	Performance Requirements Summary

	Objectives
	Required Service
	Performance Standard
	Incentive

	Maintain customer access to systems and services during established hours.
	Manage and optimize user access to system resources and services.
	≥ 99.5% availability of system resources and services.
	Incentive: Add 1% of invoice if ≥ 99.6%.
Disincentive: Deduct 1% for each 2% percent below 95%.

	ITC systems and communications links with Regional Offices, EMS, and disaster recovery sites available during required hours.
	Manage and maintain systems and communications systems.
	≥ 99.5% operational uptime of systems and communications paths.
	Incentive: Add 1% of invoice if ≥ 99.6%.

Disincentive: Deduct 1% for each 2% percent below 95%.

	Efficient, on-demand user access to ITC systems and applications during required hours.
	Monitor, manage and optimize the performance of ITC systems and applications.
	≥ 99.5% user access on demand.
	Incentive: Add 1% of invoice if ≥ 99.6%.

Disincentive: Deduct 1% for each 2% percent below 95%.

	User Assistance 
	Calls to PC Support Center personnel


	95% answered directly


	Incentive: 1% of invoice ≥ 96%. 

Disincentive: 1% deducted for each percent below standard

	User Assistance 
	Ticket opened


	100% of calls


	Disincentive: Deduct 1% of invoice.



	User Assistance 
	First call resolution


	90% on initial call


	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	User Assistance 
	Calls closed


	80% in 30 minutes

90% in 1 hour


	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	User Assistance 
	Dispatched personnel
	85% arrive in 15 minutes
	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	Client Satisfaction
	Timely and efficient response to customers.
	Satisfaction rate no less than 95%.
	Incentive: Add 1% of invoice if 95% rating, 3% if 97.5%, and 4% if 100%.

Disincentive: Deduct 1% for each 2% percent or part of below 90%.

	Hardware & Software Inventory
	Inventory records updated upon equipment move or condition change

Storage area inventory accuracy.

Software updates, patches, and “ghosting”
	100% of serialized items updated within 48 hours

100% of items

100% of PCs, laptops, PDAs updated IAW client guidance
	Disincentive: Deduct 1% of invoice.

Disincentive: Deduct from invoice proportional to error.

Disincentive: Deduct from invoice proportional to error.

Incentive: Add 1% of invoice if all 3 standards are met

	A reliable, secure and effective network infrastructure with responsive local and wide area network management to fully support ITC employees in meeting the ITC mission
	Daily monitoring and administration

Preventive maintenance

Maintaining current  and tuned network infrastructure

Proactive, qualified staff assigned to the Tasks
	Network infrastructure availability 99.9% of the schedule time.

Executive Suite, network availability 99.99% of the schedule time

95% resolution of problems related to network infrastructure within 1 hour of initial call to the ITC Hotline.

100% virus scanning on desktops, network boundaries and emails
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.



	A fully functional helpdesk providing courteous, responsive and effective services to ITC stakeholders and customers. 
	Qualified and trained staff assigned to Task Order.

Efficient use of Level 1 management tools.

Efficient problem resolution and escalation process and tools.
	90% of all calls answered by the third ring.

99% of all voice messages and email messages responded to within 15 minutes

70% of Problems resolved on first call

<2% Trouble Tickets re-opened

Notification of unplanned service outages within 15 min
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.



	Support and administer electronic messaging services to provide reliable email delivery and services
	Proactive monitoring and correlation of network performance to email performance.
	99% availability of Messaging/email services.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.



	Implement Change Control and Configuration Management processes
	Ensure that changes to ITC systems follow the documented process
	95% accuracy in CM and CC processes.

Resulting documents and databases must be accurate 95% of the time
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.



	Operate and maintain websites
	Continue the operation and maintenance of the DOL CM website
	Website must be available 95% of the time.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Provide Timely Notification on Items Requiring Government Action.
	Report Events and/or Products where Government Action is Required.
	No more than 1 Report (or 8%) of the Reports to the Appropriate Government Contact may be later than the Specified Time Period.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Ensure that tasks progress in an effective and efficient manner.
	Adherence to project schedule.
	All milestones completed on time with in ± 5%.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Maintain burn rate as stated in PMP.
	Identify and report any factors causing an increase/decrease in workload.
	± 5% of baseline stated in PMP.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Provide timely notification of task order POP completion.
	Show actual (billed) and committed (not billed but accrued) charges in the monthly financial report.
	Notification to occur when 75% and 95% of the funding has been actualized and/or committed.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Deliver all products on time.
	Provide all deliverables on time according to the agreed upon schedule.
	+ 0 days from scheduled delivery.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Routine progress reports
	All reports accurate, timely, and with necessary detail
	All reports delivered on time.

CO/COTR satisfied with content.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Software Coding, Testing,  Deployment
	100% Functionality
	No Deviation
	Incentive: Add 1% of invoice if standards are met
Disincentive:

5% deviation =1% Fee Discount

10% deviation = 2% Fee Discount

20% deviation = 3% Fee Discount

30% deviation = 5% Fee Discount

40% deviation = 0% Fee

	High quality of data
	Databases administered properly and kept up-to-date
	Data up-to-date and 100% accurate
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Information and data secure
	Database security controls properly implemented
	No unauthorized access or hostile penetration
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	Data Base availability 
	Data Bases up and available for ad hoc queries (and user based via web services).
	99.9% uptime during agreed upon hours
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.



	Data Base user questions regarding views, tables, primary/ foreign keys, DB functionality
	Explanation of how DB organized, access privileges, etc, by RG2 DBA
	Average 1st response time to user/s less than one (1) hour after receipt
	Incentive: 1% of invoice added for each 5% above standard. 

Disincentive: 1% deducted for each 2% percent below standard

	Canned, periodic reports run as scheduled and delivered per instruction
	Period data closed out on time (last day of period as written and specified).
	Reports delivered no later than COB of 1st working day after specified period ends, per printed schedule.
	Incentive: Add 1% of invoice if standards are met
Disincentive: Deduct from invoice proportional to error.

	
	
	
	


