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OFFICIAL — SENSITIVE

PART A: PERFORMANCE INDICATORS
PERFORMANCE INDICATORS

Annex 1 sets out the Key Performance Indicators (KPIs) which shall be used to
measure the performance of the Services by the Supplier.

The Supplier shall monitor its performance against each Performance Indicator and
shall send the Authority a report detailing the level of service actually achieved in
accordance with Part B.

Service Credits shall accrue for any KPI Failure (as set out in Annex 1) and shall be
calculated as detailed within paragraph 2 and 3.

SERVICE CREDITS

If the level of performance of the Supplier during a Service Period achieves the
Performance Level in respect of a Key Performance Indicator, no Service Credit shall
accrue to the Supplier in respect of that Key Performance Indicator.

If the level of performance of the Supplier during a Service Period is below the
Performance Level in respect of a Key Performance Indicator, a Service Credit shall
accrue to the Supplier in respect of that Key Performance Indicator as detailed within
paragraph 2.3 Performance Failure Category Credit Value.

The table below shows that the cost value listed against the Performance Failure
Category will be a percentage of the Anticipated Average Monthly Service Profit Margin
as set out in Table 5a of Annex 1 of Schedule 7.1 (Charging and Invoices).

Performance Failure Category Credit Value
Minor 0.25%
Serious 1%
Severe 5%
Critical £50,000

PERSISTENT KEY PERFORMANCE INDICATOR FAILURES

The Supplier shall endeavour to keep failures in the Services to a minimum. Where
persistent failures occur, both Parties will, in the first instance, actively seek to resolve
the failures quickly and amicably through changing behaviours and/or processes which
shall be managed by the Contract Management Team in accordance with
Schedule 8.1 (Governance).

In the unlikely event of Key Performance Indicator failures occurring on a regular basis
or if they are deemed to be a Critical Performance Failure or Material, then the
Authority shall have the right to apply for Persistent Failure as set out below in
paragraphs 3.3, and 3.3.1. The Authority shall act reasonably when invoking these
paragraphs.

Gatwick IRCs and PDA Contract - Schedule 2.2 — Performance Levels Final (Signed) Page 5 of 21

SER000226_0203



OFFICIAL — SENSITIVE

Performance Failure Category Se\r/\glzzc(:t;f)dit
Minor 0.25%
Serious 1%
Severe 507
Critical £50,000

5 Administrative costs

5.1 The Authority shall retain the right to claim reimbursement of any additional
administrative costs it incurs, up to a maximum of £10,000, in respect of each Key

Performance Indicator in a Service Period where:

(@) there is a Persistent Failure; and/or

(b) there is a Total Service Failure and/or;

(¢c) afailure results in a genuine loss to the Authority.
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