APPENDIX I
[bookmark: _GoBack]Service Level Agreements (SLAs)
	Performance
Metric
	Performance
Target
	Description
	Calculation
	Frequency of Review
	Liquidated Damages
	Unit of
Measure

	Result Turnaround
Time
	97%
	All tests performed by the supplier(s) are to be received within required timeframes
	Number of Test results received on time divided by the Number of Test Results Received later than 24 hours.

Example: 
20/25 = .80%
	Quarterly by report.  

Issuance by Agency
	1st Offense - Written Warning

2nd Offense -$50

3rd /subsequent offenses - $200

To be deducted from invoice
	Per Test Per
Day late beyond the 3% threshold


	Failure of Courier To Pick Up Specimens
	98%
	Failure to Pick Up Specimens
	Each time the specimen is not picked up for testing
	Quarterly by report.

Issuance by Agency
	1st Offense - $500

2nd Offense -$700

To be deducted from invoice
	Each Incident
Per Day beyond the 2% threshold

	Maintain Adequate Testing Supplies
	100%
	Report of Non Compliance by Agency
	Number of Incidents
	Quarterly by report.  

Issuance by Agency
	
1st Offense - $100

2nd /subsequent Offenses -$500

To be deducted from invoice

	Per Day without required supplies


	Failure to Respond to a complaint within twenty-four (24) hours.
	95%
	Report of Non Compliance by Agency
	Number of Incidents 
	Quarterly by report.  

Issuance by Agency
	
1st Offense – Written Warning

2nd Offense -$50

3rd /subsequent offenses - $200

To be deducted from invoice
	Per Occurrence beyond the 5% threshold





	Performance
Metric
	Performance
Target
	Description
	Calculation
	Frequency of Review
	Liquidated Damages
	Unit of
Measure

	Specimen Lost In Transit
	99%
	Report of Loss by Agency Report of Loss from Agency to Central Ofice
	Number of Incidents
	Quarterly by report.  

Issuance by Agency
	
1st Offense - $100

2nd /subsequent Offenses -$300

To be deducted from invoice

	Per Specimen,
per day beyond the 1% threshold

	Specimen degradation due to improper storage
	99%
	Report of Loss To Agency Report of Loss from Agency to Central Ofice
	Number of Incidents
	Quarterly by report.  

Issuance by Agency
	
1st Offense - $500

2nd /subsequent Offenses -$1000

To be deducted from invoice







	Per Occurrence Per Specimen beyond the 1% threshold


	Report Erroneous        Test Results
	100%
	Each occurrence as reported
	Number of Incidents
	Quarterly by report.  

Issuance by Agency
	
1st Offense - Written Warning

2nd Offense -$150

3rd /subsequent offenses - $500

To be deducted from invoice

	
Per Occurrence

	Disclosure of test results to an unauthorized individual or Agency
	100%
	Report of non-compliance by Agency
	Number of incidents
	Quarterly by Report –Daily by Agency
	1st Offense - $700 & Written      Warning

2nd Offense -$1500

3rd /subsequent offenses - $5000

To be deducted from invoice
	Per Occurrence 

	Failure to Automatically update drug tests daily to the DOC RISP applications
	100%
	Report of non-compliance by Agency
	Days system is not Implemented
	Quarterly by Report –Daily by Agency
	$100 for each day the system in not fully implemented
	Per Day



