Electrical KPIs
	KPI Stream
	KPI
	Source of Data 
	Good
	Approaching target
	Requires improvement
	Inadequate

	KPI 14 
	Number of RIDDOR and non-RIDDOR incidents per 100,000 contractor hours worked. 
	

C
	TRENDS

	KPI 1 
	Customer Satisfaction – how satisfied on a scale of 1-10 was the customer with the work provided expressed as a % of the overall score out of 10 
(minimum of 10% of orders raised for the reported period) 
	

C
	>75%
	74% - 70% 
	69% - 61%
	<60%

	KPI 3A
	Number of orders completed within their Response Period 1 day emergencies (all jobs in that month) 

	

C
	100%

	99% - 98%
	97% - 96%
	<95%

	KPI 3B
	Number of orders completed within their Response Period 7 day (all jobs in that month) 
(with the exception of no access or tenant requested different time / date)
	

C
	>95%

	94% - 90%
	89% - 86%
	<85%

	KPI 3C
	Number of orders completed within their Response Period 28 days (all jobs in that month) 
(with the exception of no access or tenant requested different time / date)
	

C
	>95%

	94% - 90%
	89% - 86%
	<85%

	
	Electrical certificates completed and issued within 5 working days.
	
TT

	>100%

	99% - 98%
	97% - 96%
	95%

	KPI 8
	Number of appointments kept out of the total number of appointments made in that reporting period (1 month) 
	
C
	>90%
	89% - 85%
	84% - 81%
	<80%










	KPI 14
	This KPI tracks trends and is based on the following equation: (Number of incidents ÷ hours worked) × 100,000. The contractor is requested to report on this for the required month. 


	KPI 1
	The contractor is required to obtain customer satisfaction feedback of a minimum of 10% of all orders within the KPI reporting period. 
The feedback can be obtained by either, text, phone call, in person etc but must ask the following question. “On a scale to 1-10 how satisfied are you with the work completed, 1 being the lowest and 10 being the highest. 
The following prompts are suggested:
Satisfaction relates to the quality of the work, the trades person being polite and courteous, cleaning up after them and resolving the issue. 
The contractor will be required to report on the total number of contract holders contacted, the individual of score of each and then the %.
As an example: 
“If 10 people were contacted and they all scored 7 the % would be 70%”
“If 10 contacted and 5 contract holders scored 8 and 5 contact holders scored 7, the % would be 75%”

	KPI 3A
	The total number of orders which had a 1 day priority and the work was completed within the 1 day timescale. The tolerance is set at 100%. To be excluded from published reporting. (Tom)
We would require daily reports of non-access or contract holder requesting different time/date. 
We would also require a daily job sheet to be submitted before 9.30am confirming all the jobs were completed previously on time, needs to be documented if contract holder has requested a different time/day. 

	KPI 3B
	The total number of orders which had a 7 day priority and the work was completed within the 7 day timescale. The tolerance is set at 95%. Excluding no access or the contract holder has requested a different time/ day. 
We would require daily reports of non-access or contract holder requesting different time/date. 
We would also require a daily job sheet to be submitted before 9.30am confirming all the jobs were completed previously on time.

	KPI 3C
	The total number of orders which had a 28 day priority and the work was completed within the 28 day timescale. The tolerance is set at 95%. Excluding no access or the contract holder has requested a different time/ day. 
We would require daily reports of non-access or contract holder requesting different time/date. 
We would also require a daily job sheet to be submitted before 9.30am confirming all the jobs were completed previously on time.

	KPI
	The contractor is required to complete and issue electrical certificates to Tai Tarian within 5 working days. Electrical certificates completed and issued within 5 working days. 

	KPI 8
	The contractor makes contact with the contract holder and schedules an appointment, and that appointment is kept and not changed by the contractor. The tolerance is set at 90% to account for unforeseen events staff sickness.



