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Supplier Review Meetings
Regular performance review meetings will take place at the Framework Authority’s premises, or such other location as determined by the Framework Authority and may take place remotely, throughout the Framework Term ("Supplier Review Meetings") at such times and frequencies as the Framework Authority determines from time to time (which are anticipated to be once every month or less).  The Parties shall be flexible about the timings of these meetings. 
[bookmark: _Ref28946063]The Supplier Review Meetings will review the Supplier’s performance under the Framework Agreement and, where applicable, the Supplier’s adherence to the Framework Implementation Plan. The agenda for each Supplier Review Meeting shall be set by the Framework Authority and sent to the Supplier in advance. 
The Supplier Review Meetings shall be attended, as a minimum, by the Framework Authority Representative(s) and the Supplier Representative and the Supplier shall use reasonable endeavours to ensure that relevant members of the Supplier Personnel attend according to the items listed on the agenda issued under Paragraph 1.2.
How the Supplier’s Performance will be measured
The Supplier’s performance will be measured by the following Performance Indicators (“PI”):
	Performance Indicator (PI)
	PI Target 
	Measured by

	1. FRAMEWORK MANAGEMENT

	1.1	MI Reports: All MI Reports to be submitted to the Framework Authority by the 5th Working Day of each month
	100%
	Confirmation of receipt and time of receipt by the Framework Authority (as evidenced within the Framework Authority’s data warehouse (MISO) system)

	1.2	All undisputed invoices to be paid within 30 days of issue
	100%
	Confirmation of receipt and time of receipt by the Framework Authority (as evidenced within the Framework Authority’s CODA system)

	1.3	Actions identified in any audit report produced in relation to the Framework Agreement including under Schedule 5.3 (Reports and Audit Rights) (“Audit Report”) to be delivered by the dates set out in the Audit Report
	100%
	Confirmation by the Framework Authority of completion of the actions by the dates identified in the Audit Report

	2. CUSTOMER SATISFACTION

	2.1	Services to be provided under Call-Off Agreements to the satisfaction of Customers
	90%
	Confirmation by the Framework Authority of the Supplier’s performance against customer satisfaction surveys.



The Supplier shall comply with the PIs and establish processes to monitor its performance against them and the Supplier’s achievement of PIs shall be reviewed during the Supplier Review Meetings. 
The Framework Authority reserves the right to adjust, introduce new, or remove PIs throughout the Framework Term, however any significant changes to PIs shall be agreed between the Framework Authority and the Supplier in accordance with Clause 13 (Change Control).
The Framework Authority reserves the right to use and publish the performance of the Supplier against the PIs without restriction.
What the Supplier must do to measure its performance
[bookmark: _Ref366072792]The Supplier shall cooperate in good faith with the Framework Authority to develop efficiency tracking performance measures for the Framework Agreement. This shall include (but other tracking measures may be developed during the Framework Term) developing additional PIs to ensure that the Framework Agreement supports the emerging target operating model across central government (particularly in line with centralised sourcing and category management, procurement delivery centres and payment processing systems and shared service centres).
The metrics that are to be implemented to measure efficiency shall be developed and agreed between the Framework Authority and the Supplier. Such metrics shall be incorporated into the list of PIs set out in this Schedule.
The ongoing progress and development of the efficiency tracking performance measures shall be reported through framework management activities as outlined in this Schedule.
Agreeing the performance scores for PIs
In the event that the Framework Authority and the Supplier are unable to agree the performance score for any PI during a Supplier Review Meeting, the disputed score shall be recorded and the matter shall be referred to the Framework Authority Representative and the Supplier Representative in order to determine the best course of action to resolve the matter (which may involve organising an ad-hoc meeting to discuss the performance issue specifically).
In cases where the Framework Authority Representative and the Supplier Representative fail to reach a solution within a reasonable period of time, the matter shall be referred for resolution in accordance with Clause 44 (Disputes).
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