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The Highways Agency Strategic Plan sets out our vision to be “The world’s leading road operator”. To deliver this vision we have identified five goals, one of which is to “set the standard for delivery”. This means having the right people, processes and systems in place to secure value for money through effective procurement and contract management. 





In support of this, our Procurement Strategy makes clear that performance measurement is vital to achieving best value. Therefore we will measure supply chain performance using our Motivating Success Toolkit to enable us to deliver continuous improvement and to create a direct link between supplier performance and their selection for future work.





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.





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.





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 and management of performance.  





The Toolkit is intended to be for use by those involved in delivering the Agency’s contracts and provides a consistent method of performance measurement. Performance can then be analysed in a variety of ways and action taken to drive continual improvement.





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





The Toolkit needs to be subject to regular review to ensure that it reflects the current and future requirements of the Agency.
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2 Areas of Performance  		 2.1 Measurement			 















































2.1.1 Product





2.1.2 Service





2.1.3 Right First Time





2.1.4 Cost





2.1.5 Time





2.1.6 Safety





2.1.7 Client Performance





To allow Teams to consistently measure and manage the performance of their projects, 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 Performance Indicators, which are a balance of inputs and outputs and involve all key members of the Team.








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





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





This area will measure the impact of re-working.





This area will measure aspects of cost control.





This area will measure aspects of time control.





This area will measure aspects of safety.





The performance of the Agency in fulfilling its Client role under the contract will be measured using the 360 degree Supplier feedback report.
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The measurement of performance is not the end of the process, merely the start. Throughout the delivery 


of long-term contracts, 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 managed and help to ensure that the benefits of longer term relationships are realised. 





Where a Service Supplier is selected to advise the Highways Agency as part of another contract, the Service Supplier will be measured as part of the Client Organisation under the Toolkit for Performance Measurement for that contract (e.g. Major Projects).








Performance data will also be used to inform the process of selecting Suppliers and to help to deliver improved performance of Suppliers.  The level of performance achieved by a Service Supplier will be a key factor considered by the Framework Board when determining whether further work under the contract should be commissioned. 








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 


this should 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 Procurement WWW website). 


	











To 











3 Measurement and Management





























4 Selection

















5 Poor Performance 
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The Integrated Team should agree the Performance Requirements and identify Performance Indicators








6 The Performance Measurement Process





 





Agree frequency of reporting.  This period should either be at the end of Task Order, at Key Milestones or monthly as appropriate.





The Integrated Team work together to develop an improvement plan.





Scores returned to Supply Chain Representative for recording.





Review performance against PIs in progress meetings.





The Client and / or the Supplier, and /or the Integrated Team, implements development actions.
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Procurement process





Select Suppliers with best performance records and capability, for future work.





Disseminate Best Practice





Set new, challenging (SMART) targets





Measure current performance





Benchmark performance





Capture Best Practice and Lessons Learnt





Incorporate Toolkit into the 


Contract Documentation 





Provide training and roll-out
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The Improvement Cycle – Performance Management is a continuous process














	











To 






























































Performance measurement and management must be a continuous process throughout the life of the contract. In the longer term, the Highways Agency will select its Suppliers based on performance. 





In Project





7 Principles of Performance Management
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If you have any query or comment regarding the use or development of this Toolkit please contact the Highways Agency Performance Measurement Policy Team.





Email: � HYPERLINK "mailto:HA_PM_Team@highways.gsi.gov.uk" ��HA_PM_Team@highways.gsi.gov.uk�











	











To 














8 Contact the Performance Measurement Policy Team
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1. Product





Objective:





To determine the overall level of client satisfaction with the completed product.








The headline Area of Measure has been broken down into seven PIs, to reflect the Highways Agency’s expectations from Suppliers.





Measure:





How satisfied the Project Leader is with the finished product using a 0 to 10 scale.





Scoring:





The Performance Indicators should have an equal weighting, totalled together and averaged to give an overall score for Product. 
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Score�
Satisfaction�
Consultant demonstrates the effectiveness of their strategy for delivering a contribution to efficiency savings 


Consultant successfully identifies and manages the risks associated with delivery of the full programme of audits


Documented, accurate and comprehensive Audit Protocols and plans provided for each audit


Audit Reports in a standardised format with substantiated risks, non-conformities and QMPs correctly allocated


Protocol tasks fully and comprehensively addressed with accurate performance data provided to the Employer in agreed format


Consultant demonstrates an understanding of the root causes of poor auditee performance and influences corrective action


Consultant demonstrates how training and development are provided and improved�
�
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.�
�



To 
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To


Score�
Satisfaction�
2.3  Audits undertaken using relevant Audit Matrices and Protocols�
�
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.�
�
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To


Score�
Satisfaction�
2.4  Good communication with auditees, Audit Manager and Framework Team�
�
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. Right First Time





Objective:





To determine the overall level of satisfaction with the service of the Supplier.








The headline Area of Measure has been broken down into seven PIs, to reflect the Highways Agency’s expectations from Suppliers.








Measure:





How satisfied the Project Leader was with the service using a 0 to 10 scale.





Scoring:





The Performance Indicators should have an equal weighting, totalled together and averaged to give an overall score for Service.





 








Score�
Satisfaction�
3.1 Comprehensive Audit Protocols, Plans and Matrices developed and followed for all audits


3.2 All issues defined in Terms of Reference are addressed including audit-specific issues raised at Issues Meetings


3.3 All issues arising during the audit clearly communicated to those involved prior to the Exit Meeting (i.e. ‘No Surprises’)


3.4 Final Audit Reports and performance data are accurate when initially submitted


3.5 Audit findings are not subject to successful challenge


3.6 Non-conformities or flawed performance (by the Consultant) are identified and reported and measures are taken to avoid future re-occurrence


3.7 Robust data collection, handling and formatting processes are in place


�
�
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.�
�
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4. Cost





Objective:





To measure aspects of cost control.








The headline Area of Measure has been broken down into four PIs, to reflect what the Highways Agency expects from Suppliers.





Measure:





How satisfied the Project Leader was with the service using a 0 to 10 scale.





Scoring:





The Performance Indicators should have an equal weighting, totalled together and averaged to give an overall score for Cost.














 








Score�
Satisfaction�
4.1 Consultant remains within budget for any specifically costed deliverables and for the overall Work Package


4.2 Forecast expenditure profiles are reliably estimated for all work covered by Work Package


4.3 Invoices provided are accurate,  timely and supported by the required evidence


4.4 Consultant demonstrates improved cost efficiency - Continual Improvement


�
�
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�
Highly dissatisfied�
Most aspects unsatisfactory, but one or two were just satisfactory.�
�
0�
Totally dissatisfied�
All aspects unsatisfactory.�
�
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Score�
Satisfaction�
5.1 Work specified within Work Package completed on time and Audit Reports completed to agreed timings


5.2 All planned meetings and interviews are conducted within the time available


5.3 Data and information required to develop the Audit Plans is identified and obtained up-front to maximise the available time on site


5.4 Consultant minimises impact of auditing process on auditees within the constraints of a robust audit


5.5 Consultant demonstrates improved cycle times - Continual Improvement


5.6 Consultant provides rapid responses to all reasonable requests made by the Highways Agency


�
�
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.�
�
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5. Time





Objective:





To measure aspects of time control.





The headline Area of Measure has been broken down into six PIs, to reflect what the Highways Agency expects from Suppliers.





Measure:





How satisfied the Project Leader was with the service using a 0 to 10 scale.





Scoring:





The Performance Indicators should have an equal weighting, totalled together and averaged to give an overall score for Time.
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6. Safety





Objective:





To measure aspects of Safety.





The headline Area of Measure has been broken down into five PIs, to reflect what the Highways Agency expects from Suppliers.





Measure:





How satisfied the Project Leader was with Safety aspects using a 0 to 10 scale.





Scoring:





The Performance Indicators should have an equal weighting, totalled together and averaged to give an overall score for Time.
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Score�
Satisfaction�
6.1 Consultant adhered to all H&S Requirements of the Framework and Quality Plan


6.2 Consultant notified Employer of any special health and safety hazards which may affect the delivery of the service and ensured safety measures are put in place


6.3 Any accidents which are required to be reported under relevant H&S legislation were promptly reported to the Employer


6.4 Consultant ensures safety of staff during site visits (relevant training, briefings etc. provided)


6.5 Consultant complies with the Employer’s rules, regulations, health and safety policies and any other safety and security instructions notified to them


�
�
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 �
More aspects just unsatisfactory.�
�
2�
Very dissatisfied�
Most aspects unsatisfactory, but one or two were just satisfactory.�
�
0�
Totally dissatisfied�
All aspects unsatisfactory.�
�






To 
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2. Service





     


Objective:





To determine the overall level of satisfaction with the service of the Supplier.








The headline Area of Measure has been broken down into seven PIs, to reflect the Highways Agency’s expectations from Suppliers.








Measure:





How satisfied the Project Leader was with the service using a 0 to 10 scale.





Scoring:





The Performance Indicators should have an equal weighting, totalled together and averaged to give an overall score for Service.





 





To


Score�
Satisfaction�
2.1 Audits have covered all the strategic issues identified in the relevant Audit Matrices


2.2 Appropriate key issues and opportunities identified during audit planning stage and addressed through the audit


2.3 Audits undertaken using relevant Audit Matrices and Protocols


2.4 Good communication with auditees, Audit Manager and Framework Team


2.5 Audit teams possess appropriate level of experience and professional qualifications and possess a detailed understanding of the business areas being audited


2.6 Lead Auditor effectively discharged his role in monitoring accuracy and consistency of audit


2.7 Continuous improvement of the audit process and innovative techniques successfully promoted based on learning and feedback from audits


�
�
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.�
�
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