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ATTACHMENT E 
Performance Standards and Level of Service 
For all instances in this attachment where the word “SOW” appears, this is in reference to Attachment C: Statement of Work. 
1. Non Compliance Remedies

It is the State’s primary goal to ensure that the Contractor is delivering the maintenance, modification, enhancement, and operational support of the Indiana Client Eligibility System (ICES) as defined and agreed to in this contract.  The State holds the Contractor accountable for being in compliance with all contract terms.  
In the event that the Contractor fails to meet performance requirements, reporting standards, and other requirements set forth in the Contract, the State will provide the Contractor with a written notice of non-compliance and may require any of the corrective actions or remedies discussed below.  The State will provide written notice of non-compliance to the Contractor within sixty (60) calendar days of the State’s discovery of such non-compliance.

If the State elects not to exercise a corrective action clause contained anywhere in the Contract, this decision must not be construed as a waiver of the State’s right to pursue future assessment of that performance requirement and associated damages, including damages that, under the terms of the Contract, may be retroactively assessed.
2. Corrective Actions

FSSA may require corrective action(s) when the Contractor has failed to provide the requested services.  The nature of the corrective action(s) will depend upon the nature, severity and duration of the deficiency, and repeated nature of the non-compliance.  The written notice of non-compliance may be instituted in any sequence and include, but are not limited to, any of the following:
· Written Warning: FSSA may issue a written warning and solicit a response regarding the Contractor’s corrective action.

· Corrective Action Plan Recommendation: Upon issuance of a written warning, FSSA may require the Contractor to develop a Corrective Action Plan Recommendation to remedy the breach. In that case, the State will establish a reasonable period of time, but not more than 10 business days, during which the Contractor must provide Corrective Action Plan Recommendation. The Recommendation must be submitted under the signature of the Contractor’s chief executive and must be approved by FSSA.  If the Recommendation is not acceptable, FSSA may provide suggestions and direction to bring the Contractor into compliance. Unless otherwise specified in the written warning, the Contractor will have forty five (45) calendar days to submit and receive FSSA approval of the Corrective Action Plan Recommendation.  
· Performance Payment Withhold: In the event of failure to meet the performance levels listed in Section 3 below, the State may enforce any of the corresponding remedies. Please refer to Section 3: Payment Withholds for more detail. 

· Contract Termination: The State may terminate the contract, in whole or in part, due to the failure of the Contractor to comply with any term or condition of the Contract, or failure to take corrective action as required by FSSA to comply with the terms of this contract.  The State must provide thirty (30) calendar days written notice and must set forth the grounds for termination.

3. Performance Withholds

This contract contains several performance standards. Each standard has an associated measure(s) of non-performance/failure. During each month of the contract, the State will withhold 5% of that month’s fees as listed in the contract. At the end of each contract year, the State will evaluate instances of failures and release the performance withhold provided the Contractor does not have more than twenty (20) instances of failure to meet performance standards during the contract year. For any year where there are more than twenty (20) instances of failure, the Contractor will forfeit the performance withhold funds for that year.
3.1. System Availability measures the availability of the online ICES Application on the State mainframe at the start of each Business Day. 
Standard: The Contractor will ensure that the online ICES Application is available during 100% of a normal Business Day’s operating hours which are defined in Attachment N, Hardware and Application Environment or there are mass updates that interfere with scheduling. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each instance in which the system is unavailable during the agreed upon times for each month.
3.2. Response Time Key Performance Indicators (KPIs) 
Standard: Response Time KPIs are to be measured each month against the following standards: 

• 99% of transactions completed in less than fifteen (15) seconds 

• 95% of transactions completed in less than three (3) seconds 

• 90% of transactions completed in less than one (1) second 

Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each month that the Response Time KPIs fail to meet any of the standards. 

3.3. SOW A.3: Migrate the application code to all environments within ICES. These environments include production, test, and training. All changes to production must be approved and signed off by the responsible State Business Systems Consultant. 
Standard: If any change to production does not get approved and signed off by the responsible Business Systems Consultant, a penalty will be assessed. If any change to production is not in the production region the next business day following approval and sign off by the responsible State Business Systems Consultant, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each occurrence for which the Contractor does not get a change to production approved and signed off by the responsible Business Systems Consultant. 

Measure 2: One failure assessed for each business day following the deadline that the production change is not in the production region until the business day that the production change is in the production region. 

3.4. SOW A.5: Maintain the application maintenance and enhancement activities so that coding standards are maintained throughout ICES. 
Standard: The application maintenance and enhancement activities are to be maintained to standards which will be agreed upon by the Contractor’s Application Manager and the State Project Manager within thirty (30) calendar days following the start of the contract resulting from this RFP. If the Contractor is not performing this task up to these standards, the Contractor will be notified in writing by the State Project Manager, and the State Project Manager and the Contractor’s Application Manager will come to consensus within five (5) business days on a reasonable deadline the Contractor will have to bring the application maintenance and enhancement activities up to the standards. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that the Contractor has not brought the application maintenance and enhancement activities up to the agreed upon standards until the business day that the application maintenance and enhancement activities are brought up to the agreed upon standards. 

3.5. SOW B.1: Run in conjunction with IOT all programs necessary in the daily, weekly, monthly, quarterly, and yearly cycle as the schedule warrants. This refers to management of the system batch cycle. 
Standard: Penalties will be assessed if a program necessary in the daily, weekly, monthly, quarterly, or yearly cycle is not run as scheduled. The Contractor’s delivery metric for this service will not be affected if a program necessary in the daily, weekly, monthly, quarterly, or yearly cycle is not run due to the IOT. Refer to Attachment F, System Availability for other circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each business day following the scheduled deadline that the Contractor has not run a program necessary in the daily cycle until the business day that the Contractor runs the program. 

Measure 2: One failure assessed for each business day following the scheduled deadline that the Contractor has not run a program necessary in the weekly cycle until the business day that the Contractor runs the program. 

Measure 3: One failure assessed for each business day following the scheduled deadline that the Contractor has not run a program necessary in the monthly cycle until the business day that the Contractor runs the program. 

Measure 4: One failure assessed for each business day following the scheduled deadline that the Contractor has not run a program necessary in the quarterly cycle until the business day that the Contractor runs the program. 

Measure 5: One failure assessed for each business day following the scheduled deadline that the Contractor has not run a program necessary in the yearly cycle until the business day that the Contractor runs the program. 
3.6. SOW B.2: Schedule and monitor the batch cycle so that the online production schedule will not be affected. 
Standard: If the batch cycle schedule interferes with the online production schedule, a penalty will be assessed unless a written exception was granted prior to the incident by the State Project Manager. 

Measure: One failure assessed for each occurrence that the online production schedule is affected by the batch cycle schedule, and no written extension was granted prior to the incident by the State Project Manager.

3.7. SOW B.3: Complete all necessary work to establish interfaces that are deemed necessary by the State. 
Standard: The State Project Manager will notify the Contractor in writing of all interfaces that are deemed necessary by the State, and the State Project Manager and the Contractor’s Application Manager will come to consensus within five (5) business days on a reasonable deadline the Contractor will have to meet to establish interface(s) that are deemed necessary by the State. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that a necessary interface is not established until the business day that the necessary interface is established. 

3.8. SOW B.4: Ensure that all electronic data transfers with other state, federal, or FSSA contracted entities are submitted and completed successfully. 
Standard: The electronic data transfers are to be completed to standards which will be agreed upon by the Contractor’s Application Manager and the State Project Manager within thirty (30) days following the start of the contract resulting from this RFP. If the Contractor is not performing electronic data transfer(s) up to these standards, the Contractor will be notified in writing by the State Project Manager, and the State Project Manager and the Contractor’s Application Manager will come to consensus within five (5) business days on a reasonable deadline the Contractor will have to meet to bring the electronic data transfer(s) up to standard. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that the Contractor has not brought the electronic data transfer(s) up to the agreed upon standards until the business day that the electronic data transfer(s) is brought up to the agreed upon standards. 

3.9. SOW C.1. Develop procedures for the retention of the application base source code, executable modules, and the databases that are critical for compliance audits by both State and Federal authorities. 
Standard: Any procedure may be verified upon written request by the State Project Manager and must be submitted to the State Project Manager within five (5) business days of the request. Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards for verifying procedures will be agreed upon by the Contractor’s Application Manager and the State Project Manager. If it is found that the Contractor’s procedures are unable to retain the application base source code, executable modules, or databases critical for compliance audits, the Contractor will be notified in writing by the State Project Manager, and a penalty will be assessed for each business day that the procedures are unable to meet this requirement. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each business day following the deadline that the Contractor does not submit to the State Project Manager a procedure in the agreed-upon format until the business day that the Contractor submits to the State Project Manager a procedure in the agreed-upon format. 

Measure 2: One failure assessed for each business day, following notification in writing to the Contractor by the State Project Manager, that the Contractor’s procedures are unable to retain the application base source code, executable modules, or databases critical for compliance audits. Failures are assessed until the business day that the Contractor’s procedures are able to retain the application base source code, executable modules, or databases critical for compliance audits. 

3.10. SOW C.2: Review and refine retention policies and practices on an on-going basis. 
Standard: Updates on retention policies and practices are to be submitted by the Contractor to the State Project Manager upon written request, within five (5) business days of the request. If this deadline is not met, a penalty will be assessed. Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards for the updates on retention policies and practices will be agreed upon by the Contractor’s Application Manager and the State Project Manager. 

Measure: One failure assessed for each business day following the deadline that the Contractor does not submit an update to the State Project Manager in the agreed-upon format until the business day that the Contractor submits an update to the State Project Manager in the agreed upon format. 

3.11. SOW C.4: Ensure that all daily and monthly reports generated in ICES are received successfully and posted to the appropriate server for viewing by 7:00 AM Eastern Time the following business day by workers statewide using COGNOS. 
Standard: If a daily report is not posted to the appropriate server for viewing by 7:00 AM Eastern Time the following business day, or a monthly report is not posted to the appropriate server for viewing by 7:00 AM Eastern Time the first business day following month end, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each hour past 7:00 AM Eastern Time a daily report is not posted to the appropriate server for viewing until the daily report is posted to the appropriate server for viewing. 

Measure 2: One failure assessed for each business day a monthly report is not posted to the appropriate server for viewing by the first business day following month end. Failures are assessed until the monthly report is posted to the appropriate server for viewing. 

3.12. SOW C.5: Ensure that all daily reports generated by the contractor in support of EBT are received successfully and posted to the appropriate server for viewing by 7:00 AM Eastern Time the following business day by workers statewide using COGNOS. 
Standard: If a daily report generated by the contractor in support of EBT is not posted to the appropriate server for viewing by 7:00 AM Eastern Time the following business day, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each hour past 7:00 AM Eastern Time a daily report is not posted to the appropriate server for viewing until the daily report is posted to the appropriate server for viewing. 

Damages: $250 (two-hundred fifty dollars) per failure. If the report is not posted to the appropriate server for viewing past 1:00 PM Eastern Time, $500 (five-hundred dollars) in damages will be assessed per failure. 

3.13. SOW D.1: Maintain the existing ICES application user documentation including the data dictionary, project charters, system design summary documents, detailed system design documents, and the data exchange document in the State-accepted format. 
Standard: If, upon review of the documentation, the State discovers any corrections that need to be made, the Contractor will be notified in writing by the State Project Manager, and the documentation will be corrected within five (5) business days of the notification. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that the Contractor does not correct the documentation until the business day that documentation is corrected. 

3.14. SOW D.2: Document all project work completed such as work completed on enhancements, maintenance, web-enabled client notice documentation, and reports. Contractor shall compile this documentation in addition to all other documentation required in SOW sections A.1, A.2, A.3, A.5, B.3, B.4, C.2, C.3, C.6, E.2, F.1, F.2, F.3, F.4, H.1, H.2, and J.3 into the Monthly documentation report. 
Standard: Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards for the Monthly documentation report will be agreed upon by the Contractor’s Application Manager and the State Project Manager. Contractor must submit the complete Monthly documentation report in the agreed-upon format to the State Project Manager and upload this report to the SharePoint server provided by the State within five (5) business days after the end of the calendar month. If the Monthly documentation report is not submitted and uploaded within five (5) business days after the end of the calendar month and uploaded to the SharePoint server provided by the State, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that the Contractor does not submit to the State Project Manager a complete Monthly documentation report in the agreed-upon format and upload this report to the SharePoint server provided by the State. Failures are assessed until the business day that a complete Monthly documentation report is submitted to the State Project Manager in the agreed-upon format and uploaded to the SharePoint server provided by the State. 

3.15. SOW E.1: Support and maintain procedures to support system disaster recovery of the application. 
Standard: Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards and frequency for the status reporting will be agreed upon by the Contractor’s Application Manager and the State Project Manager. If the Contractor does not meet this deadline, a penalty will be assessed. 

Measure: One failure assessed for each business day past the deadline.
3.16. SOW E.2: Perform system disaster recovery testing as needed and required by the State. 
Standard: If disaster recovery testing is required by the State, the State Project Manager will inform the Contractor in writing. The State Project Manager and the Contractor’s Application Manager will come to consensus within five (5) business days on a reasonable deadline that the Contractor will have to meet to perform the system disaster recovery testing. If the Contractor does not meet this deadline, a penalty will be assessed. If the disaster recovery test is unsuccessful, the cost of any additional required tests shall be remedied by the Contractor. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each business day following the deadline that the system disaster recovery testing is not performed until the business day that the disaster recovery testing is performed. 

Measure 2: One failure assessed for each successive system disaster recovery test that follows the first unsuccessful disaster recovery test. 

3.17. SOW F.1: Test Maintenance Program Change Requests (PCRs) that are assigned to the Contractor by State staff. This includes unit testing, regression testing, system testing, and integration testing. A maintenance PCR is defined as a request for a software solution to existing production program coding (commonly called a “fix”). Maintenance software solutions do not include new functionality or enhancements to existing programs. 
Standard: The PCRs the Contractor will be responsible to correct will be determined by the State. Any enhancement work will not prevent the Contractor from completing PCR work. All tests of maintenance PCRs assigned to the Contractor by State staff are to receive a signature of completion from the State Project Manager, or designee within ten (10) business days of the completion of the maintenance PCR unless an extension is granted in writing by the State Project Manager, or designee. The State reviews system test results and conducts acceptance testing for the purpose of determining if State sign-off is appropriate. If the Contractor does not meet this deadline, a penalty will be assessed. In addition, the number of Contractor assigned maintenance PCRs not yet in State User Acceptance Test is not to exceed one-hundred (100) at any one time. If the number of assigned maintenance PCRs ever exceeds one-hundred (100), the number of PCRs exceeding this limit shall be remedied at the expense of the Contractor. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each business day following the deadline that the Contractor fails to obtain a signature of completion for the test of the maintenance PCR from the State Project Manager, or designee and no exception was granted in writing by the State Project Manager, or designee. Failures are assessed until the business day that the Contractor obtains a signature of completion from the State Project Manager, or designee. 

Measure 2: One failure assessed for each assigned maintenance PCR not yet in State User Acceptance Test that exceeds one-hundred (100). Failures are assessed until the assigned maintenance PCRs not yet in State User Acceptance Test do not exceed one-hundred (100). 

3.18. SOW F.3: Execute testing of all enhancement PCRs. This includes system testing, regression testing, acceptance testing, and integration testing. 
Standard: All tests of enhancement PCRs are to receive a signature of completion from the State Project Manager, or designee, within ten (10) business days of the completion of the enhancement PCR unless an extension is granted in writing by the State Project Manager, or designee. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that the Contractor fails to obtain a signature of completion from the State Project Manager, or designee, and no extension was granted in writing by the State Project Manager, or designee. Failures are assessed until the business day that the Contractor obtains a signature of completion from the State Project Manager, or designee. 

3.19. SOW F.5: Organize and provide documentation on all test results and other information as deemed necessary by the State. Documentation must include screen shots of relevant information as agreed upon during test scenario development. 
Standard: Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards for documentation on all test results and other information deemed necessary by the State will be agreed upon by the Contractor’s Application Manager and the State Project Manager. If it is determined that the State requires documentation on a specific test result or other information, the State Project Manager will submit a written request to the Contractor, specifying the documentation of interest. The Contractor will send the requested documentation to the State Project Manager within five (5) business days of receiving the written request in the agreed-upon format and upload this documentation to the SharePoint server provided by the State. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline for which the documentation or other information is not submitted to the State Project Manager in the agreed-upon format and uploaded to the SharePoint server provided by the State. Failures are assessed until the business day that the documentation or other information is submitted to the State Project Manager in the agreed-upon format and uploaded to the SharePoint server provided by the State. 

3.20. SOW F.6: Following completion signoff by the State Project Manager, or designee, of the Contractor’s required tests of any maintenance or enhancement PCRs, the State will promptly complete its User Acceptance Test process. 

Standard: The Contractor will be notified in writing of the results of the State’s User Acceptance Test within five (5) business days. If the State user accepts the test, the maintenance PCR or enhancement PCR will be deemed complete and subject to a warranty as described in Section Q of the SOW. If the State user does not accept the test, the Contractor will be notified in writing by the State Project Manager, or designee, and the Contractor will resubmit the maintenance or enhancement PCR within two (2) business days to the State for User Acceptance Test. If the Contractor does not meet this deadline, a penalty will be assessed. Within three (3) business days of resubmission, the second User Acceptance Test by the State will be completed. If the State accepts the test, the enhancement PCR or maintenance PCR will be deemed complete and subject to a warranty as described in Section Q of the SOW. If the State does not accept the test for a second time, the cost of the maintenance or enhancement PCR will be remedied by the Contractor, and the Contractor will pay a penalty for each day in which the maintenance or enhancement PCR is deemed incomplete not including the time needed for User Acceptance Test by the State. Upon user acceptance from the State, the enhancement PCR or maintenance PCR will be deemed complete and subject to a warranty as described in Section Q of the SOW. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each business day following the deadline that the Contractor does not resubmit to the State the maintenance or enhancement PCR that did not pass the first User Acceptance Test by the State. Failures are assessed until the business day that the Contractor resubmits to the State the maintenance or enhancement PCR that did not pass the first User Acceptance Test. 

Measure 2: One failure assessed for each business day following the second User Acceptance Test by the State that any maintenance or enhancement PCR State User Acceptance test fails to pass. Time needed for the State’s User Acceptance Test process for subsequent tests will not be counted against this metric. Failures are assessed until the business day that the enhancement or maintenance PCR passes the State’s User Acceptance Test. 

Measure 3: One failure assessed for any additional work that is needed for the maintenance or enhancement PCR beyond the second failed State User Acceptance Test. 

3.21. SOW G.1: Develop Ad-hoc reports requested by the State. 
Standard: If it is determined that the State requires the development of Ad-hoc report(s), the State Project Manager, or designee, will submit a written request to the Contractor, specifying the Ad-hoc report(s) of interest. The Contractor will develop the ad-hoc report(s) in  time frame mutually agreed upon with the State unless an extension is granted in writing by the State Project Manager, or designee, due to increased complexity of the Ad-hoc report(s). If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline for which the Ad-hoc report(s) is not developed until the business day that the Ad-hoc report(s) is developed. 

3.22. SOW G.2: Provide, maintain, and index all ad-hoc queries and reports developed on behalf of ICES in a shared library accessible by the Contractor and State. All ad-hoc queries and reports are property of the State. 
Standard: If the State does not have access to an ad-hoc query or report developed on behalf of ICES in a shared library within five (5) business days of the completion of the ad-hoc query or report, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline for which the ad-hoc query or report developed on behalf of ICES is inaccessible to the State until the business day that the ad-hoc query or report developed on behalf of ICES is accessible to the State. 

3.23. SOW H.1: Track and resolve application program or batch procedure failures that occur during any production batch process. The problem must be corrected so that the batch cycle completes in a timely manner. The State recognizes that the contractor may need to make decisions without State involvement to ensure that the batch cycle completes in a timely manner. All of the ICES staff must be emailed regarding the batch problem and the actions taken to correct the problem by 7:00 AM Eastern Time or earlier the next business day following the occurrence. 
Standard: If all of the ICES staff are not emailed regarding the batch problem and the actions taken to correct the problem by 7:00 AM Eastern Time or earlier the next business day following the occurrence, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each hour past 7:00 AM Eastern Time the next business day following the occurrence a complete email regarding the batch problem and the actions taken to correct the problem is not sent to all ICES staff. Failures are assessed until a complete email regarding the batch problem and the actions taken to correct the problem is sent to all ICES staff. 

3.24. SOW H.2: Track and resolve application program failures that occur during the production online day. All of the ICES State staff must be emailed immediately if the problem is discovered by the Contractor. The Contractor, upon discovery or notification by the State of a production application failure during the production online day, must analyze and recommend to all ICES State staff via email a correction for the failing application program within four (4) hours. Once the State Project Manager agrees with the resolution and Contractor has received CCB approval, the Contractor must immediately begin the work necessary to complete the recommended solution. 
Standard: If the Contractor fails to email all ICES State staff immediately upon discovery of a production application failure during the production online day, a penalty will be assessed. If the Contractor fails to email all ICES State staff within four (4) hours of the discovery of a production application failure during the production online day with a recommendation for correcting the failing application program, a penalty will be assessed. 

Measure 1: One failure assessed for each hour following the discovery of the application program failure during the production online day by the Contractor that the ICES State staff is not emailed regarding the discovery or given a description of the application program failure in the email. Failures are assessed until a complete email is sent to all ICES State staff. 

Measure 2: One failure assessed for each hour following the deadline that a recommended solution is not emailed to all ICES State staff. Failures are assessed until a complete email is sent to all ICES State staff. 

3.25. SOW J.1: Provide emergency on-call technical staff as needed for batch, online, and database administration. The Contractor is to ensure that staff is available for emergencies resulting from online or batch errors twenty-four hours per day, seven days per week, three hundred sixty-five days per year (24x7x365) in support of ICES. The Contractor staff will be required to respond to the emergency either on-site or off-site as necessary. 
Standard: In the event of an emergency resulting from online or batch errors, the Contractor will ensure that the required technical staff is working on remedying the error(s) within fifteen (15) minutes. If the required emergency staff is not available, a penalty will be assessed. 

Measure: One failure assessed for each instance that a staff member is needed but is unavailable for emergency on-call batch, online, or database administration within fifteen (15) minutes. 

3.26. SOW J.4: Ensure that the Contracted staff work within the ICES normal business hours defined in Attachment N, Hardware and Application Environment. All Contractor work schedules will be approved by the State Project Manager, or designee. Staff may be required to work outside of the ICES normal business hours upon request by the State Project Manager, or designee. Any staff that is required to work on the weekend to support ICES must be prior-approved by the State Project Manager, or designee, whenever possible and will subsequently be allowed to bill for those hours needed to correct a system failure or to provide routine database maintenance. 
Standard: If a contracted staff member(s) is found to be not working within the ICES normal business hours (refer to Attachment N, Hardware and Application Environment) and no approval was granted in writing by the State Project Manager, or designee, a penalty will be assessed. If contracted staff works on the weekend to support ICES without prior-approval in writing by the State Project Manager, or designee, the Contractor will incur the cost of this work. 

Measure 1: One failure assessed per occurrence for each staff member that is found to be not working within the ICES normal business hours (refer to Attachment N, Hardware and Application Environment) and no approval was granted in writing by the State Project Manager, or designee. 

Measure 2: One failure assessed for the hours each staff member works on the weekend to support ICES without prior-approval in writing by the State Project Manager, or designee. 

3.27. SOW J.5: Ensure that all staff, except off hour support staff, work on-site unless granted permission by the State
Standard: If, for any reason, a contracted staff member(s) is found to be not working on-site and no exception was granted in writing by the State Project Manager, a penalty will be assessed. 

Measure: One failure assessed for each staff member that is found in violation. 

3.28. SOW J.6: Ensure that all on-site staff posts their work hours each month by the last day of the month. The State is not to be billed for any personal time off (including meal times). No staff is allowed to “bank” hours for later use. 
Standard: If the Contractor does not meet the deadline for posting of staff work hours, a penalty will be assessed. If, for any reason, a staff member is found to be billing personal time off (including meal times) or “banking” hours for later use, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each month for which all staff have not posted their work hours by the last day of the month. 

Measure 2: One failure assessed for each staff member that is found to be billing the State for personal time off (including meals). 

Measure 3: One failure assessed for each staff member that is found to be “banking” hours for later use. 

3.29. SOW J.7: Participate in the ICES Steering Committee as a non-voting member, attend meetings with State staff and outside agencies as needed in the support of ICES, prepare the agenda and minutes for the meetings, and fully complete the Requirements Document, System and Detailed Design Document, and the ICES System Project Charter by the agreed upon deadlines. See Attachment J for a description of the ICES Steering Committee and Contractor responsibilities. 
Standard: If any required Contractor member is not present at an ICES Steering Committee meeting and no exception was granted in writing prior to the meeting by the ICES Steering Committee chair or vice-chair, a penalty will be assessed. If the Contractor does not prepare the agenda or minutes by the agreed upon deadlines in Attachment J, a penalty will be assessed. If the Contractor does not complete the Requirements Document, System and Detailed Design Document, or the ICES System Project Charter by the agreed upon deadlines in Attachment J, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure 1: One failure assessed for each occurrence that a required Contractor member is not present at an ICES meeting and no exception was granted, in writing, by the ICES Steering Committee chair or vice-chair. 

Measure 2: One failure assessed for each business day following the deadline that the minutes or agenda is not submitted to the State Project Manager in the format specified in Section 8 of Attachment J until the business day that the minutes or agenda is submitted to the State Project Manager in the acceptable format. 

Measure 3: One failure assessed for each business day following the deadline that the Requirements Document is not submitted to the State Project Manager in the agreed-upon format until the business day that the Requirements Document is submitted to the State Project Manager in the agreed-upon format. 

Measure 4: One failure assessed for each business day following the deadline that the System and Detailed Design Document is not submitted to the State Project Manager in the State-accepted format until the business day that the System and Detailed Design Document is submitted to the State Project Manager in the State-accepted format.

Measure 5: One failure assessed for each business day following the deadline that a complete ICES System Project Charter for all enhancement work that is estimated to exceed eighty (80) staff hours is not submitted to the ICES Steering Committee in the State-accepted format within ten (10) business days of approval of the ICES Request for Modification. Failures are assessed until the business day that a complete ICES System Project Charter is submitted to the ICES Steering Committee in the State-accepted format. 

3.30. SOW K.1: Weekly Status Reporting: Contractor must have the capability and program(s) (if applicable) to prepare ICES weekly status reports and submit them to the State Project Manager, or designee, and Division of Technology Services (DTS) on Mondays by 7:00 AM Eastern Time for the previous week. These reports must include: 
a) A status of activities relative to enhancements, both chartered and non-chartered, currently in the development lifecycle. 
b) An identification of any outstanding problems or issues that will cause or has caused a delay in the completion of a scheduled milestone delivery. 
c) A revision to the system development lifecycle because of resolution to a delay. 
d) A status of Contractor staffing, including any necessary replacement plans. 
e) A status of Response Time Key Performance Indicators (KPIs). This report will be generated using metrics supplied by IOT mainframe utilities. For each ICES screen, the report will include the screen name, number of transactions, and transaction times for 99% of transactions, 95% of transactions, and 90% of transactions. 
f) An electronic minimum data set that includes a listing of hours worked each day by project staff, including the following attributes: worker name, title, date, hours, project (project number, non-charter project number, or PCR number), SDLC phase. These attributes may change over the course of the contract to interface with the State’s project management software. 

Standard: Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards for the Weekly Status Report will be agreed upon by the Contractor’s Application Manager and the State Project Manager. If the Contractor does not meet the deadline specified, any items are missing from the Weekly Status Report, or the report is not in the agreed-upon format, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that a complete Weekly Status Report is not submitted to the State Project Manager, or designee, or DTS in the agreed-upon format until the business day that a complete Weekly Status Report in the agreed-upon format is submitted to the State Project Manager, or designee, or DTS. 

3.31. SOW K.2: Monthly Status Reporting: Contractor is to submit to the State Project Manager, or designee, concurrent with their monthly invoice the following: 
a) A summary report by positions showing the total number of hours worked, rate, and monthly maintenance amount. The Contractor may be asked to further breakdown this report to other major accounting categories. This report must balance back to the invoice being submitted for payment. Contractor must allocate billing expenditures by staff time spent in the three major program areas—Medicaid, TANF, and Food Stamps. 
b) A summary report by individual and position showing the number of hours worked per week and the monthly maintenance amount. The Contractor may be asked to further breakdown this report to other major accounting categories. This report must balance back to the invoice being submitted for payment. 
c) A detailed report by individual depicting the hours worked daily by task. 
Standard: Within thirty (30) calendar days following the start of the contract resulting from this RFP, the formatting standards for the Monthly Status Report will be agreed upon by the Contractor’s Application Manager and the State Project Manager. If the Contractor does not submit the Monthly Status Report with the monthly invoice, any items are missing from the report, or the report is not in the agreed-upon format, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline that a complete Monthly Status Report is not submitted to the State Project Manager, or designee, in the agreed-upon format until the business day that a complete monthly status report is submitted to the State Project Manager, or designee, in the agreed-upon format. 

3.32. SOW L: Transition 
Standard: Completed transition requirements listed in SOW L.1, SOW L.2, and Attachment G (Incoming Transition Services) are delivered to the State by the specified deliverable completion date stated in the high level schedule of the incoming or outgoing transition deliverables. A high level schedule of the incoming transition deliverables is to be submitted with the Contractor’s proposal in Response to this RFP in accordance with SOW L and Attachment G. The first task of the winning Contractor will be, in conjunction with the State and the incumbent contractor, to finalize an incoming transition plan of services and support. The high level schedule of the outgoing transition deliverables is to be submitted along with the outgoing transition plan if it is deemed that such a plan is needed. If it is determined that an outgoing transition plan is needed during the contract period, the State Project Manager will notify the Contractor in writing, and within fourteen (14) calendar days of notification, the Contractor will assign a dedicated transition manager and submit a high level schedule of the outgoing transition deliverables to the State Project Manager. 

Measure 1: Damages are assessed for each calendar day that the Contractor fails to meet any given deliverable completion date stated in the high level schedule of the incoming or outgoing transition deliverables until the calendar day that the deliverable is completed. 

Measure 2: One failure assessed for each business day following the deadline for the submission of the outgoing transition plan to the State Project Manager until the business day that the outgoing transition plan is submitted to the State Project Manager. 

Measure 3: One failure assessed for each business day following the deadline that the Contractor does not assign a dedicated transition manager for the outgoing transition until the business day that a dedicated transition manager is assigned. 

3.33. SOW M.1: The Contractor is to use an online system capable of managing, controlling, and reporting on PCRs for the Maintenance, Modification, and Enhancement of ICES. The intent of this system, known as a Project Tracking System (PTS), is to allow for State or Contractor staff to enter a maintenance or enhancement task and allow for tracking of its progress through the development lifecycle. For clarity, an enhancement may be broken down into one or more PCRs and follow the same tracking procedure as that of maintenance tasks. The PTS will have the ability to perform the following tasks: 
a) Entering and tracking of Maintenance and Modification requests (PCRs). 
b) Estimating resources required to complete Maintenance and Modification PCRs, including the satisfactory analysis, design, development, and testing. 
c) Reporting on Maintenance and Modification items by their associated PCR. 
d) Reporting of resource assignment and utilization. 
Standard: If the State determines that the PTS is unable to perform a required task, the State Project Manager will submit a written request to the Contractor, specifying the required task that needs to be performed. The Contractor will enable PTS to perform the required task within five (5) business days of receiving the written request. If the Contractor does not meet this deadline, a penalty will be assessed. Refer to Attachment F, System Availability for circumstances out of the Contractor’s control that will not count against the Contractor’s delivery metric for this service. 

Measure: One failure assessed for each business day following the deadline for which PTS is unable to perform the specified required task until the business day that PTS is able to perform the specified required task. 

3.34. SOW M.2: Follow a State-approved System Development Life Cycle (SDLC) for any system development projects. 
Standard: For each occurrence which the State finds that the Contractor is not following a State-approved SDLC for a system development project, a penalty will be assessed. 

Measure: One failure assessed for each system development project that the Contractor is not performing in accordance with the SDLC. 

3.35. SOW N.2: Identify three (3) staff that will be considered “key persons”. These individuals are those with primary management or supervisory responsibilities or those who have critical influence on or substantive control over the operations of the Contractor. 
Standard: Contractor shall notify the State Project Manager in writing of any impending changes to key persons and/or their employment with the response being at least five (5) business days in advance of the change and/or the employment. If a replacement is not named within twenty (20) business days, Contractor shall submit a written request for exception to the State Project Manager on the twentieth business day following the departure of a key person. This request shall include details of Contractor’s efforts to find a suitable replacement. Within ten (10) business days of the hiring date of the new “key person,” the Contractor shall provide a revised listing of the three (3) unique, key personnel to the State Project Manager in writing. 

Measure 1: If a written notice of a change to key persons and/or their employment is not submitted at least five (5) business days in advance of the change and/or the employment to the State Project Manager, one failure will be assessed. 

Measure 2: Following twenty (20) business days after the departure of a key person, if the Contractor has not replaced the key person and no complete written request for exception was submitted to the State Project Manager on the twentieth business day, a penalty will be assessed for each day following the deadline that the complete written request is not submitted. Failures are assessed until the business day that a complete written request for exception is submitted to the State Project Manager. 

Measure 3: One failure assessed for each business day following the deadline that a revised listing of three (3) unique, key personnel is not submitted to the State Project Manager in writing. Failures are assessed until the business day that the revised listing of the three (3) unique, key personnel is submitted to the State in writing. 

3.36. Staff Vacancies. It is the State’s goal to minimize staff attrition rates throughout the project term to maintain consistency and quality in the Contractor’s work product.  
Standard: If a position under the State-approved Contractor staffing plan becomes vacant,   it is the Contractor’s responsibility to fill the vacant position with a qualified, State-approved replacement within thirty (30) calendar days. 

Measure: One failure assessed for each business day after thirty (30) calendar days that a position under the State-approved Contractor staffing plan is not filled
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