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TSA CODE OF PRACTICE 2009
Key Performance Indicator Achievement Record
	Please use this form to record your achievement for the 12 months immediately prior to your inspection visit.

Use the results tables appropriate to your TSA Approval.

Please complete this in advance of the inspection visit and supply a copy to the Inspector at the opening meeting.

If you need any help please feel free to contact Insight Certification Limited.

Address:

TSA Administrator, Insight Certification Limited, Sentinel House, 5 Reform Road, Maidenhead, SL6 8BY.

Email: 


tsa@insight-cl.org.uk
Telephone:
01628 764876 (direct dial)


	Changes included in issue 1.5
Service user satisfaction: 
‘user friendly’ category deleted. 


Reason: no significant difference between ‘staff helpful’ and ‘user friendly’










‘complaint response’ category deleted.
Reason: unlikely to obtain meaningful data from a 5% sample with a typical level of complaints.
KPIs added for Referral, Service User Profiling and Re-evaluation.
KPI for Monitoring updated to remove the temporary 1% call handling allowance. This is effective from 1st May 2010. The allowance still applies to achievement prior to May 2010.
Guidance on critical and non-critical achievement added.

Introduction of Macro KPI for Referral through to Installation where this is undertaken as a continuous process.



	Complaint Handling




Target
Achievement
Number of complaints received in last 12 months

_______




5 day response 


100%
_______

20 day response (where applicable) 

100%
_______

Service User Satisfaction




Sample
Annual




Service
Speed of
Staff
Good


Target
achieved
survey (()



Target
Quality
response
helpful
value
Installation
Sample size 
5%
_______
_______

Level of satisfaction
90%
_______
_______
_______
_______

Monitoring
Sample size 
5%
_______
_______

Level of satisfaction
90%
_______
_______
_______
_______

Response
Sample size 
5%
_______
_______

Level of satisfaction
90%
_______
_______
_______
_______




	Referral Module - as a standalone process
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Referral
Target
Processed:
Within two working days
9 out of 10 
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Within five working days
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______


	Service User Profiling Module – as a standalone process
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Service User Profiling
Target
Within two working days
9 out of 10 
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Within five working days
Remainder 
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______



	Installation Module – as a standalone process
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Installation
Target
Urgent within 2 days
9 out of 10 
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Urgent within 5 days
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Non-urgent within 15 days
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Non-urgent within 20 days
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Repair
Target
Critical within 48 hours
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Critical within 96 hours
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Non-critical within 10 wkg days
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Non-critical within 15 wkg days
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______



	Where organisations complete all of their tasks, whether urgent or non-urgent / critical or non-critical, within the timescales of the higher target, they do not need to produce statistics for non-critical / non-urgent achievement. If targets are exceeded due to service user unavailability rather than lack of resource by the service provider, the target can be deemed to have been met.

	Service Providers undertaking Referral, Service User Profiling, Service Tailoring and Installation as a continuous process shall achieve a Macro KPI from receipt of the referral to the completion of the installation
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Basic Telecare Service
Target 
Urgent case:
Installed within 2 wkg days
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Installed within 5 wkg days
 Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Non urgent case:
Installed within 15 wkg days
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Installed within 20 wkg days
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______


	Monitoring Module
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Call Handling
Target
Answered within 1 minute
98.5%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Answered within 3 minutes
99%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Line Utilisation
Line Utilisation – Line bank 1
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
Line Utilisation – Line bank 2
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 3
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 4
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 5
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 6
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 7
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 8
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 9
<50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Line Utilisation – Line bank 10
 <50%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Operator Quality Checks

Checks completed
100%
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______


	Response Module
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Target
Response
Within 45 minutes
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Within 60 minutes
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______




	Re-evaluation Module
Month / year:

_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

Target
Re-evaluation

From service commencing:
Within six weeks
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

From service commencing:
Within eight weeks
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

From last re-evaluation:
Within 12 months
9 out of 10
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______

From last re-evaluation:
Within 13 months
Remainder
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
_______
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