  Between 50 and 70%– some concerns and need to focus on CANs to improve performance for the next measurement period; and

· Green 70% and above.
 Performance Indicators

The PIs for the provision of the Works are as follows:

	
	
	
	Source of 
	Calculation 
	Performance Scores

	PI Ref
	Element
	PI
	PI 
	(quarterly
	
	
	
	
	
	

	
	
	
	Measurement 
	data)
	0
	1
	2
	3
	4
	5

	
	
	
	Data
	
	
	
	
	
	
	

	PI 001
	Quality
	Specification standards are achieved
	CA requests for rectification works.
	Requests/£10k value of work executed
	Over 17
	14-17
	9-13
	5-8
	1-4
	0%

	PI 002
	Programme
	Meeting time commitments
	Site works programmes.
	Sites on programme [or agreed extended programme]/Sites operating
	Below 0.2
	0.20-0.39

	0.4 – 0.59
	0.6-0.74
	0.75 – 0.99
	1

	PI 003
	Not used
	
	
	
	
	
	
	
	
	

	PI 004
	H&S
	No RIDDOR reportable incidents occur during month
	Contractor / H&S reports
	Number of RIDDOR reportable incidents
	More than 1 RIDDOR reportable incident
	1 RIDDOR reportable incident
	n/a
	n/a
	n/a
	No RIDDOR reportable incident

	PI 005
	Defects
	The works are handed over with zero defects.
	CA records defects on Practical Completion Certificate
	Number of defects/ handovers.
	More than 10
	7-9
	4-6
	2-3
	1
	Less than 1

	PI 006
	Accounts
	Payment applications submitted by the Contractor are timely.

	Comparison with agreed valuation dates
	Days late
	4 or more
	n/a
	3
	2
	1
	0

	PI 007
	Complaints
	The works do not inconvenience the neighbourhood whilst being executed.
	Number of complaints received by the SCC 
	Number of substantiated complaints/ number of sites operating.
	>4
	n/a
	2-4
	<2
	<1
	0

	PI 008
	Retention  of  Staff  (staff to be agreed)
	The Contractor retains staff with experience of the estate and works to aid the works to keep on program.
	Contractor staff records.
	Number of staff leaving from Framework staff/size of required workforce.
	Over 40%
	25 – 40%


	10 – 25%
	5 – 9.99%
	0.01 – 4.99%
	0

	PI 009
	Reports & Management Data
	Monthly performance report and data are submitted at the appropriate time.
	Transmittal date
	
	Report not produced.
	Report 0 to 2 days prior to the monthly performance meeting.
	 
	Report provided between 3 & 4 days prior to the monthly performance meeting.
	
	Report provided 5 days prior to the monthly performance meeting.


	PI 010
	Communication with Residents
	Notification to Residents with relevant letters of planned works


	Adverse feedback from Tenants to the Local Housing Office’s
	Number of substantiated negative comments or complaints/ number of sites operating
	>4
	n/a
	2-4
	<2
	<1
	0


In addition to the information set out above the Contractor shall collect the following data:

·    Waste to Landfill (appropriate details to be provided);

·    Waste recycled (appropriate details to be provided);

·    CO2 emissions reduction (initiatives)

·    Apprenticeships schemes

·    Use of local sub-contractors and suppliers

Quarterly Performance Report

Format

Balcony Works
This report is to be produced by the Contractor on a monthly basis.

	Performance Report
	Quarter
	
	

	
	
	

	Overall Programme Status Highlight Report
	
	Green
	

	
	
	

	Notes:


	

	Quarterly PI % achieved previous Quarterly PI % achieved
	
	status
	Green
	

	
	
	
	
	

	
	
	

	
	
	

	Notes:


	Corrective Action Notices from previous months awaiting Corrective Action Reports



	Action:


	CARs issued in Month



	


	

	Overall Progress of Work
	Position regards overall programme (as at reporting date)
	
	
	%

	
	
	
	
	

	
	
	
	
	

	Sites not started on programme
	
	
	
	

	Sites in progress
	
	
	
	

	Sites completed
	
	
	
	

	Sites handed over
	
	
	
	

	Sites on hold
	
	
	
	

	
	
	
	
	

	
	
	TOTAL
	
	

	
	
	
	
	

	
	
	
	Green
	

	
	
	
	
	

	
	
	

	Financial Control
	
	

	
	
	

	Estimated Value of works executed in quarter
	
	

	
	
	

	Payment Made

Final Accounts cleared this Financial Year


	
	

	
	
	

	Forecast

Anticipated Final Accounts in Financial Year

	
	

	
	
	

	
	
	

	Financial Status
	Green
	

	
	
	

	

	Major Risks & Issues

	Major Risks

	
	
	

	
	
	


	Major Issues

	
	
	

	
	
	

	Major Risk & Issues Status
	Green
	

	
	
	


Monthly Data Sheets
Performance Measurement System 
	PI 001
	Quality
	    >17
	 
	        14-17
	 
	            9-13
	 

	
	
	     5-8
	 
	          1-4
	 
	0
	 

	
	
	
	
	
	
	
	

	PI 002
	Programme
	    <0.2
	 
	    0.2 – 0.39
	 
	    0.4 – 0.59
	 

	
	
	0.6 – 0.74
	 
	  0.75 – 0.99
	 
	1
	 

	
	
	
	 
	
	 
	
	 

	PI 003
	Not used

	
	
	
	 
	
	 
	

	PI 004
	H&S
	More than 1
	 
	1 event
	 
	0 events
	 

	
	
	
	 
	
	 
	
	 

	PI 005
	Defects
	More than 10
	 
	7-9
	 
	   4-6
	 

	
	
	2-3
	 
	                  1
	 
	0 
	 

	
	
	
	
	
	
	
	

	PI 006
	Accounts
	4 or more
	 
	            n/a
	 
	               3
	 

	
	
	         2
	 
	             1
	 
	Less than 1
	 

	
	
	
	 
	
	 
	
	

	PI 007
	Complaints
	       >4
	 
	             n/a
	 
	             2 - 4
	 

	
	
	       <2
	 
	              <1
	 
	0 
	 

	
	
	
	 
	
	
	
	

	PI 008
	Staff Retention
	      >40%
	 
	25 – 39%
	 
	10 – 24%
	 

	
	
	    5 – 9%
	
	      0.01-4%
	
	                   0
	

	
	
	
	
	
	
	
	

	PI 009
	Report and Management data
	Not Produced
	 
	Only 2 days before
	 
	5 – 9.99%
	 

	
	
	3-4 days before%
	 
	0%
	 
	 Provided 5 days before
	 

	
	
	
	
	
	
	
	

	PI 010
	Communication with residents
	       >4
	
	             n/a
	
	             2 - 4
	

	
	
	       <2
	
	              <1
	
	0 
	


	PI Ref
	Element
	Score Achieved
	Weighting
	Total

	
	
	Col A
	Col B
	Col A x Col B

	PI 001
	Quality
	
	3
	

	PI 002
	Programme
	
	3
	

	PI 003
	Not used
	
	
	

	PI 004
	Health & Safety
	
	3
	

	PI 005
	Defects
	
	3
	

	PI 006
	Accounts
	
	2
	

	PI 007
	Complaints
	
	2
	

	PI 008
	 staff Retention
	
	2
	

	PI 009
	Reports and Data
	
	2
	

	PI 010
	Communication with residents
	
	3
	

	Total
	
	

	Maximum Score
	
	115

	Percentage of maximum score achieved
	
	      %


K1
Tender Issue


