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[bookmark: _Toc42782022]VITA contract VA-2120625-CAI, Exhibit E – Service Level Agreements (SLAs)  
[bookmark: _GoBack]Service Level – The minimum level of performance the Supplier agrees to adhere to for each Supplier Performance Metric. Requirements which do not follow the standard process, as agreed to by the parties, are exempt from SLAs.
Remedies – The credits and/or remedies that will be available to an Authorized User for Supplier’s failure to meet the required Service Levels. (For the corresponding remedies for Supplier’s failure to comply with the Service Levels, See Contract Section 12 entitled Service Level Agreement Remedies and Credits.)
	Supplier Performance Metric
	Description
	Performance Target
	Calculation
	Review Frequency

	
Resume Submittal Response Time
	Measures response time from Supplier’s receipt of request for a candidate to its delivery of top 5-7 candidate resumes to requestor
	95% 
	Average number of requisitions in which customers received 5-7 candidate resumes for review within 4 business days
	

Quarterly

	
Round One Fill Rate
	Measures ability of Supplier to satisfactorily fulfill request with first round of resumes submitted to requestor (top 5-7 candidates)
	90%
	Total number of filled positions resulting from the first round of resumes/total number of requisitions filled
	

Quarterly

	
Attrition
	Measures unplanned resource turnover not due to inadequate performance or other situations not caused by the Commonwealth of Virginia
	5% or lower
	Total number of resources that leave voluntarily in the quarter /total number of resources for the quarter
	
Quarterly

	
Closed/Cancelled Requisitions
	Measures requisitions that are closed due to an inability to fill
	8% or lower
	Total number of requisitions closed/cancelled in the previous quarter / total number of requisitions opened in the previous quarter
	
Quarterly

	
Resource Dismissal
	Measures number of resources dismissed due to inadequate resource performance
	5% or lower
	Number of dismissals in the quarter (due to inadequate performance)/total number of resources in the quarter
	
Quarterly

	
Accurate Billing
	Monthly invoice is complete and correct, submitted on time
	99% or higher
	Number of invoices refused for payment due to inaccurate data (not caused by the Commonwealth of Virginia )/total number of invoices
	
Quarterly

	
Payment Timeliness of Subcontractors
	Payments to staffing providers should be issued within 7 days of receipt of payment from the Commonwealth of Virginia 
	99% or higher
	Number of payments made to subcontractors accurately and within 7 days of receipt of payment from the Commonwealth / Total number of payments made to subcontractors
	Quarterly


	
Customer Satisfaction for MSP Services
	Results measuring effectiveness and responsiveness of MSP for service provision within the scope of this contract 
	100%
	Online survey provided after six months of contract execution and then annually
	Annually

	
Customer Satisfaction 


Customer Satisfaction
	Staff Augmentation – Candidates submitted meets skills requested (online survey provided after first quarter of resource engagement and annually thereafter and at conclusion of work assignment.)
SOW engagements – Satisfaction with services received and value for price paid (on-line survey provided at end of first quarter, annually and at completion of SOW engagement)
	100% 




100%
	Online survey provided after first quarter of engagement, annually, and at conclusion of work assignment that candidate


Online survey provided at conclusion after sign-off of final milestone
	Quarterly




Quarterly

	
System Availability
	VMS is available to engagement managers and subcontractors
	99%
	System availability /total potential availability measured in minutes 24 hours, 7 days per week, outside of scheduled maintenance periods.
	
Quarterly



