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“Motivating Success”

A Toolkit for Performance Measurement

HAWIS ESS Framework

(HAWIS - Highways Agency Weather Information Service; 

ESS - Environmental Sensor Supply)  
Version 1.0 – October 2010
(Based on Technology Version 1.02 - January 2009)
1.
Background


1.1
The Highways Agency’s Corporate Plan “Customers First” sets out our vision for providing a continually


improving service to all our customers. In areas where we are not delivering a service to customers directly



this will require working in partnership with our Suppliers. “Customers First” reasserts the importance of



forming close working relationships with our Suppliers and improving the way we measure and realise the




benefits of all contracts.


1.2
“Delivering best value solutions and services to customers” – A Review of the Highways Agency’s



Procurement Strategy makes clear that measuring performance, learning the lessons and delivering



continual improvement are vital to the achievement of best value. The Agency currently defines Best Value



as, “delivering business objectives at the lowest affordable cost while achieving Continual Improvement”.


1.3
Maximising performance against Performance Indicators that are closely aligned to business objectives for



the lowest actual cost will help to ensure best value is achieved.


1.4
The Agency has made a strong commitment to long-term relationships with its Suppliers and we need to



ensure that the benefits of these relationships are maximised for all. Performance Management should be




used to underpin continual improvement within a collaborative working process.


1.5
In order to achieve continual improvement, we need to measure the performance of all of our contracts, as



well as our own performance and that of the Supply Chain. This Toolkit gives guidance on the



measurement of performance for technology contracts. The primary goal of using this Toolkit is to not only to


quantify performance, but to improve it. Following the methodology outlined in the ISO 9000 standard, any




“Aspect” that requires an improvement in performance is termed a ‘Non-conformity’.


1.6
The Toolkit is one of a number in use by those involved in delivering the Agency’s contracts and provides a



consistent method of performance measurement across differing Directorates. Performance can then be



analysed in a variety of ways and action taken to drive continual improvement.


1.7
The Toolkit will be further developed into a web-based tool to improve the efficiency of the process.


1.8
The Toolkit needs to be subject to regular review to ensure that it reflects the current requirements of the Agency.



2.
Areas of Performance Measurement



To allow Integrated teams to consistently measure and manage the performance of their contracts, the



following Areas of Measure have been identified:




• Product




• Service




• Right First Time




• Cost




• Time




• Safety




• Client Performance



These Areas of Measure are designed to capture a holistic approach to contract performance, The Areas



have been broken down into Indicators, which are a balance of inputs, outputs and outcomes and involve




all key members of the Integrated team.



2.1.1
Product

This area will measure how satisfied the Client is with the product, i.e. what is being produced.



2.1.2
Service

This area will measure how satisfied the Client is with the service whilst the product is being delivered, i.e.







how it is produced.



2.1.3
Right first time
This area will measure the impact of re-working and defects on the contract.



2.1.4
Cost


This area will measure aspects of cost control.



2.1.5
Time


This area will measure aspects of time control.



2.1.6
Safety

This area will measure aspects of safety for all work undertaken during the whole contract.



2.1.7
Client performance
The performance of the Agency in fulfilling its Client role under the contract will be measured using the








360 degree Supplier Feedback Report.


2.2
Scoring satisfaction




Each Indicator has been broken down into a number of “Aspects” to represent the activities which contribute to 




the performance of the indicator. Wherever possible these activities have been linked to the requirements of 





the Contract and associated documents. It is anticipated that where the Suppliers Quality Statement or Quality 




Plan introduce new “Aspects” that have an impact on the performance of the Indicator then these will be 





identified and included in the satisfaction score criteria. The Integrated teams may add further “Aspects” to reflect 




accurate performance if they wish to do so.

2.3
Scoring mechanism



It is the responsibility of the integrated team to agree a score that reflects the overall performance against the indicator taking into 

account any extenuating circumstances.



The following Table sets out a scoring mechanism based on successful delivery of the “Aspects”:

	Score
	Satisfaction
	Requirement

	10
	Totally satisfied
	All aspects completed to entire satisfaction.

	8
	Highly satisfied
	Most aspects to entire satisfaction, but some aspects were only nearly satisfactory.

	6
	Just satisfied
	A few aspects to entire satisfaction, but some aspects were only nearly satisfactory, and some unsatisfactory.

	5
	Neither satisfied nor dissatisfied
	Neutral performance.

	4
	Slightly dissatisfied
	Most aspects just unsatisfactory.

	2
	Very dissatisfied
	Most aspects unsatisfactory, but one or two were just satisfactory.

	0
	Totally dissatisfied
	All aspects unsatisfactory.




3.
Measurement and Management


The measurement of performance is not the end of the process, merely the start. Throughout the delivery of long-term contracts, 


integrated teams should be looking to improve performance as their experience and capabilities develop. The use of this Toolkit 
will allow performance to be measured and help to ensure that the benefits of longer-term relationships are realised.



The methodology used to integrate performance measurement and management is by the use of a ‘corrective action report’ – any 

element of performance that requires improvement, including those identified by the use of this toolkit, is deemed to be a Non-


conformity and these are recorded. For each Non-conformity there will be a corrective action report, prepared and managed by the 

Supplier but with input from the Project Sponsor, showing how and when the Non-conformity is going to be removed and 



reoccurrence prevented. The Supplier’s Quality Plan may be adjusted if required to include such preventative action.


4.
Selection


Performance data will also be used to inform the process of selecting Suppliers and to help to deliver improved performance of 


Suppliers. The selection process will use performance data to identify the better performing Suppliers. Those Suppliers who 


demonstrate the best performance along with strong and improving capabilities will be the most likely to be selected to supply goods 

and services to the 
Highways Agency.

5.
Poor Performance



If a situation arises whereby a Supplier’s performance is falling below acceptable standards, there may be an immediate need to 


consider restricting their future tendering opportunities. If a Supplier’s performance in relation to service provision, behaviours, 


or attitudes, cannot 
be resolved by the usual procedures, then it will be reported to the Supply Chain Management Team who will 

take action as laid down in the Poor Performance Penalty Procedure (this can be found on the HA website).


6.
The Performance Measurement Process
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Notes for compilers:


The Performance Indicators apply to all technology contract types, however, different example Aspects have been provided for each of the 
different areas to aid in interpreting how the Indicator will apply. The example Aspects have been coloured coded using the key below. 


A small number of indicators will only apply to specific contract types these are placed towards the end of each Area of Measure. If there is 
no coloured example for a particular contract type then it is not anticipated that this indicator will be used for that contract. Where the 
Aspects are shown with a white background then the indicator and example Aspects are generic and will apply to all contracts.
	All contracts
	Indicator applies to all contracts, example Aspects shown but final Aspects to be contract specific and agreed between Project Sponsor, Procurement Officer and Supplier

	Technology Consultancy contracts
	Indicator applies to consultancy type contracts, example Aspects shown but final aspects to be contract specific and agreed between Project Sponsor, Procurement Officer and Supplier

	Service delivery (maintenance) contracts
	Indicator applies to service delivery type contracts, example Aspects shown but final Aspects to be contract specific and agreed between Project Sponsor, Procurement Officer and Supplier

	Purchasing equipment
	Indicator applies to equipment purchase type contracts, example Aspects shown but final Aspects to be contract specific and agreed between Project Sponsor, Procurement Officer and Supplier



1. Product

	1.1 Understanding of Objectives and Outcome requirements

	Aspect
	Reference
	Evidence
	Target

	Identification of key task objectives
	
	
	

	Selection & provision of resources
	
	
	

	Identification of key task objectives; project plan sufficiently detailed
	
	
	

	Selection & provision of resources
	
	
	

	Audits completed and non-conformance issues rectified
	
	
	

	Product meets contract requirements
	
	
	

	Product delivered on time
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	1.2 Fitness for purpose

	Aspect
	Reference
	Evidence
	Target

	Meet task objectives
	
	
	

	Project & programme management techniques applied
	
	
	

	Employers standards are identified & complied to as required in the contract
	
	
	

	Ensure obsolescence issues are highlighted and effectively managed
	
	
	

	Capability & Maintainability - ensure software & hardware work efficiently & effectively
	
	
	

	Compatibility – systems compatible with other technology within RCC
	
	
	

	CAT spares available & accessible
	
	
	

	Employers standards are identified & complied to as required in the contract
	
	
	

	Integration with other systems or equipment (Code of Connection)
	
	
	

	Work carried out in such a way as to minimise environmental impact
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	1.3 Management of change

	Aspect
	Reference
	Evidence
	Target

	Forward planning process in place
	
	
	

	Early warnings given
	
	
	

	Implementation of software changes completed using best practise and to agreed programme
	
	
	

	FATs & SATs completed successfully & on time
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	1.4 Accuracy of reports, records & databases

	

	Aspect
	Reference
	Evidence
	Target

	Documentation & databases updated & maintained in a timely manner
	
	
	

	Documentation is usable & complete
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	1.5 Maintenance (routine & preventative)

	Aspect
	Reference
	Evidence
	Target

	Effective inspection management programme in place
	
	
	

	Service maintained in a condition which meets requirements of Contract
	
	
	

	Emergency works completed successfully and with minimum disruption
	
	
	

	Unexpected repairs carried out in a timely manner
	
	
	

	On-going maintenance plan completed & followed
	
	
	

	Effective inspection programme in place
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	1.6 Delivery to agreed programme

	Aspect
	Reference
	Evidence
	Target

	Acceptance test achieved
	
	
	

	Equipment or system delivered in a timely manner
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	1.7 Incident response time

	Aspect
	Reference
	Evidence
	Target

	Effective response provided to customer incidents including faults or defects
	
	
	


	Timely response provided to clear incident
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	



2.
Service

	2.1 Relationship management

	Aspect
	Reference
	Evidence
	Target

	Adequate information given & forewarned of any issues
	
	
	

	Issues resolved quickly & with due courtesy & consideration
	
	
	

	Satisfaction of stakeholders
	
	
	

	Supply chain management
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	2.2 Organisation  management

	Aspect
	Reference
	Evidence
	Target

	Staff competency
	
	
	

	Succession planning & knowledge transfer
	
	
	

	Clarity of roles & responsibility
	
	
	

	Flexibility & responsiveness of organisation
	
	
	

	Health, welfare & development of staff
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	2.3 Value added & continuous improvement

	Aspect
	Reference
	Evidence
	Target

	Suggest & implement innovations
	
	
	

	Continual improvement opportunities managed in accordance with contract
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	2.4 Information management

	Aspect
	Reference
	Evidence
	Target

	Comply with Information Management Guidance & HA security checks
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	2.5 Communication

	Aspect
	Reference
	Evidence
	Target

	Forum established & used for effective communications between integrated team members
	
	
	

	Timely & accurate response to CSR
	
	
	

	Compliance with HA’s Communication Strategy
	
	
	

	Attend IST Forum to ensure effective communications between integrated team members and with users
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	2.6 Availability of system/equipment

	Aspect
	Reference
	Evidence
	Target

	System performance: hours of availability meet or exceed those required in the Contract
	
	
	

	Reduce restarts including unplanned
	
	
	

	Reduce number of repeat faults
	
	
	

	Reduce new product failure rates
	
	
	

	Meet or exceed contract requirements regarding Mean Time Between Failures
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	


	2.7 System Performance

	Aspect
	Reference
	Evidence
	Target

	Current status of HATMS logging
	
	
	

	Minimum delay to transfer data using Datex II 
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	



3.
Right 1st Time

	3.1 Prevent excessive rework & defects

	Aspect
	Reference
	Evidence
	Target

	Number of defects kept to a minimum
	
	
	

	All employees are aware of & complying with contractors processes & procedures
	
	
	

	Process & procedures adjusted to address inadequate performance
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	



4.
Cost

	4.1 Deliver accurate cost forecasts & estimates

	Aspect
	Reference
	Evidence
	Target

	Achieve close correlation between forecast & actual cost
	
	
	

	High quality reports prepared explaining any variance & detailing corrective actions
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	



5.
Time

	5.1 Deliver accurate time forecasts & estimates

	Aspect
	Reference
	Evidence
	Target

	Achieve close correlation between forecast & actual duration
	
	
	

	High quality reports prepared explaining any variance & detailing corrective actions
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	



6.
Safety

	6.1 Safe methods of working

	Aspect
	Reference
	Evidence
	Target

	Management of safety in strict compliance with H&S rules & regulations
	
	
	

	Responsibility for safety risks clearly allocated to named individual who owns & manages the risk and develops & drives the mitigation plans
	
	
	

	Safe methods of working: Adequacy of on and off site working procedures
	
	
	

	Safe methods of working: Risk Assessments completed
	
	
	

	Aspects from the Suppliers Quality Statement
	
	
	



7.
Client Performance


360 degree Supplier Feedback Report is included within the reporting pro-forma.
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The Supplier implements corrective actions








Procurement Officer forwards copy of performance scores to PMP





The Supplier produces/updates a corrective action report.








Project Sponsor returns performance scores to Procurement officer for recording.








Review contract performance against Indicators in monthly progress meetings.








Agree frequency of reporting.





Establish performance requirements and confirm Aspects and supporting evidence requirements at contract start up.
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