



CONTRACT AND SUPPLIER MANAGEMENT

Key Performance Indicators 

The performance of contract and framework agreements will be monitored against Key Performance Indicators (KPIs). The list provided below are indicative of the level of KPIs which would be appropriate when a High level of management is required. For a Low level of management it may be sufficient to measure performance using the core KPI headings e.g. quality, service, delivery and cost and for a Medium level of management, a combination of core with only a few specific indicators may be sufficient.

Quality

· Fit for purpose in terms of quality of product/service

· Returns – incorrect item, damaged, substandard quality, incorrect item ordered

· Corporate Social Responsibility – dependant on specification of requirements

· Continual Improvement/Innovation

Service

· Responsiveness

· Complaints

· Management Information

· Education/Training 

· Communication

Delivery

· Lead time/delivery time

· On time delivery against objectives

· Accuracy

Cost

· Pricing Stability

· Invoice Accuracy

· Cost Reduction Initiatives

The specific requirements for each core performance indicator should be amended to reflect the specific requirements of the commodity. The targets will either be stipulated within the ITT and Ts & Cs or agreed by all parties concerned during the implementation stage of the contract or framework agreement. It is intended that these indicators will be developed throughout the lifetime of the contract/framework agreement as demand evolves and will reviewed annually (as a minimum) in consultation with the Supplier and UIG.

[The following is an example from an Office supplies contract and should be amended to reflect the specific requirements of your commodity]

	Core KPI's
	Requirement
	Target

	Quality
	 
	 

	 
	Fit for purpose
	Provision of management information – MORE DETAIL REQUIRED

	 
	Returns
	Returns - 98%, Reasons for returns?

	 
	Corporate Social Responsibility
	 

	 
	Continual Improvement/Innovation
	Product Listing - 80% value & volume/Core Range Proposals/Reasons for Returns

	 
	 
	 

	Service
	 
	 

	 
	Responsiveness
	

	 
	Complaints
	

	 
	Management Information
	 

	 
	Education/Training
	 

	 
	 
	 

	Delivery
	 
	 

	 
	Lead time/delivery time
	Order Fulfilment, Delivery - 97%, Out of stock lines - 98%

	 
	On time delivery against objectives
	 

	 
	Accuracy
	

	 
	 
	 

	Cost
	
	 

	 
	Pricing Stability
	 

	 
	Invoice Accuracy
	Payment - 98% invoice query resolution

	 
	Cost Reduction Initiatives
	Product Listing - 80% value & volume/Core Range Proposals



