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1. Purpose of the Program 
1.1. Infrastructure Ontario has engaged Colliers under a Master Services Agreement as IO’s Project 

Management Service Provider, providing Project Delivery Services and Optional Services for 
the Portfolio. 

1.2. Colliers is committed to procuring goods and services in the most economical and efficient 
manner, taking into account the public interest, through processes that are fair, open, 
transparent, geographically neutral, and accessible to all qualified Vendors. 

1.3. The purpose of the Program, which is established in alignment with the principles of such a 
program as set out in Section 8.3 of Infrastructure Ontario’s Procurement Policy, is to: 
1.3.1. Institute Colliers’ programmatic approach to identifying, tracking and considering a 

bidding Vendor’s past performance in the evaluation and scoring of current and future 
procurement processes; and 

1.3.2. Support Vendors and Colliers in the proactive management of Vendor performance 
during the execution of projects. 

1.4. In accordance with the Policy, the existence of the Program does not prevent or preclude 
Colliers from including evaluation criteria in a procurement that takes into consideration past 
performance or other reference checking based on past experience, provided that such criteria 
satisfy the requirements of evaluation criteria generally set out in Section 7.1 of the Policy. 

2. Definitions 
2.1. Defined terms shall have the meaning given to them in Appendix A – Definitions. 

3. Objectives 
3.1. The objective of the Program is to promote good performance by Vendors, while using past 

performance information to acquire new goods and services – thus improving transparency, 
and promoting innovation and best value.   

3.2. The expected outcomes of the Program include: 
3.2.1. Defined Vendor performance requirements so that Colliers may meet their KPIs and 

critical project deliverables; 
3.2.2. Fair assessment of Vendor performance against well-defined, objective definitions; 
3.2.3. Accurate reporting of assessments to Vendors on a scheduled basis; 
3.2.4. Providing incentives to Vendors to recognize good performance; 
3.2.5. Creation of effective ties between chronic poor performance and a decreased 

likelihood being awarded work with IO; and 
3.2.6. To drive Program improvement through a regular and scheduled Vendor 

communication, ensuring clarity of expectations and quality performance.   

4. Application and Threshold 
4.1. The Program applies to Vendor contracts for which Colliers is the contracting authority initiating 

projects on behalf of His Majesty the King in Right of Ontario and IO, under the scope of the 
above-noted Master Services Agreement. 

5. Documentation 
5.1. All contractual documents associated with each mandate will be found in the EBS. This 

includes the initial contract, but will also include the Scorecard supporting documentation, and 
any issued non-conformance, non-performance, or default related documentation, if applicable. 
Project teams, or the Vendors themselves, may also include documentation to support their 
decisions, or positions. This may include meeting minutes, correspondence, progress reports, 
change orders, photographs, etc.  

6. Vendor Performance Scorecard 
6.1. The Scorecard is the form used for reporting Vendor performance and is attached in Appendix 

C. The Scorecard is used to facilitate objective assessment of Vendor performance, by 
applying established evaluation criteria that are aligned with Colliers’ business goals. 
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6.2. During the term of a contract, Colliers will document incidents of deficient performance and/or 
infractions by way of minutes of meetings, notices, performance reviews, deficiencies, 
infractions and all related communications, which may later be used to support a Scorecard 
evaluation. 

7. Scorecard Guide 
7.1. The Scorecard Guide is a set of performance evaluation guidelines that are developed to assist 

evaluators with completing the Scorecard. A sample Vendor Performance Scorecard Guide is 
found in Appendix D. To assess Vendor performance, contract-related specifications or criteria 
questions are created based on 10 business values such as quality, partnership and value for 
money, and are used for scoring items on the Scorecard using the ratings as defined in this 
document.  

8. Inclusion in RFx Documents 
8.1. RFx Documents must include a reference to the evaluation requirements of this Program with a 

copy of the Scorecard and the Scorecard Guide. The contract must outline the requirements of 
this Program that will be used to consider and evaluate Vendor performance. 

9. Timing of Performance Reviews 
9.1. A Scorecard will be completed by Colliers as follows: 

9.1.1. At the end of the contract or upon completion of specific deliverables as set out in the 
contract. 

9.1.2. When the term of a contract exceeds six (6) months, a Scorecard will also be 
completed on every six (6) month anniversary of the contract start date, or such other 
time as Colliers considers appropriate.  

9.1.3. For multi-phase projects (e.g. complex construction projects, Construction Phase 1, 
Construction Phase 2, certain planning initiatives, etc.), a Scorecard may also be 
completed at the end of each phase of work. 

9.1.4. For contracts with a term less than six (6) months, only one Scorecard is required at 
the end of the contract term. An interim Scorecard is optional based on the discretion 
of the Project Manager.  

9.2. The Project Manager shall have the ability to schedule performance evaluations earlier or later 
than in 9.1 where the Project Manager deems it expedient to do so, acting reasonably, based 
on the scope of the project, the project schedule and any deliverables or key milestones and in 
consultation with the Vendor. 

9.3. At the start of every contract, the Project Manager will meet either at the kickoff meeting or 
schedule a specific meeting with the Vendor to discuss milestone dates, set evaluation 
timelines and meeting dates and clarify performance expectations for the contract.   

9.4. The resulting performance review may involve senior representatives from the Vendor and 
Colliers who will review:  
9.4.1. Contract KPls, if applicable; 
9.4.2. Any issues and/or disputes of Colliers concern, including relevant litigation history; 
9.4.3. Alignment of Vendor performance with Colliers goals and objectives for remaining 

term of contract; 
9.4.4. General business trends; and 
9.4.5. Assess the working relationship between Colliers and Vendor. 

9.5. At completion of the contract, all Vendor Scorecard evaluations will be averaged into a final 
VPS.   

9.6. In the event where a contract is suspended or terminated (refer to the applicable contract for 
terms regarding suspension or termination) through no fault of the Vendor, a Scorecard will be 
completed based on the work completed. 

9.7. The Project Manager may, in the Project Manager’s sole discretion, complete a Scorecard prior 
to the contract suspension or termination date if at least three months have elapsed or a key 
milestone or deliverable has been achieved.   
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Figure 1

 
 

10. Issuance and Review of Scorecards 
10.1. The Project Manager will populate draft Scorecards for review by Colliers Procurement 

Department. Once reviewed and agreement has taken place the Project Manager will issue the 
Scorecard to the Vendor.   

10.2. The Vendor will have 10 business days to acknowledge the score and respond via the EBS, or 
to request a review of the results with the Project Manager, Colliers Procurement Department 
and/or Colliers executive team in writing. If no acknowledgements are received within 10 
business days, scores will be recorded in the EBS as acknowledged. Requests for review must: 
10.2.1. Include a copy of the Vendor’s Performance Scorecard; 
10.2.2. Identify the issue(s) and score(s) that the Vendor disagrees with; 
10.2.3. Identifies the reason(s) for disagreement and specifics supporting the Vendor’s 

position; 
10.2.4. Be no more than 5 pages in length; 
10.2.5. Include any and all documents in support of the Vendor’s position; 

10.3. Requests not compliant with the above 10.2, will not be considered.   
10.4. Following review of the Vendor’s submission, Colliers will issue a written decision to the 

Vendor. The decision will indicate whether the evaluation results will be: 
10.4.1. Upheld (no changes); or 
10.4.2. Adjusted based on Colliers’ review.  

10.5. Decisions made under section 10.4 are final and shall become part of the Vendor’s Overall 
Performance Rating with no further right by the Vendor to request any additional review of the 
Vendor’s performance Scorecard.  

10.6. Any changes to the score resulting from the debrief will be recorded in the EBS and sent to the 
Vendor. 
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11. VPR Calculation  
11.1. A scale (ref. Figure 2) will be used to translate Performance Scores to a VPR, which 

incentivizes Vendors with good performance scores against those with substandard scores. 
This VPR will be added or deducted to the technical evaluation score.   
 

Figure 2 
 

11.2. Application of VPRs will be tiered for VOR Years 2 and 3 such that in Year 2 Vendors will 
receive a positive or negative application of 15 points. In Year 3 the application will be positive 
or negative 20 points, which will be calculated as noted in section 11.3 below. For example, 
during Year 2 a VPR can range from -15 to 15, but no less than -15 and no more than 15 points 
will be allocated for the VPR under the evaluation. 

11.3. VPRs will be allocated based on the range in which their average VPS falls within as noted in 
the following tables: 

 

 
11.4. VPS %: The percentage weight or achievement level tied to the VPS range. 

Both years show percentages from 1% (lowest performance) to 100% (highest performance). 
Color coding visually shows performance tiers:  
11.4.1. Red = Poor performance - very low (1%) 
11.4.2. Yellow/Orange = Moderate performance - mid-range (13.4%–38.1%) 
11.4.3. Green = Good to excellent performance - high performance (50.5%–100%). 

 
 

Poor Performance Good Performance Neutral 
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12. Procurement Evaluation 
12.1. VPRs will be applied by Colliers during the evaluation stage of Colliers procurements when 

evaluating submissions. Reference to the evaluated criteria that pertain to Vendor performance 
will be clearly outlined in the RFx Documents to support Vendors in understanding how their 
ratings will be used and their submission evaluated. VPRs will not be assigned in Year 1 of the 
implementation of the VPM. This will permit collection of data for use in the second and 
subsequent years of the VPM. Following Year 1 of the VPM, VPRs will be allocated for Vendors 
who have a minimum of 3 Scorecards. Any Vendors who do not yet have three Scorecards, will 
be assigned a Global Average Score, which will be the average score of all vendors on the 
VOR.      

12.2. Proponents will be required to meet a minimum qualifying score of 60% of the allocated 
technical points. Proponents with scores less than 60% will be excluded from further 
consideration in the evaluation. 
Example: Contractor Year 2: 

- Available Technical Points: 25 
- Minimum qualifying score: 15 points (60% x 25 points) 
- Maximum Available Technical & VPR Points: 40 points (25 + 15 points) 

12.3. A proponent’s VPR shall impact their evaluation and scoring in procurement evaluations. 
 
The weighting and qualifying score of evaluation criteria will change on an annual basis on a 
tiered approach as outlined below for Contractors and Consultants: 
12.3.1. Contractors: 

Year 1 
Price – 65 points 
Technical – 35 points 
VPR – 0 points 
EDI – 2 points 

Year 2 
Price – 60 points  
Technical – 25 Points 
VPR – (+/-) 15 points 
EDI – 3 points 

Year 3 
Price – 55 points 
Technical – 25 points 
VPR – (+/-) 20 points 
EDI – 5 points 

12.3.2. Consultants: 
Year 1 
Price – 35 points 
Technical – 65 points 
VPR – 0 points 
EDI – 2 points 

Year 2 
Price – 25 points 
Technical – 60 points 
VPR – (+/-) 15 points 
EDI – 3 points 

Year 3 
Price – 25 points 
Technical – 55 points 
VPR – (+/-) 20 points 
EDI – 5 points 

 
12.4. These weights are to be used as a guide and may vary based on project size and complexity.  
12.5. Evaluations will be conducted based on the criteria outlined in the procurement documents.  

Project Managers, in collaboration with the Procurement Lead are responsible for determining 
the technical criteria necessary to meet project needs and incorporate them into the 
procurement documentation.   

12.6. The VPR will be used in the evaluation stage of a procurement only for those submissions that 
have qualified (passed the Completeness Review stage), as set out in the RFx Documents and 
only after all other technical rated criteria have been evaluated, and technical consensus 
achieved. A Vendor's performance rating will not be disclosed to evaluators or used for 
consideration by the evaluation team prior to this final step in the evaluation process. 

12.7. The VPR used in the evaluation stage of a procurement will be the average of a minimum of 3 
VPRs to date for that Vendor, from all contracts. Where there are less than 3 VPRs as noted in 
12.1, a Global Average will be applied. As stated under 12.1 VPR scores will not be applied 
during Year 1 of the implementation of the VPM.  

12.8. VPSs will expire 24 months from the date of Scorecard issuance to the vendor by Colliers.     
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13. Management of Vendor Performance 
13.1. A multi-tiered approach from performance reviews to infractions will be used to manage Vendor 

performance during the term of the contract. The intent is to proactively address performance 
issues and promote change for a positive outcome on project delivery.    

13.2. If a Vendor deficiently performs during the term of its contract, Colliers will address the 
deficiencies with the Vendor. The issue(s) discussed, and the corrective action required must 
be documented and may be in the form of minutes of meetings, emails or other 
correspondence. It is essential for the Project Manager to maintain supporting documentation 
as it may form an essential part of the Vendor's information on record. Notification of deficient 
performance can be based on negative feedback Colliers has received from their client(s), that 
is, a ministry or other entit(ies) that ultimately benefit from the project or work performed by the 
Vendor. Prompt notification of deficient performance provides the Vendor with an opportunity to 
address and improve performance prior to the Vendor's next performance evaluation. 

13.3. If Vendor performs a Minor Deficiency Colliers PM will record the deficiency, including available 
backup and issue to the Contractor via the EBS.  

13.4. If a Vendor performs a Minor Deficiency more than once per contract, or if a Vendor performs a 
Major Deficiency, Colliers Procurement Department and/or the Project Manager will respond by 
issuing an Infraction Report via the EBS. 

13.5. An IR is issued in accordance with the following process: 
13.5.1. The Project Manager consults with the Procurement Department to review and 

validate whether issuance of an IR is warranted in the circumstances. 
13.5.2. If an IR is warranted, the Project Manager completes the IR and issues it along with 

supporting documentation; and 
13.5.3. The Project Manager will deliver to the Vendor a copy of the completed IR along with 

the supporting documentation to the Vendor's contract representative and the 
Deficient Performance. 

13.6. IRs directly impact the maximum score that can be achieved on the Scorecard: 
13.6.1. In the event the Vendor has been issued an IR during the evaluation period, the 

maximum score that can be achieved is 3. 
13.6.2. Further, if multiple IRs have been issued during the evaluation period, or if an IR was 

issued during a previous evaluation period and was not resolved by the Vendor, the 
maximum score that can be achieved is 1. 

14. Minor Deficiency 
14.1. Minor Deficiency is any deficient performance that is not a Major Deficiency.  
14.2. Examples of Minor Deficiencies include, but are not limited to:  

14.2.1. Design and Construction Deficiency that is not a Design and Construction Major 
Deficiency; 

14.2.2. Failure to provide milestone schedules in a timely manner, in accordance with the 
contract; 

14.2.3. Failure to update schedules as per the contract; 
14.2.4. Inaccurate invoicing and budgets; and 
14.2.5. Failure to provide minutes of meetings as per the contract. 

15. Major Deficiency 
15.1. Major Deficiency means any deficient performance that: 

15.1.1. Has an adverse impact on the contract price; 
15.1.2. Has an adverse impact on achievement of Substantial Performance, Ready-for-

Takeover, Scheduled Date for Total Performance of the Work, or the Scheduled Date 
for Study Completion, as applicable; 

15.1.3. Has an adverse impact on any areas that are adjacent to the Place of the Work in 
excess of any planned disruptions;  
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15.1.4. Is a failure to comply with Laws; or 
15.1.5. Failure to comply with the terms and conditions of a contract. 

16. Review of Minor Deficiencies  
16.1. The grounds for issuance of a Minor are described in section 14 above.  
16.2. When a deficiency is entered into the EBS, the contractor will receive a deficiency notice by 

email.  
16.3. A deficiency within the EBS will include the following information: 

16.3.1. Severity  
16.3.2. Date of the incident 
16.3.3. Description of the incident 
16.3.4. Corrective action deadline 
16.3.5. Description of required corrective actions 
16.3.6. Consequences if corrective actions are not applied 
16.3.7. Related documents 

16.4. The EBS will track the status and approval workflow of deficiencies.   
16.5. If the Vendor disagrees with a deficiency, they will have five (5) days to submit their appeal with 

backup documentation into the EBS for review.    
16.6. Upon review of the appeal request, the Project Manager will schedule a debriefing session to 

occur within ten (10) business days of the request. Reasonable efforts shall be made by the 
Project Manager to address the Vendor’s concerns and reach agreement on the deficiency at 
the debriefing session. The decision made by Colliers at the outcome of the debriefing is final 
and is recorded in the EBS.  

17. Review of Infraction Report 
17.1. The grounds for issuance of an IR are described in section 13.4 above.  
17.2. If the Vendor is in disagreement with the IR, they may submit a written request to the Project 

Manager within ten (10) business days of issuance of an IR for a debriefing.  
17.3. Upon review of the written request, the Project Manager will schedule a debriefing session to 

occur within ten (10) business days of the request. Reasonable efforts shall be made by the 
Project Manager to address the Vendor’s concerns and reach agreement on the IR at the 
debriefing session. The Project Manager shall provide a written response following the 
debriefing. 

17.4. If the Vendor remains dissatisfied and can demonstrate reasonable grounds for review, 
including supporting documentation, and wishes to escalate its concerns, the Vendor must 
submit a final statement of its concerns in writing to the Colliers IO Account Executive Lead 
within ten (10) business days of receiving Colliers written response in section 17.3.   

17.5. Requests must: 
17.5.1. Include a copy of the IR; 
17.5.2. Identify the issue(s) that the Vendor disagrees with; 
17.5.3. Identifies the reason(s) for disagreement and specifics supporting the Vendor’s 

position; 
17.5.4. Be no more than 5 pages in length; 
17.5.5. Include any and all documents in support of the Vendor’s position; 

17.6. Requests not compliant with the above section 17.5, will not be considered. 
17.7. The Colliers IO Account Executive Lead will review the Vendor's final statement of concerns 

and provide Colliers’ written final response to the Vendor within ten (10) business days or such 
other time as Colliers reasonably determines. Colliers’ final written response will confirm, 
modify or withdraw the IR. The decision made by the Colliers IO Account Executive Lead will 
be final and binding. 
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18. Resolution of Infraction Report 
18.1. Corrective action requirements, and the associated timeline for the Vendor to demonstrate 

rectification, are set out in the IR. The Vendor has an opportunity to review the IR and its 
requirements per section 17 above. 

18.2. The Vendor shall, no later than 5 business days after expiry of the identified timeframe, provide 
documented evidence to the Project Manager demonstrating effective rectification of the 
identified deficiency(ies). 

18.3. The Project Manager shall review with Colliers Procurement Department and/or Colliers 
executive team and confirm in writing to the Vendor whether further review or action is required, 
or whether the IR is accepted as resolved. 

18.4. The Vendor will then have 10 business days to acknowledge the outcome of the review or 
request further review. If no acknowledgement is received within 10 business, the outcome of 
the review shall be deemed as acknowledged. Requests for further review must: 
18.4.1. Include a copy of the Vendor’s IR; 
18.4.2. Identify the issue(s) that the Vendor disagrees with; 
18.4.3. Identify their reason(s) for disagreement and details supporting the Vendor’s position; 
18.4.4. Be no more than 5 pages in length; and 
18.4.5. Include any and all documents in support of the Vendor’s position. 

18.5. Requests not compliant with the above section 18.4 will not be considered. 
18.6. Following review of the Vendor’s submission, Colliers will issue a written decision to the 

Vendor. The decision will indicate whether the results of section 18.3 above will be: 
18.6.1. Upheld (no changes); or 
18.6.2. Adjusted based on Colliers’ review.  

18.7. Decisions made under section 18.6 are final with no further right by the Vendor to request any 
additional review.   

19. Managing and Assessing Vendor Performance Information 
19.1. The Procurement Department is responsible for collecting, managing and maintaining Vendor 

performance information and documents to protect the integrity and security of the information. 
This collection will be automated through Colliers’ EBS. 

19.2. Colliers will treat all Vendor information and documents in a confidential manner. 
19.3. During a procurement debriefing requested by a Vendor, only performance information 

pertaining to the requesting Vendor can be discussed. Discussion or comparison to any other 
Vendor's performance information is not permitted. 

19.4. Vendor information and documents are subject to the provisions of FIPPA, in accordance with 
the terms of the applicable contract.  

20. Program Monitoring and Feedback 
20.1. Colliers will monitor the application of the Program to assess adherence and interpretation. This 

may include continuous improvement reviews in order to verify that the Program is 
appropriately implemented.   

20.2. Colliers will review the Program annually to review its relevancy and the effectiveness of the 
Program.  
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Appendix A – Definitions 
 
“Colliers” means Colliers Project Leaders Inc. 

“EBS” means Electronic Bidding System 

“FIPPA” means the Freedom of Information and Protection of Privacy Act 
“GC” means General Contractor 

“Global Average” means the average VPR for all Vendors over the last 24 months 

“IO” means Infrastructure Ontario 

“IPC” means the Information and Privacy Commissioner of Ontario 
“IR” means Infraction Report 

“KPI” means Key Performance Indicator 

“Major Deficiency” is defined in Section 15 of this Program Manual 

“Minor Deficiency” is defined in Section 14 of this Program Manual 

“Program” means Vendor Performance Management Program (VPM) 

“Project Manager” means Colliers Project Manager 

“Policy” means IO’s Procurement Policy 
“Ready-for-Takeover” means when all the prerequisites for attaining Ready-for-Takeover stipulated in the 
applicable contract are satisfied 

“Scorecard” means Vendor Performance Scorecard 

“Scorecard Guide” means is a set of performance evaluation guidelines, developed to assist evaluators with 
completing the Scorecard 

“Substantial Performance” means Substantial Performance of the Work, which means when the Work is 
substantially performed in accordance with the requirements of the applicable contract 
“Total Performance of the Work” means when a contract is certified complete by Colliers in accordance with the 
requirements of the applicable contract 
“Vendor” means those firms contracted by Colliers on behalf of His Majesty the King in Right of Ontario and IO 
“VOR” means Vendor of Record 
“VPM” means Vendor Performance Management  

“VPR” means Vendor Performance Rating 

“VPS” means Vendor Performance Score. VPSs obtained from Scorecards shall expire after 2 years and no longer 
influence VPRs. 

“Work” means the total scope of construction, related services and deliverables as set out in, required by, 
reasonably inferable from or described in the applicable contract 
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Appendix B – Process Overview 
 
The following chart is provided as a visual aid only, for select aspects of the VPM Program. It does not reflect all 
details of the Program and must be read in conjunction with the remainder of the Program Manual. 
 

Section references (§) identify key sections of VPM Program Manual 

VPRs Applied to New 
Procurements 

§11-12 

Review of 
Evaluation 

(If applicable) 

§10  

Evaluations 
Added to EBS & 
Issued to Vendor 

§6-9 

Final VPR at End of 
Contract  

Scorecards Undertaken 
During & Following 
Contract Execution 

Vendor Contract Performance 

Evaluation of Procurements 

§13-18 

Review 
(If Applicable) 

 

Infraction 
Report 

Review of IR 
(If Applicable) 

Repeated Minor 
Deficiency 

Major 
Deficiency 

Minor 
Deficiency 



VENDOR PERFORMANCE SCORECARD - Consultant 
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Appendix C – Vendor 
Scorecards 

 
 
 
 

Consultant Scorecard 
Source: P2704-1998240648-785 (4.0) 

 
Contractor Scorecard 

Source: P2704-1998240648-753 (7.0) 
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1. Introduction 
1.1. This Scorecard Guide has been developed to support both Vendors and Project Managers 

through the Program scoring process and evaluation decisions. It is to be read in conjunction 
with other sections of this Program Manual.  

2. Infraction Reports 
2.1. IRs directly impact the maximum score that can be achieved on the Scorecard.  

2.1.1. In the event the Vendor has been issued an IR during the evaluation period, the 
maximum score that can be achieved is 3. 

2.1.2. Further, if multiple IRs have been issued during the evaluation period, or if an IR was 
issued during a previous evaluation period and was not resolved in accordance with 
Section 17 of this Program Manual, the maximum score that can be achieved is 1. 

3. Key Performance Indicators 
3.1. KPIs are the set of measures used during performance evaluations and throughout the contract 

lifecycle. KPIs fall under the following performance categories for Vendors: 
3.1.1. Contractors: Contract Compliance, Cost Control, Communication, Schedule, General 

Management, Closeout and Health and Safety. 
3.1.2. Consultants: Contract Compliance, Cost Management, Schedule, General 

Management, Design, Construction, Closeout and Value for Money. 
3.2. Vendor performance is rated for each KPI according to the following criteria: 

succeeds +: The Vendor met or exceeded performance expectations consistently and with no 
need for improvement noted. 
succeeds -: The Vendor did not always meet performance expectations. Some minor errors or 
shortcomings that could be improved upon were noted. 
significant underperformance: The Vendor did not consistently meet minimum performance 
expectations. There were repeated deficiencies noted which had a considerable impact on 
overall contractual outcomes, requiring significant effort to address. 

3.3. Ratings of “succeeds -” or “significant underperformance” should be accompanied by 
comments citing specific examples where the metric was not met and substantiated by backup 
documents.   

4. Vendor Performance Score 
4.1. A score from 1-5 is assigned to each category based on achievement of KPIs in the 

corresponding performance category. A general definition of the scores is as follows: 
5 – Exceptional: Vendor performance greatly exceeds the expected performance 
4 – Surpassed: Vendor performance exceeds the expected performance 
3 – Achieved: Vendor performance meets the expected performance 
2 – Moderate improvement needed: Vendor performance is below the expected performance 
1 – Significant improvement needed: Vendor performance is significantly below the expected 
performance 

 
4.2. These scores are achieved using the Scoring Guide in Table 1 below. 

 

TABLE 1  

Score Scoring guide 

5 Exceptional Succeeds + across all applicable indicators 

4 Surpassed Succeeds - across only 1 indicator and no significant 
underperformance against any indicators 
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TABLE 1  

Score Scoring guide 

3 Achieved Succeeds - across only 2 indicators and no significant 
underperformance against any indicators 

2 Moderate 
improvements needed 

Succeeds - across 3 indicators and no significant 
underperformance against any indicators 

1 Significant 
improvement needed 

Succeeds - across 4 or more indicators or significant 
underperformance against 1 or more indicators 
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	1.  Purpose of the Program
	1.1. Infrastructure Ontario has engaged Colliers under a Master Services Agreement as IO’s Project Management Service Provider, providing Project Delivery Services and Optional Services for the Portfolio.
	1.2. Colliers is committed to procuring goods and services in the most economical and efficient manner, taking into account the public interest, through processes that are fair, open, transparent, geographically neutral, and accessible to all qualifie...
	1.3. The purpose of the Program, which is established in alignment with the principles of such a program as set out in Section 8.3 of Infrastructure Ontario’s Procurement Policy, is to:
	1.3.1. Institute Colliers’ programmatic approach to identifying, tracking and considering a bidding Vendor’s past performance in the evaluation and scoring of current and future procurement processes; and
	1.3.2. Support Vendors and Colliers in the proactive management of Vendor performance during the execution of projects.
	1.4. In accordance with the Policy, the existence of the Program does not prevent or preclude Colliers from including evaluation criteria in a procurement that takes into consideration past performance or other reference checking based on past experie...

	2. Definitions
	2.1. Defined terms shall have the meaning given to them in Appendix A – Definitions.

	3. Objectives
	3.1. The objective of the Program is to promote good performance by Vendors, while using past performance information to acquire new goods and services – thus improving transparency, and promoting innovation and best value.
	3.2. The expected outcomes of the Program include:
	3.2.1. Defined Vendor performance requirements so that Colliers may meet their KPIs and critical project deliverables;
	3.2.2. Fair assessment of Vendor performance against well-defined, objective definitions;
	3.2.3. Accurate reporting of assessments to Vendors on a scheduled basis;
	3.2.4. Providing incentives to Vendors to recognize good performance;
	3.2.5. Creation of effective ties between chronic poor performance and a decreased likelihood being awarded work with IO; and
	3.2.6. To drive Program improvement through a regular and scheduled Vendor communication, ensuring clarity of expectations and quality performance.

	4. Application and Threshold
	4.1. The Program applies to Vendor contracts for which Colliers is the contracting authority initiating projects on behalf of His Majesty the King in Right of Ontario and IO, under the scope of the above-noted Master Services Agreement.

	5. Documentation
	5.1. All contractual documents associated with each mandate will be found in the EBS. This includes the initial contract, but will also include the Scorecard supporting documentation, and any issued non-conformance, non-performance, or default related...

	6. Vendor Performance Scorecard
	6.1. The Scorecard is the form used for reporting Vendor performance and is attached in Appendix C. The Scorecard is used to facilitate objective assessment of Vendor performance, by applying established evaluation criteria that are aligned with Colli...
	6.2. During the term of a contract, Colliers will document incidents of deficient performance and/or infractions by way of minutes of meetings, notices, performance reviews, deficiencies, infractions and all related communications, which may later be ...

	7. Scorecard Guide
	7.1. The Scorecard Guide is a set of performance evaluation guidelines that are developed to assist evaluators with completing the Scorecard. A sample Vendor Performance Scorecard Guide is found in Appendix D. To assess Vendor performance, contract-re...

	8. Inclusion in RFx Documents
	8.1. RFx Documents must include a reference to the evaluation requirements of this Program with a copy of the Scorecard and the Scorecard Guide. The contract must outline the requirements of this Program that will be used to consider and evaluate Vend...

	9. Timing of Performance Reviews
	9.1. A Scorecard will be completed by Colliers as follows:
	9.1.1. At the end of the contract or upon completion of specific deliverables as set out in the contract.
	9.1.2. When the term of a contract exceeds six (6) months, a Scorecard will also be completed on every six (6) month anniversary of the contract start date, or such other time as Colliers considers appropriate.
	9.1.3. For multi-phase projects (e.g. complex construction projects, Construction Phase 1, Construction Phase 2, certain planning initiatives, etc.), a Scorecard may also be completed at the end of each phase of work.
	9.1.4. For contracts with a term less than six (6) months, only one Scorecard is required at the end of the contract term. An interim Scorecard is optional based on the discretion of the Project Manager.
	9.2. The Project Manager shall have the ability to schedule performance evaluations earlier or later than in 9.1 where the Project Manager deems it expedient to do so, acting reasonably, based on the scope of the project, the project schedule and any ...
	9.3. At the start of every contract, the Project Manager will meet either at the kickoff meeting or schedule a specific meeting with the Vendor to discuss milestone dates, set evaluation timelines and meeting dates and clarify performance expectations...
	9.4. The resulting performance review may involve senior representatives from the Vendor and Colliers who will review:
	9.4.1. Contract KPls, if applicable;
	9.4.2. Any issues and/or disputes of Colliers concern, including relevant litigation history;
	9.4.3. Alignment of Vendor performance with Colliers goals and objectives for remaining term of contract;
	9.4.4. General business trends; and
	9.4.5. Assess the working relationship between Colliers and Vendor.
	9.5. At completion of the contract, all Vendor Scorecard evaluations will be averaged into a final VPS.
	9.6. In the event where a contract is suspended or terminated (refer to the applicable contract for terms regarding suspension or termination) through no fault of the Vendor, a Scorecard will be completed based on the work completed.
	9.7. The Project Manager may, in the Project Manager’s sole discretion, complete a Scorecard prior to the contract suspension or termination date if at least three months have elapsed or a key milestone or deliverable has been achieved.
	Figure 1

	10. Issuance and Review of Scorecards
	10.1. The Project Manager will populate draft Scorecards for review by Colliers Procurement Department. Once reviewed and agreement has taken place the Project Manager will issue the Scorecard to the Vendor.
	10.2. The Vendor will have 10 business days to acknowledge the score and respond via the EBS, or to request a review of the results with the Project Manager, Colliers Procurement Department and/or Colliers executive team in writing. If no acknowledgem...
	10.2.1. Include a copy of the Vendor’s Performance Scorecard;
	10.2.2. Identify the issue(s) and score(s) that the Vendor disagrees with;
	10.2.3. Identifies the reason(s) for disagreement and specifics supporting the Vendor’s position;
	10.2.4. Be no more than 5 pages in length;
	10.2.5. Include any and all documents in support of the Vendor’s position;
	10.3. Requests not compliant with the above 10.2, will not be considered.
	10.4. Following review of the Vendor’s submission, Colliers will issue a written decision to the Vendor. The decision will indicate whether the evaluation results will be:
	10.4.1. Upheld (no changes); or
	10.4.2. Adjusted based on Colliers’ review.
	10.5. Decisions made under section 10.4 are final and shall become part of the Vendor’s Overall Performance Rating with no further right by the Vendor to request any additional review of the Vendor’s performance Scorecard.
	10.6. Any changes to the score resulting from the debrief will be recorded in the EBS and sent to the Vendor.

	11. VPR Calculation
	11.1. A scale (ref. Figure 2) will be used to translate Performance Scores to a VPR, which incentivizes Vendors with good performance scores against those with substandard scores. This VPR will be added or deducted to the technical evaluation score.  ...
	11.2. Application of VPRs will be tiered for VOR Years 2 and 3 such that in Year 2 Vendors will receive a positive or negative application of 15 points. In Year 3 the application will be positive or negative 20 points, which will be calculated as note...
	11.3. VPRs will be allocated based on the range in which their average VPS falls within as noted in the following tables:
	11.4. VPS %: The percentage weight or achievement level tied to the VPS range. Both years show percentages from 1% (lowest performance) to 100% (highest performance). Color coding visually shows performance tiers:
	11.4.1. Red = Poor performance - very low (1%)
	11.4.2. Yellow/Orange = Moderate performance - mid-range (13.4%–38.1%)
	11.4.3. Green = Good to excellent performance - high performance (50.5%–100%).

	12. Procurement Evaluation
	12.1. VPRs will be applied by Colliers during the evaluation stage of Colliers procurements when evaluating submissions. Reference to the evaluated criteria that pertain to Vendor performance will be clearly outlined in the RFx Documents to support Ve...
	12.2. Proponents will be required to meet a minimum qualifying score of 60% of the allocated technical points. Proponents with scores less than 60% will be excluded from further consideration in the evaluation. Example: Contractor Year 2:
	12.3. A proponent’s VPR shall impact their evaluation and scoring in procurement evaluations.
	The weighting and qualifying score of evaluation criteria will change on an annual basis on a tiered approach as outlined below for Contractors and Consultants:
	12.3.1. Contractors:
	12.3.2. Consultants:
	12.4. These weights are to be used as a guide and may vary based on project size and complexity.
	12.5. Evaluations will be conducted based on the criteria outlined in the procurement documents.  Project Managers, in collaboration with the Procurement Lead are responsible for determining the technical criteria necessary to meet project needs and i...
	12.6. The VPR will be used in the evaluation stage of a procurement only for those submissions that have qualified (passed the Completeness Review stage), as set out in the RFx Documents and only after all other technical rated criteria have been eval...
	12.7. The VPR used in the evaluation stage of a procurement will be the average of a minimum of 3 VPRs to date for that Vendor, from all contracts. Where there are less than 3 VPRs as noted in 12.1, a Global Average will be applied. As stated under 12...
	12.8. VPSs will expire 24 months from the date of Scorecard issuance to the vendor by Colliers.

	13. Management of Vendor Performance
	13.1. A multi-tiered approach from performance reviews to infractions will be used to manage Vendor performance during the term of the contract. The intent is to proactively address performance issues and promote change for a positive outcome on proje...
	13.2. If a Vendor deficiently performs during the term of its contract, Colliers will address the deficiencies with the Vendor. The issue(s) discussed, and the corrective action required must be documented and may be in the form of minutes of meetings...
	13.3. If Vendor performs a Minor Deficiency Colliers PM will record the deficiency, including available backup and issue to the Contractor via the EBS.
	13.4. If a Vendor performs a Minor Deficiency more than once per contract, or if a Vendor performs a Major Deficiency, Colliers Procurement Department and/or the Project Manager will respond by issuing an Infraction Report via the EBS.
	13.5. An IR is issued in accordance with the following process:
	13.5.1. The Project Manager consults with the Procurement Department to review and validate whether issuance of an IR is warranted in the circumstances.
	13.5.2. If an IR is warranted, the Project Manager completes the IR and issues it along with supporting documentation; and
	13.5.3. The Project Manager will deliver to the Vendor a copy of the completed IR along with the supporting documentation to the Vendor's contract representative and the Deficient Performance.
	13.6. IRs directly impact the maximum score that can be achieved on the Scorecard:
	13.6.1. In the event the Vendor has been issued an IR during the evaluation period, the maximum score that can be achieved is 3.
	13.6.2. Further, if multiple IRs have been issued during the evaluation period, or if an IR was issued during a previous evaluation period and was not resolved by the Vendor, the maximum score that can be achieved is 1.

	14. Minor Deficiency
	14.1. Minor Deficiency is any deficient performance that is not a Major Deficiency.
	14.2. Examples of Minor Deficiencies include, but are not limited to:
	14.2.1. Design and Construction Deficiency that is not a Design and Construction Major Deficiency;
	14.2.2. Failure to provide milestone schedules in a timely manner, in accordance with the contract;
	14.2.3. Failure to update schedules as per the contract;
	14.2.4. Inaccurate invoicing and budgets; and
	14.2.5. Failure to provide minutes of meetings as per the contract.

	15. Major Deficiency
	15.1. Major Deficiency means any deficient performance that:
	15.1.1. Has an adverse impact on the contract price;
	15.1.2. Has an adverse impact on achievement of Substantial Performance, Ready-for-Takeover, Scheduled Date for Total Performance of the Work, or the Scheduled Date for Study Completion, as applicable;
	15.1.3. Has an adverse impact on any areas that are adjacent to the Place of the Work in excess of any planned disruptions;
	15.1.4. Is a failure to comply with Laws; or
	15.1.5. Failure to comply with the terms and conditions of a contract.

	16. Review of Minor Deficiencies
	16.1. The grounds for issuance of a Minor are described in section 14 above.
	16.2. When a deficiency is entered into the EBS, the contractor will receive a deficiency notice by email.
	16.3. A deficiency within the EBS will include the following information:
	16.3.1. Severity
	16.3.2. Date of the incident
	16.3.3. Description of the incident
	16.3.4. Corrective action deadline
	16.3.5. Description of required corrective actions
	16.3.6. Consequences if corrective actions are not applied
	16.3.7. Related documents
	16.4. The EBS will track the status and approval workflow of deficiencies.
	16.5. If the Vendor disagrees with a deficiency, they will have five (5) days to submit their appeal with backup documentation into the EBS for review.
	16.6. Upon review of the appeal request, the Project Manager will schedule a debriefing session to occur within ten (10) business days of the request. Reasonable efforts shall be made by the Project Manager to address the Vendor’s concerns and reach a...

	17. Review of Infraction Report
	17.1. The grounds for issuance of an IR are described in section 13.4 above.
	17.2. If the Vendor is in disagreement with the IR, they may submit a written request to the Project Manager within ten (10) business days of issuance of an IR for a debriefing.
	17.3. Upon review of the written request, the Project Manager will schedule a debriefing session to occur within ten (10) business days of the request. Reasonable efforts shall be made by the Project Manager to address the Vendor’s concerns and reach ...
	17.4. If the Vendor remains dissatisfied and can demonstrate reasonable grounds for review, including supporting documentation, and wishes to escalate its concerns, the Vendor must submit a final statement of its concerns in writing to the Colliers IO...
	17.5. Requests must:
	17.5.1. Include a copy of the IR;
	17.5.2. Identify the issue(s) that the Vendor disagrees with;
	17.5.3. Identifies the reason(s) for disagreement and specifics supporting the Vendor’s position;
	17.5.4. Be no more than 5 pages in length;
	17.5.5. Include any and all documents in support of the Vendor’s position;
	17.6. Requests not compliant with the above section 17.5, will not be considered.
	17.7. The Colliers IO Account Executive Lead will review the Vendor's final statement of concerns and provide Colliers’ written final response to the Vendor within ten (10) business days or such other time as Colliers reasonably determines. Colliers’ ...

	18. Resolution of Infraction Report
	18.1. Corrective action requirements, and the associated timeline for the Vendor to demonstrate rectification, are set out in the IR. The Vendor has an opportunity to review the IR and its requirements per section 17 above.
	18.2. The Vendor shall, no later than 5 business days after expiry of the identified timeframe, provide documented evidence to the Project Manager demonstrating effective rectification of the identified deficiency(ies).
	18.3. The Project Manager shall review with Colliers Procurement Department and/or Colliers executive team and confirm in writing to the Vendor whether further review or action is required, or whether the IR is accepted as resolved.
	18.4. The Vendor will then have 10 business days to acknowledge the outcome of the review or request further review. If no acknowledgement is received within 10 business, the outcome of the review shall be deemed as acknowledged. Requests for further ...
	18.4.1. Include a copy of the Vendor’s IR;
	18.4.2. Identify the issue(s) that the Vendor disagrees with;
	18.4.3. Identify their reason(s) for disagreement and details supporting the Vendor’s position;
	18.4.4. Be no more than 5 pages in length; and
	18.4.5. Include any and all documents in support of the Vendor’s position.
	18.5. Requests not compliant with the above section 18.4 will not be considered.
	18.6. Following review of the Vendor’s submission, Colliers will issue a written decision to the Vendor. The decision will indicate whether the results of section 18.3 above will be:
	18.6.1. Upheld (no changes); or
	18.6.2. Adjusted based on Colliers’ review.
	18.7. Decisions made under section 18.6 are final with no further right by the Vendor to request any additional review.

	19. Managing and Assessing Vendor Performance Information
	19.1. The Procurement Department is responsible for collecting, managing and maintaining Vendor performance information and documents to protect the integrity and security of the information. This collection will be automated through Colliers’ EBS.
	19.2. Colliers will treat all Vendor information and documents in a confidential manner.
	19.3. During a procurement debriefing requested by a Vendor, only performance information pertaining to the requesting Vendor can be discussed. Discussion or comparison to any other Vendor's performance information is not permitted.
	19.4. Vendor information and documents are subject to the provisions of FIPPA, in accordance with the terms of the applicable contract.

	20. Program Monitoring and Feedback
	20.1. Colliers will monitor the application of the Program to assess adherence and interpretation. This may include continuous improvement reviews in order to verify that the Program is appropriately implemented.
	20.2. Colliers will review the Program annually to review its relevancy and the effectiveness of the Program.
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	“Colliers” means Colliers Project Leaders Inc.
	“EBS” means Electronic Bidding System
	“FIPPA” means the Freedom of Information and Protection of Privacy Act
	“GC” means General Contractor
	“Global Average” means the average VPR for all Vendors over the last 24 months
	“IO” means Infrastructure Ontario
	“IPC” means the Information and Privacy Commissioner of Ontario
	“IR” means Infraction Report
	“KPI” means Key Performance Indicator
	“Major Deficiency” is defined in Section 15 of this Program Manual
	“Minor Deficiency” is defined in Section 14 of this Program Manual
	“Program” means Vendor Performance Management Program (VPM)
	“Project Manager” means Colliers Project Manager
	“Policy” means IO’s Procurement Policy
	“Ready-for-Takeover” means when all the prerequisites for attaining Ready-for-Takeover stipulated in the applicable contract are satisfied
	“Scorecard” means Vendor Performance Scorecard
	“Scorecard Guide” means is a set of performance evaluation guidelines, developed to assist evaluators with completing the Scorecard
	“Substantial Performance” means Substantial Performance of the Work, which means when the Work is substantially performed in accordance with the requirements of the applicable contract
	“Total Performance of the Work” means when a contract is certified complete by Colliers in accordance with the requirements of the applicable contract
	“Vendor” means those firms contracted by Colliers on behalf of His Majesty the King in Right of Ontario and IO
	“VOR” means Vendor of Record
	“VPM” means Vendor Performance Management
	“VPR” means Vendor Performance Rating
	“VPS” means Vendor Performance Score. VPSs obtained from Scorecards shall expire after 2 years and no longer influence VPRs.
	“Work” means the total scope of construction, related services and deliverables as set out in, required by, reasonably inferable from or described in the applicable contract
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	Appendix B – Process Overview
	The following chart is provided as a visual aid only, for select aspects of the VPM Program. It does not reflect all details of the Program and must be read in conjunction with the remainder of the Program Manual.
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	Appendix D – Scorecard Guide
	1. Introduction
	1.1. This Scorecard Guide has been developed to support both Vendors and Project Managers through the Program scoring process and evaluation decisions. It is to be read in conjunction with other sections of this Program Manual.

	2. Infraction Reports
	2.1. IRs directly impact the maximum score that can be achieved on the Scorecard.
	2.1.1. In the event the Vendor has been issued an IR during the evaluation period, the maximum score that can be achieved is 3.
	2.1.2. Further, if multiple IRs have been issued during the evaluation period, or if an IR was issued during a previous evaluation period and was not resolved in accordance with Section 17 of this Program Manual, the maximum score that can be achieved...

	3. Key Performance Indicators
	3.1. KPIs are the set of measures used during performance evaluations and throughout the contract lifecycle. KPIs fall under the following performance categories for Vendors:
	3.1.1. Contractors: Contract Compliance, Cost Control, Communication, Schedule, General Management, Closeout and Health and Safety.
	3.1.2. Consultants: Contract Compliance, Cost Management, Schedule, General Management, Design, Construction, Closeout and Value for Money.
	3.2. Vendor performance is rated for each KPI according to the following criteria: succeeds +: The Vendor met or exceeded performance expectations consistently and with no need for improvement noted. succeeds -: The Vendor did not always meet performa...
	3.3. Ratings of “succeeds -” or “significant underperformance” should be accompanied by comments citing specific examples where the metric was not met and substantiated by backup documents.

	4. Vendor Performance Score
	4.1. A score from 1-5 is assigned to each category based on achievement of KPIs in the corresponding performance category. A general definition of the scores is as follows: 5 – Exceptional: Vendor performance greatly exceeds the expected performance 4...
	4.2. These scores are achieved using the Scoring Guide in Table 1 below.
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