Schedule 10 (Performance Levels)
[bookmark: _heading=h.30j0zll]Definitions
In this Schedule, the following words shall have the following meanings and they shall supplement Schedule 1 (Definitions):
	
	

	"KPI Failure"
	a failure to meet the KPI Performance Measure in respect of a Key Performance Indicator;

	"KPI Performance Measure"
	shall be as set out against the relevant Key Performance Indicator in the Annex to Part A of this Schedule;

	"KPI Threshold"
	shall be as set out against the relevant Key Performance Indicator in the Annex to Part A of this Schedule;

	“Measurement Period”
	in relation to a Service Level, the period over which the Supplier’s performance is measured as set out against the relevant Service Level in the Annex to Part A of this Schedule;

	"Performance Monitoring Reports" 
	has the meaning given in Paragraph 1.2 of Part B of this Schedule;

	"Performance Review Meetings" 
	has the meaning given in Paragraph 1.3 of Part B of this Schedule; 

	Relevant Billing Period
	This will be either monthly or else 4 weekly based on the billing system used by the Supplier



	"Service Credits"
	any service credits specified in the Annex to Part A of this Schedule being payable by the Supplier to the Buyer in respect of any failure by the Supplier to meet one or more Service Levels; and

	"Service Credit Cap"
	10% of the total of all monthly invoices for the whole of the appropriate Lot.


What happens if you don’t meet the Key Performance Indicators
The Supplier shall at all times provide the Deliverables to meet or exceed the Service Level Performance Measures for each Key Performance Indicator.
The Supplier acknowledges that any KPI or Service Level Failure shall entitle the Buyer to the rights set out in Part A of this Schedule including the right to any Service Credits and that any Service Credit is a price adjustment and not an estimate of the Loss that may be suffered by the Buyer as a result of the Supplier’s failure to meet any Service Level Performance Measure.
The Supplier shall send Performance Monitoring Reports to the Buyer detailing the level of service which was achieved in accordance with the provisions of Part B (Performance Monitoring) of this Schedule to enable the Buyer to assess the Supplier’s performance against each Key Performance Indicator in each Measurement Period.
A Service Credit shall be the Buyer’s exclusive financial remedy for a Service Level Failure except where:
the Supplier has over the previous twelve (12) Month period exceeded the Service Credit Cap; and/or
the Service Level Failure:
exceeds the relevant Service Level Threshold;
has arisen due to a wilful Default by the Supplier; 
results in the corruption or loss of any Government Data (in which case the indemnity in Clause 18.6.4 and any or all of the other provisions of Clauses 18.4 and 18.5 and/or Clause 18.6 of the Core Terms may apply); and/or
results in the Buyer being required to make a compensation payment to one or more third parties; and/or
the Buyer is also entitled to or does terminate this Contract pursuant to Clause 14.4 of the Core Terms (When the Buyer can end the contract).
[bookmark: _heading=h.1fob9te][bookmark: _Ref141096171]Critical KPI Failure- Not Used

[bookmark: Part_A]
Part A: Key Performance Indicators, Service Levels and Service Credits 
1. Key Performance and Service Level Indicators
If the level of performance of the Supplier:
is likely to or fails to meet any Service Level Performance Measure;
the Supplier shall immediately notify the Buyer in writing and the Buyer, in its absolute discretion and without limiting any other of its rights, may:
require the Supplier to immediately take all remedial action that is reasonable to mitigate the impact on the Buyer and to rectify or prevent a Service Level Failure from taking place or recurring; 
instruct the Supplier to comply with the Rectification Plan Process; 
if a Service Level Failure has occurred, deduct the applicable Service Credits payable by the Supplier to the Buyer; and/or
The Key Performance Indicators and Service Levels may be reviewed and amended following consultation between both the Buyer and Supplier. The review of the KPIs and Service Levels will normally be held annually, unless a business need is identified at other times. 
1. Service Credits
The Buyer shall use the Performance Monitoring Reports supplied by the Supplier to verify the calculation and accuracy of the Service Credits, if any, applicable to each Service Period.
Service Credits are a reduction of the amounts payable in respect of the Deliverables and do not include VAT. The Supplier shall set-off the value of any Service Credits against the appropriate invoice in accordance with calculation formula in the Annex to Part A of this Schedule. 

The key performance indicators and service level performance criteria are listed below. Suppliers should note that some service level performance criteria are only applicable to Lot 1. Where this is the case, it will be indicated in the tables. 
The Buyer regards KPIs 1, 2 and 5 (as well as KPI 6) as most material to performance of the contract obligations. It is possible that the KPIs selected as the top 3 may change throughout the life of the contract, meaning that those appearing in future contract performance notices may be different to those published at the time of contract award and within the contract details notice.
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Annex to Part A: Key Performance Indicators and Service Credits Tables

Assignment Request Process & Time to Fill
KPI 1:  The Supplier’s response rate to requests and job fill for agency workers within specified timescales. 
Description:
This KPI assesses the Supplier’s performance in communicating with the Buyer and successfully providing agency workers by the requested fill date.  Performance is measured based on quantitative outputs against predefined targets.  
Note: The KPI measures outlined below will require that the Service Level targets in Table 1 are met every month throughout the relevant reporting period.
Monitoring will be according to the following scores:
Good (95% or above achieved on both service levels). The Supplier is meeting or exceeding the Service Level Performance Measures that are set out below.
Approaching target (95% or above achieved on one service level). The Supplier is close to meeting the Service Level Performance Measures that are set out below.
Requires improvement (Less than 95% achieved on both service levels). The performance of the Supplier is below that of the Service Level Performance Measures that are set out below.
Inadequate (Less than 80% achieved on both service levels). The performance of the Supplier is significantly below that of Service Level Performance Measures targets that are set out below.
Recorded elsewhere. Data that is published by the department separately (a link should be provided).
Table 1 
	KPI 1
	The Supplier’s response rate to requests and job fill for agency workers within specified timescales.

	Service Level
	Service Level Performance Criterion
	Measurement Period
	Service Level Performance Measure
	Service Level Threshold
	Service Credit for each Service Level Failure

	1.1
	% of responses to Booking Requests as detailed in the specification throughout the Relevant Billing Period, measured during Core Hours and Extended Hours (where applicable)
	Relevant Billing Period
	At least 95% of Booking Requests to be responded to electronically within 24 hours of receipt (Monday to Friday)
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below. 

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 & 9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	
	
	
	
	
	If the Performance Measure is missed for 3 consecutive Relevant Billing Periods or more, this will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	1.2**
	% of Booking Requests filled by requested fill date for all job categories within the Relevant Billing Period
	Relevant Billing Period
	The Supplier must achieve a minimum of a 95% Booking Requests filled by the requested fill date for all job categories unless otherwise agreed with the Buyer.
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	[bookmark: _Hlk206590199]For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1.5%
	1.5%
	2%
	3%


** For Lots 2-9 only essential data required to spot bottlenecks in the time to fill process enabling continuous improvement includes time stamped process points: Agency acknowledgement, Eligibility Evidence sent across to Business Area, Eligibility Evidence response from Business Area, Worker secured & start date agreed, Security clearance & all compliance checks completed, actual start date.


[bookmark: _Hlk204939405]Compliance 
KPI 2:  The Supplier’s adherence to completing all relevant compliance checks on agency workers throughout their assignment lifecycle. 
Description:
This KPI assesses the Supplier’s performance in ensuring that relevant employment checks are completed for each agency worker prior to their taking up post with the Buyer.  Performance is measured based on quantitative outputs against predefined targets.  
Note: The KPI measures outlined below will require that the Service Level targets in Table 2 are met for each stipulated measurement period throughout the relevant reporting period.
Monitoring will be according to the following scores:
Good (All service levels achieved every month in the relevant reporting period). The Supplier is meeting or exceeding the Service Level Performance Measures that are set out below.
Approaching target (95% or above achieved of all service levels). The Supplier is close to meeting the Service Level Performance Measures that are set out below.
Requires improvement (90% or above achieved on both service levels). The performance of the Supplier is below that of the Service Level Performance Measures that are set out below.
Inadequate (Below 90%). The performance of the Supplier is significantly below that of Service Level Performance Measures targets that are set out below.
Recorded elsewhere. Data that is published by the department separately (a link should be provided).
Table 2
	KPI 2
	The Supplier’s adherence to completing all relevant compliance checks on agency workers throughout their assignment lifecycle.

	Service Level
	Service Level Performance Criterion
	Measurement Period
	Service Level Performance Measure
	Service Level Threshold
	Service Credit for each Service Level Failure

	2.1
	The Supplier must complete 100% compliance checks for Right to Work for all Agency Workers prior to assignment.
	Relevant Billing Period (to be audited when required)
	Pass / Fail
	If this Performance Measure is not met in any Relevant Billing Period

	For each Measurement Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.


	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	2.2
	The Supplier must check and obtain proof of the required qualifications for all potential Agency Workers on 100% of occasions prior to assignment.
	Relevant Billing Period (to be audited when required)
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Measurement Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.


	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	2.3
	The Supplier must inform the Buyer in advance of commencing any assignment when an Agency Worker has a reasonable adjustment requirement. 
	Relevant Billing Period
	The Supplier must inform the Buyer of any reasonable adjustments prior to assignment on 100% of occasions in the Relevant Billing Period

	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	No Service Credit will apply for the first instance. Thereafter, for each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	2.4
	The Supplier must advise the Buyer on 100% of occasions if the proposed Agency Worker has had periods of previous assignments or employment within NICS and if they were dismissed from the NICS. 
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	2.5
	The Supplier must ensure all new agency workers attending on Day 1 of their assignment have confirmation of their security clearance. 
	Relevant Billing Period
	Pass/Fail
	If this Performance Measure is not met in any Relevant Billing Period
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	2.6
	The Supplier must provide all data as outlined in section 2.2 of Annex A of the Service Specification on the first day of all assignments on 100% of occasions. 
	Daily
	Pass / Fail
	If this Performance Measure is not met in any 3 days of a Relevant Billing Period
	For each daily occurrence when the Performance Measure is not achieved, a Service Credit will apply as set out below.

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1.00%
	NA
	NA
	NA

	2.7
	The Supplier must ensure that the Agency Worker is informed that they must provide proof of identity on the first day of assignment on 100% of occasions. 
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below.

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	2.8
	The Supplier must obtain proof on 100% of occasions when an Agency Worker is using their vehicle for business purposes that the Agency Worker has the correct insurance in place to allow them to use their own vehicle for business travel and has provided them a copy of the T&S policy.

	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	NA
	NA
	NA

	2.9
	The Supplier must hold 6 monthly performance meetings with the Agency Worker on 100% of occasions.
	Relevant Billing Period
	Pass / Fail 
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below: 

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	NA
	NA
	NA

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.50%
	NA
	NA
	NA





Invoicing 
KPI 3:  The Supplier’s accuracy rate for submitted invoices.
This KPI assesses the Supplier’s performance in ensuring all invoices that are submitted for payment are 100% accurate in all fields including PO Number.  
Note: The KPI measures outlined below will require that the Service Level targets in Table 3 are met every month throughout the relevant reporting period.
Monitoring will be according to the following scores:
Good (95% or above achieved on both service levels). The Supplier is meeting or exceeding the Service Level Performance Measures that are set out below.
Approaching target (95% or above achieved on one service level). The Supplier is close to meeting the Service Level Performance Measures that are set out below.
Requires improvement (Less than 95% achieved on both service levels). The performance of the Supplier is below that of the Service Level Performance Measures that are set out below.
Inadequate (Less than 80% achieved on both service levels). The performance of the Supplier is significantly below that of Service Level Performance Measures targets that are set out below.
Recorded elsewhere. Data that is published by the department separately (a link should be provided).

Table 3
	KPI 3
	The Supplier’s accuracy rate for submitted invoices.

	Service Level
	Service Level Performance Criterion
	Measurement Period
	Service Level Performance Measure
	Service Level Threshold
	Service Credit for each Service Level Failure

	3.1
	% of time the invoices submitted (including Travel & Subsistence claims and pension contribution rates) by the Supplier are 100% accurate within the Relevant Billing Period.
	Relevant Billing Period
	At least 95% of invoices must be 100% accurate 
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	[bookmark: _Hlk206592540]For each Relevant Billing Period in which the 95% Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1%
	1%
	2%
	3%




[bookmark: _Hlk204939493]Resolution of Issues and Communication
KPI 4:  The Supplier’s response and resolution to complaints and issues raised by the Buyer within specified timescales. 
Description:
This KPI assesses the Supplier’s performance in relation to responding to complaints and issues raised by the Buyer within the allotted times and is measured based on quantitative outputs against predefined targets.  
Note: The KPI measures outlined below will require that the Service Level targets in Table 4 are met every month throughout the relevant reporting period.
Monitoring will be according to the following scores:
Good (95% or above achieved on both service levels). The Supplier is meeting or exceeding the Service Level Performance Measures that are set out below.
Approaching target (95% or above achieved on one service level). The Supplier is close to meeting the Service Level Performance Measures that are set out below.
Requires improvement (Less than 95% achieved on both service levels). The performance of the Supplier is below that of the Service Level Performance Measures that are set out below.
Inadequate (Less than 80% achieved on both service levels). The performance of the Supplier is significantly below that of Service Level Performance Measures targets that are set out below.
Recorded elsewhere. Data that is published by the department separately (a link should be provided).
Table 4
	KPI 4
	The Supplier’s response and resolution to complaints and issues raised by the Buyer within specified timescales.

	Service Level
	Service Level Performance Criterion
	Measurement Period
	Service Level Performance Measure
	Service Level Threshold
	Service Credit for each Service Level Failure

	4.1
	Written acknowledgements provided within 1 working hour on 100% of occasions of the Buyer raising a concern regarding the welfare of an Agency Worker in the Relevant Billing Period.
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any Relevant Billing Period











	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1%
	1%
	2%
	3%

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1.5%
	1.5%
	3%
	4%

	4.2
	% of written acknowledgements provided within 2 working days of a general issue or complaint being raised by the Buyer within the Relevant Billing Period.


	Relevant Billing Period
	At least 95% of issues/complaints to be acknowledged in writing within 2 working days of being raised
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1%
	1%
	2%
	3%

	4.3
	% of full reports provided detailing investigation and resolution within 5 working days of a general issue or complaint being raised within the Relevant Billing Period.
	Relevant Billing Period
	At least 95% of issues/complaints to have full reports completed and issued in writing within 5 working days of being raised
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1%
	1%
	2%
	3%

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1.5%
	1.5%
	3%
	4%

	4.4
	100% written acknowledgements provided within 1 working hour of an End of Assignment Monitoring form being issued in the Relevant Billing Period.
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below: 

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1%
	1%
	2%
	3%

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1.5%
	1.5%
	3%
	4%

	4.5
	Detailed responses and resolution, or action plan to resolve high priority issues, including but not limited to, end of assignment, welfare, payroll queries and data breaches within 4 working hours of the Buyer raising such issue on 100% of occasions. 
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1%
	1%
	2%
	3%

	
	
	
	
	
	If the Performance Measure is missed for 3 months in a row or more, the Service Credits will increase to:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	1.5%
	1.5%
	3%
	4%


	
[bookmark: _Hlk204940731]




IT System Specification Delivery and Availability
KPI 5: The Supplier’s provision of an integrated online IT System to meet the requirements within the contract specification. 
Description:
This KPI assesses the Supplier’s performance in relation to the provision of an IT system that at a minimum allows the Buyer to raise booking requests and track the progress of such, agency workers’ timecards to be checked and approved for payment and allows complete and accurate real time management information to be extracted. Performance is measured based on quantitative outputs against predefined targets.  
Note: The KPI measures outlined below will require that the Service Level targets in Table 5 are met every month throughout the relevant reporting period.
Monitoring will be according to the following scores:
Good (95% or above achieved on both service levels). The Supplier is meeting or exceeding the Service Level Performance Measures that are set out below.
Approaching target (95% or above achieved on one service level). The Supplier is close to meeting the Service Level Performance Measures that are set out below.
Requires improvement (Less than 95% achieved on both service levels). The performance of the Supplier is below that of the Service Level Performance Measures that are set out below.
Inadequate (Less than 80% achieved on both service levels). The performance of the Supplier is significantly below that of Service Level Performance Measures targets that are set out below.
Recorded elsewhere. Data that is published by the department separately (a link should be provided).


Table 5
	KPI 5
	The Supplier’s provision of an integrated online IT System to meet the requirements within the contract specification.

	Service Level
	Service Level Performance Criterion
	Measurement Period
	Service Level Performance Measure
	Service Level Threshold
	Service Credit for each Service Level Failure

	5.1
	All requirements relating to IT systems must be operational by the dates in the specification.
	Within Specification Timelines
	Pass/Fail
	If this Performance Measure is not met on any occasion.
	If the performance measure is not achieved and any area of the IT system is not operational in line with the specification dates, a daily Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	5.2
	The IT system provided by the Supplier to the Buyer must be operational between 7am and 9pm, 365 days a year (unless an agreed outage/ maintenance is agreed as per the specification)
	Relevant Billing Period
	Pass/Fail
	If this Performance Measure is not met for 2 or more days in any calendar month
	For each 0.5 day the IT system is unavailable, after the initial 1-hour period for the system to be repaired once outage is identified or reported, a Service Credit will apply as set out below:


	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.5%
	0.5%
	1%
	2%

	5.3
	User Support is fully operational and available during the hours of 7am to 9pm, 365 days a year. 
	Relevant Billing Period
	Pass/Fail
	If this Performance Measure is not met for 2 or more days in any calendar month
	For each 0.5 day the support system is unavailable, after the initial 4-hour period for the system to be repaired once outage is reported or identified, a Service Credit will apply as set out below:



	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	5.4
	A management information report containing at a minimum all requested data in section 8.2 of the Specification is to be issued to the Buyer by the specific date in the specification document.
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:




	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	5.5
	A performance report containing at a minimum all data in relation to all KPIs and Service Level Performance Measures to be issued to the Buyer by the 10th working day of the following month.
	Relevant Billing Period
	Pass / Fail
	If this Performance Measure is not met in any 2 consecutive Relevant Billing Periods.
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:




	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%

	5.6
	Continuous Improvement Reports and updates to be provided to the Buyer in line with timeframes in Schedule 11, Continuous Improvement
	Relevant Billing Period
	Pass / Fail
	
	For each Relevant Billing Period in which the Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%









Social Value 
KPI 6: The Supplier’s provision of social value to meet the requirements within the contract specification. 

Description:
This KPI assesses the Supplier’s performance in delivering agreed social value commitments throughout the project lifecycle. Performance is measured based on quantitative and qualitative outputs against the social value targets within the final Social Value Action Plan to be agreed with the Buyer following contract award.
Monitoring will be according to the following scores:
Good. The supplier is meeting or exceeding the SV KPI targets within the final Social Value Action Plan to be agreed with the Buyer following contract award.
Approaching target. The supplier is close to meeting the SV KPI targets within the final Social Value Action Plan to be agreed with the Buyer following contract award.
Requires improvement. The performance of the supplier is below that of the SV KPIs targets within the final Social Value Action Plan to be agreed with the Buyer following contract award.
Inadequate. The performance of the supplier is significantly below that of the SV KPIs targets within the final Social Value Action Plan to be agreed with the Buyer following contract award.
Recorded elsewhere. Data that is published by the department separately (a link should be provided).
Table 6: 
	KPI 6
	The Supplier’s provision of social value to meet the requirements within the contract specification.


	Service Level
	Service Level Performance Criterion
	Measurement Period
	Service Level Performance Measure
	Service Level Threshold
	Service Credit for each Service Level Failure

	6.1
	Supplier must provide quarterly performance updates against the Social Value Delivery Plan and process against deliverables.
	Quarterly
	95% achievement against Social Value Deliverable targets within the final Social Value Action Plan to be agreed with the Buyer following contract award.
	If this Performance Measure is not met in any 2 consecutive quarters.
	For each Quarter in which the Social Value Service Level Performance Measure is not achieved, a Service Credit will apply as set out below:

	
	
	
	
	
	Lot 1 
	Lot 2
	Lots 3, 4, 6 & 8
	Lots 5, 7 &9

	
	
	
	
	
	0.25%
	0.25%
	0.5%
	1%





Responsible Owners For each KPI:

Lot 1

The Responsible Owner requiring Performance Updates is the DfC Contract Management Team. This relates to all KPIs and service levels.

Lots 2-9

The Responsible Owner requiring Performance Updates is the NICS HR Agency Worker Team for all KPIs and service levels except the following service levels which relate to Lot 1 only:

· 2.6 – Provision of Data in line with Annex A of Service Specification
· 2.8 – Correct Car Insurance 
· 2.9 – Six Monthly Performance Reviews



[bookmark: Part_B]
Part B: Performance Monitoring 
1. Performance Monitoring and Performance Review
[bookmark: _Ref141096545]Within twenty (20) Working Days of the Effective Date the Supplier shall provide the Buyer with details of how the process in respect of the monitoring and reporting of Key Performance Indicators will operate between the Parties and the Parties will endeavour to agree such process as soon as reasonably possible.
[bookmark: _Ref188454577]The Supplier shall provide the Buyer with performance monitoring reports ("Performance Monitoring Reports") in accordance with the process agreed pursuant to Paragraph 1.1 of Part B of this Schedule and with such frequency as shall be agreed between the Parties pursuant to Paragraph 1.1 to enable the Buyer to assess the Supplier’s performance against each Key Performance Indicator in each Measurement Period. The Performance Monitoring Reports shall contain, as a minimum, the following information in respect of the relevant Service Period just ended:
for each Key Performance Indicator, the actual performance achieved against the KPI Performance Measure for the relevant Service Period and, where a Measurement Period has ended in the period covered by the Performance Monitoring Report, the most recently ended Measurement Period;
a summary of all failures to achieve Key Performance Indicators that occurred during that Service Period;
for any repeat failures, actions taken to resolve the underlying cause and prevent recurrence;
the Service Credits to be applied in respect of the relevant period indicating the failures and Key Performance Indicators to which the Service Credits relate; and
such other details as the Buyer may reasonably require from time to time.
[bookmark: _Ref188454584]The Parties shall attend meetings to discuss Performance Monitoring Reports ("Performance Review Meetings") on a Monthly basis. The Performance Review Meetings will be the forum for the review by the Supplier and the Buyer of the Performance Monitoring Reports.  The Performance Review Meetings shall:
take place within one (1) week of the Performance Monitoring Reports being issued by the Supplier at such location and time (within normal business hours) as the Buyer shall reasonably require;
be attended by the Supplier's Representative and the Buyer’s Representative; and
be fully minuted by the Supplier and the minutes will be circulated by the Supplier to all attendees at the relevant meeting and also to the Buyer’s Representative and any other recipients agreed at the relevant meeting.  
The minutes of the preceding Month's Performance Review Meeting will be agreed and signed by both the Supplier's Representative and the Buyer’s Representative at each meeting.
The Supplier shall provide to the Buyer such documentation as the Buyer may reasonably require in order to verify the level of the performance by the Supplier and the calculations of the amount of Service Credits for any specified Service Period.
The relevant table in the Annex to Part A of this Schedule describes how the levels of performance under the KPI Performance Measures will be mapped to the performance ratings prescribed under regulation 38(5) of the Procurement Regulations 2024. The mapping set out in that table will be applied by the Buyer when publishing relevant Transparency Information relating to the Performance Indicators and/or the Supplier's performance against the relevant KPIs pursuant to Section 52(3) and/or Section 71(2) of the Procurement Act 2023 and the associated Regulations.
The Supplier acknowledges and agrees that, each time the Buyer conducts an assessment of the Supplier’s performance against a Key Performance Indicator, the Buyer may publish information as required by Law in relation to that assessment.
1. Satisfaction Surveys
The Buyer may undertake satisfaction surveys in respect of the Supplier's provision of the Deliverables. The Buyer shall be entitled to notify the Supplier of any aspects of their performance of the provision of the Deliverables which the responses to the Satisfaction Surveys reasonably suggest are not in accordance with this Contract.

