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1.0 [bookmark: _TOC_250004]Introduction
Section 52 of the Procurement Act 2023 (The Act) requires a minimum of three KPIs to be in place for public contracts with an estimated value of more than £5m.  
Whilst the estimated value of the proposed contract is expected to fall below this threshold, it is within 10% of this range and therefore KPIs have been set and will be published annually.
This guide is designed to provide an overview of the process for the Supplier and the Client’s Team, detailing the KPI process and marking guide.










































2.0 [bookmark: _TOC_250003]Supplier Key Performance Indicators (KPIs)
2.1 Monitoring

The KPIs will be used to provide an ongoing review of the Supplier’s performance over the course of the Contract. There are levels of required performance identified through the KPIs and this guide to the implementation of the KPIs identifies methods of managing Suppliers whose scores are assessed as ‘Requires Improvement’ or ‘Inadequate’.
Each KPI assessment will be undertaken between the Supplier and the Client’s Contract Manager.
Formal recording of KPIs will be undertaken at the following stages:
· Quarterly face-to-face meetings and site audits
· Annual face-to-face meeting and site audits
Clients can monitor, record and review Supplier KPIs informally and continuously. Notwithstanding this, the formal capture takes place at the project points above. The Supplier will meet with the Client’s Contract Manager on a quarterly basis to review performance and undertake a KPI review.
Should, at any time, an individual or set of KPI scores highlight potential issues, then the Supplier may be called in by the Client’s Contract Manager to collaboratively discuss concerns and improvements required.

2.2 Marking

Overview
The KPIs have been chosen to review performance against the following three metrics which are considered by the Client to be Critical Success Factors for projects.
1. Statutory compliance testing;
2. Maintenance of facilities and infrastructure to required standard;
3. Operational safety compliance at the Bus Station.
Formal recording of KPIs will be undertaken at the following stages:
· Quarterly
· Annual overview and assessment
Clients can monitor, record and review Supplier KPIs informally and continuously. Notwithstanding this the formal capture takes place at the project points above. 
For the purposes of reporting KPIs in line with the requirements of The Act, where multiple assessments have been undertaken within a 12-month period, the latest assessment will be used for publication.
Should this publication identify performance that requires improvement or is inadequate, republication will be made if subsequent KPI assessments show an improvement. 
Marking Methodology
Each of the KPIs will be assessed in accordance with the following ratings as set out in regulation 39(5) of the Procurement Regulations 2024:
	Rating
	Description

	Good
	Performance is meeting or exceeding the KPI

	Approaching target
	Performance is close to meeting the KPI

	Requires improvement
	Performance is below the KPI

	Inadequate
	Performance is significantly below the KPI

	Other
	Performance cannot be described as good, approaching target, requires improvement or inadequate


	
Final designation for publication

The Council is required to publish a single KPI rating, this will be calculated as an average of all KPI assessments over a 12-month period.

Supplier KPI Scoring Matrices in Appendix A provides a score for each rating.  The scores achieved for each KPI, at each assessment period (quarter 1,2, 3 and annual), will be tallied to give a total annual score.  The final rating for publication will be linked to the scores as follows:

	Total KPI score
	Rating

	40 to 48
	Good

	28 to 36
	Approaching Target

	13 to 24
	Requires Improvement

	12 or less 
	Inadequate






Each KPI has its own set of marking matrices (Appendix A) which demonstrate the evaluation system to be implemented.

2.3 Reporting
Section 71 of the Procurement Act requires the publication of performance against KPIs, at least once in every 12-month period.  
Publication of performance will be undertaken through a contract performance notice and will be assessed in accordance with the criteria set out in the rating in section 2.2 and the Appendix A of this guide.  

2.4 Consequences of Non-Performance

If, at any of the formal reviews, the Supplier receives a KPI score of either:
a. Requires Improvement; or
b. Inadequate;

                The Client’s Contract Manager shall
· notify the Supplier of the KPI scores and reasons for them; and
· notify the Supplier of the Area for Improvement; and
· require the Supplier to provide within a specified period of time (or if not specified a reasonable period of time) a Performance Improvement Plan (PIP) to address and improve the Area for Improvement; or (at the Client’s discretion)
· provide the Supplier with a Performance Improvement Plan addressing the Area for Improvement.
The PIP shall address the Supplier’s internal personnel, processes and policies, which impact upon the Area(s) for Improvement and shall set out changes to be made to such internal personnel, processes and policies, which are designed to address the Area(s) for Improvement and any other actions identified by the Supplier or the Client in the PIP. The execution of a Performance Improvement Plan shall be in two stages:
1. PIP Stage 1 - execution by the Supplier of the changes identified as required; and
2. PIP Stage 2 - a re-measurement by the Client prior to the next formal review meeting of the KPIs which were identified as an Area for Improvement.
Upon receipt by the Client of a PIP from the Supplier or upon receipt by the Supplier of the Client’s PIP, the Supplier shall, at no cost to the Client or any Other Contracting Body;
a. take all steps necessary (including but not limited to deploying alternative or additional resource) to execute PIP Stage 1 in order to attempt to address, improve and/or prevent the reoccurrence of the Area for Improvement; and
b. carry out any other actions identified in the PIP in accordance with the terms specified therein.
If the Supplier fails to comply with the PIP (PIP Stage 1) by the earlier of:
a. the time period specified in the PIP; or
b. the next formal review meeting;

or if the Supplier executes PIP Stage 1 but at PIP Stage 2 (at the next formal review meeting) the Area for Improvement has not been improved (to be assessed in the next KPI review), then without prejudice to the Client’s other rights or remedies under the Contract, the Client may either:
a) Accept the Service Failure and amend the Scope so the failure does not have to be corrected OR;
b)  The Client shall assess the cost of the Client having the Service Failure corrected by other people and the Service Provider pays this amount OR;
c) This shall be a substantial failure to comply with the Contract and the Client may terminate in accordance with clause 90.3 of the Conditions of Contract. 
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ANNEX A - SUPPLIER KPI SCORING MATRICES
































	KPI 1 – Statutory compliance testing

	Good (4)
	Approaching Target (3)
	Requires Improvement (2)
	Inadequate (1)

	· Statutory Compliance testing completed on time with full up-to-date evidence presented at the quarterly review, including certificates
· 
	· Statutory Compliance testing completed on time with dates of tests presented at the quarterly review, but no certificates shown as evidence 

	· Insufficient evidence that all statutory compliance testing has been undertaken on time

	· Statutory Compliance testing not undertaken within the timescales required 


	KPI 2 – Maintenance of facilities and infrastructure to required standard

	Good (4)
	Approaching Target (3)
	Requires Improvement (2)
	Inadequate (1)

	· No issues found and recorded at quarterly inspection
· No complaints received about condition of the facilities
	· Some minor issues found but are not significant or a risk to the public e.g. toilets not clean, fence post missing
· Less than 6 in a quarter (24 in a 12-month period) complaints received about the condition of the facilities 
	· Numerous issues found that require intervention but are not a risk to the public 
· More than 6 in a quarter (24 in a 12-month period) complaints received about the condition of the facilities
	· Numerous issues found which include one or more that require immediate intervention as they pose a risk to the public or the property
· Information not recorded or shared about complaints received

	KPI 3 – Operational safety compliance at the Bus Station

	Good (4)
	Approaching Target (3)
	Requires Improvement (2)
	Inadequate (1)

	· Incidents records maintained, up to date and followed up / reviewed
· Full provision of CSAS trained staff at all times
· Good records exist of issuing regular penalty notices to bus operators and drivers regarding compliance with the bus station conditions of use
	· Records maintained but no evidence of follow-up activity
· CSAS trained staff are present but not to required level to cover all areas
· Some records exist of issuing penalty notices to bus operators and drivers regarding compliance with the bus station conditions of use, but not on a regular basis
	· Some records exist but not complete – evidence of some incidents not being recorded
· CSAS trained staff not available at all times
· Sporadic records exist of issuing penalty notices to bus operators and drivers regarding compliance with the bus station conditions of use
	· Records do not exist or are minimal 
· CSAS trained staff are not present for the majority of time
· No records exist of issuing penalty notices to bus operators and drivers regarding compliance with the bus station conditions of use








ANNEX B – RESPONSE AND RECTIFICATION TIMES





The following response and rectification times shall apply.

	
	
	Norwich Bus Station

	Priority
	Description
	Response/ Rectification Times – (Core Hours 07:00- - 19:00)
	Response/ Rectification Times – (Non -Core Hours)

	1
	Matters giving rise to an immediate Health and Safety, security risk or materially impact on the operation of the site.
	Respond immediately and attend within 30 minutes.  Institute an Interim Solution within 60 minutes of notification to or detection by the Service Provider. 

Institute a Permanent Solution (Rectification) which will enable, as a minimum, normal business activities within 90 minutes.
	Respond immediately and attend within 120 minutes.  Institute an Interim Solution within 150 minutes of notification to or detection by the Service Provider.

Institute a Permanent Solution (Rectification) which will enable, as a minimum, normal business activities within 180 minutes.

	2
	Matters that prevent or severely restrict normal business operations
	Respond immediately and attend within 60 minutes.  Institute an Interim Solution within 120 minutes of notification to or detection by the Service Provider. 

Institute a Permanent Solution (Rectification) which will enable, as a minimum, normal business activities within 180 minutes.
	Respond immediately and attend within 120 minutes.  Institute an Interim Solution within 180 minutes of notification to or detection by the Service Provider.

Institute a Permanent Solution (Rectification) which will enable, as a minimum, normal business activities within 240 minutes.

	3
	Matters that have a detrimental effect on the utilisation of the facilities by the Client or other Facility users.
	Permanent Solution (Rectification) to be achieved within two Business Days of notification.
	Not required

	4
	Matters that relate only to reactive cleaning to return the area to the required standards. 
	Respond Immediately and attend within 30 minutes.  Institute a Permanent Solution (Rectification) within 45 minutes of notification or detection by the Service Provider.
	Not required

	
	
	Park and Ride Sites

	Priority
	Description
	Response/ Rectification Times – (Core Hours 07:00- - 19:00)
	Response/ Rectification Times – (Non -Core Hours)

	1
	Matters giving rise to an immediate Health and Safety, security risk or materially impact on the operation of the site.
	Respond immediately and attend within 60 minutes.  Institute an Interim Solution within 90 minutes of notification to or detection by the Service Provider. 

Institute a Permanent Solution (Rectification) which will enable, as a minimum, normal business activities within 120 minutes.
	Not required

	2
	Matters that prevent or severely restrict normal business operations
	Respond immediately and attend within 60 minutes.  Institute an Interim Solution within 120 minutes of notification to or detection by the Service Provider. 

Institute a Permanent Solution (Rectification) which will enable, as a minimum, normal business activities within 180 minutes.
	Not required

	3
	Matters that have a detrimental effect on the utilisation of the facilities by the Client or other Facility users.
	Permanent Solution (Rectification) to be achieved within two Business Days of notification.
	Not required
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