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JNET Service Level Agreements



SLA #1 – Resume Response Time:
	Service Level Reference 
	SL Class/Category
	Target
	Min
	Earn Back 
	Start Date

	SLA #1 – Resume Response Time
	CM/Timeliness
	100%
	98%
	Y – 6 Months
	Start of Contract

	Definition
	Average Time to respond to all JNET position requests within 3 business days during the measurement window
respond:  Official e-mail from the Agreement Manager or Point of Contact providing 3 resumes
JNET position request:  Official e-mail from the JNET Executive Director and/or JNET business manager asking for resumes for a JNET position vacancy.
Business Day:  See RFP for definition

	Metric Description
	The percent of position request(s) provided within 3 business days from the JNET request

This service level calculation is the total number of position request(s) responded to on or before the 3 days of JNETs request during the applicable measurement window divided by the total number of position request(s) during the applicable measurement windows, expressed as a percentage.



	Metric Inclusions
	All position request(s) made during the measurement window.


	Metric Exclusions
	Uncompleted position request(s) made within the last 2 days of the end of the measurement window.


	Calculation
	
% Resume Response Time = (Total number of position request(s) within the month responded to on or before the 3 days of JNETs request) / (Total number of request(s) within the month) * 100

	Hours/Days of Measurement
	24 hours per day – 7 days a week and 365 days per year


	Reporting Window
	Monthly


	Reporting Tools / Data Source(s)
	[Offeror to Complete]


	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements:  Header to include total number of positions requested, Number of position request that missed the 3 days interval, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; Detail to include JNET Position Title, JNET Position Request Date and Time, Offeror Date and Time of Confirmation, Offeror Date and time of Response with Resumes, Time to Respond [Days:Hours:Minutes], Reason Interval was not met.

(suggested) Detailed Exclusion Report:  JNET Position Title, JNET Position Request Date and Time, Offeror Date and Time of Confirmation, Offeror Date and time of Response with Resumes, Time to Respond [Days:Hours:Minutes], Reason for Exclusion, Request ID, Graphical Representation


	Remedy Credit
	2% credit on Monthly Invoice







SLA #2 – Position Fill Rate:
	Service Level Reference 
	SL Class/Category
	Target
	Min
	Earn Back 
	Start Date

	SLA #2 – Position Fill Rate
	CM/Timeliness
	100%
	98%
	Y – 6 Months
	Start of Contract

	Definition
	Time to Fill all position(s) approved by JNET within 5 business days during the measurement window
Time to Fill:  The number of business days between Start of Time to Fill and End of Time to Fill represented as a date and time in {DAYS:HOURS:MINUTES} format.
Start of Time to Fill:  Official approval e-mail from JNET to the Agreement Manager or Offeror’s Point of Contact choosing a specific resource
End of Time to Fill:  Official approval e-mail from the Agreement Manager or Offeror’s Point of Contact to JNET confirming the specific resource and providing a start date
Business Day:  See RFP for definition 

	Metric Description
	The percent of average Time to Fill positions less than or equal to 5 business days 

[bookmark: _Hlk478039902]This service level calculation is the total number of position request(s) with Time to Fill on or before 5 business days during the applicable measurement window divided by the total number of position request(s) which Start of Time to Fill was commenced during the applicable measurement window, expressed as a percentage.



	Metric Inclusions
	All position(s) which have met Start of Time to Fill during the measurement window.


	Metric Exclusions
	Uncompleted Positions accepted within the last 4 days of the end of the measurement window.  
All previous month exclusions will be included in the next consecutive months measurement window 


	Calculation
	
% Position Fill Rate = (Total number of positions with Time to Fill less than or equal to 5 business days within the month) / (Total number of position which have met Start of Time to Fill within the month) * 100

	Hours/Days of Measurement
	24 hours per day – 7 days a week and 365 days per year


	Reporting Window
	Monthly


	Reporting Tools / Data Source(s)
	[Offeror to Complete]


	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements:  Header to include total number of positions requested, Number of position request that missed the 5 business days, Time to Fill, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; Detail to include JNET Position Title, JNET Position Request Date and Time, Start of Time to Fill, End of Time to Fill, Time to Fill [Days:Hours:Minutes], Target SL Achieved [Yes/No], Reason for Time to Fill was not met.

(suggested) Detailed Exclusion Report:  JNET Position Title, JNET Position Request Date and Time, Offeror Date and Time of Confirmation, Offeror Date and time of Response with Resumes, Time to Respond [Days:Hours:Minutes], Target SL Achieved [Yes/No], Reason for Exclusion, Graphical Representation


	Remedy Credit
	2% credit on Monthly Invoice






SLA #3 – Separation Notification:
	Service Level Reference 
	SL Class/Category
	Target
	Min
	Earn Back 
	Start Date

	SLA #3 – Separation Notification
	CM/Timeliness
	100%
	90%
	No
	Start of Contract

	Definition
	Time to notify JNET regarding assigned resource which are departing for ordinary circumstances 10 or more business days prior to the resource(s) departure date during the measurement window.  
Time to Notify (timely notifications): Official notification (e-mail, written letter) must be provided to the JNET Executive Director and the JNET Business Manager 10 or more business days prior to the resources actual departure date.  
Resource:  Person assigned to a JNET position 
Departing: Resource which is leaving a JNET position
Ordinary circumstances: See RFP for definition
Business Day:  See RFP for definition 

	Metric Description
	The percentage of timely notifications occurring 10 or more business days before the resources departs JNET during the measurement window.

This service level calculation is the total number of untimely separation notifications of JNET assigned resources separating for ordinary circumstances with notifications 10 or more business days during the applicable measurement window divided by the total number of JNET assigned resources separating for ordinary circumstances during the applicable measurement window, expressed as a percentage.



	Metric Inclusions
	All resources departing JNET for ordinary circumstances during the measurement window.


	Metric Exclusions
	All extraordinary circumstances for departure
Extraordinary circumstances: See RFP for definition


	Calculation
	
% Timely Separation Notifications = (Total number of notifications sent 10 or more business days prior to the  JNET assigned resources separating for ordinary circumstances within the month) / (Total number of resources separating for ordinary circumstances within the month) * 100

	Hours/Days of Measurement
	24 hours per day – 7 days a week and 365 days per year


	Reporting Window
	Monthly


	Reporting Tools / Data Source(s)
	[Offeror to Complete]


	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements:  Header to include total number of notifications provided, Number of resources which have departed under ordinary circumstances, Number of position notifications which missed the 10 or more days notification, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; Detail to include JNET Position Title, Name of the Resource, Ordinary Reason for leaving, Notification Date and Time, Actual Last Business Day of Resource at JNET, Difference between Resources Last Day and Notification Date and Time [Days:Hours:Minutes], Resource Hourly Rate, Credit Calculation, Target SL Achieved [Yes/No], Reason for Time to Fill was not met.

(suggested) Detailed Exclusion Report:  JNET Position Title, Name of the Resource, Extraordinary Reason for leaving, Notification Date and Time, Actual Last Business Day of Resource at JNET, Difference between Resources Last Day and Notification Date and Time [Days:Hours:Minutes].


	Remedy Credit
	Sum Total of all Infractions using the following credit for each infraction;
Daily rate for the position * 8 hour work day * [10 business days – actual business days notice prior to departure date] credited on the Monthly Invoice
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