UTS Programmatic Training Performance Metrics: 
	Activity
	Base Monthly Cost of Activity
	Comments

	Task A – Monthly Training Events
	
	The Contractor will produce and implement 100% of Core Trainings in addition to all other agreed upon trainings.  

	Task B - Reporting
	
	The Contractor is expected to submit program reports in accordance with the report schedule listed below.  The State shall track the timeliness of report submission and make note of each “late day” accrued by the Contractor.  A “late day” will be defined as each business day a given report is past the deadline.  For example, if it is Thursday and the Contractor has not turned in one report which was die the previous Monday, that Contractor has accrued three (3) “late days.”  Similarly, if in addition to that aforementioned late report Contractor also has not turned in a report that was due the previous Tuesday, then Contractor has accrued a total of five (5) “late days.”



	Task C – Live Office Support 
	
	Physical UTS office location will be open normal business hours at least eight (8) hours a day from Monday through Friday.  The staff must be available to provide sufficient “live voice” access during the scheduled hours of operation for UTS support to public, providers, and State. 

	Task D – Online Registration System Maintenance
	
	Online Registration System must be available to the State and providers 24 hours a day, 7 days a week.  System availability will be logged and subsequently reported to the State in defined manner and frequency as mutually agreed upon by the State and the Contractor.  Unavailability of system, at times other than periods of scheduled and approved maintenance, will reduce the Contractor’s eligibility for Performance Incentives.  This service level is suspended during times designated as Disaster Recovery. 

	Task E – Training Times
	
	Contractor will produce and disseminate quarterly Training Times newsletters in the months of February, May, August, and November by the first Monday of the month (or nearest business day in case of holidays). 

	Task F – Certificates of Completion
	
	Contractor will process and submit certificates of successfully completed trainings to providers within one business day of provider completion. Contractor will also relay this information as needed to CSC within one business day.

	Total Monthly Invoice 
	
	


Performance Incentive A:

The amount which the Contractor may invoice in any given month for ‘Task A – Monthly Training Events’ is subject to the following performance levels:

	Service Level
	Monthly Performance Amount

	Contractor produces and implements 100% of required Core Trainings and 99% or more of all other agreed upon monthly trainings. 
	

	Contractor produces and implements 100% of required Core Trainings and over 95% but less than 99% of all other agreed upon monthly trainings.
	

	Contractor produces and implements 100% of required Core Trainings and less than 95% but at least 90% of all other agreed upon monthly trainings.
	


*less than 90% = no payment
Performance Incentive B:

The amount which the Contractor may invoice in any given month for ‘Task B – Reporting’ is subject to the following performance levels:

	Service Level
	Monthly Performance Amount

	Zero “late days”
	

	One (1) to five (5) “late days”
	

	Five (5) to ten (10) “late days”
	

	Over ten (10) “late days”
	


	Monthly Reports

	Monthly log of Training Events and/or Training Opportunities

	Participants Who Successfully Complete Trainings (Submitted both to CRO and State)

	Summary of Technical Assistance and/or Support Provided to SPOEs, Agencies, Providers, State

	Response and Resolution Report Summarizing Resolution Rate and Inquiries

	

	Quarterly Reports

	Training Evaluation Summaries

	Available Trainers

	‘Training and Best Practice Workgroup’ Summary


Performance Incentive C:
Office Hours/Help Desk hours are as follows:

	UTS Office
	Open normal business hours, at least eight (8) hours a day, from Monday through Friday.


The amount which the Contractor may invoice in any given month for ‘Task C – Live Office Support’ is subject to the following performance levels
	Service Level
	Monthly Performance Amount

	Response and resolution of 100% of monthly calls and inquires within two (2) business days. 
	

	Response and resolution of 99-95% of monthly calls and inquires within two (2) business days.
	

	Response and resolution of 94-90% of monthly calls and inquires within two (2) business days.
	


*less than 90% = no payment
Performance Incentive D:

The amount which the Contractor may invoice in any given month for ‘Task D – Online Registration System Maintenance’ is subject to the following performance levels:

	Service Level
	Monthly Performance Amount

	Less than eight (8) hours of cumulative unscheduled system downtime per month
	

	Total cumulative unscheduled system downtime of eight (8) to twelve (12) hours per month
	

	Total cumulative unscheduled system downtime of over twelve (12) but under twenty-four (24) hours per month
	

	Total cumulative unscheduled system downtime of over twenty-four (24) hours per month with a maximum of 32 hours of allowable downtime
	


*over 33 hours of downtime/month = no payment
Performance Incentive E:

The amount which the Contractor may invoice in any given month for ‘Task E – Training Times’ is subject to the following performance levels:

	Service Level
	Monthly Performance Amount

	Produce and disseminate Training Times by the first Monday of month due (or nearest business day in case of holidays).  
	

	Produce and disseminate Training Times within one day of target release date.
	

	Produce and disseminate Training Times beyond two days of target release date, but no more than 7 days.
	


Performance Incentive F:

The amount which the Contractor may invoice in any given month for ‘Task F – Certificates of Completion’ is subject to the following performance levels:

	Service Level
	Monthly Performance Amount

	Contractor processes and produces certificates for 99% or more of successfully completed trainings in one day or less
	

	Over 95% but less than 99%
	

	Less than 95%, but no less than 90%
	


