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.   It is the State’s primary goal to ensure that the Contractor is delivering the services as defined and agreed to in the contract.  The State holds the Contractor accountable for being in compliance with all contract terms.  Failure to meet performance standards as specified may result in withhold and/or adjustments, per contract negotiation. 
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.

1. 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 is 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 project 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 2 below, the State may enforce any of the corresponding remedies. Please refer to Section 2: 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.
2. Payment Withholds

During each month of the contract, the State will withhold 5% of that month’s fees as listed in the contract.  On a quarterly basis of each contract year, the State will evaluate instances of failures and release the performance withhold provided the Contractor does not have more than two (2) instances of failure to meet the performance standards defined below.  For any quarter where there are more than two (2) instances of failure, the Contractor will forfeit the performance withhold funds for that quarter.  
	Number
	Standard
	Performance Deficiency

	1
	Project Implementation

The Contractor shall correct any delayed project deliverable related to the implementation of the CRO system within the timeframe defined by the State. 

	One failure assessed for each instance in which any delayed project deliverable is not corrected within the timeline defined by the State.

	2
	System Availability – Time and Assistance

The Contractor’s system for collecting time and attendance must be available 99.9% of the time 


	One failure assessed for each month the system for collecting time and attendance is available less than 99.9% of the time.



	3
	System Availability – Total System

The “total system” including any network or intermediate processing facilities shall be available 98% of the time
	One failure assessed for each month the “total system,” including the time and attendance system and any network or intermediate processes facilities is available less than 98% of the time.



	4
	System Availability - Downtime

The maximum unscheduled downtime during one episode before a backup process is implemented is four (4) hours.
	Once failure assessed each instance unscheduled downtime exceeds four (4) hours. 

	5
	Help Desk Standards – Calls Answered

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


	One failure assessed when less than 85% of all calls are answered within four (4) rings over a three (3) month period.


	6
	Help Desk Standards – Busy Signal

No more than 10% of all calls should experience busy signals.   


	One failure assessed every month the busy signal occurs more than 10% of the time based on the volume of calls received.  

	7
	Help Desk Standards – CSR Calls
Ninety-seven percent of all calls for a Customer Service Representative must be answered within two (2) minutes measured over a three (3) month period. 


	One failure assessed when less than 97% of all calls for a Customer Service Representative are answered within two (2) minutes measured over a three (3) month period.



	8
	Help Desk Standards – ARU/IVR Calls
One hundred percent of ARU/IVR calls are answered within five (5) seconds of menu selection.
	One failure assessed each month less than 100% of ARU/IVR calls are answered within five (5) seconds of menu selection.

	9
	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. 
	One failure assessed for each business day following the deadline for which the reports and/or files are inaccessible to the State.



	10
	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. 
	One failure assessed for each calendar day following ten (10) calendar days of the Contractor’s receipt of the signed Provider enrollment packets (excluding Provider caused delays) in which 100% of time and attendance equipment is not installed and operational.  

	11
	Equipment Replacement/Repair

100% of all repairs or replacements (as necessary) of equipment used for capturing time and attendance requested by providers will be completed within five (5) calendar days of the request. 


	One failure assessed for each calendar day following five (5) calendar days of provider requests in which any equipment for capturing time and attendance is not repaired or replaced as requested. 

	12
	Provider Payment – File Delivery

99% of provider payment files shall be delivered on time.
	One failure assessed each month less than 99% of all provider payment files are delivered within the timeframe approved by the State.



	13
	Provider Payment – Calculations

100% of payment calculations shall be made correctly. 


	One failure assessed for each payment calculation made incorrectly.



	14
	Provider Payment – ACH Payment Accuracy
100% of ACH payments are accurate. 


	One failure assessed for each inaccurate ACH payment. 

	15
	Provider Payment – Payment Execution Period

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


	One failure assessed for each instance provider payments are not made within 24 hours of receipt of funds from the State.



	16
	Provider Payment – Adjustments and Claims Period 1
90% of all adjustments and claims will be resolved within 30 days of receipt. 


	One failure assessed for each month less than 90% of all adjustments and claims are resolved within 30 days of receipt.



	17
	Provider Payment – Adjustment and Claims Period 2
100% of all adjustments and claims will be resolved within 45 days of receipt. 


	One failure assessed for each instance an adjustment or claim is not resolved within 45 days of receipt. 

	18
	Provider Payment - IRS Tax Forms 
100% of provider IRS tax forms 1099 will be issued in accordance with IRS regulations. 


	One failure assessed for each instance an IRS tax form 1099 is not issued in accordance with IRS regulations. 
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