



PART  D-KPI’s
Patient Transport Services: DRAFT Key Performance Indicators/Standards for PTS Provider

NB. The final KPIs and exact recording and methodology will be agreed with the Provider. The KPIs will be reviewed annually and revised. The KPis are for the PTS contract - excluding renal.  For the PTS renal contact, there are other standards for 1-3 and some other variations- see end page.
	No.
	Requirement
	Recording and Monitoring Method
	Standard
	Frequency of Measurement
	Financial Incentive/

Penalty
	Notes

	1
	Journey Time for BNSSG Patients

	1a
	Patients living up to 10 miles away from the treatment centre (Band A) should not spend more than 60 minutes on the vehicle on either an outward or return journey.
	Provider to record time patient enters and leaves vehicle.
	90%


	Monthly
	Yes – penalty
	For KPI 1a-c, penalty is based on rebate of 10% of the price banding on number of journeys failing to meet target. Example for KPI 1a:

· 200,000 journeys undertaken, Provider achieves 80% performance delivery = 160,000 journeys. 

· Standard requires 90% -180,000 journeys, failure rate is 10% = 20,000 journeys. 

· If fee per journey is £30.00, rebate required would be 10% of journey cost, i.e. £3.00 per journey; 20,000 journeys at £3 = £60,000.

	1b
	Patients living over 10 and under 35 miles away from the treatment centre (Band B) should not spend more than 90 minutes on the vehicle on either an outward or return journey.
	Provider to record time patient enters and leaves vehicle.
	90%


	Monthly
	Yes – penalty
	

	1c
	Patients living over 35 and less than 50 miles away from the treatment centre (Band C) should not spend more than 120 minutes on the vehicle on either an outward or return journey. 
	Provider to record time patient enters and leaves vehicle.
	90%


	Monthly
	Yes – penalty
	

	2
	Journey Arrival for BNSSG Patients

	2a
	Patients should not arrive more than 45 mins before their appointment and not after their appointment time.
	Provider to record time patient leaves vehicle and to match data to appointment time.
	95% 
	Quarterly
	Yes – penalty
	Rebate of 20% of price banding for each time patient arrives more than 45 before appointment time or is late. 

	3
	Journey Collection: Return Journeys 

	3a
	Patients will be collected from agreed location within 45 minutes after their identified throughput time at the clinic, becoming available for their return journey. 
	Provider to record patient collection time at department/ward.
	90%
	Quarterly 
	Yes – penalty
	Rebate of 20% of price is not picked up within 45 mins.


	4
	Demand Management and Efficiencies

	4a
	Provide feedback to Commissioner in agreed format if PTS staff observes that the patient may not have been eligible.
	Provider to detail patient booking reference. Commissioner to follow up to recheck eligibility.
	100%
	Exception report
	Yes – incentive
	£5 per patient report where follow up shows patient not eligible. If 1,000 reports per year = £5,000 payable. 



	4b
	Reasons for aborted journeys to be recorded as per agreed codes.
	Provider to record.
	100%
	Monthly
	No
	

	4c
	Provider to work with Trust to review booking request form and questions to test eligibility.
	Review at Commissioner’s review meeting.
	
	Start of contract 
	No
	

	4d
	The percentage of aborted journeys reallocated on that day. 
	Provider to produce report.
	75%
	Exception report
	Yes – incentive
	Number of reallocated journeys costed at pricing band plus 20%.

	4e
	Each vehicle to be utilised to maximum efficiency where vehicle capacity is greater than four for planned journeys, i.e. 75% full.
	Provider to produce report with reasons for exceptions.
	95%
	Exception report
	No
	

	5
	Transportation and Care of Patients

	5a
	Sufficient resources available at all times to meet booking request, i.e. crew, equipment and vehicles.
	Commissioner carries out random audit.
	100%
	Ad hoc
	No
	

	6
	Staffing: Qualifications, Training and Development 

	6a
	Staff to receive comprehensive training which includes mandatory training and all training specified in contract.
	Provider to produce report.
	100%
	Start of contract and then annually.
	Yes
	If these are not met, no incentives would apply to rest of contract.

	6b
	All staff trained appropriate to category and type of patient being transported.
	Provider to produce report.
	100%
	Start of contract and then annually.
	Yes
	If these are not met, no incentives would apply to rest of contract.

	6c
	All driving staff to have enhanced CRB checks.
	Provider to produce report.
	100%
	Start of contract and then annually.
	Yes
	If these are not met, no incentives would apply to rest of contract.

	6d
	All driving staff to have the appropriate licensing for the category of vehicles being driven. 
	Provider to produce report.
	100%
	Start of contract and then annually.
	Yes
	If these are not met, no incentives would apply to rest of contract.

	7
	Vehicles, Green Issues and Carbon Footprint

	7a
	Vehicles to comply with all standards set out in contract, i.e. clean, safe, sufficient and suitable.
	Provider to produce report.
	100%
	Start of contract and then annually.
	
	

	7b
	No ambulance vehicle to be over 6 years old at start of contract. 20% can be over 6 years at the start of the contract, reducing to none by Year 3.
	Provider to produce report and plan.
	80% at start of contract. 100% by Yr 3
	Start of contract and then annually.
	
	

	7c
	All vehicles to be at least Euro 3 compliant, priority to use vehicles that are Euro 4 and Euro 5 when they become available.
	Provider to produce report.
	100%
	Start of contract and then annually.
	
	

	7d
	Passenger cars to be below 160g/km and people carriers below 200g/km.
	Provider to produce report.
	90%
	Start of contract and then annually.
	
	

	7e
	Vehicles to be fitted with effective journey scheduling system that minimises carbon footprint, e.g. CAD or CLERIC
	Provider to produce report.
	
	
	
	

	7f
	Provider to reduce carbon emissions. 
	Provider to produce carbon footprint to be adjusted based on total patient transport mileage.
	100%
	Start of contract and then annually.
	Yes
	An annual 0.25% reward will be paid for a 5% reduction in adjusted annual carbon footprint and this will rise to a 0.5% reward for a 10% reduction. An annual 0.25% penalty will be levied for an increase of 5% of the annual adjusted carbon footprint which will rise to 0.5% for an increase of 10%.

	8
	Booking

	8a
	No booking requests are declined once they are sent to Provider.
	Feedback from Provider.
	100%
	Exception Reporting
	Yes – penalty
	Penalty is cost of replacement journey plus administrative fee. Exceptions to this penalty include journey times not being met due to emergencies and other issues outside the Provider’s control. These would be documented and agreed.

	8b
	Unique reference number given for each booking to enable journey tracking. 
	Provider to generate.
	100%
	Exception Reporting
	No
	Provided by electronic system at time of booking. 

	8c
	Pick-up time to be confirmed by text, email or personal phone call to the patient within a week of appointment (if journey booked more than 48 hours in advance).
	Provider to produce report.
	90%
	Quarterly
	No
	Excludes journeys for inter-hospital transfer and discharges.

	9
	Communication with Trust, Health Staff, Patients and Employees/Sub-Contractors 

	9a
	Patients are satisfied with the level of service received by the Contractor.
	Commissioner and Provider to carry out agreed patient feedback surveys on an annual basis, and to report back findings with action plan.


	90%
	Annually
	Yes – penalty and incentive
	Payment reduced by 0.5% of annual Contract Price if service fails to satisfy less than 85% of patients returning the questionnaire (rating scale to be agreed with threshold).

Fee increased by 0.5% of annual Contract Price if service satisfies higher than 90% of stakeholders returning the questionnaire. Aim for minimum of 600 returns for Bristol, 300 SG and 300 North Somerset.

	9b
	Trust satisfied with the level of service received. Key areas are: provider being responsive to changing requirements, working on demand management, good communication.
	Commissioner to carry out agreed stakeholder feedback phone survey/ interview on an annual basis, and to report back findings with action plan. Exact methodology to be agreed.
	90%
	Annually
	Yes – penalty and incentive
	Fee reduced by 0.5% of annual Contract Price if service fails to satisfy less than 85% of stakeholders returning the questionnaire (rating scale to be agreed with threshold).

Fee increased by 0.5% of annual Contract Price if service satisfies higher than 90% of stakeholders returning the questionnaire.

	9c
	Provider to demonstrate that patient and public views are recorded and, where appropriate, have significantly shaped the decisions and service delivery of the organisation.
	Provider to produce report.

Trust to provide PALS and other feedback.
	N/A
	Annually
	Yes – incentive
	Payment increased by 0.5% (or a set fee) of annual Contract Price if Trust are satisfied that the Provider has significantly shaped decisions/service delivery as a result of feedback. 

	9d
	Provider to demonstrate that staff views have significantly shaped the decisions and service delivery of the organisation.
	Provider to carry out agreed survey and produce report.  


	N/A
	Annually
	Yes – incentive
	Payment increased by 0.5% (or a set fee) of annual Contract Price if Trust are satisfied that the Provider has significantly shaped decisions/service delivery as a result of feedback.

	9e
	Provider to demonstrate that sub-contractors staff views are recorded, have significantly shaped the decisions and service delivery of the organisation.
	Provider and Commissioner to agree questions and Provider to produce report.
	N/A
	Annually
	No
	

	9f
	Telephone answered by a person must be answered within 60 seconds of the end of the introductory message which should normally be no more than 30 seconds long. If the call needs to be further redirected, to also be answered within 30 sec. 
	Provider to produce report with monitoring figures.

Commissioner to audit on at least 10 occasions.
	95%
	Exception
	No
	

	10
	Contract Performance and Financial Information

	10a
	Agreed activity performance report received in correct format and on time. Format of reporting to be agreed.
	Provider to produce report. 
	100%
	Within 7 working days at the start of each month.
	Yes – penalty
	£500 each time not received by due date.

	10b
	Activity and finance queries are acknowledged within 3 days of receipt and resolved within 28 days from date of query. 
	Provider to produce report.


	100%
	Exception
	No
	Invoice queries to be raised via the contractor's Contract managers.



	10c
	Review the contract with the Trust to assess if any areas are not complied with, to identify inefficiencies, innovations to reduce costs, and set improvement plan.
	Provider and Trust to both produce a report.
	N/A
	Quarterly Review
	No
	

	11
	Sub-Contracting

	11a
	All sub-contractors meet the same standards.
	Provider to produce report on contractors, frequency of usage and monitoring of standards.
	100%
	Ongoing
	Yes
	If these are not met, no incentives would apply to rest of contract.

	12
	Policy and Legislation

	12a
	Compliance with all policies, including any specified Trust policies (e.g. H&S, Infection Control, safeguarding children and adults in vulnerable circumstances, employment policies – see standard list in specification for Provider and Trust policies). To include having up-to-date policies, audit programmes, results and action plans.
	Provider to submit policies and reports evidence of training programmes and compliance and audit programmes.
	100%
	Start of contract and then annually.
	Yes – penalty
	£500 per policy if policies/ reports not received by due date.

	12b
	Contingency and Business Continuity Plans exist and are up-to-date and agreed.
	Provider to submit policy.
	100%
	Start of contract and then annually.
	Yes – penalty
	£500 if not received by due date.

	12c
	Major Incident Plan exists, is up-to-date and compatible with the Trust Plan.
	Provider to submit policy.
	100%
	Start of contract and then annually.
	Yes – penalty
	£500 if not received by due date.

	12d
	Compliance with agreed complaints procedure – 3 days and full response are made in a timely manner agreed with the complainant.
	Provider to produce report.


	100%
	Quarterly
	Yes – penalty
	£500 per complaint if not received by due date.

	12e
	Summary of complaints provided with action plan. Annual thematic review of complaints and compliments. 
	Provider to produce report; action plan devised to address trends.
	100%
	Quarterly; 

Annually
	Yes – penalty
	Fee reduced by 0.5% of annual Contract Price if fail to supply Complaints Summary and Action Plan.

	12f
	Equality Monitoring Report provided in agreed format.
	Provider to produce report.
	100%
	Start of contract and then annually.
	No
	

	12g
	Clinical and other incidents are reported and action plan in place. 
	Provider to produce report. Quarterly trend analysis and action plan.
	100%
	Exception report.
	No
	Provider’s policy to comply with NHS Bristol standard. 

	12h
	Serious Untoward Incidents (SUIs) are reported and action plan in place- in line with NHS Bristol standard.
	Provider to contact Commissioner immediately. Review at PTS Contract Performance Meeting.
	100%
	Within 24hrs investigated and lesson learnt shared, then closed within 60 working days of incident.
	Yes – penalty
	£500 penalty if information is late to meet any deadline.

	13
	Other

	13a
	Linen and equipment from any Healthcare facility must not be removed without prior agreement.
	Audit by hospitals/informal feedback.


	100%
	Annually
	Yes – penalty
	Cost of equipment and administrative charge.

	KPis for Renal- all above apply with following changes

	1
	Journey Time
	
	
	
	
	

	1
	Patients should not be in the vehicle for longer than 60 mins.
	Provider to record time patient enters and leaves vehicle.
	95%


	Monthly
	Yes- penalty
	Payment decreased by 0.5% of annual Contract Price per PCT if target not met.

	2
	Journey Arrival 
	
	
	
	
	

	2a
	Patients should not arrive more than 30 mins before their appointment and not after their appointment time.

	Provider to record time patient leaves vehicle and to match data to appointment time.
	95% 
	Quarterly
	Yes- penalty
	Payment decreased by 0.5% of annual Contract Price per PCT if target not met.

	3
	Journey Collection for Return Journeys 

	3a
	Patients will be collected from agreed location within 30 minutes after their outpatient appointment and/or dialysis session. 
	Provider to record patient collection time at department/ward.
	95%
	Monthly

	Yes- penalty
	Payment decreased by 0.5% of annual Contract Price per PCT if target not met.

	4e
	Not apply
	
	
	
	
	

	7b
	Not apply
	
	
	
	
	

	8c
	Not for dialysis patient, just renal  O/P
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