[image: image2.png]§D)UnitingCare 4

Victoria and Tasmania






BPG – BEST PRACTICE GUIDELINE
	BPG-4 
	Date of Implementation

	SERVICE PROVIDER PERFORMANCE MANAGEMENT
	

	
	Date Reviewed

	
	

	APPLICATION
	Date Due for Review

	
	


1  ABOUT THIS GUIDELINE

A Service Provider reporting system is an important tool for providing feedback to service providers on their performance on contract and to facilitate continuous improvement.

To monitor the performance of service providers, agencies need to acquire, maintain and exchange information about the performance of service providers on contract.  To be effective, up to date information must be available.  This can be achieved if each agency records, objectively, the performance of each of its service providers.

Service providers wishing to do business with agencies need to be aware of the requirements on:

· Performance reporting.

· Assessment of service provider performance on previous contracts and contracts with other organisations.

· The use of service provider performance reporting when evaluating service providers for registration, pre-qualification, selective tender listing, expressions of interest or awarding a contract;  and

· Exchange of information on service provider performance.

STRUCTURE OF THESE GUIDELINES

This guideline will assist both service providers and agencies continuously to improve performance and outcomes within enterprises and on contracts.  Although this guideline refers specifically to contracts, these processes can also be applied to the management of standing offer arrangements or period contracts.

2  PERFORMANCE REPORTING

OBJECTIVE

The objective of performance reporting is to obtain a measure of the service provider’s performance under the contract.  Performance assessments during the course of a contract help both the agency and the service provider to reach a common understanding of the expectations of both parties, identify areas of superior performance and any areas that need improvement.  Performance reports assist in the assessment of service providers for pre-qualification, selective tender lists, pre-registration, tender response evaluation and in the event of termination for unsatisfactory performance under a contract.

APPLICATION

Performance reporting on service providers is desirable for all goods and services contracts.  As the size and scope of procurement undertaken by agencies varies greatly, each agency will need to determine what level of reporting is appropriate for each form of procurement or contract entered into.  The degree of reporting will vary significantly between the contracts arranged for goods and services.

A Service Provider performance report (performance report) is a tool for measuring performance.  The performance report format described in this guideline is used to assess performance against established criteria.  Agencies should develop criteria suitable to their specific needs or establish standardised reporting across different categories of procurement.  These reports are an important tool for agencies to minimise the risks associated with poorly performing service providers.

FREQUENCY

The reporting periods should be determined prior to awarding a contract.  Reporting frequency should be guided by the pre-tender risk assessment and the type of contract being established.  For example, a stationery contract may not require the same level of reporting as a catering contract.  The reporting schedule should be discussed with the service provider at the initial (post contract award) meeting.

Ideally, a performance report should be prepared:

· Midway through the contract.

· Immediately after completion of the contract.

· Every 6 months from the date of acceptance for contracts with a contract period exceeding 7 months.

· If a contract is terminated prematurely;  and

· If a complaint has been lodged.

Agencies should use the above list as a guide when considering the frequency with which they assess performance.  Additional reports should also be obtained when there is a continuing period of unsatisfactory performance on a contract.

PREPARATION OF PERFORMANCE REPORTS

Responsibility for the completion of performance reports (outlined in next section and supported by Attachment 1) should be assigned to the person responsible for the management of the contract.  The Reporting Officer must be in a position to make factual assessments against evaluation criteria on the service provider’s performance, and have frequent and direct liaison with the service provider.

The appraisal should be reviewed by a person experienced in contract management.  This person will be referred to as the Reviewing Officer.  The Reviewing Officer’s task is to ensure that the report is objective and accurate so that it can be relied upon by agencies making decisions about selection, pre-registration or termination.

SERVICE PROVIDER’S REPONSE

It is important that service providers be given feedback on their assessment.

Each performance report should be discussed with the service provider who must be given the opportunity to comment on the assessment.

The Reporting and/or the Reviewing Officer should address any issues raised by the service provider and respond in writing.  The service provider’s comments and the written response by the Reporting and/or Reviewing Officer form part of the performance report.

RECOMMENDATION FOR FURTHER WORK

An important reason for assessing the performance of service providers is to determine whether the service provider is suitable for further work of a similar type for the agency.  The final performance report on each contract will be the main source for evaluation of the performance of a service provider and therefore should therefore include a recommendation on whether a service provider is suitable or unsuitable for further work.

ACCESS TO PERFORMANCE REPORTS

Performance reports should be treated as confidential documents and should be held securely by procurement staff.  Within and between agencies, information on a service provider’s performance report may be released on a need to know basis to persons with authority.

It is essential that performance reports are recorded and stored in a way that facilitates efficient handling and easy retrieval and provides confidence that the information is complete.

3 PREPARATION OF A SERVICE PROVIDER PERFORMANCE REPORT

This section will assist agencies in the preparation of service provider performance reports and should be read in conjunction with Attachment 1 – Service Provider Performance Report.

BASIC CONTRACT INFORMATION

Each service provider performance report should contain the following:

1 Contract details as at the date of acceptance of the tender response:

· Name of the agency.

· Name of the service provider, including full particulars of the business registration and Australian Company Number (ACN) or Australian Business Number (ABN).

· Contract description and contract number.

· Contract value.

· Date of acceptance of the tender response;  and

· Contract period or date for completion.

2 Details of progress reports (if any).

3 Details of variations (for example, costs, extensions of time) (if any):

· Total extensions of time approved.

· Extended date for completion.

· Contract value at report date.

IDENTIFICATION OF REPORTS

The performance report should clearly show the reason for, or circumstances of, the report.  For example, progress report after ‘X’ months, final report, or report due to unsatisfactory performance.

The dates on which various part of the report are prepared should be clearly shown.  This helps people using the report at a future date to make their own assessment of the relevance of the information to their decision making.

CONTEXT OF THE PERFORMANCE ASSESSMENT

A service provider’s performance must be assessed in the context of the contract as a whole, including the respective roles and obligations of the Principal and service provider under the contract.

Both the Reporting Officer and Procurement Officer should consider whether satisfactory progress, or the completion of a contract, has been affected by any matters which are:

· Outside the service provider’s control;  and

· The result of action by the Principal.

That is, evaluation against performance criteria must measure the service provider’s performance, after taking into account matters beyond the service provider’s control.

STANDARD PERFORMANCE CRITERIA AND EVALUATION

The standard criteria are based on the service provider’s obligations under the agency’s Procurement Policies:

· Quality of good/service delivered.

· Time management.

· Management and suitability of personnel.

· Management of subcontractors, consultants and other service providers.

· Contract administration and management.

· Environmental management.

· Management of employees and industrial relations.

· Industry and workforce management;  and

· Occupational health, safety and rehabilitation management.

Other performance criteria may be used to meet an agency’s specific requirements or any specific performance requirements in the contract.  The types of criteria applied will vary with different contract types and agencies may have developed core criteria which are incorporated in all assessments.

The issues that should be considered when assessing a service provider’s performance on each of these standard criteria are set out in the following sections.

Quality of good/service delivered

The quality of the good or service procured will generally be measured against the requirements of the specification.  In addition, the following should be considered:

· Conformance with specified performance criteria.

· Availability of replacements.

Time Management

In assessing the service provider’s time management performance the following should be considered:

· Progressive monitoring of work and appropriate resource allocation to critical activities.

· Updating of schedules to account for unforeseen delays.

· Ability to meet contract milestones.

· Industrial conditions affecting the work.

· Occupational health and safety issues affecting the work;  and

· Environmental management issues affecting the work.

Management and suitability of personnel

The service provider’s ability to manage its personnel to ensure cooperative and effective performance including:

· Adequacy of the number of personnel engaged by the service provider in terms of efficient delivery of the required goods or services.

· Suitability of staff, including management, administrative, industry skills and overall experience related to the tasks undertaken.

Management of subcontractors, consultants and other service providers

The service provider’s ability to coordinate and manage the supply chain, consisting of subcontractors, consultants and other providers to ensure effective performance including:

· Timely delivery of consultant or subcontract services.

· Full compliance with legal and contractual obligations.

· Equitable terms of payment are observed for all parties in the payment chain;  and

· Payments to all subcontractors, consultants and other service providers are made in accordance with contract conditions.

Contract administration and management

The service provider’s ability to administer the contract including:

· Timely requests for information or provision of information.

· Identification and allocation of risk;  and

· Compliance with the agency Procurement Policy.

Environmental Management

Assessment items include:

· Compliance with environmental obligations.

· Compliance with ecologically sustainable development requirements.

· Compliance with the contract’s Environmental Management Plan (if applicable);  and

· Implementation of the service provider’s environmental management system, where required.

Industry and Workforce Management

Assessment items include:

· Achievement of local industry participation measures and SME outcomes, where required.

· Implementation of workforce diversity strategies which may include services provided to ethnic communities, opportunities for women, Aboriginal and Torres Strait Islander people, where required.

· Development and implementation of training or skills development plans, where required;  and

· Results of reviews on training or skills formation initiatives, as required.

Occupational Health, Safety and Rehabilitation (OHS&R) Management

Assessment items include:

· Compliance with occupational health, safety and rehabilitation obligations.

· Compliance with occupational health, safety and rehabilitation issues specifically nominated in the contract and/or the service provider’s OHS&R Management Systems (if applicable), and

· Fulfilling the service provider’s obligations for subcontractor OHS&R management.

Other Categories

Other performance criteria may be included to meet specific performance requirements in the contract.

ASSESSMENT OF SERVICE PROVIDER’S PERFORMANCE

The service provider’s performance should be assessed against the performance criteria and graded in accordance with the following definitions:

	Superior
	Standard well above and exceeds the required level of performance

	Good
	Standard often exceeds the required level of performance

	Satisfactory
	Mostly meets required level of performance but has some weaknesses

	Unsatisfactory
	Well below the required standard – does not meet the level of performance required by the contract


Section 4 deals with unsatisfactory performance reports in more detail.

Overall Performance

Assessment of overall performance should reflect the service provider’s performance against the criteria determined at the commencement of the contract.

A numerical assessment of overall performance can be made using the rating system detailed in Attachment 2.

Review and Recommendations

The Reporting Officer and Procurement Officer should make every effort to ensure that comments are objective, accurate, can be substantiated and supported by facts.

The Reporting Officer is responsible for making a recommendation on the service provider’s suitability for further work of the same nature for the same agency.

The Reviewing Officer is to ensure that the report is objective and accurate so that it can be used reliably for making decisions concerning pre-qualification, selective tender lists or selection of a tenderer.

Overall Comment

In completing reports, it is important to report on superior and good performance as well as unsatisfactory performance.  As reports will be used in the tender assessment for future tenders, service providers with proven good or superior performance should be recognised above those with satisfactory performance.  Superior performance service providers will be rewarded with more opportunities to do business with the agency.

Assessment comments should be kept to the facts relating to the contract at hand.  Where it is considered necessary to give an opinion, the opinion should be:

· A first hand opinion.

· Recorded and signed by the Reporting Officer;  and

· About the service provider, not individuals.

In particular, comments should commence with ‘In my opinion’.  For example, ‘In my opinion the service provider did not provide a suitably experienced contract manager’ or ‘In my opinion, the management of the contract was not satisfactory’.

4 UNSATISFACTORY PERFORMANCE REPORTING

AN UNSATISFACTORY SERVICE PROVIDER PERFORMANCE REPORT

A service provider’s performance may be rated as unsatisfactory in one or more of the assessment criteria or in the overall assessment.

In most cases, an unsatisfactory overall rating will lead to a recommendation that the service provider is unsuitable for further work of a similar nature for the agency preparing the performance report.

REVIEW OF PERFORMANCE RATINGS OF ‘UNSATISFACTORY’

Overall assessment satisfactory (but rated unsatisfactory in one or more assessment criteria)

The service provider should be made aware if its performance is rated as unsatisfactory in any assessment criterion and be given an opportunity to comment on the report in accordance with the following procedure:

1 The service provider should be advised in writing of the assessment and requested to respond in writing within a reasonable time, for example, 10 working days.

2 The Reviewing Officer considers the service provider’s response and the service provider is advised if the unsatisfactory rating(s) is to be retained.

The above procedure is to be used where the overall assessment is satisfactory, but one or more of the assessment criteria is rated as unsatisfactory, and the service provider is assessed suitable for further work.

Overall assessment unsatisfactory

Where the overall assessment is unsatisfactory or the service provider is not recommended for further work of a similar nature for the reporting agency, the following procedure applies:

1 A meeting between the service provider, the Reporting Officer and/or Procurement Officer should be convened.

2 The reason(s) for the assessment(s) contained in the performance report is to be discussed and the discussions minuted.

3 The service provider should be given the opportunity to respond in writing within a reasonable time, for example, 10 working days of the meeting.

4 Upon review of the service provider’s response, the performance report may be adjusted at the discretion of the Reviewing Officer.

ATTACHMENT 1

SERVICE PROVIDER PERFORMANCE REPORT

Reporting Agency

General Information

Service Provider’s Name ___________________________________________________

ACN/ABN _______________________
Contract No. _________________________

Contract Description ______________________________________________________

Contract Period ______________________  Due Date for Completion _______________

Date of Acceptance of tender response ________________ Contract Sum ____________

Service Provider’s Performance

	(() tick appropriate box
	unsatisfactory
	satisfactory
	good
	superior

	quality of good/service delivered
	(
	(
	(
	(

	time management
	(
	(
	(
	(

	management & suitability of personnel
	(
	(
	(
	(

	management of subcontractors, consultants and other service providers
	(
	(
	(
	(

	contract administration and management
	(
	(
	(
	(

	environmental management
	(
	(
	(
	(

	management of employee and industrial relations
	(
	(
	(
	(

	industry and workforce management
	(
	(
	(
	(

	occupational health safety and rehabilitation management
	(
	(
	(
	(

	other
	(
	(
	(
	(

	Overall Performance


Suitability for further work

( Not Suitable

( Suitable

Optional to (() during course of               If ‘Not Suitable’ is ticked

Contract.  Must (() as appropriate          detailed reasons must be given.

on completion of contract.

Overall Comments (attach separate sheets if necessary)

· In my opinion:  ___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

      
      Name (please print) ______________________Phone number___________

     
     Signature ______________________________ Date ___________________


· Procurement Officer

I concur/do not concur with the Reporting Officers’ assessment detailed in the report.

In my opinion:
___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

The report has been forwarded to the service provider   ( yes  (  no

Recommended for further work



( yes  (  no

(to be answered on completion of contract)

If the recommendation is no, the unsatisfactory 

aspects have been discussed with

Name of Service Providers’ Representative (please print) ___________________

Phone number _______________________  Date of discussion ____________

Minutes of meeting and




( yes  (  no
service providers’ response attached

Name (please print) ____________________ Phone number _______________

Signature ____________________________ Date _______________________

ATTACHMENT 2

SERVICE PROVIDER PERFORMANCE

RATING SYSTEM

Performance Criteria

Service provider performance ratings may be allocated points against the performance criteria (for example, time management, quality of service, etc.,) based on the rating scale below:

Superior

10 points

Good


7 points

Satisfactory

5 points

Unsatisfactory

0 points

Performance Rating Formula

The Reporting Officer determines the performance rating as a percentage using the formula:

A = service provider’s score x 100

        total maximum points

The service provider’s point score is the total of the points scored against the performance criteria.  The total maximum points applicable is the number of criteria graded against x 10.

The total maximum points may vary from report to report, depending on the number of performance criteria the service provider is graded against.

Service Provider’s Overall Performance

The assessment percentage (A) is then graded as follows:

Superior

over 85%

Good


over 63%

Satisfactory

over 50%

Unsatisfactory

under 50%

This method may be used when assessing a service provider’s performance on a single contract, several contracts, over a period of time, or on a particular type of contract.
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