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Executive Summary 
 
The purpose of this report is to provide Committee with a mid-year Performance Report on 
the Housing and Corporate Maintenance and Investment Services Contract (the 
“Contract”) in line with reporting timescales previously acknowledged by Committee.    
 
This report provides identified key performance indicator measurements against the 
Contract as well as performance in relation to the Scottish Housing Regulator and 
measuring the charter outcomes. This should ensure elected members have sufficient 
information to assess how Contract performance supports the council in delivering against 
The Plan for North Lanarkshire, as well as producing a high level of service delivery, legal 
compliance and customer satisfaction. 
 

Recommendations 
It is recommended that the Housing Committee: 
 

(1) acknowledge the operational performance of Mears Limited, the appointed 
Contractor to deliver the requirements of the Contract, for both Housing and 
Corporate repairs, covering the period from 1 July 2025 to 31 December 2025; and 
 

(2) acknowledge key Contract achievements in the first 12 months of operation, 
including the successful mobilisation of the Contract, integration of many transition 
contracts and Social Value deliverables. 
 

The Plan for North Lanarkshire 

Priority  All priorities 

Ambition statement (24) Review and design services around people, communities, 
and shared resources 

Programme of Work Statutory / corporate / service requirement 



1.  Background 
 
1.1 Committee will recall previous reports on the progress of the procurement of this 

Contract.  On 2 May 2024 council provided the necessary approval to award the 
Contract to Mears Limited.  Following approval, the Contract was signed on 22 May 
2024 and a mobilisation phase commenced to ensure the Contract was ready to use 
for Contract commencement on 1 July 2024.  
 

1.2 A report presented to Committee on 27 August 2025 outlined future reporting 
requirements in relation to the Contract.  
 

1.3 To ensure committee receives sufficient updates on the Contract, an Annual Report will 
be presented to the Housing committee at cycle 3, providing an overview of the 
Contractors performance against SPIs, KPIs, Social Value targets, Contract spend, any 
applicable Service Credits and Strategic Maturity monitoring for each contractual year.   
 

 
2.  Report 
 
Transition Contracts 

 
2.1 From contract commencement to 31 December 2025 a total of 33 additional contracts 

have successfully transitioned to the Contract and services are now being provided by 
Mears Limited, including via its supply chain. 
 

2.2 All remaining in scope contracts are scheduled to transition at their expiry date to the 
Contract by June 2026.   
 

2.3 This process continues to be monitored by council officers working alongside existing 
service providers and Mears Limited to ensure essential service delivery continues. 

 
2.4 Key Social Value highlights delivered during the reporting period of the Contract 

include: 
 
• 36 Craft Trade apprenticeships; 
• 17 additional jobs created; 
• 365 hours volunteering for St Andrews Hospice/projects; 
• North Lanarkshire Deaf Hub: work ongoing; 
• St Aidans flexible learning space enhancing inclusive education; 
• Christmas Appeal; 
• NL Homeless supported; 
• Winter warmer pack supplied; 
• VCSE/Projects Donations: £11,720; and 
• VCSE Spend: £3,000,000 

 
2.5 Social Value outcomes continue to be monitored on a monthly basis against contractual 

commitments to ensure we can deliver the maximum benefit for our local communities. 
 
Key Performance Indicators 

 
2.6 The KPI outputs for the reporting period are available at Appendix 1 (Housing) and 

Appendix 2 (Corporate). 
 



2.7 A small number of KPI’s do not yet have available data to allow for robust reporting or, 
have not generated data during the operational period to produce an output.  Where 
required, performance monitoring of these areas is carried out through the contract 
governance groups. Further details on these KPI’s and exclusion information is 
provided in Appendix 4. 

 
Housing Property Performance 
 
2.8 97.50% of Immediate Response jobs were completed within timescale from 1 July 2025 

to 31 December 2025 which exceeds the 95% target. The corresponding KPI is 3.1a 
which is recorded on a monthly basis. 
 

2.9 97.04% of Normal Response jobs were completed within timescale from 1 July 2025 to 
31 December 2025 which exceeds the 95% target. The corresponding KPI is 3.1b 
which is recorded on a monthly basis. 
 

2.10 98.18% of Void Repair Orders were completed within timescale from 1 July 2025 to 31 
December 2025 which exceeds the 95% target. The corresponding KPI is 3.4 which is 
recorded on a monthly basis. 
 

2.11 Customer satisfaction for Mears Limited is 95.06% for 1 July 2025 to 31 December 
2025 which did meet the 95% target. The corresponding KPI is 5.3 which is recorded 
on a monthly basis. The 2024/25 Scottish average was 87.0%. The Council continue 
to receive various methods of surveys which include completed surveys online from 
tenants and at the post inspection stage of works, undertaken by Technical Officers. 
 

2.12 Right First Time KPI 3.2 is currently under review due to a potential calculation 
anomaly.  Council Officers and Mears Limited are working to identify a resolution to this 
and accurate indicator figures will be provided as part of the Annual Contract Report. 

 
2.13 The figures noted above can be viewed in Appendix 1. 
 
Corporate Property Performance 

 
2.14 97.96% of Immediate Response jobs were completed within timescale from 1 July 2025 

to 31 December 2025. This exceeds the 95% target. The corresponding KPI is 3.1a 
which is recorded on a monthly basis. 
 

2.15 99.02% of Normal Response jobs were completed within timescale from 1 July 2025 to 
31 December 2025. This exceeds the 95% target. The corresponding KPI is 3.1b which 
is recorded on a monthly basis. 
 

2.16 It should be noted that Customer Satisfaction is under review in terms of collecting data 
from service users. Satisfaction is currently measured at the post inspection stage of 
works, undertaken by our Technical Officers. The corresponding KPI is 5.3 which is 
recorded on a monthly basis. 
 

2.17 The figures noted above can be viewed in Appendix 2. 
 
Frontline Resolutions 
 
2.18 52 Stage One complaints were upheld/partially upheld in relation to Mears Limited for 

the period 1 July 2025 to 31 December 2025. The corresponding KPI is 5.4 which is 
recorded on a monthly basis. 



 
2.19 An analysis of all complaints received is undertaken by Housing Property to allow any 

re-occurring issues to be addressed and associated service improvement actions to be 
progressed. 
 

2.20 The figures noted above can be viewed in Appendix 1. 
 

2.21 There are no complaints relating to Corporate Property from 1 July 2025 to 31 
December 2025. 

 
Investigations 

 
2.22 6 Stage Two complaints were upheld/partially upheld in relation to Mears Limited for 

the period 1 July 2025 to 31 December 2025. These are already captured in the returns 
for KPI 5.4. An analysis of all complaints received is undertaken by Housing Property 
to allow any re-occurring issues to be addressed and associated service improvement 
actions to be progressed. 

 
Core Projects 
 
2.23 The Investment Team within Housing Property deliver the Housing Capital Programme.  

Within the Contract there are a number of thematic programme areas which are in 
scope for capital investment works to be carried out.  This means that Mears Limited 
can have first opportunity to price for the work to be carried out by them through the 
contract.   
 

2.24 As part of the enhanced contract management arrangements, officers working 
alongside Mears Limited have prepared an Annual Service Delivery Plan.  This 
document outlines the council’s forecast requirements for the year ahead, including 
Core Services and Core Projects, anticipated budgets, high level scoping information 
and project timelines.  The creation of this document has allowed the council and Mears 
Limited to forward plan, gain early awareness of upcoming projects, identifying 
resourcing requirements and potential supply chain opportunities. 
 

2.25 The extent to which Mears Limited secure Core Projects is determined by Best Value 
testing via the engagement process.  Should the council determine that Mears Limited’s 
offer to deliver a Core Project does not constitute Best Value, then the Council will 
procure and manage the requirement by other means.  This commercial approach 
ensures that the Council will always pay the ‘market rate’ for Core Projects. 
 

2.26 The following table provides an overview of the Core Projects issued via the 
engagement process from 1 July 2025 to 31 December 2025: 
 
Core Projects Count Value (circa) 
Awarded 
(via Core Projects) 

2 £1.031m 

Not awarded  
(via Core Projects) 

3 £315k 

In progress  
(under consideration, to 
be reported in cycle 3) 

9 £6.44m 

Totals 
 

14 £7.786m 

 



2.27 A summary of the awarded and declined Core Projects issued via the engagement 
process are included in Appendix 3. 
 

Core Project Contractor Performance 
  

2.28 As noted in section 2.26 Mears have been awarded £1.031m contracts for delivery as 
a Core Project.  As well as traditional contract administration methods of contract and 
supplier management, contractor performance is also monitored for the delivery of 
these contracts using Balanced Scorecards which is an unambiguous, data driven 
method of capturing KPI scores against an agreed scoring framework.  
 

2.29 The KPI’s monitored include elements such as performance against programme, 
planned spend against programme and health and safety activities. 
 

2.30 Mears Limited’s performance for the last five months for each of the Core Projects 
delivered is available in the below table.  Housing Property will continue to monitor and 
manage Mears Limited to track progress against the defined KPI’s as laid out in the 
Contract. 

 
Project/ Programme  Period 6 

Score 
Period 7 
Score 

Period 8 
Score 

Period 9 
Score 

Period 10 
Score 

Capital Kitchens 85% 
Amber 
 

85% 
Amber 

78% 
Amber 

89% 
Amber 

95%* 
Green 

Capital Bathrooms 85% 
Amber 
 

85% 
Amber 

85% 
Amber 

93% 
Green 

93% 
Green 

Retirement Complex 
Fire Doors 

93% 
Green 
 

100% 
Green 

97% 
Green 

93% 
Green 

85% 
Amber 

John Smith Court 
Lifts 
 

Not measured due to short duration 

* Capital Kitchens Period 10 Score calculated against a reduced number of applicable 
KPIs as there were no planned opening ups of new kitchens in this period to allow for 
backlog of in progress kitchens to be completed. 

 
2.31 The RAG (red, amber, green) colours attributed to each score in the above table are 

informed from the Balanced Scorecard(s).   
 

2.32 The Investment Team have also implemented the use of Fastdraft which is a system 
that provides an enhanced approach to contract management.  The first two contracts 
that the system will be used to manage Mears Limited through are currently being 
finalised, however it is anticipated that all contract management arrangements f or 
Housing Capital Core Projects will be delivered through the newly implemented system. 
 

2.33 Core Projects delivered to maintain and improve the Councils corporate estate now 
utilise a consistent approach to contractor management that aligns with KPI’s, making 
use of balanced scorecards.  The recently awarded Core Project at Brannock High 
School (further details in Appendix 3) will provide the first opportunity to capture and 
record Mears Limited’s Core Project performance for this client area.  In the reporting 
period, 3 Corporate Core Projects were not awarded (after assessment for best value) 
and there remains 2 further Core Project opportunities in progress (under consideration 
and to be reported in cycle 3). 



 
Contractual Spend 

 
2.34 Contractual spend is monitored on a weekly basis, with summary reports provided to 

key stakeholders.  An overview of spend is included below: 
 

 

 
Risk 
 
2.35 Risks relating to the Contract are being managed at an operational level through a 

contract risk register and at a corporate level. 
 

2.36 Risks previously identified via the Enterprise Project procurement which remain live 
and relevant have been transferred to the contract risk register which is monitored and 
reviewed on a monthly basis by the Level 4 governance group. New risks relating 
specifically to the Contract are added to this register on an ongoing basis. 

 
2.37 A risk escalation process is in place across the governance structure to ensure 

appropriate oversight and management of risks throughout the life of the Contract. 
 

 
3  Measures of success 
 
3.1 The Contract delivers all contractual obligations, meets performance targets and 

additionally contributes to the following outcomes: 
 

• shape North Lanarkshire; 
• enhance our economy; 
• regenerate our communities; 
• provide cohesive maintenance and repairs; 
• focus on whole life investment; 
• achieve more efficient and effective delivery; 
• move towards more sustainable and carbon neutral communities; and 
• provide access to additional resources.  

 
 

4 Supporting documentation 
 

Appendix 1 – Key Performance Indicators (Housing) 
  

Appendix 2 – Key Performance Indicators (Corporate) 
  

Appendix 3 – Core Projects Summary 
 

Appendix 4 – Key Performance Indicator Exclusions 
 

 Spend 
(Period 4 – 10 inclusive) 

Core Services £41.10m 
Core Projects £ 6.27m 
Service Implementation £0.153m 
Totals £47.53m 



 
 

Stephen Llewellyn 
Chief Officer (Housing and Communities) 

 
 
5  Impacts 
 
5.1 Public Sector Equality Duty and Fairer Scotland Duty 
 Does the report contain information that has an impact as a result of the Public Sector 

Equality Duty and/or Fairer Scotland Duty? 
 Yes ☐ No ☒ 
 If Yes, please provide a brief summary of the impact? 

 
 If Yes, has an assessment been carried out and published on the council’s website? 

https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-
scotland-duty-impact-assessments 

 Yes 
 

☐ 
 

No 
 

☐ 
 

5.2 Financial impact 
 Does the report contain any financial impacts? 
 Yes ☐ No ☒ 
 If Yes, have all relevant financial impacts been discussed and agreed with Finance? 
 Yes ☐ No ☐ 
 If Yes, please provide a brief summary of the impact? 

 
5.3 HR policy impact 
 Does the report contain any HR policy or procedure impacts? 
 Yes ☐ No ☒ 

 If Yes, have all relevant HR impacts been discussed and agreed with People 
Resources? 

 Yes ☐ No ☐ 

 If Yes, please provide a brief summary of the impact? 
 

5.4 Legal impact 
 Does the report contain any legal impacts (such as general legal matters, statutory 

considerations (including employment law considerations), or new legislation)? 
 Yes ☐ No ☒ 
 If Yes, have all relevant legal impacts been discussed and agreed with Legal and 

Democratic? 
 Yes ☐ No ☐ 
 If Yes, please provide a brief summary of the impact? 

 
5.5 Data protection impact 
 Does the report / project / practice contain or involve the processing of personal 

data?   
 Yes ☐ No ☒ 
 If Yes, is the processing of this personal data likely to result in a high risk to the 

data subject? 
 Yes ☐ No ☐ 

https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments


 If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-
mailed to dataprotection@northlan.gov.uk  

 Yes 
 

☐ 
 

No 
 

☐ 
 

5.6 Technology / Digital impact 

 
Does the report contain information that has an impact on either technology, digital 
transformation, service redesign / business change processes, data management, 
or connectivity / broadband / Wi-Fi? 

 Yes ☐ No ☒ 

 If Yes, please provide a brief summary of the impact? 
 

 
Where the impact identifies a requirement for significant technology change, has 
an assessment been carried out (or is scheduled to be carried out) by the 
Enterprise Architecture Governance Group (EAGG)?  

 Yes 
 

☐ 
 

No 
 

☐  
 

5.7 Environmental / Carbon impact 
 Does the report / project / practice contain information that has an impact on any 

environmental or carbon matters? 
 Yes ☐ No ☒ 
 If Yes, please provide a brief summary of the impact? 

 
5.8 Communications impact 
 Does the report contain any information that has an impact on the council’s 

communications activities? 
 Yes ☐ No ☒ 
 If Yes, please provide a brief summary of the impact? 

 
5.9 Risk impact 
 Is there a risk impact? 
 Yes ☐ No ☒ 

 
If Yes, please provide a brief summary of the key risks and potential impacts, 
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or 
Service or Project Risk Registers), and how they are managed? 
 

5.10 Armed Forces Covenant Duty 

 
Does the report require to take due regard of the Armed Forces Covenant Duty (i.e. 
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)? 

 Yes ☐ No ☒ 

 

If Yes, please provide a brief summary of the provision which has been made to 
ensure there has been appropriate consideration of the particular needs of the 
Armed Forces community to make sure that they do not face disadvantage 
compared to other citizens in the provision of public services. 
 

5.11 Children’s rights and wellbeing impact 

 
Does the report contain any information regarding any council activity, service 
delivery, policy, or plan that has an impact on children and young people up to the 
age of 18, or on a specific group of these? 

 Yes ☐ No ☒ 

 
If Yes, please provide a brief summary of the impact and the provision that has 
been made to ensure there has been appropriate consideration of the relevant 
Articles from the United Nations Convention on the Rights of the Child (UNCRC). 

mailto:dataprotection@northlan.gov.uk


 

 If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been 
carried out?  

 Yes ☐ No ☐ 
     



Appendix 1 – Key Performance Indicators (Housing) (Core Services and Core Projects) 
 
Housing Core Services KPIs 
 

  

KPI Description Frequency Target Calculation YTD July August September October November December
No of work orders completed 104 N/A N/A N/A N/A N/A 104
No of work orders planned 104 N/A N/A N/A N/A N/A 104
As a % 100.00% N/A N/A N/A N/A N/A 100.00%

No. of defects completed within agreed timeframe 1 N/A 1 N/A N/A N/A N/A
Total no. of defects 1 N/A 1 N/A N/A N/A N/A
As a % 100.00% N/A 100.00% N/A N/A N/A N/A

No of reactive jobs completed within timescale 21393 3175 3040 3386 3846 4087 3859
No of Jobs outwith 520 122 90 84 57 56 111
No of jobs no completion/attendance date 29 0 0 0 0 1 28
No of reactive jobs expected to be complete 21942 3297 3130 3470 3903 4144 3998
As a % within timescale 97.50% 96.30% 97.12% 97.58% 98.54% 98.62% 96.52%

No of reactive jobs completed within timescale 33186 5387 4836 5374 5850 5930 5809
No of Jobs outwith 803 220 148 145 104 87 99
No of jobs no completion/attendance date 208 0 0 0 6 20 182
No of reactive jobs expected to be complete 34197 5607 4984 5519 5960 6037 6090
As a % within timescale 97.04% 96.08% 97.03% 97.37% 98.15% 98.23% 95.39%

No of eligible repairs completed first time within agreed 
timeframe 26585 6158 6044 6811 7572 Under Review Under Review

Total no of repairs eligible for first fix 28581 6794 6494 7276 8017 Under Review Under Review
As a % 93.02% 90.64% 93.07% 93.61% 94.45% Under Review Under Review

No of defects completed within 5 day timeframe 25 5 6 5 2 3 4
Total no of defects 26 5 6 6 2 3 4
As a % 96.15% 100.00% 100.00% 83.33% 100.00% 100.00% 100.00%

No of void jobs completed within timescale 6625 1182 1012 1160 1052 983 1236
No of Jobs outwith 103 31 24 10 24 6 8
No of jobs no completion/attendance date 20 0 0 0 0 0 20
No of void jobs expected to be complete 6748 1213 1036 1170 1076 989 1264
As a % within timescale 98.18% 97.44% 97.68% 99.15% 97.77% 99.39% 97.78%

No. of defect certificates signed off at the end of defects period 2 N/A N/A N/A N/A N/A 2
Total no. of defect certificates 2 N/A N/A N/A N/A N/A 2
As a % 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

Total no. of statutory compliance inspections broken down by 
sub programme 15 2 2 2 2 2 5

Total no. of statutory compliance inspections completed within 
timeframe broken down by sub programme

15 2 2 2 2 2 5

As a % 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

No of incidents 1 0 1 0 0 0 0
No of employees hours worked 496860 82810 82810 82810 82810 82810 82810
Number of accidents x 200,000 / No of employee hours worked 0.40 0.00 2.42 0.00 0.00 0.00 0.00

5.3
Customer satisfaction with completed Reactive Maintenance 
Services per month

Monthly 95%
Cumulative average score achieved during post works 
satisfaction survey for reactive works

95.06% 91.85% 95.79% 95.16% 97.46% 94.93% 95.76%

5.4 Number of justified customer complaints per month Monthly 5 No of justified complaints received 58 6 8 11 13 12 8

      
    

  

           
    

           

  

       
 

         
   

          

          

  
          

          

  
          

          

  

        

    
  

        
 

3.4
Percentage of Void Property Orders completed within the order 
completion period

Monthly 95%

 

   
       
  

        

 
       
    

      

Monthly 0

4.1
Percentage of Statutory compliance inspections completed and 
documented each month compared to the agreed compliance 
plan schedule

Annually

95%

95%

       
    

95%

95%

3.3 Percentage of defects rectified within 5 working days Monthly

3.1 a)

100%

4.4
Reportable accident frequency rate over a 12 month period (incl. 
subcontractors)

3.2
Percentage of Reactive Maintenance Service orders completed 
right first time

Monthly

Percentage of total reactive repair Core Service Orders completed 
within order completion period 
a) Immediate Response Repair 

Monthly

3.1 b)
Percentage of total reactive repair Core Service Orders completed 
within order completion period 
b) Normal Response Repair

Monthly

2.3
Percentage of Planned Maintenance defects (arising since 
completion that result from workmanship or materials failures) 
rectified by the contractor within the agreed defects period.

Annually 95%

2.2
Percentage of orders delivered in accordance with accepted 
planned maintenance individual programme plan

Annually 95%

3.5 Percentage of void defects rectified within agreed defects period Monthly 95%



 
 
Housing Core Project KPIs 
 

 

KPI Description Frequency Target Calculation YTD July August September October November December
No of calls answered within specified timeframes 69939 10216 9599 11555 13274 13241 12054
Total no. of calls received 73589 10754 10128 12156 13936 13911 12704
As a % 95.04% 95.00% 94.78% 95.06% 95.25% 95.18% 94.88%

Total no of completed work orders not charged within 30 days 
broken down by sub programme 37 14 1 9 0 2 11

Total no of completed work orders charged broken down by sub 
programme

62439 10240 8013 10492 11561 11319 10814

As a % 0.06% 0.14% 0.01% 0.09% 0.00% 0.02% 0.10%

6.3
Orders outstanding (not completed) beyond Order Completion 
Period Total

Monthly 5%
% of orders outstanding totalled across all three programmes 
(Immediate, Normal & Voids)

1.67% 1.48% 2.41% 1.89% 2.41% 0.27% 1.67%

Total no. of works orders completed broken down by sub 
programme

21676 3335 3102 3458 3873 3946 3962

Total no. of works orders issued broken down by sub 
programme

21740 3342 3115 3473 3886 3951 3973

As a % 0.29% 0.21% 0.42% 0.43% 0.33% 0.13% 0.28%
Total no. of works orders completed broken down by sub 
programme

32769 5500 4805 5377 5638 5832 5617

Total no. of works orders issued broken down by sub 
programme

33652 5692 5021 5535 5740 5872 5792

As a % 2.62% 3.37% 4.30% 2.85% 1.78% 0.68% 3.02%
Total no. of works orders completed broken down by sub 
programme

7254 1368 1081 1236 1152 1102 1315

Total no. of works orders issued broken down by sub 
programme

7409 1380 1109 1266 1214 1102 1338

As a % 2.09% 0.87% 2.52% 2.37% 5.11% 0.00% 1.72%

Number of sub-contractor invoices paid within the agreed 
timescale 1994 322 323 277 386 405 281

Total no. of sub-contractor invoices 1996 322 325 277 386 405 281
As a % 99.90% 100.00% 99.38% 100.00% 100.00% 100.00% 100.00%

6.5
Number of sub-contractor invoices paid within the agreed 
payment terms

Monthly 95%

6.3 (a) Monthly 5%

6.3 (c)  
Orders outstanding (not completed) beyond Order Completion 
Period (c) Voids

Monthly

6.2 Orders completed but not charged within 30 days Monthly

6.3 (b)
Orders outstanding (not completed) beyond Order Completion 
Period (b) Normal Response Repair

Monthly 5%

5%

5.6 Percentage of calls answered within agreed timescale Monthly 90%

5%

Orders outstanding (not completed) beyond Order Completion 
Period (a) Immediate Response Repair

KPI Description Frequency Target Calculation

F Period 4
21/06/2025

-
18/07/2025

F Period 5
19/07/2025

-
15/08/2025

F Period 6
16/08/2025

-
12/09/2025

F Period 7
13/09/2025

-
10/10/2025

F Period 8
11/10/2025

-
07/11/2025

F Period 9
08/11/2025

-
05/12/2025

F Period 10
06/12/2025

-
02/01/2026

1.1
Programme milestones met in accordance with the accepted Capital 
Programme Plan and associated pricing.

Monthly
(financial period)

95% - 95.28% 27.16% 61.76% 65.76% 81.32% 79.14% 50.00%

1.2 Percentage of projects designed in accordance with the accepted Programme. 
Quarterly

(financial period)
90% -

No reportable 
data

100.00% 66.67%

1.3
Percentage of project milestones delivered in accordance with the accepted 
specification and Programme. 

Monthly
(financial period)

95% - 49.33% 29.00% 64.81% 61.17% 83.93% 81.67% 120.00%

1.4
Percentage of Capital Programme defects (arising since completion that result 
from workmanship or material failures) rectified by the contractor within the 
agreed defects period.

Quarterly
(financial period)

98% -
No reportable 

data
100.00% 0.00%

4.2
Collection of 'as-fitted' asset and aligned O&M information within agreed post-
completion timescales.

Monthly
(financial period)

95% -
No reportable 

data
No reportable 

data
No reportable 

data
100.00% No reportable 

data
100.00% 0.00%

5.1 Percentage of scheduled Contractor appointments missed by the Contractor.
Monthly

(financial period)
5% - 5.81% 4.50% 3.98% 3.89% 0.00% 5.03% 4.87%

5.2
Customer satisfaction with completed projects achieved through post-scheme 
surveys over a 12 month rolling period.

Monthly
(financial period)

95% - 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%



Appendix 2 – Key Performance Indicators (Corporate) (Core Services and Core Projects) 
 
Corporate Core Services KPIs 
 

  

KPI Description Frequency Target Calculation YTD July August September October November December
No of work orders completed 209 N/A N/A 1 N/A N/A 208
No of work orders planned 209 N/A N/A 1 N/A N/A 208
As a % 100.00% N/A N/A 100.00% N/A N/A 100.00%

No of defects completed within agreed timeframe 1 N/A N/A 1 N/A N/A N/A
Total no of defects 1 N/A N/A 1 N/A N/A N/A
As a % 100.00% N/A N/A 100.00% N/A N/A N/A

No of reactive jobs completed within timescale 2067 220 287 401 437 418 304
No of Jobs outwith 36 7 2 8 7 6 6
No of jobs no completion/attendance date 7 0 0 0 0 0 7
No of reactive jobs expected to be complete 2110 227 289 409 444 424 317
As a % within timescale 97.96% 96.92% 99.31% 98.04% 98.42% 98.58% 95.90%

No of reactive jobs completed within timescale 6877 710 1098 1379 1308 1296 1086
No of Jobs outwith 40 9 0 6 7 6 12
No of jobs no completion/attendance date 28 0 0 0 0 5 23
No of reactive jobs expected to be complete 6945 719 1098 1385 1315 1307 1121
As a % within timescale 99.02% 98.75% 100.00% 99.57% 99.47% 99.16% 96.88%

No of eligible repairs completed first time within agreed 
timeframe

3215 477 790 940 1008 Under Review Under Review

Total no of repairs eligible for first fix 3237 480 799 945 1013 Under Review Under Review
As a % 99.32% 99.38% 98.87% 99.47% 99.51% Under Review Under Review

No of defects completed within 5 day timeframe 13 1 4 0 2 2 4
Total no of defects 14 1 4 0 3 2 4
As a % 92.86% 100.00% 100.00% 100.00% 66.67% 100.00% 100.00%

Total no. of statutory compliance inspections broken down by 
sub programme

20 4 4 4 4 3 1

Total no. of statutory compliance inspections completed within 
timeframe broken down by sub programme

20 4 4 4 4 3 1

As a % 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

No of incidents 1 0 1 0 0 0 0
No of employees hours worked 496860 82810 82810 82810 82810 82810 82810
Number of accidents x 200,000 / No of employee hours worked 0.40 0.00 2.42 0.00 0.00 0.00 0.00

5.3
Customer satisfaction with completed Reactive Maintenance 
Services per month

Monthly 95%
Cumulative average score achieved during post works 
satisfaction survey for reactive works

98.80% 99.61% 98.23% 99.40% 98.77% 98.67% 98.50%

No of requests for info. Responded to in full by the contractor 
within the target timescale

0 0 0 0 0 0 0

Total no. of requests for information passed from the council to 
the contractor 

1 0 0 0 0 0 1

As a % 0.00% 100.00% 100.00% 100.00% 100.00% 100.00% 0.00%

Total no of completed work orders not charged within 30 days 
broken down by sub programme

43 16 1 9 1 3 13

Total no of completed work orders charged broken down by sub 
programme

49708 8125 8015 8336 9029 8577 7626

As a % 0.09% 0.20% 0.01% 0.11% 0.01% 0.03% 0.17%
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6.2 Orders completed but not charged within 30 days Monthly 5%

5.5
Percentage of client requests for service information to support 
Freedom of Information responses or complaints dealt with on 
time

Monthly 95%

Reportable accident frequency rate over a 12 month period (incl. 
subcontractors)

Monthly 0

3.2
Percentage of Reactive Maintenance Service orders completed 
right first time

Monthly 95%

3.3 Percentage of defects rectified within 5 working days Monthly 95%

4.1
Percentage of Statutory compliance inspections completed and 
documented each month compared to the agreed compliance 
plan schedule

Annually 100%

3.1 b)
Percentage of total reactive repair Core Service Orders completed 
within order completion period 
b) Normal Response Repair

Monthly 95%

2.3
Percentage of Planned Maintenance defects (arising since 
completion that result from workmanship or materials failures) 
rectified by the contractor within the agreed defects period.

Annually 95%

95%

3.1 a)
Percentage of total reactive repair Core Service Orders completed 
within order completion period 
a) Immediate Response Repair 

Monthly 95%

2.2
Percentage of orders delivered in accordance with accepted 
planned maintenance sub programme plan

Annually



 
 
Corporate Core Project KPIs 
 
No applicable data in the reporting period.

KPI Description Frequency Target Calculation YTD July August September October November December

6.3
Orders outstanding (not completed) beyond Order Completion 
Period Total

Monthly 5%
% of orders outstanding totalled across two programmes 
(Immediate & Normal)

1.08% 0.76% 0.54% 1.33% 0.31% 1.22% 2.37%

Total no. of works orders completed broken down by sub 
programme

2080 227 283 402 439 422 307

Total no. of works orders issued broken down by sub 
programme

2093 227 284 407 439 422 314

As a % 0.62% 0.00% 0.35% 1.23% 0.00% 0.00% 2.23%
Total no. of works orders completed broken down by sub 
programme

6843 715 1089 1375 1299 1280 1085

Total no. of works orders issued broken down by sub 
programme

6950 726 1097 1395 1307 1312 1113

As a % 1.54% 1.52% 0.73% 1.43% 0.61% 2.44% 2.52%

Number of sub-contractor invoices paid within the agreed 
timescale

919 130 150 134 155 180 170

Total no. of sub-contractor invoices 922 130 150 134 155 180 173
As a % 99.67% 100.00% 100.00% 100.00% 100.00% 100.00% 98.27%

5%

6.5
Number of sub-contractor invoices paid within the agreed 
payment terms

Monthly 95%

6.3 (a)
Orders outstanding (not completed) beyond Order Completion 
Period (a) Immediate Response Repair

Monthly 5%

6.3 (b)
Orders outstanding (not completed) beyond Order Completion 
Period (b) Normal Response Repair

Monthly



Appendix 3 – Core Projects Summary 
 
Core Projects (awarded) 

Ref 
No Project Request Brief project details  

Proceed to 
Project 
Engagement 

Project 
Proposal 

Project Value 
Projected 

025 Brannock High 
School (Motherwell) 
Common Room and 
Toilet Alterations 
 
(Corporate Property) 
 

Creation of new fobbed entrance/exit 
doorway to outside area; widen 
doorway and install new sliding door to 
accessible toilet. 
 

Yes Accept £31k 

030 Domestic Floor 
Coverings 
 
(Investment Team) 
 

Removal and replacement of internal 
communal area flooring and associated 
works on domestic properties. 
 

Yes Accept £1m 

 
Core Projects (not awarded) 

Ref 
No Project Request Brief project details  

Proceed to 
Project 
Engagement 

Project 
Proposal 

Project Value 
Projected 

017 Civic Centre Lift 
Renewal 
 
(Corporate Property) 
 

Replacement of 2No lifts within Civic 
Centre 
 

Yes Decline £200k 

018 Dalziel Building 
Improved Utilisation 
of Spaces 
 
(Corporate Property) 
 
 

Alterations to open plan office to 
improve utilisation 

Yes Decline £65k 

020 Dalziel High School 
(Motherwell) 
Technical Room 
 
(Corporate Property) 
 

Create floor to ceiling partition divide, 
with door; M&E including ventilation 
and associated works 
 

Yes Decline £50k 

  



Appendix 4 – Key Performance Indicator Exclusions 
 
KPI Ref: Exclusion Reason Remedial Actions 
Housing    
2.1 Cyclical maintenance not currently coded to allow 

for identification 
Data requirements to report on this are being 
included in the replacement housing 
management system. 
 

4.2 No current identifier available within contractor 
system to collate data.  

For capital works, data provided at project 
completion. For works out with this, a suitable 
approach is being agreed with clear timescales 
for compliance. 
 

4.3 No interventions from the HSE, SEPA or other 
body on health, safety and environmental issues. 
 

None required 

4.5 No actions identified through accident\incident 
investigations remaining open and overdue 
against agreed timescales. 
 

None required 

5.5 No client requests for service information to 
support Freedom of Information responses or 
complaints dealt with within the agreed timescale. 
 

None required 

6.4 No disputes raised. 
 

None required 

   
KPI Ref: Exclusion Reason Remedial Actions 
Corporate 
1.1 – 1.4 
& 5.2 

No current Core Project data to report for period.  New balanced scorecard created which aligns 
with KPI measures and contractual 
requirements. Reporting expected for cycle 3. 
 

2.1 Milestones not previously used to monitor 
programme 

KPI monitoring regime being developed with 
client service. 
 

4.2 No current identifier available within contractor 
system to collate data.  

For capital works, data provided at project 
completion. For works out with this, a suitable 
approach is being agreed with clear timescales 
for compliance. 
 

4.3 No interventions from the HSE, SEPA or other 
body on health, safety and environmental issues. 
 

None required 

4.5 No actions identified through accident\incident 
investigations remaining open and overdue 
against agreed timescales. 
 

None required 

5.1 Cannot currently be measured due to ongoing 
data integrity issues within NLC systems. 

Indicator currently paused. Data requirements 
to report on this are being included in the 
replacement housing management system. 
 

5.4 No justified complaints (relating to the 
Contractor's activities) per month received from 
our customers. 
 

None required 

6.4 No disputes raised. 
 

None required 
 


