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	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit 

	Availability
	99.9%
	This Service Level measures the percentage of time the application is available during the applicable Measurement Window.  This measurement is by application, not by server instance.  Availability is defined by whether the application residing on any of the associated server instances is available to users.  
	A = (T – M – D) / (T – M) x 100%


A = Availability
T = Total Monthly Minutes
M = Approved Maintenance Time
D = Downtime
	Monthly
	10% of monthly service charge

	Non-Degradation of Service Availability
	98%
	This Service Level measures the percentage of time the application is non-degraded during the applicable Measurement Window.  This measurement is by application, not by server instance. Degradation shall mean a Service that tests as fully operational but is degraded below the baselines established during acceptance testing.   This includes, but is not limited to slow performance and/or intermittent system errors.  
	N = (T – M – D) / (T – M) x 100%


N = Non-Degradation
T = Total Monthly Minutes
M = Approved Maintenance Time
D = Time Service is Degraded.
	Monthly
	5% of monthly service charge

	System unavailability Notification
	100% of notifications within two (2) hours
	The selected Offeror must notify the Commonwealth of any system unavailability within two (2) hours of discovering or receiving notice of system unavailability.
	Time from discovering or receiving notice of system unavailability until notification is sent to the Commonwealth.
	Continual
	.5% of monthly service charge per incident

	Problem Circumvention or Resolution Time
	1-Urgent Priority within 2 hours
2-High Priority within 1 calendar day 
3-Standard Priority within 1 week
4-Low Priority within 1 month
	The time required for circumvention or solution after reporting a problem.
	Time from problem/incident is reported until the problem is resolved or circumvented
	Continual
	5% of monthly service charge



Definitions:  
Service Level Credit: credit available to the Commonwealth should the service provider fail to meet minimum service levels.  These credits are cumulative, for example: missing the Availability SLA and Problem Circumvention or Resolution Time SLA will equate to a 15% credit. 
Maximum at Risk Amount: a defined percentage of monthly service fees or a total dollar value which is not exceeded when assessing service credits (this limits risk to provider).  For this RFQ:  Maximum at risk amount is 20% of monthly service fees (exception below (Increased Impact Service Level Default)).
Increased Impact Service Level Default: the CMS from this RFQ is the sole mission critical system utilized by the PHRC, meaning, when this system is down, PHRC is out of business.  Hence, in the event the “Availability” SLA is not met at the level of Urgent Priority (Level 1) for 3 days or more, the credit percentage will be assessed as D (Downtime) divided by T (Total Monthly Minutes), applying that credit percentage as a credit against the monthly service charge. 
1-Urgent Priority – Hosted system or major functionality of system is not available or operational for all users
2-High Priority - Hosted system or major functionality of system is not available or operational for multiple users
3-Standard Priority – Minor function of hosted system is not operational for multiple users, but all other functionality is available and operational for users
4-Low Priority - Minor function of hosted system is not operational for single user, but all other functionality is available and operational for users


Help Desk Support Key Performance Indicators
	Performance Metric
	Contractor Goal
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit 

	Average Speed of Answer
(ASA)
(Standard)
	60 Seconds or less
	95% or higher
	Measures average length of time from 1st ring until phone call is answered by a live help desk agent during operational hours
	Total number of phone calls answered within 60 seconds / Total phone calls placed
A call answered and placed on hold without listening to the caller’s issue and initiating trouble shooting steps shall not count as a call answered within 60 seconds
	Monthly
	5% of monthly service charge

	Calls that receive a busy signal
	0
	99%
	Measures the average number of calls placed that receive a busy signal
	Total number of phone calls placed that receive a busy signal / Total number of phone calls placed
	Monthly
	.5% of monthly service charge per incident

	Response to other methods of contact
	15 Min or less
	80% or higher
	Measures average length of time from receipt of email, voicemail, or other method of contact (excluding phone call) to the time a responding email is sent or return call is placed
	Total number of minutes from receipt until response to other contact methods / Total number of contacts (excluding phone call)
	Monthly
	.5% of monthly service charge per incident

	First Call Resolution
	N/A
	85% or higher
	Measures percentage of calls resolved in one call
	Total number of phone calls resolved in one phone call / Total phone calls between a live help desk agent and caller
“One call” includes:
1) The 1st call from an individual that is answered by a live help desk agent and,
2) 1st call returned by a live help desk agent responding to voicemail that is answered by the original caller
Excludes calls that cannot be resolved by the help desk agent and must be, by procedures, escalated to another group for resolution
	Monthly
	5% of monthly service charge

	Abandon Rate
	N/A
	3% or lower of all calls > 60 seconds
	Measures percentage of unanswered phone calls (hang ups before call is answered by a live help desk agent)
	Total number of abandoned calls after 60 seconds / Total number of calls placed
	Monthly
	.5% of monthly service charge

	ACD Operation
	60 Minutes
	95% or higher
	Automatic Call Distribution must not be down for more than 60 minutes per month
	ACD Reports of System Downtime
	Monthly
	5% of monthly service charge

	Help Desk availability
	Scheduled days/times
	99.9% or higher
	Help desk must be available as per predefined days and time.
	Total time Help Desk unavailable during operating hours / Total operating hours commitment
	Monthly
	5% of monthly service charge

	On Hold Wait Time
	1 Minute or Less
	95% or higher
	Measures average on hold wait time of users from the time a caller is placed on hold by a live agent until the time a live agent is back on the phone with the caller.
	Total number of minutes on hold/Total number of calls placed on hold
	Monthly
	.5% of monthly service charge per incident

	After Hours Message Center
	100% Availability
	Never more than a full day of outage.
	After hours message center must always be available for playing recorded messages of:
· operating hours
· information on help desk hours of operation to accept and begin work on the issue and specifying the information needed from caller
	24 Hour clock starts from time of reported outage.
	Daily check from start of reported outage
	.5% of monthly service charge per incident

	Customer Survey Satisfaction Level
	Score of 4 or greater
	90%
	The average customer satisfaction level based on results of distributed customer satisfaction survey per incident
	Sum total of all questions answered with a score of 1 or higher / Total number of questions answered with a score of 1 or higher
A score of 0 indicates that the question was not applicable and should not be counted in the totals
Score range of 1-5 with 5 being highest
	Monthly
	.5% of monthly service charge per incident



1. For calculation purposes, phone calls abandoned within 30 seconds (ASA premium) or 60 seconds (ASA standard) are not counted as a call placed.
2. Availability Requirement - Monday through Friday, 07:00 – 19:00 ET basis as established by the RFQ
3. SLA’s reports are to be incorporated into a Monthly status report.
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