Schedule 13 (Contract Management)
General contract management and monitoring

It is essential to the delivery of this Contract that the Supplier has a robust management structure in place to ensure that all performance and day to day contractual matters can be resolved as early as possible so that services to this Contract are not disrupted.

1.0 Contract Management 

1.1	The Supplier is required to implement within the contract a self-monitoring system to provide the Buyer assurance that the Buyer is receiving a quality service that meets the Specification and provide the supporting Management information detailing service delivery. The Supplier will meet each Buyer Representative (Specification Annex 1 Buyer Building List) during the implementation of services to agree the frequency for the contract management review meetings which can be monthly, quarterly, dependent upon the Buyer/Department and the timing for scoring the contract KPIs. The Supplier will provide the Buyer with management information to demonstrate their performance against the contracts KPIs which will be scored either by building or Department.

Each Buyer will monitor the performance reports from the Supplier for the duration of the contract, and communicate any concerns relating to performance issues by e-mail /meeting and/or telephone to the Key Account Manager in order to directly resolve the issues.  In the event that complaints cannot be resolved between the individual Buyer and the Supplier, the Buyer (Site) representative will escalate this to a Buyer’s (Departmental / CoPE) Representative to resolve. The Supplier shall meet the Buyer’s Representative and provide a report on the complaint and provide a detailed plan on the appropriate action required to resolve issues to ensure compliance with the specification schedule. If the issue remains unresolved the Buyer’s Representative shall contact CPD who will review the complaint and advise how the matter is progressed.


If any issues continue on an ongoing basis then the Buyer will raise their concerns and escalate to CPD. The Buyer shall deal solely with the Supplier. Any issues relating to third-parties / sub-contractors must be managed by the Supplier. 

1.2	Performance Monitoring and Contract Management will be taken forward in three tiers Diagram 1: -

· Daily Operational Management and Monthly Performance Report with the Buyer’s Building Representative;
· Monthly / Quarterly Review Meeting with the Buyer’s Representative depending on the Buyers requirements; and
· Annual Contract review meeting with the CPD Contract Manager.


Diagram 1




Daily Operational Management and Monthly Performance Report – 

Using the agreed KPIs, see Schedule 10 Performance Levels, the Supplier shall: -

· Develop clear operating procedures for staff to ensure service standards are understood, maintained and recorded on a daily basis;

· Establish management information systems to capture and record information in support of performance monitoring and to enable regular robust performance reporting; and

· Provide monthly performance reports to the Buyer’s Building Representative.
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Monthly/Quarterly Review Meeting (or earlier by the Request of the Buyer)
Monthly / Quarterly review meetings will be scheduled with the Buyer’s Representative and the Supplier. It is anticipated that these meetings shall be held at least quarterly, however they may be requested at more regular intervals in the event of poor performance. The meeting will review the performance across the previous three months and will look at the summarised management information for this period. The meetings will also be used to investigate the potential for savings or to improve efficiency or performance. 

Prior to the quarterly review meetings, the Supplier must provide management	 information reports to the Buyer’s Representative of all the building Monthly Contract Monitoring sheets detailing their KPIs scores. 

The Supplier shall provide quarterly Service Reports at their own cost to support and inform regular review meetings between the Supplier and Buyer’s Representative and /or Buyer’s Building Representative.
Each Service Report shall detail the following: -

· Delivery of services supplied and performance in the previous three month period;

· Contract variation requests;

· Details and status of all complaints;

· Forthcoming changes in legislation;

· Health, Safety and environmental breaches and recordable accidents, incidents and near misses relating to the utilisation of all premises;

· Training carried out with Supplier Staff;

· Update on security clearance for contract staff;

· Service Credits made; and

· Copies of credit notes issued during the contract period.

From time to time the Supplier will be required to produce management information or data relating to contract delivery and will provide this as requested by the Buyer’s Representative or by CPD.

Annual Contract review meeting with the Contract Manager of CPD

CPD will monitor the Contract and hold an annual Contract review meeting to review the Supplier’s performance for the previous twelve months and will review the summarised management information for this period. 
The CM01 form (Annex A) will be used to gather information of Contract performance from Departments on an annual basis.

In the first year CPD will carry out an initial 6 month review and throughout the first year meetings may be required at more regular intervals and at any stage in the event of poor performance.  
The Supplier shall provide Service Reports to CPD at their own cost to support and inform regular review meetings between the Supplier and Building Representative. Each Service Report shall detail the following: -

· Update on the delivery of services including summary of report on the delivery of KPI performance for each Buyer ;
· Training carried out with Supplier Staff;
· Update on security clearance for contract staff;
· Service Credits made;
· Service delivery proposals and contractual issues if any changes have occurred
· details and status of all complaints;
· forthcoming changes in legislation;
· Health, Safety and environmental breaches and recordable accidents, incidents and near misses relating to the utilisation of all premises;
· training carried out with Supplier Staff to ensure compliance with specification and adversity / Data Protection training
· service delivery proposals and contractual issues if any changes have occurred (variation to contract)
· An update on Social Value delivery throughout the contract will also be required on an annual basis and should be forwarded with the management information requested above. 
· Spend information, including spend to date

CPD reserve the right to amend detail required in the service report to ensure compliance with the Procurement Act 2023 reporting requirements. 

The objective will be to detect any deviation from the performance standard detailed in the “Scale of Satisfaction” box on the CM01 Form at formal review and to take corrective action by:
· Providing a channel of communication between the Buyer and Supplier.
· Monitoring the standards of service to ensure compliance with contract requirements.

The meetings will also be used to investigate the potential for savings or to improve efficiency or performance. 

3.0 Escalation Procedures 

3.1	In the event that complaints cannot be resolved between the Buyer’s Building Representative and the Supplier, the Buyer’s Building Representative will escalate this to a Departmental Representative to resolve. The Supplier shall meet the Departmental Representative and provide a report on the compliant and provide a detailed plan on the appropriate action required to resolve issues to ensure compliance with the specification schedule. If the issue remains unresolved the Buyer’s Departmental Representative shall contact CPD who will review the complaint and advise how the matter is progressed.

3.2 	Supplier Poor Performance will be managed in accordance with the Protocol for Managing Supplier Poor Performance available at the following website.
https://www.finance-ni.gov.uk/publications/sourcing-and-construction-toolkits-finance



4.0 Performance Management

The Supplier’s performance on this Contract will be regularly monitored.
A supplier not delivering on contract requirements is a serious matter. It means the public purse is not getting what it is paying for. If a supplier fails to reach satisfactory levels of contract performance, they will be given a specified time to improve. If, after the specified time, they still fail to reach satisfactory levels of contract performance, the matter will be escalated to senior management in Construction and Procurement Delivery (CPD). 
If this occurs and their performance still does not improve to satisfactory levels within the specified period, it may be regarded as an act of grave professional misconduct, and any further action will be taken in accordance with the Mid-Tier Terms and the Procurement Act 2023 (as amended). 
Where there is continual poor performance and the Supplier has failed to remedy or improve, a poor performance notice will be published in accordance with the Procurement Act 2023 (as amended). The poor performance notice is a formal document that outlines the performance of suppliers against key performance indicators (KPIs) and any breaches of contract. It serves to record supplier performance and provide transparency to other contracting authorities and the public.  Where a contracting authority has published a contract performance notice following a breach of contract or poor performance as set out in section 71, Schedule 7, paragraph 12(4) provides that a discretionary exclusion ground applies in respect of the relevant supplier.
Where the contract is terminated for continual poor performance a contract termination notice will be published on the UK Find a Tender Service (FTS). This will act as a public record and will include details of the nature of the breach or failure to perform that resulted in termination. This will allow Contracting Authorities to exclude a Supplier in future procurement competitions. Consistent poor performance may also result in the Supplier being added to the UK Debarment list. 
4.1 Debarment 
Debarment aims to minimise supplier-related risk in public procurement and incentivise suppliers to achieve excellent corporate compliance and standards of behaviour. Where the Supplier consistently fails to meet contract requirements or perform to the satisfaction of the Buyer, even after being given opportunities to improve, the Supplier may be added to the UK Debarment list under the Procurement Act 2023 (as amended). Once a Supplier’s name appears on the debarment list, Contracting Authorities can exclude the Supplier from participating in future competitive tendering procedures. 
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Annex A: MONITORING SCHEDULE (CM01)
Supplier’s performance assessmentScale of Satisfaction          CM01 Services

5 = excellent
4 = good (minor mistakes but not serious)
3 = acceptable (some problems may need resolved)
2 = poor (needs increased monitoring) (Supplier informed verbally)
1 = unsatisfactory (Supplier informed in writing)


                                                          
Contract title: The Provision of Postal Services for the Northern Ireland Civil Service and Participating Bodies	

Contract Ref: ID 5831752
Monitoring Period (12 months)     Supplier............................................

	Value of Contract 
	
£

	
Spend to date
	
£



         
	Ref.
	CATEGORY
	Weighting
	Scale of
Satisfaction
	Weighted Score
	COMMENTS  as  appropriate
( use back of sheet if necessary )

	
	 Service Delivery 
	
	
	
	

	S1
	On time and accurate mailing collections (KPI 1)
	10
	
	
	

	S2
	Incident Reporting including ease of Contact / Resolution of Queries (KPI2)
	10
	
	
	

	S3
	Management Information delivered in line with the contract and is accurate. (KPI 3) 
	10
	
	
	

	S4
	Security Clearance (where applicable) (KPI 4)
	10
	
	
	

	S5
	Invoices submitted within agreed format, timeframe, accurate and fully supported with agreed paperwork. (KPI 5)
	10
	
	
	

	S6
	Contract Variations agreed and signed off by the authorised person. (where applicable) (KPI 6)
	10
	
	
	

	S7
	Social Value Reporting (KPI 7) 
	10
	
	
	

	
	Total Score out of 350
	
	




Name of Person Completing Assessment...........................................    Office........................................       Telephone No................................

Date: ..............................                                            Date of previous poor performance marking (if applicable)......................

The representative of the customer most familiar with the work of the contract will complete the Scale of Satisfaction markings.      

Buyer


Day to Day Basis 


Buyer and Contract Staff


Buyer


Monthly Quarterly / point of escalation for consitent failures


Buyer and Supplier 


Construction Procurement Delivery


Annually / point of escalation for any unresolved issues


Construction Procurement Delivery Contract Manager and the Supplier


