Attachment L

ATTACHMENT L:
CRO ONLY PERFORMANCE STANDARDS

The State’s expectations for the delivery of child care time and attendance services are described below.   Failure to meet performance standards as specified may result in withhold and/or adjustments, per contract negotiation. 
	Standard
	Withhold and/or Adjustments

	Project Implementation

The Contractor shall have five (5) days to correct any delayed project deliverable related to the implementation of the CRO system. 
	TBD

	System Availability
The Contractor’s system for collecting time and attendance must be available 99.9% of the time 
The “total system” including any network or intermediate processing facilities shall be available 98% of the time

The maximum unscheduled downtime during one episode before a backup process is implemented is four (4) hours. Unscheduled downtime that exceeds four (4) hours will be considered a system failure for which withholds and/or adjustments may be assessed
	TBD


	Standard (continued)
	Withhold and/or Adjustments

	Help Desk Standards
An average of 85% of calls with be answered by the approved number of rings (time) over a three month period. 

No busy signal for the first (agreed upon number) of calls. 

Ninety-seven percents of all calls for a Customer Service Representative must be answered within two (2) minutes measured over a three (3) month period. 

One hundred percent of ARU/IVR calls are answered within five (5) seconds of menu selection.

	TBD

	Reports/Files
Daily reports and files shall be accurate and delivered to the State on the approved schedule. 

Monthly reports shall be accurate and delivered to the State on the approved schedule. 
	TBD



	Equipment Installation 
100% of equipment used for gathering time and attendance shall be installed and operational within ten (10) calendar days of the Contractor’s receipt of the signed Provider enrollment packets. Provider caused delays will not be included. 


	TBD


	Equipment Replacement/Repair

100% of all provider requests for repair or replacement (as necessary) of equipment used for capturing time and attendance will be completed within five (5) calendar days of the request. 


	TBD

	Provider Payment

99% of provider payment files shall be delivered on time.

100% of payment calculations shall be made correctly. 

100% of ACH payments are accurate. 


	TBD


	100% of provider payments will be made within 24 hours of the receipt of funds from the State. 

90% of all adjustments and claims shall be resolved within 30 days of receipt; the remaining 10% will be resolved within 45 days of receipt. 

100% of provider IRS tax forms 1099 will be issued in accordance with IRS regulations. 


	TBD


