Annex 4



Extract from Community Meals Service Profile
Key Performance Indicators 

2b Hot Meals

The contractor will meet the following key performance indicators for the period of the contract.  The service performance to meet these targets will be reviewed on quarterly basis at the service review meetings.  

(i)
Meals will not be collected from preparation kitchens for delivery before 11.45am (unless otherwise agreed with the purchaser in exception circumstances). 

(ii)
Meals to be delivered to customers within 2 hours of collection from the preparation kitchen

(iii)
All meals will be delivered within the required temperature for hot and chilled foods.  The temperatures of the last meal to be delivered to be recorded.   

(iv)
Capacity to provide the service based on the anticipated service levels (as detailed at Appendix 5) subject to any fluctuations as detailed under Scope of Service.

(v)
Customer satisfaction with the service based on customer feedback and customer compliments and complaints.

(vi)
Ability to provide the service to the agreed service levels and budget.

As an incentive to meet the key performance indicators, the Authority will work with the Contractor to achieve the following incentives to the contractor.  If the key performance indicators are not met, these incentives will be withdrawn with 2 weeks notice. 

-
Work with the contractor to market the private community meals service provided by the contractor

-
Will sign post service users who do not meet our Fair Access to Care (critical and substantial) to the Contractor as our recommended provider of hot community meals services

-
Will support and promote an extended range of meals services (e.g. teas and breakfasts) which can be purchased privately from the Contractor

1b Frozen Meals

The contractor will meet the following key performance indicators for the period of the contract.  The service performance to meet these targets will be reviewed on quarterly basis at the service review meetings.  


The Contractor shall arrange provision of meals to customers on a regular, scheduled, fortnightly basis, 52 weeks per year.  Deliveries must be made during normal working hours (9.00 a.m. to 5.00 p.m.).


In all cases The Contractor shall ensure that at each delivery the customer has sufficient meals delivered to last until the working day following the next scheduled delivery date (i.e. allowing for weekends and Bank and Public Holidays). 

If any customer is left without sufficient meals, this is considered a fundamental failure to meet the Specification and Contract. 


Capacity to provide the service based on the anticipated service levels (as detailed at Appendix 5) subject to catering capacity. 


Customer satisfaction with the service based on customer feedback and customer compliments and complaints.


Ability to provide the service to the agreed service levels and budget.

As an incentive to meet the key performance indicators, the Authority will work with the Contractor to achieve the following incentives to the contractor.  If the key performance indicators are not met, these incentives will be withdrawn with 2 weeks notice. 

-
Work with the contractor to market the private community meals service provided by the contractor

-
Will sign post service users who do not meet our Fair Access to Care (critical and substantial) to the contractor as our recommended contractor for frozen community meals.

-
Will support and promote an extended range of meals services (e.g. premium meals) which can be purchased privately from the Contractor

1a/2a Individual Meals

The contractor will meet the following minimum performance targets:-
-
90% of orders placed by the community meals kitchens will be delivered to the agreed delivery point within 72 hours of the order placed

-
90% of the orders placed will be fulfilled correctly without substitution for an alternative product

-
Some of the community meals kitchens may not be open every day.  100% of deliveries will be made during the agreed opening hours and to the agreed delivery point or the kitchen placing the order

To enable the Authority and the community meals service provider to monitor these targets, the Contractor will provide to the Authority on a quarterly basis, preferably in an electronic format:-

o
A report detailing the order date, kitchen placing the order, product type, value, any substitutions and delivery date

