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EXHIBIT C: PERFORMANCE METRICS

This document is an exhibit to the Master Services agreement, and is deemed to be attached to and incorporated within the Master Services Agreement by reference.  Any inconsistency, conflict, or ambiguity between this exhibit and the Master Services Agreement shall be resolved by giving precedence and effect to the Master Services agreement.
Definition: A performance metrics is a measure of an organization’s activities and performance.  Performance metrics should support a range of stakeholder needs from customers, shareholders to employees.  A metric will include A. Critical Process/Customer Requirement, B. Developmental measurements and Performance Standards, C. Targets which results can be scored against, and D. An actionable remedy if the metric is not met within an agreed upon timeline. The targeted metric deliverables were developed as a result of Exhibit B, Service Level Agreements.  The metrics are set up as follows:

Metric #:  Metric Title 
A. Identification of: Critical Process/Customer Requirements.
B. Identification of: Developmental measurement and Performance Standards.
C. Identification of: Targets which results can be scored against.













The Contractor shall capture these metrics as designed, and any additional metric requested by the State over the life of the Contract.  In doing so, the Contractor shall facilitate and monitor the performance of all Service Level Agreements identified in Exhibit B.  The Contractor shall tabulate the actual Service Level Agreements outcome and present the actual results during each affiliated Quarterly Business Review (QBR). The Contractor shall not round up on any numerical numbers, percentages, etc.   The data shall not be tabulated as an average; instead the data must be represented as actual statistical information.  

In addition to the other terms and conditions of this Master Services Agreement, if the State deems that the Contractor has failed to meet the Performance Standards contained in the Service Level Agreements shown in Exhibit B, or fails to meet any performance standard of a performance metric, the State reserves the right to ask the Contractor for a Corrective Action Plan (CAP).  The State has the discretion to accept multiple Corrective Action Plans from the Contractor, over the life of the contract, if deemed appropriate.  Performance Metrics #9-16 will be tabulated through the KPI Survey as defined in Exhibit B. 

A discussion will take place between the Vendor representatives and the State contract manager. The Vendor will be given a warning, and a plan will be developed to improve on the problem areas within two (2) months.

If a second monthly review occurs with minimal or no improvement in the problem areas, the Vendor will be placed on probation, and the Vendor will be given three (3) months to improve their overall service score.

If a third monthly review with below-threshold score occurs within the three (3) month probationary period, the Vendor will be required to give a three percent (3%) rebate on the month’s revenue back to each agency which has provided revenue to the Vendor.

If a fourth below-threshold score occurs within the next three (3) months, the Vendor will be required to provide a five percent (5%) rebate on the month’s revenue back to each agency that has provided revenue to the Vendor, and the contract may be terminated by the State.

The performance metrics are as follows: 

Metric #1: Online System “Up Time”
A. Percentage of hours the online booking system is accessible during business hours.

B. Hours the system is available/hours the business is open 
· Performance Standard – 98.5%

       C.  Performance Target – 100%

Metric #2: Reporting
A. Vendor must submit electronic reports to agency (or provide a means to access reports)
B. Number of reports provided/Total number of standard reports provided to all state agencies.
· Performance Standard - 98%

C. Performance Target – 100%


Metric #3: Error Rate

A. Number of.

B. Number of incorrect transactions/total number of transactions 
· Performance Standard - 2%

C. The target - 0%

Metric #4: Completion of Trip Quote

A. Amount of time taken to return a quote for 

B. Time quote is returned minus time request was sent.
· Performance Standard – Within 24 hours

C. The target – Within 8 hours

Metric #5: Trip Booking after approval
A. Amount of time taken to Complete Trip Booking 

B. Time Confirmation is received minus Time Request was sent. 
· Performance Standard: By – Within 24 hours

C.  The target: By – Within 8 hours

Metric #6: Response Time to Vendor Manager
A. When the Vendor Manager contacts the Contractor’s Account Manager, the Account Manager shall respond by the same means they were contacted in within 5 business hours of the initial contact.

B. The number of times the Contractor returned the Vendor Manager’s contact in the same format they were contacted divided by times the Vendor Manager contacted the Account Manager. 
· Performance Standard: Within five (5)  business hours of contact

C. The target: Within one (1) business hour of contact

Metric #7: Problem Resolution Time
A. The Contractor shall ensure compliance on metric regarding percentage resolution time where the User Agency’s issue should be resolved within two (2) business days.

B. The Contractor shall monitor and report on a Quarterly basis the metric based from the number of times the Contractor resolves identified issues for the using entities divided by the number of times the using entity identifies an issue to the Contractor.
· Performance Standard:  100.0%

C. The target:  100.0%

Metric #8: Invoice Correction Turnaround
A. Contractor shall ensure compliance on metric regarding the invoice correction turnaround is provided (1) Business Day from error identified.  Invoices must be accurate.  The accuracy of the information provided on the using entity invoice.

B. The Contractor shall monitor and report on a Quarterly basis the metric to provide reporting model to reflect using entity notification date of invoice error less the date from Contractor supplying corrected invoice.  Before and After Invoice documentation to be provided for validation purposes.   

D. Performance Standard: (1) Business Day from error identified  

C. The target:  Same Business Day from error identified


Metric #9: Consistent and Reliable Service
A. The Contractor provides consistent and reliable service.  (Answering question:  How consistent and reliable is the service (Contractor’s Name) is providing?)

B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· 6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #10: Trust and Confidence 
A. The feedback that agencies associates provide about the trust and confidence they have in the Services/
(Answering question: How would you rate your trust and confidence in the services at your location?)

B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· 6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.


Metric #11: Professional Demeanor 
A. (Contractor’s Name) have a professional demeanor  
(Answering question:  How would you rate the professionalism of the employees at (Contractor’s Name) and the subcontracted (Contractor’s Name) partners?)

B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· 6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.


Metric #12: Responsiveness of Contractor’s Management
A. The response of Contractors management  
(Answering question: How responsive is the of the Vendor’s Management?)

B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· 6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.


Metric #13: Management of Contractor Management  
A. The way the Contractor management addresses the security needs of each location  
(Answering question: How would you rate the level that the Vendor’s Management addresses the service needs of each location?)

B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· 6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.

Metric#14: Invoice Accuracy
A. The Contractor shall provide accurate invoicing. (Answering: How would you rate the (Contractor’s Name) agreement Invoice Accuracy?)
B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· [bookmark: _GoBack]6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.

Metric #15: Overall Employee Satisfaction
A. Overall, the service that the Contractor’s employees provide 
(Answering question:  Overall, are you satisfied with the employees that support the (Contractor’s Name) agreement?)
B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
a. 1=Never Meets Expectations
b. 2= Rarely Meets Expectation
c. 3=Sometimes Meets Expectations
d. 4=Meets Expectations
e. 5=Sometimes Exceeds Expectations
f. 6=Frequently Exceeds Expectations 
g. 7=Always Exceeds Expectations

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.


Metric# 16: Overall Service
A. Overall, the service that the Contractor provides  
(Answering question:  How likely are you to recommend the (Contractor’s Name) agreement to other departments/people you know?)

B. The Contractor shall conduct Monthly, Quarterly surveys with the Agency Contacts at each serviced site.  These surveys will have a scale range from 1 to 7 as follows:
· 1=Never Meets Expectations
· 2= Rarely Meets Expectation
· 3=Sometimes Meets Expectations
· 4=Meets Expectations
· 5=Sometimes Exceeds Expectations
· 6=Frequently Exceeds Expectations 
· 7=Always Exceeds Expectations.

C. The target:  100% of responses with a minimum rating of 4=Meets Expectations.


