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SCHEDULE 2
BRIDGING LANGUAGE

DOMESTIC SERVICES

This Part A of Schedule 2 comprises the Service Specification Arrangement for the Domestic
Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall. unless

specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1. Definitions

“this Arrangement” means this Part A of Schedule 2;

“average” means the arithmetic mean of a particular series of
measurements;

“COSHH means Control of Substances Hazardous to Health
Regulations

“Minimum Monitoring Frequency”  means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

“Outcome Standards” means those outcome standards which are set out in
column 1 of Appendix 1

“Performance Factor” means the factor of either 1, 2 or 3 which is allocated to
each Outcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

“Performance Measurement means the constituent parts of each Outcome Standard as
Criteria” are described in column 2 of Appendix 1 ;
“Performance Score Formula™ means the formulae set out in column 5 of Appendix |

which describe how the percentage score for each
monitoring occasion will be calculated;

“Sample” means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

“Trust Procedures” means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.
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Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

2.1

2.2

2.3

24

2.5

3.1

3.2

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Domestic Services shail
be to achieve each Qutcome Standard.

Each Outcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust's only remedies for non-achievement of the Outcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement.

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concession Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criieria

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the parties or in accordance with Clause 18 of the
Concession Agreement.
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4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems”) for the Domestic Services.
Such Quality Assurance Systems shall be developed to the extent reasonably practicable
in light of the information available at that date, by the date which is 6 months prior to
the New Build Completion Date. To the extent that such Quality Assurance Systems are
not completed by that date because of a lack of information, Concessionco shall
complete them by the date which is 1 month before Services Commencement Date. The
Quality Assurance Systems shall be agreed between the parties in accordance with
Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(a) the identification of areas of concern in respect of the Domestic Service or the
performance thereof;

(b) a reporting mechanism in the event that a Fault, problem or failure to perform
the Service is identified;

(c) aremedy and response mechanism for the rectification of Faults;

(d) cure periods sufficient to ensure the delivery of the Domestic Service in
accordance with Clauses 2.1 and 2.2;

(€)
(i) Method Statements (as defined in Appendix 1);
(i) Lists of Scheduled Tasks (as defined in Appendix 1);

(f) the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

(g) sample sizes used to measure performance against the Performance

Management Criteria, as a minimum equating to the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/524732 v.04

(i) good practice within the NHS or in the absence of such good practice
with Good Industry Practice;

(ii) all Applicable Standards;
(iii} all relevant Trust Procedures;

(iv) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v) BS EN ISA 9002 or its successors; and

(vi) the Performance Measurement Criteria.
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4.3 The parties acknowledge that the sample sizes set out in column 5 of Appendix I
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement.
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

4.4 Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such good practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(i) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

4.5 Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

5. Performance Measurement Procedure

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for imsertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if any,
pursuant to Clause 33 of the Concession Agreement.

5.1 The process for calculation of the Monthly score for an Outcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Outcome Standard 7.2.

511 The Service Score for the Domestic Service will be calculated on a Monthly basis.
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5.1.2 Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

5.1.3 The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score"}.

5.14 For each Outcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Qutcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score”).

5.1.5 The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Outcome Standard.

5.1.6 Scores for the Outcome Standards which are of Performance Factors 1 and 2, will,
without prejudice to Clause 2.4 take into account that there will be a one hour
“correction period”. The correction period will allow Concessionco one hour to
correct any part of the Domestic Service which falls below the standard required by
the relevant Performance Measurement Criteria before the relevant work is
monitored for the purposes of calculating a score. The period of one hour will start
from the time that the work {o be corrected has been brought to Concessionco’s
attention.

5.2 Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Monthly, the following provisions will apply:-

5.2.1 The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

5.2.2 If Concessionco wishes to improve on any score being carried forward for a
particular Outcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

523 If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
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5.3

5.4

6.

6.1

7.

7.1

7.1.1

7.1.2-

Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
Outcome Standard. A score will be calculated each time a default occurs. Where more
than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance Score
Formula. Where no default has occurred during a day, the score for the day will be
100%.

Where a Performance Measurement Criterion is stated to be measured “continuously™
scores will be calculated on a daily basts. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

Calculation of Deductions from the Maximum Number of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the
Domestic Service will be equal to the aggregate number of Points earned (determined
pursuant to paragraph 5.1.5 above) in respect of all Outcome Standards in this
Arrangement with the same Performance Factor.

Content of Matrices

The use of the word “appropriate™ indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and
recorded.

—The percentage-figure indicates the minimum size of Sample. - : -
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7.2 Domestic Service Definitions:

7.2.1 Definitions specific to the Domestic Service are listed at Part B of Appendix 1.

8.  Matters to be Agreed or Approved between the Parties

8.1 The parties acknowledge that there are a number of matters referred to in the
performance matrices to be agreed or approved by the parties. The parties agree that
they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.

8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1
DOMESTIC SERVICE SPECIFICATION ARRANGEMENT

C2433/00001/524732 v.04 8 BA/NZC/Imj 27/07/98 21:44



REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

DOMESTIC

A. GENERAL DESCRIPTION OF SERVICE REQUIRED
SERVICE SPECIFIC DEFINITIONS
OUTPUT STANDARDS

Management and Administration
Staffing

Hygiene Standards

Performance Quality

. Health and Safety

D. REFERENCE INFORMATION

N
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A. GENERAL DESCRIPTION OF SERVICE REQUIRED

The Trust requires a Domestic Service which ensures a clean, hygienic and safe
environment for all users of the Hospital faciliies.

The quality of Domestic Services must consistently meet the requirements of each area
within a cost effective, planned cleaning programme.

Services will be undertaken with due consideration to departmental activities and with
minimum disruption to service staff or users of the facilities.

Adequate tesources of equipment, Cleaning Materials, manpower and training will be
maintzined to ensure that services are efficiently provided.

B. SERVICE SPECIFIC DEFINITIONS

B.1 Domestic Services Manager: means the duly authorised representative of the
Contractor who 1s responsible for the day to day
provision of domestic services at the Hospital.

B.2 Access Times: mean times to be agreed during which it is
reasonable and practical to undertake cleaning
duties, taking account of patient comfort, security
and convenience to the users of the facilites.

B.3 Clinical Areas: mean those areas used to deliver clinical care to
patients and staff where the need for high
standards of hygiene is patamount on a day to day

basis.

B.4 Non-Clinical Areas: mean all areas not included under the category of
Clintcal Areas.

B.5 Scheduled Times: mean those times agreed between the Trust and

Concessionco as being approprate to ensure that
specified quality standards and service levels are
achieved at all imes.

B.G Cleaning Procedure: means the process as described in the appropnate
Method Statement:

B.7 Management Cover: means the availability, in accordance with agreed
response times of a supervisor or manager not
necessatily on the premises.

B.8 Cleaning Equipment: means items requited, either hand tools, electrical or
non electrical mechanical devices for fulfilling the
Method Statements.

B.9 Cleaning Matenals: means items consumed in fulfilling the Method
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3.10

B.11

13.12

B.13

B.14

B.t5

Trust Procedures:

PPLE:

Operational Activiry
Periods:

Method Statement:

Scheduled Tasks:

Patient Areas and Non
Paticnt Areas:

LR SETnRan 0 07

Statement eg. Detergents, descaler and mncluded on
the hist approved by the Trust.

means those procedures relevant 1o the Domestic
Services as referred to i Schedule 10 of the
Concession Agreement.

means Personal Protectave Equipment.

means occasions when domestic work s pernutred
to be done.

means the written description of how to perform a
task giving the sequence of activities and idenufving
the materials and technigues required.

means the list of rtasks to be produced by
Concessionco  to cnsure  the delivery  of  each
Outcome Standard.

means a schedule defining Patient Areas and Non
Patient Arcas that will be prepared by Concessionco
for agreement by the Trust at the appropriate stage
of development of the derailed design of the

Hospital,



DOMESTIC SERVICES

C. OUTPUT STANDARDS

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

3= Critical Requirement

2= Essential to Service Delivery

1= Important to Service Integrity
MONITOQRI E ENCY

The foliowing alphabetical coding should be used to indicate minimum frequency for
monitoring each output standard.

0O > ®m L0 2 g

EEY TO MINIMUM MONITORING FREQUENCY -
D =DAILY

= TWICE WEEKLY

= WEEKLY

= MONTBHLY

= QUARTERLY
= BI-ANNUALLY
= ANNUALLY

= CONTINUQOUS

D.D = DETERMINED BY
DEFAULT

28 occasions (on separate days) within month

8 occasions (on 2 separate days weekly) within
month

4 occasions (in sepatate weeks) within month

1 oceasion within month

4 occasions (at 3 monthly intervals) within 12 months
2 occasions (at 6 monthly intervals) within 12 month
1 occasion (at 12 monthly intervals) within 12 moaths

Automatic processes, e.g. Temperature Control and
Recording

Standards in this category will be considered
as a routine pass unless a specific occasion
demonstrates failure, e.g.

. Compliance with Trust policies,

. Patients confidentiality

C2433/00001/520693 v,
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Appendix 2

Example of Calculation of Points Actually Earned for Outcome Standard 4.13 of the Domestic Service

a b ¢ d e f g h i j k |
Performance Quicome | Maximum Performance Minimum Average Ouicome | Puinis
lfactor Standard Points Measurement Monitaring Percentage Score for Maonitoring | Standard Aclualhy

Available Criteria Frequency Monitoring Occasion Ouvension Score Carned
Score
! 2 3 4
2 413 4 a Bi-annually 97 97
b Weekly 99 100 | 97 100 99 98 o
Notes
a See defmition of Performance Factor
b Column b’ gives the reference number of the Qutcome Standard used in the Service Specification
Arrangements
c Column c' gives the maximum Points available for the Outcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
e See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurement Criterion monitored daily would have 28 scores, weckly 4 scores etc.
A Performance Measurcment Criterion monitored by default may have a number of scores which
would be determinable at the end of the Month
For the purpose of this example it has been assumed that Performance Measurement Criterion ‘a’
(to be monitored bi-annually) has in fact been checked in the month in question. This score would
then be carried forward into future months as described in Paragraph 5.
The scores shown are examples to demonstrate the mechanism. The Scrvice Provider would expect
to score 100% on each monitoring occasion.
j Column 7' is the average of the scores in Column “f-i’
k Column k'is the average of the scores in Column ¢’

Column 'I'is the product of the maximum Points availabie for the Ouicome Standard (Column ¢)

and the score in Column ‘k’.

C2433/00001/524732 v.04
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Outcome Standard

3 9

2 4

1 1

C2433/00001/524732 v.04 10 BAMNZC/imj 27/07/98 21:44



Appendix 4

PERFORMANCE FACTOR

Total

No. of Points No. of Points No. of Poinls No. of Poinls
Standards available | Standards available | Standards available | Standards available
(x9) (x4) (x1)

Estates 50 450 65 260 17 17 132 727
Security 6 54 28 112 7 7 41 173
Domestic 0 ¢ 33 132 15 15 48 147
Portering 63 65 260 28 28 100 351
Domestic 45 47 188 26 26 78 259
Catering 29 261 86 344 59 59 174 664
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1488 173 173 658 2678

C2433/00001/524732 v.04

11

BA/MNZC/Imj 27/07/98 21:44




Appendix 5

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVED
SCORE (%) (% of Maximum Monthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services |[Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%

C2433/00001/524732 v.04

12

BA/NZCAmj 27/07/98 21:44



Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

(% of Maximum Monlthly Performance Element)

Performance Factors 1 & 2

Performance Factor 3

but greater than 75%

Equal to or iess than 100% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved

Equal to or less than 75%
but greater than 65%

% achieved + 10%

% achieved

Equal to or less than 65%

% achieved

% achieved

C2433/00001/524732 v.04

13
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Appendix 7

Accrual of Termination Indicaiors (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators
80% and above 0

75% to 80% 1

T0% to 75% 2

05% to 70% 3

less than 65% 4

1. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service

CI33/00001/524732 v.04 14 BAMNZCAm) 28/G7/98 10:49



SCHEDULE 2

BRIDGING LANGUAGE

CAR PARKING SERVICES

This Part B of Schedule 2 comprises the Service Specification Arrangement for the Car Parking

Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
speciftcally defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1.  Definitions
“this Arrangement”

“average”

“COSHH”

“Minimum Monitoring Frequency”

“Qutcome Standards”

“Performance Factor”

“Performance Measurement
Criteria”

1

“Performance Score Formula

“Sample”

“Trust Procedures”

C2433/00001/519857 v.08

means this Part B of Schedule 2;

means the arithmetic mean of a particular series of
measurements;

means Control of Substances Hazardous to Health
Regulations

means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

means those outcome standards which are set out in
column 1 of Appendix 1 ;

means the factor of either 1, 2 or 3 which is allocated to
each Outcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
QOutcome Standard;

means the constituent parts of each Outcome Standard as
are described in column 2 of Appendix 1 ;

means the formulae set out in column 5 of Appendix 1
which describe how the percentage score for each
monitoring occasion will be calculated;

means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

1 BA/NZ.C/Imj 27007/98 22:51



Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement,

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

2.1

2.2

2.3

24

2.5

3.1

3.2

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Car Parking Services
shall be to achieve each Outcome Standard.

Each Outcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust's only remedies for non-achievement of the Outcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement.

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concession Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criferia

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the parties or in accordance with Clause 18 of the
Concession Agreement,

C2433/00001/519857 v.08 2 BA/NZC/imj 27/07/98 22:51



4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems”) for the Car Parking Services.
Such Quality Assurance Systems shall be developed to the extent reasonably practicable
in light of the information available at that date, by the date which is 6 months prior to
the New Build Completion Date. To the extent that such Quality Assurance Systems are
not completed by that date because of a lack of information, Concessionco shall
complete them by the date which is 1 month before Services Commencement Date. The
Quality Assurance Systems shall be agreed between the parties in accordance with
Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(@)

()

(©)
(d)

(¢)

)

(8)

the identification of areas of concern in respect of the Car Parking Service or
the performance thereof;

a reporting mechanism in the event that a Fault, problem or failure to perform
the Service is identified;

a remedy and response mechanism for the rectification of Faults;

cure periods sufficient to ensure the delivery of the Car Parking Service in
accordance with Clauses 2.1 and 2.2;

(i} Method Statements (as defined in Appendix 1};
(i) Lists of Scheduled Tasks (as defined in Appendix 1);

the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Management Criteria, as a minimum equating to the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/519857 v.08

(i) good practice within the NHS or in the absence of such good practice
with Good Industry Practice;

(ii) all Applicable Standards;
(iii) all relevant Trust Procedures;

(iv) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v} BS ENISA 9002 or its successors; and

(vi) the Performance Measurement Criteria.

3 BA/NZCAmj 27/07/98 22:51



43

4.4

4.5

4.0

3.1

The parties acknowledge that the sample sizes set out in column 5 of Appendix 1
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement,
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

The parties acknowledge that in the development of the Quality Assurance Systems that
the percentages set out in column 5 of Appendix 1 are minimum sample sizes and that, a
sample size of 100%, or the largest sample size reasonably practicable, would be
desirable.

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quulity
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such goed practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(i) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continne to apply them until the termination of the
Concession Agresment or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurerment Procedure

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductiors, if any,
pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Outcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data coniained in Outcome Standard 7.2.
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5.1.1

5.1.2

5.1.3

5.1.4

5.1.5

5.2

5.2.1

5.2.2

523

5.3

The Service Score for the Car Parking Service will be calculated on a Monthly basis.

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score").

For each Qutcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Outcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score”).

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Outcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Moanthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Qutcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduied monitoring date.

If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
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5.4

6.

6.1

7.

7.1

7.1.1

7.1.2

7.2

7.2.1

Outcome Standard. A score will be calculated each time a default occurs. Where more
than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance Score
Formula. Where no default has occurred during a day, the score for the day will be
100%.

Where a Performance Measurement Criterion is stated to be measured “continuously”
scores will be calculated on a daily basis. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

Calculation of Deductions from the Maximum Number of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the Car
Parking Service will be equal to the aggregate number of Points earned (determined
pursuant to paragraph 5.1.5 above) in respect of all Outcome Standards in this
Arrangement with the same Performance Factor.

Content of Matrices

The use of the word “appropriate” indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

Where a Performance Score Formula requires that a sample is “compliant™, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been complieted and
recorded.

The percentage figure indicates the minimum size of Sample.

Car Parking Service Definitions:

Definitions specific to the Car Parking Service are listed at Part B of Appendix 1.
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8.  Matters to be Agreed or Approved between the Parties

8.1 The parties acknowledge that there are a number of matters referred to in the
performance matrices to be agreed or approved by the parties. The parties agree that
they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.

8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1
CAR PARKING SERVICE SPECIFICATION ARRANGEMENT
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Car Parking Service Specification Matrix Appendix
1

SERVICE SPECIFICATION ARRANGEMENTS

CAR PARKING

A GENERAL DESCRIPTION OF SERVICE REQUIRED
B. SERVICE SPECIFIC DEFINITIONS
C. OUTPUT STANDARDS

Management and Administration

Staffing

Traffic Movement Control

Car Parking Control

Parking Permits and Fees

Wheel Clamping/Unauthorised Parking Fees
Health and Safety

Transport

I R

D. REFERENCE INFORMATION
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Car Parking Service Specification Matrix Appendix
1

A. GENERAL DESCRIPTION OF SERVICE REQUIRED
The Trust requires car parking facilities and controls ensure that car parking space available for
patients, staff, visitors and users of the Trust’s Services.

This service will be required to include car park monitoring and security controls to avoid or reduce
itresponsible or unauthorised patking and to contribute to site supervision.

The parking facilities including surfaces, bay marking, signage, lighting, security cameras with 24 hour
recording facility, ticket machinery, barriers, etc., are to be provided as an integral part of this service.

A payment system for users of the car park will be required.

Signs, notices and equipment will be maintained in a sound condition, being cleaned as required, to be
legible and free of any graffiti, spray paint, adhesive, unauthorised stickers, etc.

B. SERVICE SPECIFIC DEFINITIONS

B.1 Manager. means the duly authorised representative of the
Service Provider who is responsible for the day to day
provision of car parking control at the hospital.

B.2  Car Parks: mean designated areas for parking vehicles

B3 Sign-posting and Signage: means all sign intended to guide, inform, warn or
prohibit in respect of car parking access controls and
restrictions.

B4 Fees: mean all authorised financial charges being levied

in respect of car parking or being recovered in
respect of the removal of wheel clamps.

B.5 Scheduled Times: means those times agreed between the Trust and
Concessionco as being appropriate to ensure that
specified quality standards and service levels are
achieved.

B.G6 Management cover: means the availability in accordance with agreed
response times of a supervisor or Manager not
necessarily on the prermnises.

B.7 Trust Procedutes: means those provisions relevant to the Car Parking
Service as referred to in Schedule 10 of the
Concession Agreement.

B.8 Method Statement: means the written description of how to perform a

task giving the sequence of activities and identifying
the materials and techniques required.

C2433/008K01 /520682 v.06 2 FINAL / 26/07/98 19:40
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Cat Parking Service Specification Matrix Appendix
1

B9 Scheduled Tasks: means the list of tasks to be produced by
Concessionco to ensure the delivery of each Outcome
Standard.
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Redevelopment of Halifax General Hospital /
Service Specification Arrangements - Car Parking Service Specification Matrix Appendix
1

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

3= Critical Requirement

2= Essential to Service Delivery

1= Important to Service Integrity
MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequency for monitoring
each output standard.

I
KEY TO MINIMUM MONITORING FREQUENCY P
Db =DAILY 28 occasions (on separate days) within month
T =TWICE WEEKLY 8 occasions (on 2 separate days weekly) within month FJ
W =WEEKLY 4 occasions (in separate weeks) within month
M =MONTHLY 1 occasion within month
Q = QUARTERLY 4 occasions (at 3 monthly intervals) within 12 months II
B = BI-ANNUALLY 2 occasions (at 6 monthly intetvals) within 12 months
A = ANNUALLY 1 occasion within (at yearly intervals) 12 months “
C = CONTINUOLUS Automatic processes, e.g. Temperature Control and
Recording
" D.D = DETERMINED Standards in this category will be considered as a “
BY DEFAULT toutine pass unless a specific occasion demonstrates
failure, e.g.
. Compliance with Trust policies,
. Patients confidentiality J‘
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Car Parking

D. REFERENCE INFORMATION

NHS Security Manual 1992, Chapters 10 and 11.

C2433,00001,520082 +.06 18

FINAL / 26/07/98 19:40



Appendix 2

Example of Calculation of Points Actually Earned for Outcome Standard 7.2 of the Car Parking Service

a b c d e f 2 h j k 1
Performance Outcome | Maximum Performance Minimum Average Qutcome | Poinls
Factor Standard | Points Measurement | Moniloring Percentage Score for Manitoring | Standard Actually

Available Crileria Frequency Monitoring Occasion Occasion Score Carned
Score
1 2 3 4
2 7.2 4 a Monthly 100 100
b Monthly 98 98 99 3.96
Notes
a See definition of Performance Factor
b Column " gives the reference number of the Outcome Standard used in the Service Specification
Arrangements
c Column 'c' gives the maximum Points available for the Outcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
e See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurerment Criterion monitored daily would have 28 scores, weekly 4 scores elc.
A Performance Measurement Criterion monitored by default may have a number of scores which
would be determinable at the end of the Month
For the purpose of this example it both Performance Measurement Crilerion ‘a’ and ‘b’ are monitored
monthly
The scores shown are examples to demonstrate the mechanism. The Service Provider would expect
1o score 100% on each moniloring occasion.
] Column 'j' is the average of the scores in Column ‘f-i’
k Column 'k' is the average of the scores in Column ‘j’

Columa 1" is the product of the maximum Points available for the Outcome Standard (Column ¢)

and the score in Column ‘k’.

C2433/,00001/519857 v.08
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Qutcome Standard

3 9

2 4

1 1

C2433/Q0001/519857 v.08 10 BA/NZC/Imj 27/07/98 22:51




Appendix 4

PERIFORMANCE FACTOR
a e
Total
No. of Points No. of Points No. of Puints No. of Puints
Standards available | Standards available | Standards available | Standards available
(x9) (x4) (x1)

Estates 50 450 65 260 17 17 132 727
Security 6 54 28 112 7 7 41 173
Car Parking 0 0 33 132 15 15 48 147
Portering 7 63 65 260 28 28 100 351
Domestic 5 45 47 188 26 26 78 259
Catering 29 261 86 344 39 59 174 664
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 a2 1488 173 173 658 2678

C2433/00001/519857 +.08
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Appendix 5

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVYED
SCORE (%) (% of Maximum Monthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services [Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%

C2433/00001/519857 v.08
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Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

{% of Maximum Monthly Performance Element)

Performance Factors 1 & 2

Performance Factor 3

Equal to or less than 100% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved
but greater than 75%
Equal to or less than 75% % achieved + 10% % achieved

but greater than 65%

Equal to or less than 65%

% achieved

% achieved

C2433/00001/519857 v.08
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Appendix 7

Accrual of Termination Indicators (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators

80% and above 0
75% to 80% 1
70% to 75% 2
65% to 70% 3
less than 65% 4

1. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service

C2433/G0001/519857 v.08 14 BA/NZC/Imj 27/07/98 22:51



SCHEDULE 2
BRIDGING LANGUAGE

CATERING SERVICES

This Part C of Schedule 2 comprises the Service Specification Arrangement for the Catering

Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1.  Definitions
“this Arrangement”

“average”

“COSHH”

“Minimum Monitoring Frequency”

“QOutcome Standards”

“Performance Factor”

“Performance Measurement
Criteria”

“Performance Score Formula®”

“Sample”

“Trust Procedures”

C2433/00001/519860 v.07

means this Part C of Schedule 2;

means the arithmetic mean of a particular series of
measurements,

means Control of Substances Hazardous to Health
Regulations
means the minimum frequency with which each

Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

means those outcome standards which are set out in
column 1 of Appendix 1

means the factor of either 1, 2 or 3 which is allocated to
each Outcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

means the constituent parts of each Qutcome Standard as
are described in column 2 of Appendix 1 ;

means the formulae set out in column 5 of Appendix 1
which describe how the percentage score for each
monitoring occasion will be calculated;

means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

1 BA/NZC/imj 27/07/98 21:51



Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

2.1

2.2

23

24

2.5

3.

3.1

3.2

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Catering Services shall
be to achieve each Outcome Standard.

Each Outcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust's only remedies for non-achievement of the Outcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement.

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concession Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criteria

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the parties or in accordance with Clause 18 of the
Concession Agreement.

C2433/00001/519860 v.07 2 BA/NZC/Imj 27/07/98 21:51



4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems”) for the Catering Services.
Such Quality Assurance Systems shall be developed to the extent reasonably practicable
in light of the information available at that date, by the date which is 6 months prior to
the New Build Completion Date. To the extent that such Quality Assurance Systems are
not completed by that date because of a lack of information, Concessionco shall
complete them by the date which is 1 month before Services Commencement Date. The
Quality Assurance Systems shall be agreed between the parties in accordance with
Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(@)

(b)

(©)
(d)

()

®

(8)

the identification of areas of concern in respect of the Catering Service or the
performance thereof;

a reporting mechanism in the event that a Fault, problem or failure to perform
the Service is identified;

a remedy and response mechanism for the rectification of Faults;

cure periods sufficient to ensure the delivery of the Catering Service in
accordance with Clauses 2.1 and 2.2;

(i) Method Statements (as defined in Appendix 1);
(ii) Lists of Scheduled Tasks (as defined in Appendix 1);

the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Management Criteria, as a minimum equating fo the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/519860 v.07

(i) good practice with in the NHS or in the absence of such good practice
with Good Industry Practice;

(i) all Applicable Standards;
(iii) all relevant Trust Procedures;

(iv) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v) BS ENISA 9002 or its successors; and

(vi) the Performance Measurement Criteria.

3 BA/NZC/mj 27/07/98 21:51



4.3

4.4

4.5

5.1

5.1.1

The parties acknowledge that the sample sizes set out in column 5 of Appendix 1
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangemennt,
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sampie sizes set out in column 5 of Appendix 1.

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systerns once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such good practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(ii) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurement Procedure

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if any,
pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Qutcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Qutcome Standard 2.6.

The Service Score for the Catering Service will be calculated on a Monthly basis.
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5.1.2

s.1.3

5.14

5.5

5.2

5.2.1

5.2.2

5.2.3

5.3

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score").

For each Outcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Outcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score™).

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Qutcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Monthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Outcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
Outcome Standard. A score will be calculated each time a default occurs. Where more
than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance Score
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5.4

7.1

7.1.1

7.1.2

7.2

7.2.1

8.

8.1

Formula. Where no default has occurred during a day, the score for the day will be
100%.

Where a Performance Measurement Criterion is stated to be measured “continuously”
scores will be calculated on a daily basis. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

Calculation of Deductions from the Maximum Number of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the Catering
Service will be equal to the aggregate number of Points earned (determined pursuant to
paragraph 5.1.5 above) in respect of all Outcome Standards in this Arrangement with the
same Performance Factor.

Content of Matrices

The use of the word “appropriate” indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and
recorded.

The percentage figure indicates the minimum size of Sample.

Catering Service Definitions:

Definitions specific to the Catering Service are listed at Part B of Appendix 1.

Matters to be Agreed or Approved between the Parties

The parties acknowledge that there are a number of matters referred to in the
performance matrices to be agreed or approved by the parties. The parties agree that
they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.
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8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1

CATERING SERVICE SPECIFICATION ARRANGEMENT
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Catering Service Specification Matrix - Appendix 1

REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

CATERING

A. GENERAL DESCRIPTION OF SERVICE REQUIRED
B. SERVICE SPECIFIC DEFINITIONS

C. OUTPUT STANDARDS

Management and Administration
Staffing

Commodities

Patient Meal Services

Staff and Visitors' Meals Services
Nutrition and Dietetics

Hygiene and Quality Control
Heaith and Safety

Matketing and Customer Relations

I AR S SR

D. REFERENCE INFORMATION
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Catering Service Specification Matrix - Appendix 1

A GENERAL DESCRIPTION OF SERVICE REQUIRED

The catering services are required to provide the Trust with good quality, safe, wholesome and
nutritious meals, snacks and beverages for patients, staff, visitors and other users of the Hospital
facilities.

In addition to meeting any specific dietetic needs, all catenng provided will take account of the
social, cultural and religious requirements of patients.

The catering department will meet all requirements of food safety legislation and will apply
appropriate operational policy, procedures and practices to ensure food hygiene is maintamned at all
stages.

All equipment, sections and associated ateas of the cateting department will be maintained in a
clean condition.

Meals services will meet the recommendations set out in the Health of the Nation, Nutriton
Guidelines for Hospital Catening (NGHC).

A system of Hazard Analysis and Critical Control Points (HACCP) based upon the department of
Health Assured Safe Catering will be applied.

All equipment, hardware, crockery, utensils, disposables, cleaming matenals and any other items
required for the efficient delivery of the catering service will be provided by the Service Provider.

The scope of service to be provided to the PGMEC is described in the Catering Operational Policy
in Schedule 4.

C2433/008N /520640 v.06 2



Redevelopment of Halifax General Hospital
Service Specification Arrangement - Catering Service Specification Matrix - Appendix 1

B. SERVICE SPECIFIC DEFINITIONS

B.1  Catenng Manager:

B.2 Approved Recipe:

B.3 Special Diet:

B4 Modified Diet:

B.S Religious Diet

B.6 Meal Times:

B.7 Scheduled Times:

B8  Approved List

B.9  Sampling
Specification

B.10 Management
Cover:

B.11  Trust Procedures:

B.12 Method

Statement:

B.13  Scheduled Tasks:

C2433/ 00001 /520640 v.06

means the duly authonsed repzesentative of the Service Provider who
is responsible for the day to day provision of catering services at the
Trust.

means a standard recipe approved in writng by the Trust for use in
the provision of the services.

means 2 diet specially designed to meet the medical, or ethical
requirements of any person as to the food he may eat or the way
such food 1s to be prepared.

means a diet modified to meet the medical or spectal nutritional
needs of any person.

means any diet designed and provided exclusively to meet the
religious requirements of any person as to the food he may eat, ot the
way such food is to be prepared.

means the specified times at which meals are to be provided at the
point of service for patents and staff.

mean those times agreed between the Trust and Concessionco as
being appropmate to ensure that specified quality standards and
service levels are achieved.

this 1s the list of suppliers of and food products compiled and
updated by the Service Provider using the agreed vetting procedure.

this will be agreed between the Trust and the Service Provider and
will conform to Environmental Health Officer requirements.

means the availability, in accordance with agreed response times of a
supervisor or manager not necessatily on the premises.

means those procedures relevant to the Catering Services as referred
to 1 Schedule 10 of the Concession Agreement.

means the wntten description of how to perform a task giving the
sequence of activities and identifying the materals and techniques
required.

means the list of tasks to be produced by Concessionco to ensure the
delivery of each Outcome Standard.



Redevelopment of Halifax General Hospital
Service Specification Arrangements - Catering Service Specification Matrix - Appendix 1

CATERING SERVICES

C. OUTPUT STANDARDS

PERF EF
KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)
I 3= Critical Requirement
2= Essential to Service Delivery |
1= Important to Service Integrity
MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequency for monitoring
each output standard.

i

|

KEY TO MINIMUM MONITORING FREQUENCY

D = DAILY 2B occasions {(on separate days) within month

T =TWICE WEEELY 8§ occasions (on 2 sepatate days weekly) within month

W = WEEKLY 4 occasions (in separate weeks) within month

M =MONTHLY 1 occasion within month

Q = QUARTERLY 4 occasions (at 3 monthly intetvals) within 12 months

B = BI-ANNUALLY 2 occasions (at 6 monthly intervals) within 12 months

A = ANNUALLY 1 occasion (at yeatly intervals) within 12 months

C = CONTINUQUS Automatic processes, e.g. Temperature Control and
Recording

D.D =DETERMINED BY DEFAULT Standards in this category will be considered as a routin
pass unless a specific occasion demonstrates failure, e.g
. Compliance with Trust policies,
. Patients confidentality

C2433/000K1/ B2UG4 v. 06 4
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Catering Service Specification Matrix

D. REFERENCE INFORMATION

D.1 Food Safety

. The Food Safety Act 1990

. The Food Safety (General Food Hygiene) Regulations 1995

. The Food Safety (Temperature Control) Regulations 1995

. DoH Guidelines on Cook-Chill and Cook-Freeze Catering Systems

. HSG (92) 34 Management of Food Services and Food Hygiene in the NHS
. HSG (92) 35 Pest Control Management for the NHS

D.2 Dietary

. Nutritional Guidelines for Hospital Catering - Health of the Nation Task Force 1995.
. Manual of Dietetic Practice - Blackwell Scientific Publications

. "In the Minotity through the '90s" - NAGE/British Dietetic Association

. Nutritional Aspects of Cardiovascular Disease - COMA 1994

D.3 Health and Safety

. Health and Safety at Work Act 1974

. The Management of Health and Safety at Work Regulations 1992
. Provision and Use of Work Equipment Regulations 1992

. Manual Handling Operations Regulations 1992

. Work Place (Health, Safety and Welfare) Regulations 1992

. Personal Protective Equipment (PPE) at Work Regulations 1992
. Control of Substances Hazardous to Health Regulations 1988
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Example of Calculation of Points Actually Earned for Outcome Standard 2.6 of the Catering Service

Appendix 2

a b c d e g h i ] k 1
Performance Ouicome | Maximum Performance Minimum Average Quicome | Paints
Factor Standard Poinls Measurement Moniloring Percentlage Score for Meonitoring Standard Actualty

Available Criteria Frequency Moniloring Occasion Occasion Score Eamed
Score
2 3 4
i 26 1 a Bi-annually % 96
b Monthly 98 98 97 0.97
Notes
See definition of Performance Factor
b Column b’ gives the reference number of the Outcome Standard used in the Service Specification
Arrangements
c Column 'c' gives the maximum Points available for the Qutcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
e See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurement Criterion monitored daily would have 28 scores, weekly 4 scores elc.
A Performance Measurement Criterion monitored by default may have a number of scores which
would be determinable at the end of the Month
For the purpose of this example it has been assumed that Performance Measurement Criterion ‘a’
(1o be monitored bi-annually) has in fact been checked in the month in question. This score would
then be carried forward into future months as described in Paragraph 5.
The scores shown are examples to demonstrate the mechanism. The Service Provider would expect
to score 100% on each monitoring occasion.
j Column YJ'is the average of the scores in Column ‘f-i’
k Column k' is the average of the scores in Column ‘§°

Column 'l'is the product of the maximum Poinls available for the Outcome Standard (Column c)

and the score in Column k.

C2433/00001/519860 v.07
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Outcome Standard

3 9

2 4

1 1
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Appendix 4

PERFORMANCE IFACTOR

€

Total
No. of No. of Points No, of Points No. of Points
Standards available | Standards available | Standards available | Standards available
(x9) (x4) (x1)

Estates 50 450 65 260 17 17 132 727
Security 6 54 28 112 7 7 41 173
Car Parking 0 33 132 15 15 48 147
Portering 63 65 260 28 28 100 351
Domeslic 45 47 188 26 26 78 259
Catering 29 261 86 344 59 59 174 064
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1488 173 173 658 2678

C2433/00001/519860 v.07
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Appendix 5

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVED
SCORE (%) {% of Maximum Maonthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services |Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%

C2433/00001/519860 v.07
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Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

{% of Maximum Monthly Performance Element)

Performance Factors 1 & 2

Performance Factor 3

Equal to or less than 160% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved

but greater than 75%

Equal to or less than 75%
but greater than 65%

% achieved + 10%

% achieved

Equal to or less than 65%

% achieved

% achieved

C2433/D0001/519860 v.07
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Appendix 7

Accrual of Termination Indicators (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators
20% and above 0

75% to 80% 1

70% t0 75% 2

65% to 70% 3

less than 65% 4

1. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service

C2433/D0001/519860 v.07 14 BA/NZCAmj 27/07/98 21:51



SCHEDULE 2

BRIDGING LANGUAGE

LINEN AND LAUNDRY SERVICES

This Part D of Schedule 2 comprises the Service Specification Arrangement for the Linen and

Laundry Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1. Definitions
“this Arrangement”

“average”

“COSHH”

“Minimum Monitoring Frequency”

“Outcome Standards”

“Performance Factor”

“Performance Measurement
Criteria”

“Performance Score Formula”

“Sample”

C2433/00001/519867 v.07

means this Part D of Schedule 2;

means the arithmetic mean of a particular series of
measurements;

means Control of Substances Hazardous to Healih
Regulations;

means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

means those outcome standards which are set out in
column 1 of Appendix1 ;

means the factor of either 1, 2 or 3 which is allocated to
each Outcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

means the constituent parts of each Outcome Standard as
are described in column 2 of Appendix 1

means the formulae set out in column 5 of Appendix 1
which describe how the percentage score for each
monitoring occasion will be calculated;

means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

1 BA/NZCipea 26/07/98 20:0]



“Trust Procedures” means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

2.1

2.2

2.3

2.4

2.5

3.1

3.2

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Linen and Laundry
Services shall be to achieve each Outcome Standard.

Each Outcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust's only remedies for non-achievement of the Qutcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement.

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concession Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criteria

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the parties or in accordance with Clause 18 of the
Concession Agreement.

C2433/00001/519867 v.07 2 BA/NZC/pea 26/07/98 20:01



4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems”) for the Linen and Laundry
Services. Such Quality Assurance Systems shall be developed to the extent reasonably
practicable in light of the information available at that date, by the date which is 6
months prior to the New Build Completion Date. To the extent that such Quality
Assurance Systems are not completed by that date because of a lack of information,
Concessionco shall complete them by the date which is 1 month before Services
Commencement Date. The Quality Assurance Systems shall be agreed between the
parties in accordance with Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(a)

(b)

(©
(d)

(e

)

(8)

the identification of areas of concern in respect of the Linen and Laundry
Service or the performance thereof;

a reporting mechanism in the event that a Fault, problem or failure to perform
the Service is identified;

a remedy and response mechanism for the rectification of Faults;

cure periods sufficient to ensure the delivery of the Linen and Laundry Service
in accordance with Clauses 2.1 and 2.2;

(i) Method Statements (as defined in Appendix 1);
(i) Lists of Scheduled Tasks (as defined in Appendix 1);

the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Management Criteria, as a minimum equating to the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/519867 v.07

(i) good practice within the NHS or in the absence of such good practice
with Good Industry Practice;

(it) all Applicable Standards;
(iii} all relevant Trust Procedures;

(v) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v} BSENISA 9002 or its successors; and

3 BA/NZC/pea 26/07/98 20:01



4.3

4.4

4.5

5.1

5.1.1

(vi) the Performance Measurement Criteria.

The parties acknowledge that the sample sizes set out in column 5 of Appendix 1
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement,
such larger sample sizes may be used provided that the agreement fo or implementation
of such larger sample sizes shall in no way alter Concessionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such good practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(ii) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

Concessionco shall implement the Quality Assurance Systerns on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurement Procedure

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if any,
pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Outcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Outcome Standard 7.4.

The Service Score for the Linen and Laundry Service will be calculated on a
Monthly basis.

C2433/00001/519857 v.07 4 BA/NZC/pea 26/07/98 20:01



5.1.2

5.1.3

5.14

S.1.5

5.2

5.2.1

5.2.2

5.2.3

5.3

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score").

For each Outcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Outcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score™).

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Qutcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Monthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Outcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). 'This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
Outcome Standard. A score will be calculated each time a default occurs. Where more
than one default occurs in a day, the score for the day will be the average of the

C2433/00001/519867 v.07 5 BA/NZCfpea 26/07/98 20:01



5.4

7.1

7.1.1

7.1.2

7.2

7.2.1

8.

8.1

individual scores taken during the day calculated by reference to the Performance Score
Formula. Where no default has occurred during a day, the score for the day will be
100%.

Where a Performance Measurement Criterion is stated to be measured “continuously”
scores will be calculated on a daily basis. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

Calculation Of Deductions From The Maximum Number Of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the Linen and
Laundry Service will be equal to the aggregate number of Points earned (determined
pursuant to paragraph 5.1.5 above) in respect of all Outcome Standards in this Arrangement
with the same Performance Factor.

Content Of Matrices

The use of the word “appropriate” indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and
recorded.

The percentage figure indicates the minimum size of Sample.

Linen and Laundry Service Definitions:

Definitions specific to the Linen and Laundry Service are listed at Part B of
Appendix 1.

Matters to be Agreed or Approved between the Parties

The parties acknowledge that there are a number of matters referred to in the
performance matrices to be agreed or approved by the parties. The parties agree that

C2433/00001/519867 v.07 6 BAMNZC/pea 26/07/98 20:01



they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.

8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1

LINEN AND LAUNDRYSERVICE SPECIFICATION ARRANGEMENT
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen and Laundry Service Specification Matrix

Appendix 1

REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

LAUNDRY AND LINEN

A.  GENERAL DESCRIPTION OF SERVICE REQUIRED
B. SERVICE SPECIFIC DEFINITIONS

C. OUTPUT STANDARDS

Management and Adininistration
Staffing

Transport, Collection and Delivery
Laundry

Linen Stock/Supply Control
Sewing/Tailoring

Health and Safety

AT A o S o

D. REFERENCE INFORMATION

L. Standards of Finish
2. HS5G(95)18 Hospital Laundry Arrangements for Used and Infected Linen.
3. INHS Steering Committee Report on Hospital Laundry Arrangements
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen and Laundry Service Specification Matrix
Appendix 1

A GENERAL DESCRIPTION OF SERVICE REQUIRED

The Trust requires a comprchensive laundry and Imen service to ensute adequate supply and
provision of Clean Articles of Laundrywhich meet the needs of all departiments of the Hospital.
The service will comprise a complete system from collection of used articles for laundering,
through transfer, processing and return delivery of clean articles to designated potnts.

Concessionco will be responsible for the overall management of the service and provide sewing
room, on-site patient clothing laundry and all internal distribution.

‘The Trust will procure an external laundry processing contract and supply all linen to the defined
standards. The Trust will ensure that its external laundry processing contractor delivers and collects
laundry, linen and associated items to and from Concessionco at agreed Trust locations to an
agreed timetable and schedule sufficient for Concessionco to meet its performance obligations for
the management and provision of laundry and linen services. Linen and laundey will be delivered
to Concessionco pre-sorted onto linen exchange wolleys.

As part of its inen management responsibility, Concessionco will record laundry tusnaround times,
damage and loss on bebalf of the Trust.  All accommodation at the Lrust associated with the
delivery of the service is required to be maintained by Concessionco in a condition which is safe,
clean and tidv.

Responsibility for performing individual output standards have been allocated as follows:

(1)  Concessionco Qutcome Standards:
(1) 1.1-1.6;3.1;3.2,3.7; 4.12; 4.14; 4.16; 4.34; 5.1 - 5.7, 6.1 - 6.7,

() 2.1 - 25 and 7.1 - 7.16 m respect of Concessionco’s staff and health and safety
responsibilities at the Trust.

L)  Lrust Qutcome Standards

4.6;4.7; 422 - 4.26; 4.29, 4.30 4.33.

() Concessionco and Trust Quicome Standards for their respective responsibilities in
connection with Patient Clothing Service (Concessionco), external Jaundry  processing
(Lrust).

33-3.0:311-315,4.1 -45,4.8-4.11;4.13; 4.15; 4.17- 4.21; 4.27 - 4.28; 8.1
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Redevelopment of Halifax General Hospital

Service Specification Arrangements - Linen and Laundry Service Specification Matrix

Appendix 1

B. SERVICE SPECIFIC DEFINITIONS

B3 Laundry & Linen Services Manager:
3.2 Artcles of Laundry:

B.3 Clean Atticles of Laundry;

5.4 Used Articles of Laundry:

3.5 Dirty Artcles of Laundey:

B.o Foul and Infected Articles of Laundry
B.7 Infected Linen:

3.8 Crcnsitlg:

B.9 Wrinkling:

C2433.00001,520654 +.06

(S

means the duly authorised representative of the
Service Provider who 1s responsible for the day
to day management of the Laundey and Linen
Sefvices at the Trust Premiscs.

shall inean articles made available by the Trust,
wluch will be processed by the Trust’s external
laundry  processing  contractor  except  for
patient’s personal clothing which will be
processed by the Service Provider at the 1rust
[premises.

shall mean Articles of Laundry which have
been processed or are otherwise clean and have
not vet been used.

those

shall  mean Dirty  Artcles  of

Laundrywhich are not infected articles.

shall mean all Articles of Laundty whether used
and/or infected, which are not clean articles.

shall  mean  those  Ditr  Articles  of
Laundrywhich have been used or are infected
and shall mclude all articles so designated by
the "L'rust whether or not such articles have in
fact been fouled or are infected.

shall mean all linen from padents who are
carriers of, or suspected of suffering from
Entetic ever and other salmonella infections,
Dysentery (Shigella SPP), Hepatitis A and B,
Open  Pulmonary  ‘Luberculosts, IV risk
(AIDS), notifiable diseases and other infections
m  Hazard Group 3 (“Categorisation  of
biolugical agents according to hazard and
categories of containment”. Fourth 1liditton
1985 - Advisory Committee on Dangetous
Pathogens™) or any other infection specified by
the Control of Infection Officer as hazardous
to health.

defined as material ovetlap.

defined as evidence of surface deformation.

FINAL / 29/07/98 20:22



Redevelopment of Halifax General Hospital

Service Specification Arrangements - Linen and Laundry Service Specification Matrix

Appendix 1

B.10 Dimensional Distortion:

B.1t Residual Moisture Retention:
B.12 FCRA:

B.13 Heat Labile Linen:

B.14 Selvedge:

B.15 Hazard Group 3 Organisms are:
Bl6 Hazard Group 4 Organisims are:
B.17 Pool Allocation:

B.18 ACDP

B.19 Management Cover:

13.20 ‘Trust Procedures:
C2433.00001,520654 +.06 4

defined as the difference in widdh between the
leading and trailing edges after: folding.

the amount of moisture regained  from the
atmosphere by a 100% dry picce of linen.

shall mean  the TFabric Care  Research
Association.
shall mean any article manufactured  from

fabrics which need to be washed at a low
temperature (+40°C), as damage may occur by
a normal heat disinfection process or  at
thermal dismfection temperatures.

the finished nonfraying cdge of a length of
woven fabric

biological agents that can cause severe hunan
disease and present a serious hazard to
employees; they may present a tisk of spreading
to the community, but there is usually cffective
prophylaxis ov treatment available.

biological agents that cause severe human
discase and are a serious hazard to employces;
they are likely to spread to the community and
there 15 usually no effectve prophyhixis or
treatment available.

means linen not belonging to a specific ward or
department c.g. bed sheets, pillow cases and
towels

is the Advisory Committee on Dangerous
Pathogens.

means the avatlability, in accordance with
agreed response times of a supervisor or
manager not necessarily on the premiscs.

means those procedures relevant to the Linen

and Laundry Services as referred to in Schedule
10 of the Concession Agreement.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen and Laundry Service Specification Matrix

Appendix 1

B.21 Method Statement: means the written description of how  rfo
petform a task giving the sequence of activities
and identifving the materials and technigues
required.

.22 Scheduled Tasks: means the list of tasks to be produced by

Concessionco to ensute the delivery of cach
Outcome Srandard.

C2433,00001,520654 +.06 5 FINAL / 29/07/98 20:22



Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen and Laundry Service Specification Matrix

Appendix 1

LAUNDRY AND LINEN SERVICES

C. OUTPUT STANDARDS

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

3= Critical Requirement
= Essential to Service Delivery
1= Important to Service Integrity

MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequeney for monitoring each
output standard.

KEY TO MINIMUM MONITORING FREQUENCY

D =DAILY 28 occasions {on separate days) within month

T =TWICE WEEKLY 8 occasions (on 2 separate days weckly) within
monti

W = WEEKLY 4 occasions (in separate weelks) within month

M = DMONITLY 1 occasion within month

Q = QUARTERLY 4 occasions (at 3 monthly intervals) within 12 months

B =DBLANNUALLY 2 occasions (at 6 monthly intervals) within 12 months

A = ANNUALLY T occasion (at 12 monthly intervals) within 12 months

C  =CONITINUOUS Automatic processes, e.g. Temperature Control and
Recording

D.D =DETERMINED BY Standards in this category will be considered

DLEFAULT as a routine pass unless a specific occasion

demonstrates failure, e.g.
. Compliance with Trust policies,
. Patients confidentiality

C2433,00001,520654 +.06 6
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen & Laundry Service Specification Matrix

Appendix 1

D1

D11

D.1.2

D.1.3

D.14

REFERENCE INFORMATION

STANDARDS OF FINISH
Counterpancs

Creasing is allowed along one third of the leading edge but must be confined o within one inch of
the Selvedge. No other Creasing is allowed.

Wrinkling 1s allowed within one inch of both hems only.

Dimensional Distorton must not exceed two inches.

Residual Moisture Retention should be no more than the normal regain for the type of matetial,
‘The counterpane will be folded with two lateral folds along the long edge and three cross folds.
Pillovwcase

Creasing is allowed within the internal flap but not on the front and back surfaces. Minor creases
are allowed on the front seams.

Wrinkling is allowed on the back surface of the flaps only.

Dimensional Distortion shall not exceed a half of one inch at the seams of the open end.
Residual Moisture Retention should be no more than the normal rbgnin for the type of material.
The pillowease will be folded with two lateral folds on the short edge and one cross edge.

Bed Shicets

Creasing 1s allowed along one third of the leading edge, but must be confined to within one inch of
the Selv cdge. No other Creasing allowed.

Wrnkhing is allowed within one mch of both hems only.

Dimensional Distortion must not exceed two inches.

Residual Moisture Retention should be no more than the normal regain for the type of material.
‘Lhe bed sheet will be folded with two lateral folds along the leading edge and three cross folds.
Diraw Sheets

Creasing is allowed along one third of the leading edge but must be confined to within one inch of
the Selvedge. No other Creasing is allowed.
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Redevelopment of Halifax General Hospital
Service Specification Atrangements - Linen & Laundry Setvice Specification Matrix
Appendix 1

D.15

D.16

D.1.7

Shght Wrinkling 1s allowed.

Dimensional Distortion must not exceed one incl.

Residual Moisture Retention should be no more than the normal regain for the type of matenal.
‘T'he draw sheet will be folded with two lateral folds along the Jong edge and two cross tolds.
Baby Sheets

Creasing is allowed along one third of the leading edge but must be confined to one inch of the
Selvedge. No other Creasing is allowed.

Wrinkling is allowed within one inch of both hems only.

Dimensional Distortion must not exceed one inch.

Residual Moisture Retention should be no more than the novmnal regain for the tvpe of material.
The baby sheet will be folded with two lateral folds along the short edge and two cross {olds.
Tuable Cloths

Creasing is allowed along one third of each edge but must be confined to one inch of the Sclvedge.
No other Creasing is allowed.

Wiinkling will only be allowed within one inch of edges.

Dimensional Distortion must not exceed one inch.

Residual Moisture Retention should be no more than the normal regain for the epe of matcnal.
‘Table cloths will be hand folded french style with two lateral folds and two cross folds.

Tea Towels

Minimal Creasing 1s allowed on each Selvedge.

Wirinkling is allowed within one inch of hems only.

Dimensional Distortion must not exceed one incly,

Residual Moisture Retention should be no more than the nonmal regain for the type of matetdal.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen & Laundry Service Specification Matrix
Appendix 1

D.1.8 Thearre Grecns - Including Govwns
(a) Theatre Flar and Theatre Greens

"The specification detailed below is 1 addition to, and should be read in conjunction with,
"STANDARDS FOR LINEN USED IN OPERATING THENTRIIS" detailed within
the TEACHING AND TRAINING MANUAL TFOR SIERILE  SERVICES
PERSONNEL - APPENDIX 1. ISSM GUIDELINES. DEVELOPED BY ‘T'HIS
INSITIUTLEE OF STERILE SERVICES MANAGERS and "GUIDE TO GOOD
MANUFACTURING PRACTICE IN NHS STERILE SERVICES DEPARTMENTS"
1989.

The methods of folding are to be undertaken as demonstrated by the Trust. Tn addition,
the Trust’s external laundry processing contractor will be responsible for removing line
particles adhering to articles prior to folding.

All repairs are to be undertaken using an approved method agreed upon beforchand, ie.
heat scal patch. Stitch tepe repairs will be forwarded to the sewing room for inspection.

() Theatre Gowns/Flanvork

When deciding if articles are to be rejected the following criteria will apply:

(1) "There will be no more than three patches in any 35¢m square.

(1) No repairs or patches wilt be farger than 15em.

(111) ‘I'here will be no more than 15 patches over the entire picee of line.

(1¥)  there will be no break in the hemline or fraying of the hemline which is beyond
repait.

(v) Al tapes and gowns will be intact and correet, ie. not secured (knotted) together.

(vn)  The aracle will not be soiled or stained.

(vi)  The clasticated cuffs on theatre gowns will be in good order and matntaintng

their elasticated property.
D.LY  Kitchen Aprons
No Creasing or Wrinkling is allowed on the body of the apron.
‘The apron will be folded as follows:
* contre: fold lengthwise

* second: fold half apron lengthwise and tuck in tapes and neckband
*  third: fold bib to body
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Redevelopment of Halifax General Hospital
Service Specification Artangements - Linen & Laundry Service Specification Matrix

Appendix 1

D.1.10

D.1.11

D.112

D.1.13

D.1.14

D.1L15

D.1.16

Docrors' Whire Coats

Starched finish as appropriate to material type.
No Creasing is allowed.

There will be no seam impresstons.

Pockets atc pressed flat to body.

Coats arc folded face down, side seams brought to centre, sleeves folded m, two cross folds with
collar and lapels straightened.

White Govwns

No Creasing is allowed on the body of the gown (fatlure to achieve this could result in inaccurate

N-Rar films).

Slight Wrinkling is allowed. Gowns are folded back to back with one lateral fold, arms folded in
and two cross folds.

Surgeons’ Shirts

No Wiinkling or Creasing 1s allowed on the front or back of the shirt hut slight Creasing is allowed
on the scams.

Shiets are folded shoulder to shoulder, arms cross folded to body, one lateral Told to present the
name patch (where applicalsle) uppermost.

Surgeons' Trousers

No Creasing 1s allowed but slight Wrinlkling is permitted.

Trousers are folded leg to leg and two cross folds to present the name tape {where fitted) of front.
Cellular Blankets

No Wrinkling o Creasing 1s allowed.

[ed Dlankets are folded with two lateral and two cross folds.

Baby Blankets

Baby blankets are folded with one lateral fold and one cross fold.

Hydro Blankets

No Creasing is allowed.
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Redevelopment of Halifax General Hospital
Setvice Specification Arrangements - Linen & Laundry Service Specification Matrix
Appendix 1

D.1.17

D.L18

D.1.19

D.1.20

D.1.21

D.1.22

D.1.23

Blankets are folded with two lateral folds and two cross [olds.
Baby Govwns
No Creasing is allowed but light Wrinkling 1s permirted.

Baby gowns are presented folded back to back with one lateral fold, arms folded in and one cross

fold.
Dressing Gowns
No Creasing 1s allowed but slight Wrinkling is permitted.

‘Lhe gowns are folded with one lateral fold with shoulders back to back, sleeves folded into body,
one cross fold.

Nighr Gowns
No Creasing is allowed but slight Wrinkling is permitted.

The gowns are folded back to back with one lateral fold, arms folded in and two cross folds with
name where applicable uppermost.

Pyyainas Tops
No Creasing is allowed but slight Wiinkling is permitted.

Tops are folded shoulder to shoulder with one lateral fold, arms folded 1nto body with one cross
fold. "T'o present name label uppermost.

Pyjamas Bottoms

No Creasing 1s allowed, but shight Wrinkling is permitted.

Trousers are folded leg to leg with two cross folds. To present name label uppermost.
Nigiie Shirts

No Creasing 1s allowed but shight Wrinkling 1s permitted.

Night shitts are folded back to back with one lateral fold, arms folded into body and two cross
folds, to present name label uppermost.

Strercher Canvas
No Creasing is allowed but shight Wrinkling is perinitted.

‘The stretcher canvas 1s folded with two lateral folds along the short edge.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen & Laundry Service Specification Matrix

Appendix 1

D.1.24 Towels
Minimal Creasing and Wrinkling is permitted.
Towels are folded with fwo lateral folds along the short edge and one cross fold.
DA.25 Knickers
No Creasing is allowed but slight Wrinkling 1s permutted.
Knickers ate folded side seam to side seamn with one cross fold.
D.1.26 Vests
No Creasing is allowed but slight Wrinkling 1s permitted.
Vests are folded with one lateral fold and one cross fold.
D.1.27 Babyv Vesrts with Mits
No Creasing is allowed but shght Wremnkling is permitted.
1tems are laid flar.
D.1.28 Patients’ Trousers
Vegs are separately pressed with no evidence of double Creasing ot scam IMpressions.
Pockets are pressed flat.
‘There should be no Wirinkling around the arca of the zip.
Trousers are folded with two cross folds.
D.1.29 Polvester Coats
No Creasing or Wrinkling is allowed.

Coats and smocks ate folded face down, stde scams brought to centre, sleeves folded 1n, two cross
folds with collar and lapels straightenced.

D.1.30 Nurses' Dresscs, Domestic Dresses, White Coats, Porters' Jackets, Uniforms and Patients’

Dresses
No Creasing or Wrinkling 1s allowed.

These items are {olded face down, side seams brought to centre, sleeves folded in, two cross folds
with collar and lapels stratghtened.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Linen & Laundry Service Specification Matrix

Appendix 1

D.1.31 Sheepskins, Net Beds and Spenco Mattresses
‘Tumble diy and allow to air off naturally.

D.1.32 Thermal Underwvear

PVC based thermal underwear, e.g. "Damart" must not be subjected to heat as part of the fishing

process otherwise shrinkage will occur.

D.2  HSG (95) 18 - Hospital Laundry Artangmﬁcuts for Used and Infected Linen
D.3  NHS Steering Conunittee Report on Hospital Laundry Arrangements

D4 HC(78)3 - [Trust to complete]

D5 HN(82) 33 - [Trust to compiete]
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Example of Calculation of Points Actually Earned for Qutcome Standard 7.4 of the Linen and Laundry Service

Appendix 2

a b c d € g h i j k 1
Performance Culcome | Maximum Performance Minimum Averape Cuicome | Points
Factor Standard | Points Measurement | Moniloring Percentage Score for Menitering | Standard Actually

Available Criteria Frequency Monitoring Oceasion Occasion Score Larned
Score
1 2 3 4
2 4 a Bi-annually | = | = 100 100
b Monlhly 98 98 99 396
Notes
a See definition of Performance Factor
b Column b’ gives the reference number of the Outcome Standard used in the Service Specification
Arrangements
c Column 'c' gives the maximum Points available for the Outcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
e See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurement Criterion monitored daily would have 28 scores, weekly 4 scores elc.
A Performance Measurement Criterion monitored by default may have a number of scores which
would be determinabie at the end of the Month
For the purpose of this example it has been assumed that Performance Measurement Criterion ‘a’
(to be monitored bi-annualiy) has in fact been checked in the month in question. This score would
then be carried forward into future months as described in Paragraph 5.
The scores shown are examples to demonstrate the mechanism. The Service Provider would expect
to score 100% on each monitoring occasion.
i Column 'j'is the average of the scores in Column ‘f-i’
k Column k' is the average of the scores in Column *j’

C2433/00001/519867 v.07 9

Column 1"is the product of the maximum Points available for the Outcome Standard (Column c)
and the score in Column ‘k’.
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Qutcome Standard

3 9

2 4

1 1
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Appendix 4

PERFORMANCE FACTOR

Total
No. of Points No, of Points No. of Points No. of Points
Standards available | Standards available | Standards available | Standards available
(x9) (<) (x1)

Estates 50 450 65 260 17 17 132 727
Security 6 54 28 112 7 7 41 173
Car Parking 0 0 33 132 15 15 48 147
Portering 7 63 65 260 28 28 100 351
Domestic 5 45 47 188 26 26 78 259
Catering 29 261 86 344 59 59 174 604
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1488 173 173 658 2678

C2433/00001/519867 v.07
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Appendix 5

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVED
SCORE (70) (% of Maximum Monthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services |Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%

C2433/00001/519867 v.07
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Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

(% of Maximum Monthly Performance Element)

Performance Factors 1 & 2

Performance Factor 3

but greater than 75%

Equal to or less than 100% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved

Equal to or less than 75%
but greater than 65%

% achieved + 10%

% achieved

Equal to or less than 65%

% achieved

% achieved

C2433/00001/519867 v.07
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Appendix 7

Accrual of Termination Indicators (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators

80% and above
75% to 80%
70% to 75%
65% to 70%
less than 65%

ESSNLVE I S I T

1. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service
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SCHEDULE 2

BRIDGING LANGUAGE

PORTERING SERVICES

This Part E of Schedule 2 comprises the Service Specification Arrangement for the Portering

Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1.  Definitions
“this Arrangement”

‘$average”

“COSHH”

“Minimum Monitoring Frequency”

“QOutcome Standards”

“Performance Factor”

“Performance Measurement
Criteria”

“Performance Score Formula”

“Sample”

“Trust Procedures”

C2433/00001/5198711 v.07

means this Part E of Schedule 2;

means the arithmetic mean of a particular series of
measurements;

means Control of Substances Hazardous to Health
Regulations;

means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

means those outcome standards which are set out in
column 1 of Appendix 1 ;

means the factor of either 1, 2 or 3 which is allocated to
each Qutcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

means the constituent parts of each Outcome Standard as
are described in column 2 of Appendix 1 ;

means the formulae set out in column 5 of Appendix 1
which describe how the percentage score for each
monitoring occasion will be calculated;

means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

1 BAMNZCrpea 26/07/98 20:02



Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

21

2.2

2.3

2.4

2.5

3.

3.1

3.2

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Portering Services shall
be to achieve each Outcome Standard.

Each Outcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust’s only remedies for non-achievement of the Outcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement,

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concesston Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criteria

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the partics or in accordance with Clause 18 of the
Concession Agreement.
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4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems’™) for the Portering Services.
Such Quality Assurance Systems shall be developed to the extent reasonably practicable
in light of the information available at that date, by the date which is 6 months prior to
the New Build Completion Date. To the extent that such Quality Assurance Systems are
not completed by that date because of a lack of information, Concessionco shall
complete them by the date which is 1 month before Services Commencement Date. The
Quality Assurance Systems shall be agreed between the parties in accordance with
Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(@)

(b)

(©
(d)

(©)

)

()

the identification of areas of concern in respect of the Portering Service or the
performance thereof;

a reporting mechanism in the event that a Fault, problem or failure to perform
the Service is identified;

a remedy and response mechanism for the rectification of Faults;

cure periods sufficient to ensure the delivery of the Portering Service in
accordance with Clauses 2.1 and 2.2;

(i) Method Statements (as defined in Appendix 1);
(ii) Lists of Scheduled Tasks (as defined in Appendix 1);

the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Management Criteria, as a minimum equating to the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/519871 v.07

(i) good practice within the NHS or in the absence of such good practice
with Good Industry Practice;

(it) all Applicable Standards;
(iii) all relevant Trust Procedures;

(iv) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v) BS ENISA 9002 or its successors; and

(vi) the Performance Measurement Criteria,
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4.3

4.4

4.5

5.1

511

The parties acknowledge that the sample sizes set out in column 5 of Appendix 1
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement,
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such good practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(ii) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurement Procednre

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if any,
pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Outcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Quicome Standard 4.1.

The Service Score for the Portering Service will be calculated on a Monthly basis.
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51.2

5.1.3

5.1.4

S5

S.2

5.2.1

5.2.2

523

53

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score").

For each Qutcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Outcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score”).

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Qutcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Monthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Qutcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
Outcome Standard. A score will be calculated each time a defauit occurs. Where more
than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance Score
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Formula. Where no default has occurred during a day, the score for the day will be
100%.

54 Where a Performance Measurement Criterion is stated to be measured “continuously”
scores will be calculated on a daily basis. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

6. Calculation Of Deductions From The Maximum Number Of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the Portering
Service will be equal to the aggregate number of Points earned (determined pursuant to
paragraph 5.1.5 above) in respect of all Qutcome Standards in this Arrangement with the
same Performance Factor.

7. Content Of Matrices

7.1 The use of the word “appropriate” indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

7.1.1 Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and

recorded.
7.1.2 The percentage figure indicates the minimum size of Sample.
7.2 Portering Service Definitions:
7.2.1 Definitions specific to the Portering Service are listed at Part B of Appendix 1.

8.  Matters to be Agreed or Approved between the Parties

8.1 The parties acknowledge that there are a number of matters referred to in the =
performance matrices to be agreed or approved by the parties. The parties agree that
they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.
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8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1

PORTERING SERVICE SPECIFICATION ARRANGEMENT
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

PORTERING & INTERNAL DISTRIBUTION SERVICES

A, GENERAL DESCRIPTION OF SERVICE REQUIRED
B. SERVICE SPECIFIC DEFINITIONS
C. OUTPUT STANDARDS

Management and Administration
Staffing

Equipment and Cleaning
Movement Duties

Medical Gas Service

Mortuary Duties

Miscellaneous Duties

Health and Safety

Sl R S ol M

D. REFERENCE INFORMATION
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

A. GENERAL DESCRIPTION OF SERVICE REQUIRED

The Trust requires a Portering Service to provide routine collection, delivery and general movement of
goods throughout the Trust’s premuses.

The services to be provided include:

(i) goods deliveries and collections as required for all wards and departments.

(1) General waste collection and transportation in accordance with the Trust's Waste Disposal
Policy.

(i) Ad hoc requirements for Portering Services to be undertaken upon request from wards and
departments.

The Service will meet delivery/collection frequencies and scheduled times as required, but will also
demonstrate flexibility and responsiveness in completing ad hoc requests for Portering Services.

Collecting patients for theatre and returning them to the wards from theatre will remain the Trust’s
responsibility and is not within the scope of this general description of services.

The internal mail service will operate in accordance with the Outcome Standards but the Trust will be
responsible for postage costs e.g. franked and stamped mail generated by Trust staff.

B. SERVICE SPECIFIC DEFINITIONS

B.1 Portering Manager: means the duly authorised representative of the
Service Provider who is responsible for the day to day
management of Portering Services at the Trust.

B.2  NHS Supply Centre: means the Supply Centre of the NHS Supplies
Authority contracted to supply goods to the Trust.

B3 Scheduled Times: means those tmes agreed between the Trust and
Concessionco as being appropriate to ensure that
specified quality standards and service levels are
achieved at all times.

B.4 Fueniture, equipment and means furniture, equipment and other items of
other items the size, quantity and volume of approptiate to the
capacity of a potteting wotkforce in a hospital and
does not include equipment and items for which
the services of a specialist carrier or removal firm
would propetly be required.

B.5 Unauthorised Personnel means a trespasser as judged by the Trust Officer for
the time being in control of the Trust’s premises

B.6 Operational Activity Period: means occasions Portering work is permitted to be
done.
B.7 Management Cover: means the availability, in accordance with agreed

response times of a supervisor or manager not

necessarily on the premises.
C2433/U0001 /520671 v.06 2 FINAL / 26/07/98 20036



Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

B.8  Trust Procedures means those procedures relevant to the Portering
Services as referred to in Schedule 10 of the
Concession Agreement.

B9  Method Statement: means the wtitten description of how to perform a
task giving the sequence of activities and identifying
the materials and techniques required.

B.10  Scheduled Tasks: means the list of tasks to be produced by

Concessionco to ensure the delivery of each
QOutcome Standard.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

PORTERING & INTERNAL DISTRIBUTION

C. OUTPUT STANDARDS

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

3= Critical Requirement
= Essential to Service Delivery
1= Important to Service Integrity
MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequency for monitoring each
output standard.

e —— —
— —— —

KEY TO MINIMUM MONITORING FREQUENCY i
D =DAILY 28 occasions (on separate days) within month
T =TWICEWEEKLY 8 occasions (on 2 separate days weekly) within month
W =WEEKLY 4 occasions (in sepatate weeks) within month
M =MONTHLY 1 occasion within month
Q = QUARTERLY 4 occasions (at 3 monthly intervals) within 12 months
B =BI-ANNUALLY 2 occasions (at 6 monthly intervals) within 12 months
A =ANNUALLY 1 occasion (at yeatly intervals) within 12 months
C = CONTINUOUS Automatic processes, e.g. Temperature Control and
Recording
[
D.D = DETERMINED BY DEFAULT
Standards in this category will be considered as a routine
pass unless a specific occasion demonstrates
failure, e.g.
. Compliance with Trust policies
. Patients confidentiality

i
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Redevelopment of Halifax General Hospital
Service Specification Atrangements - Portering Service Specification Mattix

D. REFERENCE INFORMATION

Data Protection Act, 1984 Section 21
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Example of Calculation of Points Actually Earned for Outcome Standard 4.1 of the Portering Service

Appendix 2

a b ¢ d e f 2 h i j k |
Performance Oulcome | Maximum Performance Minimum Average QOulcome | Poinls
Factor Standard | Points Measurement | Monitoring Percentage Score for Monitering | Slandard Actlually

Available Criteria Frequency Monitoring Occasion Occasion Score Earned
Score
1 2 3 4
2 4l 4 a Weekly 97 | 98 | 100 4 100 98.75
b Weekly 9 | 100 | 100 | 98 98.5 98.625 3.945
Notes
a See definition of Performance Factor
b Column 'b' gives the reference number of the Qutcome Standard used in the Service Specification
Arrangemenls
c Column ‘¢’ gives the maximum Points available for the Outcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
e See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurement Criterion monitored daily would have 28 scores, weekly 4 scores etc,
A Performance Mecasurement Criterion monitored by default may have a number of scores which
would be determinable at the end of the Month
For the purpose of this example both Performance Measurement Criterion “a” and ‘b’ are monitored
weekly
The scores shown are examples to demonstrate the mechanism. The Service Provider would expect
to score 100% on each monitoring occasion.
i Column ¥'is the average of the scores in Column “f-i’
k Column k' is the average of the scores in Coluinn *j’

Column T'is the product of the maximum Points available for the Outcome Standard (Column ¢)

and the score in Column ‘k’.

C2433/00001/5 19371 v.07
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Outcome Standard

3 9

2 4

1 1

C2433/0000t/519871 v.07 10 BAMNZCipea 26/07/98 20:02




Appendix 4

PERFORMANCE FACTOR

Total
No. of Points No. of Points No. of Points No. of Points
Standards  available | Standards available | Standards available | Standards available
(x9) (x4) (1)

Estates 50 450 05 260 17 17 132 727
Security 6 54 28 112 7 7 4] 173
Car Parking 0 0 33 132 15 15 48 147
Portering 63 65 260 28 28 100 351
Domestic 45 47 188 26 26 78 259
Calering 29 261 86 344 59 59 174 664
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1488 173 173 058 20678

C2433/00001/519871 ~.0%
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Appendix 3

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVED
SCORE (%) (% of Maximum Menthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services |Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%

C2433/00001/519871 v.07
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Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

{% of Maximum Monthly Performance Element)

Performance Factors 1 & 2

Performance Factor 3

but greater than 75%

Equal to or less than 100% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved

Equal to or less than 75%
but greater than 65%

% achieved + 109%

% achieved

Equal to or less than 65%

% achieved

% achieved

C2433/00001/519871 v.07
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Appendix 7

Accrual of Termination Indicators (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators
80% and above 0

75% to 80% 1

70% to 75% 2

65% to 70% 3

less than 65% 4

L. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service

C2433/0G001/519871 v.07 14 BAMNZC/pea 26/07/98 20:02



SCHEDULE 2

BRIDGING LANGUAGE

PORTERING SERVICES

This Part E of Schedule 2 comprises the Service Specification Arrangement for the Portering

Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1.  Definitions
“this Arrangement”

‘$average”

“COSHH”

“Minimum Monitoring Frequency”

“QOutcome Standards”

“Performance Factor”

“Performance Measurement
Criteria”

“Performance Score Formula”

“Sample”

“Trust Procedures”

C2433/00001/5198711 v.07

means this Part E of Schedule 2;

means the arithmetic mean of a particular series of
measurements;

means Control of Substances Hazardous to Health
Regulations;

means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

means those outcome standards which are set out in
column 1 of Appendix 1 ;

means the factor of either 1, 2 or 3 which is allocated to
each Qutcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

means the constituent parts of each Outcome Standard as
are described in column 2 of Appendix 1 ;

means the formulae set out in column 5 of Appendix 1
which describe how the percentage score for each
monitoring occasion will be calculated;

means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

1 BAMNZCrpea 26/07/98 20:02



Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

21

2.2

2.3

2.4

2.5

3.

3.1

3.2

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Portering Services shall
be to achieve each Outcome Standard.

Each Outcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust’s only remedies for non-achievement of the Outcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement,

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concesston Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criteria

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the partics or in accordance with Clause 18 of the
Concession Agreement.

C2433/00001/519871 v.07 2 BA/NZC/pea 26/07/98 20:02



4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems’™) for the Portering Services.
Such Quality Assurance Systems shall be developed to the extent reasonably practicable
in light of the information available at that date, by the date which is 6 months prior to
the New Build Completion Date. To the extent that such Quality Assurance Systems are
not completed by that date because of a lack of information, Concessionco shall
complete them by the date which is 1 month before Services Commencement Date. The
Quality Assurance Systems shall be agreed between the parties in accordance with
Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(@)

(b)

(©
(d)

(©)

)

()

the identification of areas of concern in respect of the Portering Service or the
performance thereof;

a reporting mechanism in the event that a Fault, problem or failure to perform
the Service is identified;

a remedy and response mechanism for the rectification of Faults;

cure periods sufficient to ensure the delivery of the Portering Service in
accordance with Clauses 2.1 and 2.2;

(i) Method Statements (as defined in Appendix 1);
(ii) Lists of Scheduled Tasks (as defined in Appendix 1);

the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Management Criteria, as a minimum equating to the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/519871 v.07

(i) good practice within the NHS or in the absence of such good practice
with Good Industry Practice;

(it) all Applicable Standards;
(iii) all relevant Trust Procedures;

(iv) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v) BS ENISA 9002 or its successors; and

(vi) the Performance Measurement Criteria,

3 BANZC/pea 26/07/98 20:02



4.3

4.4

4.5

5.1

511

The parties acknowledge that the sample sizes set out in column 5 of Appendix 1
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement,
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such good practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(ii) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurement Procednre

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if any,
pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Outcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Quicome Standard 4.1.

The Service Score for the Portering Service will be calculated on a Monthly basis.

C2433/00004/519871 v.07 4 BA/NZC/pea 26/07/98 20:02



51.2

5.1.3

5.1.4

S5

S.2

5.2.1

5.2.2

523

53

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score").

For each Qutcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Outcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score”).

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Qutcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Monthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Qutcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
Outcome Standard. A score will be calculated each time a defauit occurs. Where more
than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance Score

C2433/00001/519871 v.07 5 BA/NZC/pea 26/07/98 20:02



Formula. Where no default has occurred during a day, the score for the day will be
100%.

54 Where a Performance Measurement Criterion is stated to be measured “continuously”
scores will be calculated on a daily basis. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

6. Calculation Of Deductions From The Maximum Number Of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the Portering
Service will be equal to the aggregate number of Points earned (determined pursuant to
paragraph 5.1.5 above) in respect of all Qutcome Standards in this Arrangement with the
same Performance Factor.

7. Content Of Matrices

7.1 The use of the word “appropriate” indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

7.1.1 Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and

recorded.
7.1.2 The percentage figure indicates the minimum size of Sample.
7.2 Portering Service Definitions:
7.2.1 Definitions specific to the Portering Service are listed at Part B of Appendix 1.

8.  Matters to be Agreed or Approved between the Parties

8.1 The parties acknowledge that there are a number of matters referred to in the =
performance matrices to be agreed or approved by the parties. The parties agree that
they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.
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8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1

PORTERING SERVICE SPECIFICATION ARRANGEMENT
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

PORTERING & INTERNAL DISTRIBUTION SERVICES

A, GENERAL DESCRIPTION OF SERVICE REQUIRED
B. SERVICE SPECIFIC DEFINITIONS
C. OUTPUT STANDARDS

Management and Administration
Staffing

Equipment and Cleaning
Movement Duties

Medical Gas Service

Mortuary Duties

Miscellaneous Duties

Health and Safety

Sl R S ol M

D. REFERENCE INFORMATION
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

A. GENERAL DESCRIPTION OF SERVICE REQUIRED

The Trust requires a Portering Service to provide routine collection, delivery and general movement of
goods throughout the Trust’s premuses.

The services to be provided include:

(i) goods deliveries and collections as required for all wards and departments.

(1) General waste collection and transportation in accordance with the Trust's Waste Disposal
Policy.

(i) Ad hoc requirements for Portering Services to be undertaken upon request from wards and
departments.

The Service will meet delivery/collection frequencies and scheduled times as required, but will also
demonstrate flexibility and responsiveness in completing ad hoc requests for Portering Services.

Collecting patients for theatre and returning them to the wards from theatre will remain the Trust’s
responsibility and is not within the scope of this general description of services.

The internal mail service will operate in accordance with the Outcome Standards but the Trust will be
responsible for postage costs e.g. franked and stamped mail generated by Trust staff.

B. SERVICE SPECIFIC DEFINITIONS

B.1 Portering Manager: means the duly authorised representative of the
Service Provider who is responsible for the day to day
management of Portering Services at the Trust.

B.2  NHS Supply Centre: means the Supply Centre of the NHS Supplies
Authority contracted to supply goods to the Trust.

B3 Scheduled Times: means those tmes agreed between the Trust and
Concessionco as being appropriate to ensure that
specified quality standards and service levels are
achieved at all times.

B.4 Fueniture, equipment and means furniture, equipment and other items of
other items the size, quantity and volume of approptiate to the
capacity of a potteting wotkforce in a hospital and
does not include equipment and items for which
the services of a specialist carrier or removal firm
would propetly be required.

B.5 Unauthorised Personnel means a trespasser as judged by the Trust Officer for
the time being in control of the Trust’s premises

B.6 Operational Activity Period: means occasions Portering work is permitted to be
done.
B.7 Management Cover: means the availability, in accordance with agreed

response times of a supervisor or manager not

necessarily on the premises.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

B.8  Trust Procedures means those procedures relevant to the Portering
Services as referred to in Schedule 10 of the
Concession Agreement.

B9  Method Statement: means the wtitten description of how to perform a
task giving the sequence of activities and identifying
the materials and techniques required.

B.10  Scheduled Tasks: means the list of tasks to be produced by

Concessionco to ensure the delivery of each
QOutcome Standard.

C2433/URKN /520671 v.006 3 FINAL / 26/07/98 20:36



Redevelopment of Halifax General Hospital
Service Specification Arrangements - Portering Service Specification Matrix

PORTERING & INTERNAL DISTRIBUTION

C. OUTPUT STANDARDS

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

3= Critical Requirement
= Essential to Service Delivery
1= Important to Service Integrity
MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequency for monitoring each
output standard.

e —— —
— —— —

KEY TO MINIMUM MONITORING FREQUENCY i
D =DAILY 28 occasions (on separate days) within month
T =TWICEWEEKLY 8 occasions (on 2 separate days weekly) within month
W =WEEKLY 4 occasions (in sepatate weeks) within month
M =MONTHLY 1 occasion within month
Q = QUARTERLY 4 occasions (at 3 monthly intervals) within 12 months
B =BI-ANNUALLY 2 occasions (at 6 monthly intervals) within 12 months
A =ANNUALLY 1 occasion (at yeatly intervals) within 12 months
C = CONTINUOUS Automatic processes, e.g. Temperature Control and
Recording
[
D.D = DETERMINED BY DEFAULT
Standards in this category will be considered as a routine
pass unless a specific occasion demonstrates
failure, e.g.
. Compliance with Trust policies
. Patients confidentiality

i
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Redevelopment of Halifax General Hospital
Service Specification Atrangements - Portering Service Specification Mattix

D. REFERENCE INFORMATION

Data Protection Act, 1984 Section 21
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Example of Calculation of Points Actually Earned for Outcome Standard 4.1 of the Portering Service

Appendix 2

a b ¢ d e f 2 h i j k |
Performance Oulcome | Maximum Performance Minimum Average QOulcome | Poinls
Factor Standard | Points Measurement | Monitoring Percentage Score for Monitering | Slandard Actlually

Available Criteria Frequency Monitoring Occasion Occasion Score Earned
Score
1 2 3 4
2 4l 4 a Weekly 97 | 98 | 100 4 100 98.75
b Weekly 9 | 100 | 100 | 98 98.5 98.625 3.945
Notes
a See definition of Performance Factor
b Column 'b' gives the reference number of the Qutcome Standard used in the Service Specification
Arrangemenls
c Column ‘¢’ gives the maximum Points available for the Outcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
e See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurement Criterion monitored daily would have 28 scores, weekly 4 scores etc,
A Performance Mecasurement Criterion monitored by default may have a number of scores which
would be determinable at the end of the Month
For the purpose of this example both Performance Measurement Criterion “a” and ‘b’ are monitored
weekly
The scores shown are examples to demonstrate the mechanism. The Service Provider would expect
to score 100% on each monitoring occasion.
i Column ¥'is the average of the scores in Column “f-i’
k Column k' is the average of the scores in Coluinn *j’

Column T'is the product of the maximum Points available for the Outcome Standard (Column ¢)

and the score in Column ‘k’.

C2433/00001/5 19371 v.07
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Outcome Standard

3 9

2 4

1 1

C2433/0000t/519871 v.07 10 BAMNZCipea 26/07/98 20:02




Appendix 4

PERFORMANCE FACTOR

Total
No. of Points No. of Points No. of Points No. of Points
Standards  available | Standards available | Standards available | Standards available
(x9) (x4) (1)

Estates 50 450 05 260 17 17 132 727
Security 6 54 28 112 7 7 4] 173
Car Parking 0 0 33 132 15 15 48 147
Portering 63 65 260 28 28 100 351
Domestic 45 47 188 26 26 78 259
Calering 29 261 86 344 59 59 174 664
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1488 173 173 058 20678

C2433/00001/519871 ~.0%
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Appendix 3

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVED
SCORE (%) (% of Maximum Menthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services |Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%

C2433/00001/519871 v.07
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Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

{% of Maximum Monthly Performance Element)

Performance Factors 1 & 2

Performance Factor 3

but greater than 75%

Equal to or less than 100% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved

Equal to or less than 75%
but greater than 65%

% achieved + 109%

% achieved

Equal to or less than 65%

% achieved

% achieved

C2433/00001/519871 v.07
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Appendix 7

Accrual of Termination Indicators (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators
80% and above 0

75% to 80% 1

70% to 75% 2

65% to 70% 3

less than 65% 4

L. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service

C2433/0G001/519871 v.07 14 BAMNZC/pea 26/07/98 20:02



SCHEDULE 2
BRIDGING LANGUAGE

SECURITY

This Part F of Schedule 2 comprises the Service Specification Arrangement for the Security
Service.

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless

specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1. Definitions

“this Arrangement” means this Part F of Schedule 2;

“average” means the arithmetic mean of a particular series of
measurements;

“COSHH” means Control of  Substances Hazardous to Health
Regulations;

’

means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

“Minimum Monitoring Frequency’

“QOutcome Standards” means those outcome standards which are set out in
column 1 of Appendix 1

“Performance Factor” means the factor of either 1, 2 or 3 which is allocated to
each Qutcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

“Performance Measurement means the constituent parts of each Qutcome Standard as
Criteria” are described in column 2 of Appendix 1 ;
“Performance Score Formula” means the formulae set out in column 5 of Appendix 1

which describe how the percentage score for each
monitoring occasion will be calculated,

“Sample” means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1 ;

C2433/00001/519874 v.08 1 BAMNZC/pea 206/07/98 20:05



“Trust Procedures” means the policies and procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, unless otherwise stated, be a reference to a
Clause of this Arrangement.

2.

2.1

2.2

2.3

24

2.5

3.

3.1

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Security Services shall
be to achieve each OQutcome Standard.

Each Qutcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust's only remedies for non-achievement of the Qutcome
Standards and Performance Measurement Criteria shall be those set out in Clauses 33.16
to 33.21A of the Concession Agreement.

Concessionco shall perform its obligations in accordance with all relevant Law
(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concession Agreement.

Concessionco shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that appropriate action can be taken to
remedy such failure without unreasonable delay.

Performance Measurement Criteria

The parties acknowledge that, as at the date hereof, the Performance Measurement

Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

C2433/00001/519874 v.08 2 BA/NZC/pea 2(.)."0?."98 20:05



3.2 The parties acknowledge that the Performance Measurement Criteria may be amended
only by agreement between the parties or in accordance with Clause 18 of the
Concession Agreement.

4.  Quality Assurance

4.1 Concessionco shall develop or shall procure that the relevant Service Provider develops
quality assurance systems (“Quality Assurance Systems”) for the Security Services.
Such Quality Assurance Systems shall be developed to the extent reasonably practicable
in light of the information available at that date, by the date which is 6 months prior to
the New Build Completion Date. To the extent that such Quality Assurance Systems are
not completed by that date because of a lack of information, Concessionco shall
complete them by the date which is 1 month before Services Commencement Date. The
Quality Assurance Systems shall be agreed between the parties in accordance with
Clauses 34.2 and 34.3 of the Concession Agreement.

4.2 The Quality Assurance Systems will be developed to provide for:

(@)

(b)

(©)
(d)

(e)

®

(8

the identification of areas of concern in respect of the Security Service or the
performance thereof;

a reporting mechanism in the event that a Fauit, problem or failure to perform
the Service is identified;

a remedy and response mechanism for the rectification of Faults;

cure periods sufficient to ensure the delivery of the Security Service in
accordance with Clauses 2.1 and 2.2;

(i) Method Statements (as defined in Appendix 1);
(ii) Lists of Scheduled Tasks (as defined in Appendix 1);

the objective assessment of Concessionco’s performance of its obligations set
out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Management Criteria, as a minimum equating to the percentages set out in
column 5 of Appendix 1.

Such Quality Assurance systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

C2433/00001/519874 v.08

(i) good practice within the NHS or in the absence of such good practice
with Good Industry Practice;

(ii) all Applicable Standards;

(iti) all relevant Trust Procedures;
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4.3

44

4.5

5.1

(iv) the relevant Operational Policies comprised in the document contained in
Part 1.3 of Schedule 4;

(v} BSENISA 9002 or its successors; and

(vi) the Performance Measurement Criteria.

The parties acknowledge that the sample sizes set out in column 5 of Appendix I
comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement,
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions fo the Quality Assurance Systems shall take place save for:

(i) any development or additions required to take account of good practice
within the NHS or in the absence of such good practice Good Industry
Practice which shall, subject to item (ii) below, be the sole cost or
expense of Concessionco; or

(i) any development or addition required by the Trust pursuant to Clause 18
of the Concession Agreement which shall be a Trust Variation.

Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurement Procedure

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if any,
pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Outcome Standard is set out in
Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Outcome Standard 2.6.

C2433/00001/519874 v.08 4 BA/NZCipca 26/07/98 20:05



5.1.1

5.1.2

5.1.3

5.1.4

5.1.5

5.2

5.2.1

5.2.2

5.2.3

5.3

The Service Score for the Security Service will be calculated on a Monthly basis.

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month ("Average Monitoring Occasion
Score").

For each Outcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Outcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score™).

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Outcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement Criterion
is less frequent than Monthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Outcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

If in the Trust's reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Freguency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
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Outcome Standard. A score will be calculated each time a default occurs. Where more
than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance Score
Formula. Where no default has occurred during a day, the score for the day will be
100%.

54 Where a Performance Measurement Criterion is stated to be measured “continuously”
scores will be calculated on a daily basis. These daily scores will be derived from
measurements taken during the day as described by the relevant Performance Score
Formula.

6. Calculation of Deductions from the Maximum Number of Points

The variable "A" in Clause 33.17 of the Concession Agreement in respect of the Security
Service will be equal to the aggregate number of Points earned (determined pursuant to
paragraph 5.1.5 above) in respect of all Qutcome Standards in this Arrangement with the
same Performance Factor.

7. Content of Matrices

7.1 The use of the word “appropriate” indicates that the relevant part of the Service will be
carried out in accordance with good practice within the NHS or in the absence of such
good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

7.1.1 Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and

recorded.
7.1.2 The percentage figure indicates the minimum size of Sample.
7.2 Security Service Definitions:
7.2.1 Definitions specific to the Security Service are listed at Part B of Appendix 1.
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8. Matters to be Agreed or Approved between the Parties

8.1 The parties acknowledge that there are a number of matters referred to in the
performance matrices to be agreed or approved by the parties. The parties agree that
they will consult with each other in order to agree any such matters by the date which is
14 days prior to the Services Commencement Date.

8.2 The parties acknowledge that a number of areas referred to in the performance matrices
have not been defined as at the Effective Date. The parties agree that they will define
such areas in accordance with the Detailed Design by the date which is 14 days prior to
the Services Commencement Date.
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Appendix 1

SECURITYSERVICE SPECIFICATION ARRANGEMENT
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Redevelopment of Halifax General Hospital

Service Specification Arrangements - Security Service Specification Matrix - Appendix
1

REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

SECURITY

A. GENERAL DESCRIPTION OF SERVICE REQUIRED
SERVICE SPECIFIC DEFINITIONS
C. OUTPUT STANDARDS

Management and Administration
Staffing

Site Security

Health and Safety

Transport

el e

D. REFERENCE INFORMATION
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Security Service Specification Matrix - Appendix
1

A. GENERAL DESCRIPTION OF SERVICE REQUIRED

The Truse requires 2 sccurity service which includes safeguards and procedures to ensure a gafe
enviconment for the personal safery of all patients, staff and users of the Trust's facilities.

The secutity of the Trust's premises and property, ensuring appre ypriate and authorised use of such
facilidies wilt also be an integral part of this service.

The sceurity service will be required to provide ongoing advice to the Trust and promotion of
Trust staff awarcness of current secutity issuces, crime patterns and precautions.

Sceurity measures will comply with the NHS/NAHAT Security Manual 1992 and Management
Supplement 1995 and with associated instructions or recommendations issued by the Department

of Health.

Communication systems required to ensure efficient and timely response to sccurity incidents will
he prm‘idcd and maintained by the Service Provider.

€233% twna] 320702 v 04 1IN AL 26 0T AN 2023

[R%]



Redevelopment of Halifax General Hospital
Service Specification Arrangements - Security Setvice Specification Matrix - Appendix

1
B.
B Sccurity Manager:
.2 Positive Vetting:
BB.3 Scheduled Times:
B4 Incdent Report System:
3.5 Untoneard Incidents

or Untoward [wvents:

I3.6 Management Cover:
3.7 T'rust Procedures:
B.8 Method Statement:
B.Y Scheduled Tasks:
2435 k] 320702 v

SERVICE SPECIFIC DEFINITIONS

means the duly authorised representative of the Serviee
Provider who is responsible for the dav to dav provision of
secutity services at the Trust.

means the action undertaken to ensure that all staff
proposed for employviment on security duties are suitable for
such duttes.

means  those times agreed  herween the 1Tmst and
(oncessionco as being appropriate to casure that specified
quality standards and service levels are achieved.

means a temporary or permancnt manual or clectronic,
record of anv and all Untowards Incidents or events
showing action taken or required, held centrally in a single
log or file to which access is controlled, for use by the
Service Provider, Concessionco, the Trust or the Police.

these are as defined in Trust and Concessionco Policies and
Procedures and in Chapter 27 of the NHS Security Manual
and Section 5 of the Management Supplement.

means the availabilite, in accordance with agreed responsc
rimes of a supervisor or manager not necessartly on the
premises.

means those procedures relevant to the Sceurity Services as
referred to in Schedule 10 of the Concesston Agreement.

means the written dcscriprinn of how to perform a task
giving the scquence  of activities and  identifying  the

materials and techniques requited.

means the list of tasks to be produced by Concessionco to
ensure the delivery of each Outcome Standard.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Security Service Specification Matrix - Appendix
1

SECURITY SERVICES

C. OUTPUT STANDARDS

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

3= Critical Requirement
2= Essential to Service Delivery
1= Important to Service Integrity

MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequency for monitoring
cach output standard.

KEY TO MINIMUM MONITORING FREQUENCY

D =DAILY 28 occasions (on separate days) within month

T =TWICE WEEKLY 8 occasions (on 2 separate days weekly) within month

W =WEEKLY 4 occasions (in separate weeks) within month

M =MONTHLY 1 occasion within month

Q = QUARTERLY 4 occasions {at 3 monthly intervals) within 12 months

B = BI-ANNUALLY 2 occasions (at 6 monthly intervals) within 12 months

A = ANNUALLY 1 occasion at yearly intervals within 12 months

C = CONTINUOUS Automatic processes, e.g. Temperature Control and
Recording

D.D = DETERMINED Standards in this category will be considered as a

BY DEFAULT routine pass unless a specific occasion demonstrates
failure, e.g.
. Compliance with Trust policies,
. Patients confidentiality

213 ] 320702 v 4 LINAL 26 0798 20:23%
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Security Service Specification Matrix Appendix 1

D. REFERENCE INFORMATION

NHS/NATIAT - Security Manual 1992 and Management Supplement 1995
Data Protection Act 1984
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Appendix 2

Example of Calculation of Points Actually Earned for Oulcome Standard 2.6 of the Security Service

a b c d e f g h i j k
Performance Quicome | Maximum Performance Minimum Average Outcome | Poinls
Facter Standard | Poinis Measurement | Monitoring Percentage Score for Meonitoring | Standard Aclually
Available Criteria Frequency Menitering Occasion Occasion Score Earncd
Score
1 2 3 4
3 26 9 a Weekly 97 1% 100 100 98.75
b Weekly 96 100 | 100 | 98 98.5 93.583 B.872
c Weekly 100 [ 100 | 95 99 98.5
Notes
See definition of Performance Factor
Column b’ gives the reference number of the Gutcome Standard used in the Service Specification
Arrangements
c Column ‘¢’ gives the maximum Points available for the Outcome Standard as described in Appendix
3
d See definition of Performance Measurement Criteria
€ See definition of Minimum Monitoring Frequency
f-i The number of percentage scores depends on the Minimum Montoring Frequency
A Performance Measurement Criterion manitored daily would have 28 scores, weekly 4 scores elc.
A Performance Measurement Criterion monitored by default may have a number of scores which
would be determinable at the end of the Month
For the purpose of this example Performance Measurement Criterion ‘a’, ‘b’ and ‘¢’ are monitored
weekly
The scores shown are examples to demonstrate the mechanism. The Service Provider would expect
to score 100% on each monitoring occasion.
J Column ' is the average of the scores in Column “f-i°
k Column k" is the average of the scores in Column *j°

Column ' is the product of the maximum Points available for the Qutcome Standard (Column c)

and the score in Column “k’.

C2433/00001/519874 v.08
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable Maximum Points Available
to the Outcome Standard for the Outcome Standard

3 9

2 4

1 1

C2433/00001/519874 v.08 10 BA/NZC/pea 20/07/98 20:05




Appendix 4

PERFORMANCE FACTOR

Total
No. of Points No. of Points No. of Points No. of Points
Standards available | Standards available | Standards available | Standards available
(x9) (x4) (x1)

Estates 50 450 65 260 17 17 132 727
Sccurity 6 54 28 112 7 7 41 173
Car Parking 0 0 33 132 15 15 48 147
Portering 7 63 635 260 28 28 100 351
Domestic 5 45 47 188 20 26 78 259
Catering 29 261 86 344 59 59 174 664
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1438 173 173 658 2678

C2433/00001/519874 v.08
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Appendix 5

Percentage of maximum Performance Element

SERVICE
SCORE (%)

PAYMENT RECEIVED

(% of Maximum Monthty Performance Element)

Performance Factors 1 &

2

Performance Factor 3

Estates
Maintenance

All Other
Services

Estates
Maintenance

All Other
Services

Equal to or less than 100% 100% % achieved | % achieved
100% but greater than
85%
Equal to or less than 85% | % achieved 85% % achieved 85%

CZ433/00001/519874 «.08
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Appendix 6

Percentage of maximum Performance Element
if two or more Termination Indicators subsist

SERVICE
SCORE (%)

PAYMENT RECEIVED

(% of Maximum Monthly Performance Elemenl)

Performance Factors 1 & 2

Performance Factor 3

but greater than 75%

Equal to or less than 100% % achieved
100% but greater than
85%
Equal to or less than 85% 85% % achieved

Equal to or less than 75%
but greater than 65%

% achieved + 10%

% achieved

Equal to or less than 65%

% achieved

% achieved

C2433/00001/519874 v.038
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Appendix 7

Accrual of Termination Indicators (ref. clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators

80% and above 0
75% to 80% 1
70% to 75% 2
65% to 70% 3
less than 65% 4

1. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above.

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service

C2433/00001/519874 v.08 14 BA/NZC/pea 26/07/98 20:05



SCHEDULE 2
BRIDGING LANGUAGE
ESTATES MAINTENANCE

This Part G of Schedule 2 comprises the Service Specification Arrangement for the Estates
Maintenance Services

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
specifically defined in this Arrangement, have the meaning ascribed to them therein and such
definitions shall apply to this Arrangement.

1. Definitions

“Appropriate Action” means action taken to make safe any Emergency
Breakdown but excluding any further action required to
rectify such failure. Such action shall be in accordance
with good practice within the NHS or in the absence of
such good practice Good Industry Practice and taking into
account the severity of the situation comprising the
Emergency Breakdown in question.

“this Arrangement” means this Part G of Schedule 2;

“Authorising Engineer” means a chartered engineer, appointed in writing by
management, with appropriate experience of the specific
engineering discipline relevant to his/her appointment;
responsible for implementing and monitoring safe systems
of work to ensure compliance with health and safety
regulations,

“Authorised Person” means an individual possessing adequate technical
knowledge, and having received appropriate training,
appointed in writing by the Authorising Engineer to be
responsible for the practical implementation and operation
of Safety Policy and Procedures for a defined system.

“average” means the arithmetic mean of a particular series of
measuarements;

“Building Management System means a system comprised of electronic equipment and

(BMS)” software which controls and monitors the operation of
building services including heating, air conditioning,
lighting and other energy using areas.

C2433/00001/523786 v.08 1 BI/NZCrimj 27/07/98 17:113



“Competent Person”

“COSHH”

“Emergency Breakdown”

»

“Immediate or Immediately

“Maintenance Equipment”

“Maintenance System”

“Minimum Monitoring Frequency”

“QOutcome Standards™

“Performance Factor”

“Performance Measurement
Criteria”

“Performance Score Formula”

C2433/00001/523786 v.08

means an individual who in the opinion of the Authorised
Person, has sufficient technical knowledge and experience
to prevent danger while carrying out work on defined
systems.

means Control of Substances Hazardous to Health
Regulations.

means any failure or want of repair which presents a
serious Immediate threat to the life or personal safety of
any person or significantly affects patient care on the
Trust’s Premises and in response to which Immediate
Appropriate Action will be taken by Concessionco.

means as soon as possible allowing time for transmission
of request by  telephone from the Concessionco
Representative to the duty manager and time taken to
reach site of incident.

means tools, access equipment, test instruments and the
like used in the performance of maintenance works.

means a computerised system for planning, executing and
recording all maintenance and repairs associated with
estates maintenance.

means the minimum frequency with which each
Performance Measurement Criterion will be measured as
set out in column 4 at Appendix 1;

means those outcome Standards which are set out in
column 1 of Appendix 1;

means the factor of either 1, 2 or 3 which is allocated to
each Outcome Standard as set out in column 3 of
Appendix 1 reflecting the relative importance of each
Outcome Standard;

means the constituent parts of each Outcome Standard as
are described in column 2 of Appendix 1;

means the formulae set out in column 5 of Appendix 1

which describe how the percentage score for each
monitoring occasion will be calculated;

2 BI/NZCrimj 27/07/98 17:13



“Personal Protective Equipment means equipment that protects personnel from workplace

(PPE)”

hazards.

“Planned Preventative Maintenance  means a schedule that describes the frequency of tasks
Schedule (PPM Schedule)” associated with Planned Preventative Maintenance

“Sample!)

means a sample taken at random from a selection of units
of information relevant to the measurements, the
minimum size of which is expressed as a percentage set
out in column 5 of Appendix 1;

“Portable Appliance Testing means a visual inspection and electrical test of Portable
(P.A.T.)" Electrical Equipment.

“Procedures” means any document that details operational plans.

“Trust Procedures” means the policies and Procedures of the Trust with which

Concessionco is obliged to comply pursuant to Clause 43
of the Concession Agreement.

Any reference in this Arrangement to an Appendix shall be to an Appendix to this Arrangement.

Any reference in this Arrangement to a Clause shall, uniess otherwise stated, be a reference to a
Clause of this Arrangement.

2.

2.1

2.2

2.3

24

2.5

Concessionco’s Obligations

Concessionco’s obligations with respect to the provision of the Estates Maintenance
Services in the New Build Areas and Concessionco Refurbishment Areas shall be to
achieve each Qutcome Standard.

Concessionco’s obligations with respect to the provision of the Estates Maintenance
Services in the Trust Refurbishment Areas and Trust Areas are those set out in
clauses 26.5 to 26.7 of the Concession Agreement.

Each Qutcome Standard shall be achieved by Concessionco if Concessionco achieves
the applicable Performance Measurement Criteria.

Without prejudice to the express rights and remedies of the Trust set out in the
Concession Agreement, the Trust’s only remedies for non-achievement of the
Outcome Standards shall be those set out in clauses 33.16 to 33.21A of the

Concession Agreement.

Concessionco shall perform its obligations in accordance with all relevant Law

C2433/00001/523786 v.08 3 BIMNZC/Almj 27/07/98 17:13



2.6

2.7

31

3.2

4.1

4.2

(including any Law specified in this Arrangement and the Concession Agreement)
PROVIDED THAT this shall not derogate from Concessionco’s rights pursuant to
Clause 52 of the Concession Agreement.

Concession shall ensure that any Service failures are identified and brought to the
attention of the relevant Service Provider so that Appropriate Action can be taken to
remedy such failure without unreasonable delay.

In the event of 2 mains power failure, performance measurement in connection with
those Outcome Standards relating to provision of service and operation (e.g. power,
lighting, temperature, plant & equipment, transportation systems etc.) shall be limited
to those areas covered by the standby generator power supply capacity. In the event
of a mains power failure the standby generator power supplies are prioritised to
supply essential areas and systems. Performance penalties will not be applied to any
area or service (i.e. mechanical and electrical and specialist services) not supplied by
the standby generator.

Performance Measurement Criteria

The parties acknowledge that, as at the date hereof, the Performance Measurement
Criteria have been developed as far as is possible at this stage, but may require
amendments in the light of changing Service requirements.

The parties acknowledge that the Performance Measurement Criteria may be
amended only by agreement between the parties or in accordance with Clause 18 of
the Concession Agreement.

Quality Assurance

Concessionco shall develop or shall procure that the relevant Service Provider
develops quality assurance systems (“Quality Assurance Systems™) for the Estates
Maintenance Services . Such Quality Assurance Systems shall be developed to the
extent reasonably practicable in light of the information available at that date by the
date which is 6 months prior to the New Build Completion Date. To the extent that
such Quality Assurance Systems are not completed by that date because of a lack of
relevant information, Concession shall complete them by the date which is 1 month
before Services Commencement Date. The Quality Assurance Systems shall be
agreed between the parties in accordance with clauses 34.2 and 34.3 of the
Concession Agreement.

The Quality Assurance Systems will be developed to provide for:

(a) the identification of areas of concern in respect of the Estates Maintenance
Service or the performance thereof;

®) a reporting mechanism in the event that a Fault, problem or failure to
perform the Service is identified;

C2433/00001/523786 v.08 4 BINZC/lmj 27/07/98 17:13



(©)
(d)

(e)

O

(g)

a remedy and response mechanism for the rectification of Faults:

cure period.s sufficient to ensure the delivery of the Estates Maintenance
Service in accordance with Clauses 2.1 and 2.2;

(i) Method Statements;

(ii) Lists of Scheduled Tasks;

(iii) Permits to Work;

(iv) Maintenance Systems; and

(v) Operational Procedures;

the objective assessment of Concessionco’s performance of its obligations

set out in Clause 2.1 and 2.2;

sample sizes used to measure performance against the Performance
Measurement Criteria, as a minimum equating to the percentages set out in

column 5 of Appendix 1.

Such Quality Assurance Systems will be developed in accordance with and provide
identifiable methods and mechanics to ensure compliance with:

(i) good practice within the NHS or in the absence of such good
practice with Good Industry Practice;

(ii) all Applicable Standards;
(ii1) all relevant Trust Procedures;

(iv) the relevant Operational Policies comprised in the document

contained in Part 1.3 ofSchedule 4;
qoo!

(V) BS EN ISA9062 or 4ts successors; and

_V\\'\"""’_‘
(vi) the Performance Measurement Criteria.
4.3 The parties acknowledge that the sample sizes set out in column 5 of Appendix 1

comprise Concessionco’s sole obligation in relation to sample sizes.

If larger sample sizes appear to Concessionco to be more appropriate in the course of
performance of the Services in accordance with this Service Specification Arrangement,
such larger sample sizes may be used provided that the agreement to or implementation
of such larger sample sizes shall in no way alter Concesionco’s obligations to comply
with the minimum sample sizes set out in column 5 of Appendix 1.

C2433/00001/523786 v.08
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4.4

4.5

5.1

5.1.1

5.1.2

5.1.3

514

Once developed pursuant to Clauses 4.1 and 4.2 no further development of the Quality
Assurance Systems once they have been developed pursuant to this Clause 4 or any
additions to the Quality Assurance Systems shall take place save for:

(@) any development or additions required to take account of good
practice within the NHS or in the absence of such good practice
Good Industry Practice which shall, subject to item (ii) below, be
the sole cost or expense of Concessionco; or

(ii) any development or addition required by the Trust pursuant to
Clause 18 of the Concession Agreement which shall be a Trust
Vartation.

Concessionco shall implement the Quality Assurance Systems on the Services
Commencement Date and continue to apply them until the termination of the
Concession Agreement or an individual Service Specification Arrangement. Any
changes to the way in which the Quality Assurance Systems are implemented shall be
agreed between the parties.

Performance Measurement Procedure

The following performance measurement procedure describes the mechanism for
converting performance scores to Points for insertion into the Points Notice and the
consequent calculation of Termination Indicators and Performance Deductions, if
any, pursuant to Clause 33 of the Concession Agreement.

The process for calculation of the Monthly score for an Outcome Standard is set out
in Clauses 5.1.1 to 5.4.4. An example of this process is described in tabular form in
Appendix 2 using data contained in Qutcome Standard 4.8 .

The Service Score for the Estates Maintenance Services will be calculated on a
Monthly basis.

Scores for each Performance Measurement Criterion will be measured during the
Month, at least as frequently as the Minimum Monitoring Frequency, and will be
expressed as a percentage.

The average of the percentage scores over each Month for each Performance
Measurement Criterion will be taken at the end of the Month to give a score for that
Performance Measurement Criterion for the Month (“Average Monitoring Occasion
Score™).

For each Outcome Standard the average of the Average Monitoring Occasion Scores
for each Performance Measurement Criterion within that Qutcome Standard for each
Month shall be calculated to give a standard score (“Outcome Standard Score”).

C2433/00001/523786 v.08 6 BI/NZC/imj 27/07/98 17:13



5.1.5

5.2

5.2.1

5.2.2

5.2.3

3.3

54

6.1

The Outcome Standard Score (expressed as a percentage) shall be multiplied by the
maximum Points available (as determined in accordance with Appendix 3) in order to
ascertain Points actually earned for the relevant Qutcome Standard.

Where the Minimum Monitoring Frequency for a Performance Measurement
Criterion is less frequent than Monthly, the following provisions will apply:-

The score calculated for the Performance Measurement Criteria in the scheduled
Month will be carried forward and will be taken as the score for all subsequent
Months where monitoring is not scheduled.

If Concessionco wishes to improve on any score being carried forward for a
particular Outcome Standard, it will be free to monitor in the subsequent Months
during which monitoring is not scheduled, in order to obtain an improved score (a
“New Score”). This New Score will then be carried forward in each Month to the
next scheduled monitoring date.

If in the Trust’s reasonable opinion the New Score being carried forward is not
representative of the standard being achieved in subsequent Months then the Trust
may require that monitoring takes place in subsequent Months to obtain a further
New Score. The effect of this may be that measurement of a Performance
Measurement Criteria scheduled for measurement less frequently than Monthly may in
reality be measured Monthly.

Without prejudice to Clause 2.2 above, where the Minimum Monitoring Frequency is
stated to be by “default”, measurement will be triggered by a failure to achieve the
Outcome Standard. A score will be calculated each time a default occurs. Where
more than one default occurs in a day, the score for the day will be the average of the
individual scores taken during the day calculated by reference to the Performance
Score Formula. Where no default has occurred during a day, the score for the day
will be 100%.

Where a  Performance Measurement Criterion is stated to be measured
“continuously” scores will be calculated on a daily basis. These daily scores will be
derived from measurements taken during the day as described by the relevant
Performance Score Formula.

Calculation of deductions from the maximum number of Points

The variable “A” in Clause 33.17 of the Concession Agreement in respect of the
Estates Maintenance Services will be equal to the aggregate number of Points earned
(determined pursuant to paragraph 5.1.5 above) in respect of all Qutcome Standards
in this Arrangement with the same Performance Factor.

C2433/00001/523736 v.08 7 BIMNZCAmj 27/07/98 17:13



7.1

7.1.1

7.1.2

8.1

8.2

9.1

9.2

Content of Matrices

The use of the word “appropriate” indicates that the relevant part of the Service will
be carried out in accordance with good practice within the NHS or in the absence of
such good practice Good Industry Practice or as the parties otherwise agree and
“appropriately” shall be construed accordingly.

Where a Performance Score Formula requires that a sample is “compliant”, this shall
refer to compliance with the relevant Performance Measurement Criteria, for
example, the number of areas for which scheduled tasks have been completed and
recorded.

The percentage figure indicates the minimum size of Sample.
Planned Preventative Maintenance Schedule

Concessionco shall develop or procure that the relevant Service Provider develops a
Planned Preventative Maintenance Schedule by the Services Commencement Date

The Planned Preventative Maintenance Schedule shall set out the routine tasks to be
performed by Concessionco or the relevant Service Provider at pre-determined
intervals and shall define Concessionco’s obligations to provide Planned Preventative
Maintenance including setting out the scope of the maintenance to be performed, the
frequency of the maintenance and any supervision that may be required.

Matters to be Agreed or Approved between the Parties

The parties acknowledge that there are a number of matters referred to in the
performance matrices to be agreed or approved by the parties. The parties agree that
they will consuit with each other in order to agree any such matters by the date which
is 14 days prior to the Services Commencement Date.

The parties acknowledge that a number of areas referred to in the performance
matrices have not been defined as at the Effective Date. The parties agree that they
will define such areas in accordance with the Detailed Design by the date which is 14
days prior fo the Services Commencement Date.

C2433/00001/523786 v.08 8 BIMNZC/mj 27/07/98 17:12



Appendix 1
Output Specification Matrix
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REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

ESTATES MAINTENANCE

A. GENERAL DESCRIPTION OF SERVICE REQUIRED

B. OUTPUT STANDARDS

1. Management and Administration
2. Staffing

3. Estate Buildings

4. Mains Services

5. Mechanical

6. Electrical

7. Energy Efficiency/Consumption
8.  Sterilisers and Autoclaves

9. Piped Medical Gas Supply

10. Air Conditioning Plant

11. Fire Prevention and Training
12. Grounds

13. Gardens

14. Health & Safety

15. Transport

C2433/00001/523786 v.08 10 BINZC/Imj 27/07/98 17:13



A. GENERAL DESCRIPTION OF SERVICE REQUIRED

The Trust requires the Estates Maintenance Service to ensure the provision of a high quality
of hospital environment safety, appearance and efficiency.

The standards maintained will meet or exceed requirements set out in the NHS Building
Notes and Hospital Technical Memoranda.

Maintenance services and processes will be organised and co-ordinated to ensure optimum
productivity with minimal disruption of Trust business and activities.

All relevant guidelines, regulations and EC Directives will be complied with in undertaking
the Estates Maintenance Service.

Key functions of the Estates Maintenance will include:

(a) planned preventive maintenance;
L) ad hoc breakdown, repair and maintenance;
(<) major overhauls of equipment;

Hospital grounds and gardens will be maintained in a safe and attractive condition.
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ESTATES MAINTENANCE SERVICES OUTPUT SPECIFICATION MATRIX

ESTATES MAINTENANCE SERVICES

B. OUTPUT STANDARDS

PERFORMANCE FACTORS

KEY TO PERFORMANCE FACTORS (ABBREVIATED DEFINITIONS)

J= Critical Requirement
2= Essential to Service Delivery
1= Important to Service Integrity

MONITORING FREQUENCY

The following alphabetical coding should be used to indicate minimum frequency for monitoring

each output standard.

M e =
KEY TO MINIMUM MONITORING FREQUENCY
D =DAILY 28 occasions (on separate days) within month
T =TWICE WEEKLY 8 occasions (on 2 separate days weekly) within month
W =WEEKLY 4 occasions (in separate weeks) within month
M =MONTHLY 1 occasion within month
Q =QUARTERLY 4 occasions (at 3 monthly intervals) within 12 months
B =BI-ANNUALLY 2 occasions (at 6 monthly intervals) within 12 months
-A =ANNUALLY - 1 occasion (at 12 monthly intervals) within 12 months
1
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ESTATES MAINTENANCE SERVICES OUTPUT SPECIFICATION'-MATRI?

C = CONTINUOUS € Automatic processes, e.g. Temperature Control anjl
Recording

D.D = DETERMINED BY Standards in this category wiil be considered as a

DEFAULT routine pass unless a specific occasion demonstrates
failure, e.g.

. Compliance with Trust policies,

*  Patients confidentiality

* Continuous Mo,q;'/’of,'nj I s Fomaa fre
Frocesses W{\7 aﬂgbj where
apprroprecle SyYStesmS e /\eczou're_c/(
Fo bae JoSlalleef o aGlcorclanc o

With Schecteile. 4p
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Exampie of Calculation of Points Actually Earned for Qutcome Standard 4.8 of the Estates Maintenance Service

Appendix 2

a b c d e f 2 h i j k 1
Performance Quicome | Maximum Performance Minimum Average Outcome | Poinls
Faclor Slandard | Points Measurement | Monitoring Percentage Score for Monitoring | Standard Actually

Available Criteria Frequency Monitoring Occasion Occeasion Score Earned
Score
1 2 3 4
3 g 9 Monthty 98 98 98 8.82

Notes

a See definition of Performance Factor

b Column ‘b’ gives the reference number of the Qutcome Standard used in the Service
Specification  Arrangements

c Column ‘c’ gives the maximum Points available for the Outcome Standard as described
in Appendix 3

d See definition of Performance Measurement Criteria

€ See definition of Minimum Monitoring Frequency

f-i The number of percentage scores depends on the Minimum Monitoring Frequency
A Performance Measurement Criterion monitored daily would have 28 scores, weekly
4 scores etc.
A Performance Measurement Criterion monitored by default may have a number of
scores which would be determinable at the end of the Month
The scores shown are examples to demonstrate the mechanism. The Service Provider
would expect to score 100% on each monitoring occasion.

j Column j” is the average of the scores in Column “f-i’

k Column ‘K’ is the average of the scores in Column j°

| Column ‘I’ is the product of the maximum Points available for the Outcome Standard
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Appendix 3

The maximum number of Points available for a single Outcome Standard is determined by its
Performance Factor.

Performance Factor Applicable to the Maximum Points Available for the Outcome
Outcome Standard Standard
3 9
2 4
1 1
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Appendix 4

PERFORMANCE FACTOR
a b C d e
3 1 Total
No. of Points No. of Points No. of Points No. of Points
Standards  available | Standards available | Standards available | Standards  available
(x9) (x4) (x1)
Estates 50 450 65 260 17 17 132 727
Security 6 54 28 112 7 7 41 173
Domestic 0 0 33 132 15 15 48 147
Portering 7 63 65 260 28 28 100 351
Domestic 5 45 47 188 26 26 78 259
Catering 29 261 86 344 59 59 174 G664
Laundry 16 144 48 192 21 21 85 357
Total 113 1017 372 1488 173 173 658 2678
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Appendix §

Percentage of maximum Performance Element

SERVICE PAYMENT RECEIVED
SCORE (%) (% of Maximum Monthly Performance Element)
Performance Factors 1 & Performance Factor 3
2
Estates All Other Estates All Other

Maintenance| Services [Maintenance| Services

Equal to or less than 100% 100% % achieved | % achieved

100% but greater than

85%
Equal to or less than 85% | % achieved 85% % achieved 85%
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Appendix 6

NOT USED
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Appendix 7

Accrual of Termination Indicators (clause 33.20)

Column 1 Column 2

Service Score for the relevant Service Number of Termination Indicators
80% and above 0

75% to 80% 1

70% to 75% 2

65% to 710% 3

less than 65% 4

1. The number of Termination Indicators that shall accrue in respect of each Service in any Invoice
Month shall be the number of Termination Indicators shown in Column 2 above against the
Service Score for that Service in that Month (calculated in accordance with paragraph 2 below) as
shown in Column 1 above,

2. The Service Score for the relevant Service shall be the percentage which represents the average of

the Service Scores in respect of each Performance Factor, such Service Scores being “S”, as
determined pursuant to Clause 33.17 in respect of such Service
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - In Support of Transport

REDEVELOPMENT OF HALIFAX GENERAL HOSPITAL

SERVICE SPECIFICATION ARRANGEMENTS

IN SUPPORT OF TRANSPORT

A. GENERAL DESCRIPTION OF SERVICE REQUIRED
SERVICE SPECIFIC DEFINITIONS
OUTPUT STANDARDS

Management and Administration

Staffing

Vehicles and Equipment

Non-Urgent Patient Transport

General Collection/Distribution/Delivery Services -
Health and Safety

U e

REFERENCE INFORMATION




Redevelopment of Halifax General Hospital
Service Specification Arrangements - Transport

A. GENERAL DESCRIPTION OF STANDARDS

This specification is issued in support of other services where transport by vehicle becomes
an integral element, eg. Security, Portering, Linen & Laundry, Car Parking, Grounds &
Gardens and Catering. '

Contractors should read this in conjunction wilh other output specifications and should
ensure that they or their subcontractors comply whilst on Trust business with the specified
standards.

B. SERVICE SPECIFIC DEFINITIONS

Terms defined in the Concession Agreement and in the Schedules thereto shall, unless
specifically defined in this Transport Specification, have the meaning ascribed to them
therein and such definitions shall apply to this Transport Specification.

B.1 Transport Manager: means the duly authorised representative of the

Contractor who is responsible for the day to day
management of Transport Services at the Hospital.

There are no other additional definitions associated with this service.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Transport

T

"

CA Management and Administration
1.1 A qualified location manager has been designated and is responsible for the managernent of the servi
1.2 A full Goods Vehicle Operation Licence is held in accordance with DOT rules.
1.3 Service management cover/contact is provided/available during all operational periods including
weekends and Bank Holidays.
1.4 Staff records are maintained including proof of licences, qualifications and updating/renewal dates.
1.5 Records are available for inspection.
1.6 Full details are maintained of all vehicles used in providing any services, including numbers, sizes,
ages and arrangements/records regarding maintenance and repairs.
c.2 Staffing
2.1 All staff are medically screened before employment in this service.
2.2 Staff appointed to this service hold a full current driving licence (appropriate to vehicles to be driven)
free from penalty points.
23 Staff hold current PSV licences in accordance with the Guide to Rutes covering Public Service
Vehicle Operator Licensing.
2.4 Any member of staff who has incurred driving licence penalty points during the monitoring period is
appropriately reported for discussion with the Trust's authorised officer.
25 The Trust reserve the right to insist on the termination of employment of individuals who incur driving
licence penalty points.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Transport

c.2 Staffing (continued....)

2.6 Staff are provided with and wear appropriate uniforms and identity badges.

2.7 In undertaking their duties, staff maintain a courteous approach with all users of the services.

2.8 Staff maintain a high standard of personal hygiene and appearance.

2.9 Staff comply with all poiicies and procedures of the Trust.

C3 Vehicles and Equipment

3.1 The Contracior provides all suitable vehicles and equipment necessary for the provision of Transport
Services.

3.2 The Trust reserve the right at any reasonable time to examine or arrange to be examined all vehicles
and vehicle documentation (including licences, registration certificates and MOT or Class V
Certificates) used in providing the service.

3.3 All equipment and materials used in providing the service are maintained in a safe, serviceable and
clean condition.

3.4 Al vehicles to be used are in a good state of roadworthiness and comply with road traffic legislation,

the various Road Traffic Acts and other national recommendations, including such areas as:

t

- braking systems safety restraints
- exhaust systems - tyres

- heating systems - floors
- hghting and indicators - windows _
- suspension - noise levels

No vehicle is more than & years old.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Transport

c.3 Vehicles and Equipment (continued....)

3.5 The Service Provider ensures all necessary maintenance and repairs to vehicles and equipment to
ensure that all aspects of the regulations govemning road transport are complied with.

36 Seat belts are fitted to all seats and used on every occasion.

37 All vehicles carry a fully equipped First Aid Box, contents of which to be agreed with the Trust.

3.8 All vehicles are equipped with a fire extinguisher.

3.9 A No Smoking policy is operated on all vehicles and suitable notices are clearly displayed.

3.10  If any vehicle has been found to have a defect which could affect the safety of the driver,
passengers or other road users, the Service Provider has ceased to use that vehicle immediately
unti! the defect has been rectified.

3.11  The Service Provider has submitted a report of any personal injury accident involving a vehicle
operating the service, the driver, or passenger travelling in or boarding or alighting from a vehicle
operating the service or any road user together with a report of any action they have taken or
propese to take to prevent its recurrence.

3.12  All petrof vehicles used on the Contract are run using unleaded fuel.

3.13  All diesel vehicles are maintained to minimise particulate emissions.

3.14  The Service Provider is responsibie for maintaining the interior and exterior of the vehicles in a clean
and serviceable condition.

3.15  Daily checks and cleaning of all interior services are carried out using suitable methods and
materials. The Service Provider is responsible for supplying its own cleaning equipment materials.

C4 Health, Safety and Welfare

The Service Provider has ensured that every person employed in and about the provision of transport
services is at all times properly and sufficiently trained and instructed as regards the following:

4.1 Heailth and Safety at Work provisons are complied with.
4.2 COSHH manuals are available.
4.3 Lifting and handting techniques are known and applied.
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Redevelopment of Halifax General Hospital
Service Specification Arrangements - Transport

D.1

D.2

D.3

D.4

D.5

REFERENCE INFORMATION

Goods Vehicle Operating and Licensing Regulations.
Vehicle Construction and Use Regulations 1986
Vehicle Specifications and Regulations

Road Traffic Acts, including such areas as:

* braking systems * safety restraints
» exhaust systems and emission levels ¢ tyres

* heating systems * floors

* suspension * windows

« lighting and indicators * noise levels

British Standards Applicable to:

* gutomatic tail lifts
e ramps
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