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1. INTRODUCTION 

1.1. This Schedule 2.3 sets out:  

1.1.1. how Service Performance will be calculated, 

1.1.2. the Service Level Targets and Service Credits, and 

1.1.3. the Key Performance Indicators (“KPIs”) applicable to the Services. 

1.2. The Parties acknowledge that: 

1.2.1 the Customer Authority will, in all cases, prefer to receive the Services at the 
Service Level Target in preference to receiving the Service Credits; and 

1.2.2 the Contractor shall, in all cases, seek to deliver the Services at the Service Level 
Target in preference to accepting a liability for Service Credits.  

PART A: CALCULATION OF SERVICE PERFORMANCE 

2. PRINCIPAL OBJECTIVES 

2.1. The objectives of the Service Levels, KPIs, and Service Credits are to: 

2.1.1. ensure that the Services are of a consistently high quality and meet the Service 
Level Targets, KPIs and other requirements of the Customer Authority, 

2.1.2. use Service Credits as a method of price adjustment to reflect poor performance in 
breach of the required Service Level Targets, 

2.1.3. allow for Changes to the Service Levels, KPIs and Severity Weightings over the 
Term, and 

2.1.4. incentivise the Contractor to meet the Service Level Targets and KPIs, and remedy 
any failure to meet the Service Level Targets and/or KPIs promptly. 

3. SERVICE LEVELS AND KPIs 

3.1. Appendix Parts 1 and 2 to this Schedule sets out Service Levels and KPIs applicable to the 
Services. 

3.2. The Service Levels are split into 4 categories, as follows: 

3.2.1. Availability, as set out in Service Levels 1 to 4 (inclusive), in Section A of the 
Appendix; 

3.2.2. Performance, as set out in Service Level 5, in Section B of the Appendix; 

3.2.3. Quality, as set out in Service Level 6 and 7, in Section C of the Appendix; and 

3.2.4. Lead times, as set out in Service Level 8, in Section D of the Appendix.  

3.3. Subject to Paragraph 3.4, the Contractor shall, at all times, provide the Services in such a 
manner that achieves the Service Levels and the KPIs. 

3.4. The Contractor's obligation to meet the Service Levels, KPIs and deliver the Performance 
Monitoring Reports shall apply with effect from the Commencement Date.  

3.5. If there is a Service Failure or a KPI Failure, or if the Contractor believes that there will be a 
Service Failure or a KPI Failure, the Contractor shall: 
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3.5.1. promptly notify the Customer Authority of the Service Failure, the KPI Failure or the 
likely Service Failure or the likely KPI Failure (as relevant); 

3.5.2. prepare and implement a Correction Plan and take such other action as required in 
accordance with the provisions of Clause 10 of this Agreement; 

3.5.3. apply Service Credits by way of a credit against Charges where required to do so in 
accordance with the provisions of Paragraph 6 in respect of a Service Failure. 

3.6. In the event that the Contractor fails to meet any of the Service Levels applicable to the 
Services during Transition, the Contractor shall be relieved of liability in respect of any such 
Service Failure(s) to the extent that the Contractor is able to demonstrate to the Customer 
Authority's reasonable satisfaction that the relevant Service Failure has arisen as a direct 
result of the failure of the ICONS Subcontractor, and that the Contractor has used its 
reasonable endeavours to procure the resolution of the relevant Service Failure by the 
ICONS Subcontractor. 

3.7. In the event of a Service Failure, the Customer Authority may issue a Termination Notice 
where entitled to do so in accordance with: 

3.7.1. Clause 45.4.1 (Termination for Remediable Material Breach); 

3.7.2. Clause 45.4.3.2 (Termination for failure to implement Correction Plan); and 

3.7.3. Clause 45.4.7 (Critical Service Failure). 

3.8. The Contractor's actual provision of the Services against each of the Service Levels and 
KPIs shall, unless otherwise stated in this Schedule 2.3, be assessed for each complete 
Service Measurement Period.  

3.9. The Contractor shall monitor performance of the Services against the Service Levels and 
the KPIs in accordance with the provisions in Paragraph 4.  
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4. MONITORING AND REPORTING 

4.1. The Contractor shall comply with the SIAM Service Level Management Policies and 
Procedures as referenced  in Table 4 (SIAM Policies and Procedures) Paragraph 2.4 of 
Schedule 6.10 (Customer Authority Standards and Policies) in respect of its obligations in 
this Paragraph 4, and shall comply with its reporting obligations in respect of the provision 
of a Performance Monitoring Report as set out in Paragraph 4 of Schedule 6.6 (Records 
Provisions).  

4.2. The Supplier Performance Review Board shall be the forum for the review by the 
Contractor and the Customer Authority of the Performance Monitoring Reports or any other 
issues relating to Service Level and/or KPI performance. The Customer Authority shall be 
entitled to raise any additional questions and/or request any further information regarding 
any Service Failure or KPI Failure. 

4.3. The Contractor shall provide to the Customer Authority such supporting documentation as 
the Customer Authority may reasonably require in order to verify the level of the 
performance by the Contractor and the calculations of the amount of Service Credits for 
any specified period. 

4.4. Where the Customer Authority considers that the Contractor has failed to provide a 
Performance Monitoring Report which materially complies with Paragraph 4.1, the 
Customer Authority will notify the Contractor in writing of such non-compliance (which 
notice shall contain details of the alleged non-compliance) within five (5) Working Days of 
the date of the Customer Authority's receipt of the Performance Monitoring Report or within 
five (5) Working Days of the date on which the Performance Monitoring Report should have 
been provided in accordance with Paragraph 4.1 and if the Contractor fails to remedy such 
failure within five (5) Working Days after being notified in writing by the Customer Authority 
of such non-compliance, the Customer Authority may withhold up to the At-Risk Amount 
until the relevant Performance Monitoring Report has been provided to the Customer 
Authority. 

5. REPEAT FAILURES TO MEET SERVICE LEVEL TARGETS 

5.1. If the Contractor fails to achieve a Service Level Target for a particular Contractor System 
and/or Service in a Service Measurement Period and then fails to achieve the same 
Service Level Target in a subsequent (as defined in Paragraphs 5.2, 5.3, 5.4, 5.5 and 5.6 
below) Service Measurement Period, the failure in the subsequent Service Measurement 
Period shall be a “Repeat Failure”. The Repeat Failure count shall increment by one (1) for 
each additional failure.  

5.2. Repeat Failures shall apply to Service Level Targets for Service Levels 1 to 7 (inclusive), 
but shall not apply to Service Level Targets for Service Level 8. 

5.3. The Repeat Failure count shall be reset to zero (0) once there have been two (2) 
consecutive Service Measurement Periods in which the Service Level Target has been 
met. 

5.4. In Paragraph 5.1 of this Part A, the reference to Repeat Failures to achieve a Service Level 
Target shall be to the Repeat Failure of a Service Level Target for any one (1) particular 
Service Level. 
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5.5. A worked example is set out below: 

  

 Service Measurement Period 

 1 2 3 4 5 6 7 8 9 10 11 12 

Failure to meet 

Service Level Target 

for a Service (F) 

F F  F   F  F F  F 

No. of Repeat Failures 0 1 1 2 2 0 0 0 1 2 2 3 

Table 1 Repeat Failure Example 

5.6. For any failure to meet Service Level Targets which is a Repeat Failure, the Service Credit 
applicable shall be increased as defined in Table 2 below (a “Repeat Failure Multiplier”): 

Repeat Failure count applicable to the Service 

Measurement Period 

Repeat Failure 

Multiplier 

0 1 

1 2 

2 3 

3 and above 4 

Table 2 Repeat Failure Multipliers 

6. SERVICE CREDIT CALCULATION 

6.1. Service Credits are required to be paid in the event that the Achieved Service Level falls 
below the Service Level Target in a Service Measurement Period and shall be 
incrementally higher if the Achieved Service Level falls below the Significant Failure Service 
Level or Service Failure Threshold as set out using the applicable formula below. 

6.2. In respect of the failure to Achieve Site-Specific Service Levels, the applicable Service 
Credits shall be calculated as follows:  

6.2.1. if the Achieved Service Level is below the Service Level Target but equal to or 
above the Increased Impact Service Level, the amount of the Service Credit shall be 
calculated using the formula: 

(20% x the Site Charge At-Risk Amount) x Repeat Failure Multiplier; 

6.2.2. if the Achieved Service Level is below the Increased Impact Service Level but equal 
to or above the Significant Failure Service Level, the amount of the Service Credit 
shall be calculated using the formula:  

(50% x the Site Charge At-Risk Amount) x Repeat Failure Multiplier; 

6.2.3. if the Achieved Service Level is below the Significant Failure Service Level, the 
amount of the Service Credit shall be calculated using the formula: 
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(100% x the Site Charge At-Risk Amount) x Repeat Failure Multiplier 

6.3. In respect of a failure to achieve all other Service Levels, the applicable Service Credits 
shall be calculated as follows:  

6.3.1. if the Achieved Service Level is below the Service Level Target but equal to or 
above the Increased Impact Service Level, the amount of the Service Credit shall be 
calculated using the formula: 

Severity Weighting x (20% x the At-Risk Amount) x Repeat Failure Multiplier; 

6.3.2. if the Achieved Service Level is below the Increased Impact Service Level but equal 
to or above the Significant Failure Service Level, the amount of the Service Credit 
shall be calculated using the formula:  

Severity Weighting x (50% x the At-Risk Amount) x Repeat Failure Multiplier; 

6.3.3. if the Achieved Service Level is below the Significant Failure Service Level, the 
amount of the Service Credit shall be calculated using the formula: 

Severity Weighting x (100% x the At-Risk Amount) x Repeat Failure Multiplier;  

6.4. The Parties acknowledge that the Severity Weightings: 

6.4.1. reflect the likely severity and relative importance to the Customer Authority of the 
anticipated impact on the operations of the Customer Authority of the Contractor’s 
failure to meet the Service Level Targets or the Increased Impact Service Levels; 
and  

6.4.2. shall not, in any way, exclude or limit the Customer Authority’s right to claim that 
one or more failures to meet one or more of the Service Levels may constitute a 
material breach of this Agreement. 

6.5. Not used 

6.6. Service Credits are a reduction of the amounts payable in respect of the Services and do 
not include VAT. The Contractor shall set-off the value of any Service Credits against the 
appropriate invoice in accordance with the Schedule 5.1 (Charges and Invoicing) of the 
Call-Off Contract. 

6.7. Nothing in this Schedule prevents or restricts a Critical Service Failure from arising and 
affording the Customer Authority the remedies available to it in the Call-Off Contract. 

7. NATURE OF SERVICE CREDITS 

7.1. The Contractor confirms that it has modelled the Service Credits and has taken them into 
account in setting the level of the Charges. The Contractor agrees that the Service Credits 
are a reasonable method of price adjustment to reflect poor performance in breach of the 
required Service Level Target.  

8. CRITICAL SERVICE FAILURES 

8.1. If the level of performance by the Contractor in respect of the Services constitutes a Critical 
Service Failure, the Customer Authority shall be entitled to terminate this Agreement 
pursuant to Clause 45.4.7 and/or exercise its right of partial termination pursuant to Clause 
45.15 and/or seek damages in addition to any Service Credits which have already been 
accrued. 
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9. CHANGES TO SERVICE LEVELS, KPIs AND SEVERITY WEIGHTINGS 

9.1. Any modifications to Service Level Targets, Increased Impact Service Levels, Service 
Failure Thresholds, demotion of Service Levels to KPIs, promotion of KPIs to Service 
Levels and changes to Severity Weighting shall be dealt with in accordance with the 
Change Control Procedure. Subject to the foregoing, it is the intention of the Parties that: 

9.1.1. KPIs shall not attract Service Credits; and 

9.1.2. from time to time during the Term, at the Customer Authority's request, 
representatives of the Contractor and the Customer Authority shall negotiate in 
good faith to: (a) amend any Service Levels and/or add new Service Levels; (b) 
amend or remove any KPIs and/or add new KPIs; (c) adjust the Severity Weightings 
and (d) convert any KPIs into Service Levels and/or any Service Levels into KPIs, 
the purpose being to reflect changes in the Customer Authority’s business 
requirements or objectives.  

9.2. The Service Levels applicable to the Services shall have the Severity Weightings shown in 
Appendix Part 3 to this Schedule 2.3 (Service Levels and Related Remedies). 
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APPENDIX PART 1: SERVICE LEVELS  

Section A – Availability 

SL1 – Contact Centre Service Availability 

Service Level Description A measure of the percentage Availability of the Contact Centre Service 

within a Service Measurement Period (SMP). 

Service Level Calculation Availability shall be calculated as a percentage of the total time in a 

Service Measurement Period in accordance with the following formula: 

Service Availability = (MP – SD) / MP x 100% where: 

MP = Total time in minutes within the Service Measurement Period, 

excluding Planned Downtime, multiplied by the number of chargeable 

Resource Units for the Contact Centre Service in the SMP; and 

SD = the actual number of minutes for which the Contact Centre Service 

was unavailable during the SMP multiplied by the number of Voice Agents 

or Outbound Agents or Web Chat Agents affected for each Incident, to be 

calculated by the formula: 

Σ
m

i =1

SD =        nitiΣ
m

i =1

SD =        niti

 

where: 

1,2….m are the relevant Incidents during the SMP; 

ni is the number of Voice Agents or Outbound Agents or Web Chat 

Agents affected by the i’th Incident; and 

ti is the number of minutes for which the Contact Centre Service was 

Unavailable for the i’th Incident. 

Unavailable means that a Severity Level 1 or a Severity Level 2 Incident or 

a Severity Level 3 Incident has been raised against the Contact Centre 

Service. 

Exclusions The Service will still be considered to be Available if the Incident is directly 

caused by the:  

 LAN Service; 

 WAN Service; 

 Media Device (Hard/Softphone); 

 Desktop Service Tower Provider; 

 the Customer Authority’s Siebel environment. 

Severity Level 4 Incidents shall be excluded from the measurement. 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per year (366 
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days in a leap year) 

Agreed Service 

Measurement Time 

This Service shall be measured 07:00 – 21:00 Monday – Friday (excluding 

Bank Holidays), 07:00 – 17:15 Saturdays, Sundays and Bank Holidays. 

Service Level Target 99.99% 

Increased Impact Service 

Level 

99.60% 

Significant Failure Service 

Level 

99.00% 
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SL2 – Customer Interaction Service Availability 

Service Level Description A measure of the percentage Availability of the Customer Interaction 

Service within a Service Measurement Period (SMP).  

Service Level Calculation Availability shall be calculated as a percentage of the total number of calls 

in a Service Measurement Period that the Customer Interaction Service is 

able to answer, process and onward route calls, in accordance with the 

following formula: 

Service Availability = (B-A) x 100% 

    B 

Where: 

A  is the total number of calls not answered, processed and onward 

routed by the Customer Interaction Service during the SMP.  

B  is the total number of calls sent to the Customer Interaction Service 

during the SMP. 

 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per year (366 

days in a leap year). 

Agreed Service 

Measurement Time 

This Service shall be measured 07:00 – 21:00 Monday – Friday (excluding 

Bank Holidays), 07:00 – 17:15 Saturdays, Sundays and Bank Holidays. 

 

Service Level Target 99.99% 

Increased Impact Service 

Level 

99.60% 

Significant Failure Service 

Level 

99.00% 
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SL3 – Workforce Management Service Availability 

Service Level Description A measure of the percentage Availability of the Workforce 

Management Service within a Service Measurement Period 

(SMP). 

Service Level Calculation Availability shall be calculated as a percentage of the total time in 

a Service Measurement Period in accordance with the following 

formula: 

Service Availability = (MP – SD) / MP x 100% where: 

MP =  Total time in minutes within the Service Measurement 

Period, excluding Planned Downtime, multiplied by the 

number of chargeable Resource Units for the Workforce 

Management Service in the SMP; and 

SD =  the actual number of minutes for which the Workforce 

Management Service was unavailable during the SMP 

multiplied by the number of users of the Workforce 

Management Service affected for each Incident, to be 

calculated by the formula: 

Σ
m

i =1

SD =        nitiΣ
m

i =1

SD =        niti

 

where: 

1,2….m are the relevant Incidents during the SMP; 

ni is the number of users of the Workforce Management 

Service affected by the i’th Incident; and 

ti is the number of minutes for which the Workforce 

Management Service was Unavailable for the i’th Incident. 

Unavailable means that relevant users of the Workforce 

Management Service is unable to access schedule or forecast 

information, to monitor adherence, to create or view workforce 

reports, or to use the full range of Workforce Management 

functionality as defined in Schedule 2.1. 

Exclusions The Service will still be considered to be Available if the 

Workforce Management Service unavailability is directly caused 

by the:  

 LAN Service; 

 WAN Service; 

 Desktop Service Tower Provider; 
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Severity Level 4 Incidents shall be excluded from the 

measurement. 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per 

year (366 days in a leap year). 

Agreed Service 

Measurement Time 

This Service shall be measured 07:00 – 21:00 Monday – Friday 

(excluding Bank Holidays), 07:00 – 17:15 Saturdays, Sundays 

and Bank Holidays. 

Service Level Target 99.9% 

Increased Impact Service 

Level 

99.00% 

Significant Failure Service 

Level 

98.00% 
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SL4 – Customer Portal Service Availability  

Service Level Description The percentage availability of the Customer Portal Service within 

a Service Measurement Period (SMP).  

Service Level Calculation Availability shall be calculated as a percentage of the total time in 

a Service Measurement Period in accordance with the following 

formula: 

Service Availability = (MP – SD) / MP x 100% where: 

MP =  Total time in minutes within the Service Measurement 

Period, excluding Planned Downtime; and 

SD = the actual number of minutes that the Customer Portal 

Service is Unavailable within the relevant Service 

Measurement Period, excluding Planned Downtime. 

Unavailable means that nominated Customer Authority End 

Users cannot successfully complete any of the Customer Portal 

functions described in Schedule 2.1 (Services Description). 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per 

year (366 days in a leap year). 

Agreed Service 

Measurement Time 

This Service shall be measured 07:00 – 21:00 Monday – Friday 

(excluding Bank Holidays), 07:00 – 17:15 Saturdays, Sundays 

and Bank Holidays. 

Service Level Target 99.9% 

Increased Impact Service 

Level 

99.00% 

Significant Failure Service 

Level 

98.00% 
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Section B - Performance 

 

 

SL5 - Telephony Service Quality (MOS Score)  

Service Level Description A Site Specific Service Level to measure the speech quality of 

voice calls delivered by the Central Voice Media service within a 

Service Measurement Period (SMP).  

Service Level Calculation The Mean Opinion Score of voice calls shall be measured by the 

Contractor using automated tools that calculate MOS CQ,E – 

(Mean Opinion Score Conversational Quality, Estimated) per site 

for all calls made or received by Hard Turret devices or 

Softphone Turret devices.  Calls of less than 6 seconds shall be 

excluded. 

Where MOS scores are not achieved as a result of: 

 Round Trip Delay (WAN service); 

 Jitter (WAN Service); 

 Packet Loss (WAN Service); 

 Other LAN/WAN issues; 

 Desktop issues. 

the Contractor shall resolve the issue with the LAN or WAN or 

Desktop Service Providers. These periods will be not included in 

the overall measurement of MOS scores. 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per 

year (366 days in a leap year). 

Agreed Service 

Measurement Time 

This Service shall be measured 07:00 – 21:00 Monday – Friday 

(excluding Bank Holidays), 07:00 – 17:15 Saturdays, Sundays 

and Bank Holidays. 

Service Level Target Of the measured calls per Customer Authority Site: 

- 99% shall achieve a MOS score of 4.0 or greater 

- of the remaining 1%, 0.91% shall achieve a MOS score of 3.7 

or greater. 

Increased Impact Service 

Level 

96% of measured calls per Customer Authority Site shall achieve 

a MOS score of 4.0 or greater. 

Significant Failure Service 

Level 

90% of measured calls per Customer Authority Site shall achieve 

a MOS score of 4.0 or greater. 
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Section C – Quality 

SL6 - Device Reliability 

Service Level Description Percentage of Hard Turret devices not suffering an Incident within 

a Service Measurement Period (SMP). 

Service Level Calculation 

 

Hard Turret device reliability across the Customer Authority estate 

within the SMP shall be measured as a percentage, expressed as: 

(B - A) / B x 100% 

Where in any SMP: 

A =  the aggregate number of Hard Turret devices suffering 

faults that result in one or more Incidents.  

B = the aggregate number of configured Hard Turret devices 

across all Sites. 

In measuring performance against this Service Level any Incident 

that is not attributable to the Hard Turret devices shall be 

excluded. 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per 

year (366 days in a leap year). 

Agreed Service 

Measurement Time 

This Service shall be measured 07:00 – 21:00 Monday – Friday 

(excluding Bank Holidays), 07:00 – 17:15 Saturdays, Sundays 

and Bank Holidays. 

Data Capture Incidents affecting Hard Turret devices shall be captured and 

recorded through the Incident Management Policies and 

Procedures as referenced in Table 4 (SIAM Policies and 

Procedures) in Paragraph 2.4 of Schedule 6.10 (Customer 

Authority Standards and Policies). 

Service Level Target Hard Turret device reliability: 99.95%  

Increased Impact Service 

Level 

Hard Turret device reliability: 99%  

Significant Failure Service 

Level 

Hard Turret device reliability: 95%  
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SL7 – Historical MI Report Delivery 

Service Level Description A measure of the timeliness and accuracy of Historical  MI Report 

availability within a Service Measurement Period (SMP)  

Service Level Calculation 

 

The Historical MI Report delivery service level shall be calculated 

as the percentage of accurate Historical MI Reports made 

available to the Customer Authority by 07:30 on the day that each 

report is due within the SMP, as calculated by the formula: 

A / B x 100% where: 

A = The number of accurate Historical MI Reports made 

available within the target timescales in the SMP in 

question. 

B = The total number of Historical MI Reports made available in 

the SMP. 

Agreed Service Time This Service shall be available 24 hours per day, 365 days per 

year (366 days in a leap year). 

Agreed Service 

Measurement Time 

24 hours per day, 365 days per year (366 days in a leap year). 

Data Capture  

Service Level Target 99.9% 

Increased Impact Service 

Level 

99.00% 

Significant Failure Service 

Level 

98.00% 
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Section D – Lead Times 

SL8 - Service Request Provision Lead Times for Contact Centre Services  

Service Level Description A measure of the percentage of Service Requests for Contact 

Centre Services implemented in accordance with the request 

categorisation and lead time matrix in Appendix 1 of Schedule 6.11 

(Service Requests, Projects and Consultancy) within a Service 

Measurement Period (SMP). 

Service Level Calculation Service Requests implemented within agreed timescales within the 

SMP shall be calculated as a percentage, expressed as: 

A / B x 100% 

where: 

A = Total number of Service Requests for Contact Centre 

Services completed within the agreed lead times, in the 

SMP; and 

B = The total number of Service Requests for Contact Centre 

Services completed in the SMP. 

Agreed Service Time Not Applicable 

Agreed Service 

Measurement Time 

Service Measurement Period 

Service Level Target 99% of Service Request completed within the agreed timescales 

Increased Impact Service 

Level 

95% of Service Request completed within the agreed timescales 

Significant Failure Service 

Level 

90% of Service Requests completed within the agreed timescales 
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APPENDIX PART 2: KEY PERFORMANCE INDICATORS 

KPI 1 - Severity Level 1 Incident Resolution  

KPI Description Severity Level 1 Incidents Assigned to the Contractor that are 

Resolved within four (4) hours after being Assigned to the 

Contractor. 

KPI Calculation A / B x 100 where: 

A = the aggregate number of Severity Level 1 Incidents 

Assigned to the Contractor for resolution that are resolved 

in the SMP within four (4) hours (whether such Severity 

Level 1 Incidents were Assigned to the Contractor in that 

SMP or an earlier SMP). 

B = the aggregate number of Severity Level 1 Incidents 

resolved within the SMP (whether such Severity Level 1 

Incidents were Assigned to the Contractor in that SMP or an 

earlier SMP). 

For the avoidance of doubt, should the Contractor be investigating 

alongside the Customer Authority or Third Party Service Provider, 

the Contractor will retain the Incident and include time spent in the 

measurement calculation. 

Time during which the Incident was not Assigned to the Contractor 

in the Incident Management System should be excluded from the 

calculation, except where the Incident has been incorrectly re-

Assigned to another party for resolution. 

Changes to Severity Level: 

Should an Incident Severity Level be increased (e.g. from Severity 

Level 2 to Severity Level 1) then: 

 the time occurring prior to the Severity Level being 

increased shall be discounted from the calculation set out 

in this KPI; and 

 the Contractor shall have the four (4) hour period of time 

applicable to a Severity Level 1 Incident to achieve 

Resolution, such period of time commencing from the time 

at which the Severity Level is increased. 

Measurement Period 

The time taken by the Contractor to achieve Resolution of each 

Incident Assigned to it by the SIAM Service Tower Provider shall: 

 commence at the time that the Incident is Assigned by the 

SIAM Service Tower Provider to the Contractor;  

 end at the time that the Contractor informs the SIAM 

Service Tower Provider that they have undertaken the 
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necessary activities to allow the Incident to be resolved;  

 re-commence (where relevant) when an Incident is re-

Assigned to the Contractor by the SIAM Service Tower 

Provider.  

The KPI measurement time shall be 07:00 - 21:00 Monday to 

Friday (excluding Bank Holidays) and 09:00 – 13:00 Saturdays and 

Bank Holidays.  

Reporting Period Service Measurement Period 

KPI Measure  95% 
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KPI 2 - Severity Level 2 Incident Resolution  

KPI Description Severity Level 2 Incidents Assigned to the Contractor that are 

resolved within six (6) hours after being Assigned to the 

Contractor. 

KPI Calculation A / B x 100 where 

A = the aggregate number of Severity Level 2 Incidents 

Assigned to the Contractor for resolution that are resolved in 

the SMP within six (6) hours (whether such Severity Level 2 

Incidents were Assigned to the Contractor in that SMP or an 

earlier SMP). 

B = the aggregate number of Severity Level 2 Incidents resolved 

within the SMP (whether such Severity Level 2 Incidents 

were Assigned to the Contractor in that SMP or an earlier 

SMP). 

For the avoidance of doubt, should the Contractor be investigating 

alongside the Customer Authority or Third Party Service Provider, 

the Contractor will retain the Incident and include time spent in the 

measurement calculation. 

Time during which the Incident was not Assigned to the Contractor 

in the Incident Management System should be excluded from the 

calculation, except where the Incident has been incorrectly re-

Assigned to another party for resolution. 

Changes to Severity Level: 

Should an Incident Severity Level be increased (eg from Severity 

Level 3 to Severity Level 2) then: 

 the time occurring prior to the Severity Level being 

increased shall be discounted from the calculation set out in 

this KPI; and 

 the Contractor shall have the six (6) hour period of time 

applicable to a Severity Level 2 Incident to achieve 

Resolution, such period of time commencing from the time 

at which the Severity Level was originally Assigned. 

Should an Incident Severity Level be decreased (e.g. from Severity 

Level 1 to Severity Level 2), then the Contractor shall have the 

defined period of time applicable to the decreased Severity Level 

as set out above to achieve Resolution, such period of time 

commencing from the time at which the Incident was originally 

Assigned. 

Measurement Period 

The time taken by the Contractor to achieve Resolution of each 

Incident Assigned to it by the SIAM Service Tower Provider shall: 
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 commence at the time that the Incident is Assigned by the 

SIAM Service Tower Provider to the Contractor;  

 end at the time that the Contractor informs the SIAM 

Service Tower Provider that they have undertaken the 

necessary activities to allow the Incident to be resolved;  

 re-commence (where relevant) when an Incident is re-

Assigned to the Contractor by the SIAM Service Tower 

Provider. 

The KPI measurement time shall be 07:00 - 21:00 Monday to 

Friday (excluding Bank Holidays) and 09:00 – 13:00 Saturdays and 

Bank Holidays.  

Reporting Period Service Measurement Period 

KPI Measure  95% 
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KPI 3 - Severity Level 3 Incident Resolution  

KPI Description Severity Level 3 Incidents Assigned to the Contractor that are 

resolved within one (1) working day of being Assigned to the 

Contractor. 

KPI Calculation A / B x 100 where: 

A =  the aggregate number of Severity Level 3 Incidents 

Assigned to the Contractor for resolution that are resolved in 

the SMP within one (1) working day (whether such Severity 

Level 3 Incidents were Assigned to the Contractor in that 

SMP or an earlier SMP). 

B =  the aggregate number of Severity Level 3 Incidents resolved 

within the SMP (whether such Severity Level 3 Incidents 

were Assigned to the Contractor in that SMP or an earlier 

SMP). 

For the avoidance of doubt, should the Contractor be investigating 

alongside the Customer Authority or Third Party Service Provider, 

the Contractor will retain the Incident and include time spent in the 

measurement calculation. 

Time during which the Incident was not Assigned to the Contractor 

in the Incident Management System should be excluded from the 

calculation, except where the Incident has been incorrectly re-

Assigned to another party for resolution. 

Changes to Severity Level: 

Should an Incident Severity Level be increased (ie from Severity 

Level 4 to Severity Level 3) then: 

 the time occurring prior to the Severity Level being 

increased shall be discounted form the calculation set out in 

this KPI;  

 the Contractor shall have the one (1) working day period of 

time applicable to a Severity Level 3 Incident to achieve 

Resolution, such period of time commencing from the time 

at which the Severity Level is increased; and 

 should an Incident Severity Level be decreased (e.g. from 

Severity Level 2 to Severity Level 3), then the Contractor 

shall have the defined period of time applicable to the 

decreased Severity Level as set out above to achieve 

Resolution, such period of time commencing from the time 

at which the Incident was originally Assigned. 

Measurement Period 

The time taken by the Contractor to achieve Resolution of each 

Incident Assigned to it by the SIAM Service Tower Provider shall: 
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 commence at the time that the Incident is Assigned by the 

SIAM Service Tower Provider to the Contractor;  

 end at the time that the Contractor informs the SIAM 

Service Tower Provider that they have undertaken the 

necessary activities to allow the Incident to be resolved;  

 re-commence (where relevant) when an Incident is re-

Assigned to the Contractor by the SIAM Service Tower 

Provider. 

The KPI measurement time shall be 07:00 - 21:00 Monday to 

Friday (excluding Bank Holidays) and 09:00 – 13:00 Saturdays and 

Bank Holidays.  

Reporting Period Service Measurement Period 

KPI Measure  95% 
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KPI 4 - Severity Level 4 Incident Resolution  

KPI Description 

 

Severity Level 4 Incidents Assigned to the Contractor that are 

resolved within five (5) working days of the date on which it was 

Assigned to the Contractor. 

KPI Calculation A / B x 100 where: 

A = the aggregate number of Severity Level 4 Incidents 

Assigned to the Contractor for resolution that are resolved in 

the SMP within five (5) working days of the date on which it 

was Assigned to the Contractor in that SMP or an earlier 

SMP). 

B = the aggregate number of Severity Level 4 Incidents resolved 

within the SMP (whether such Severity Level 4 Incidents 

were Assigned to the Contractor in that SMP or an earlier 

SMP). 

For the avoidance of doubt, should the Contractor be investigating 

alongside the Customer Authority or Third Party Service Provider, 

the Contractor will retain the Incident and include time spent in the 

measurement calculation. 

Time during which the Incident was not Assigned to the Contractor 

in the Incident Management System should be excluded from the 

calculation, except where the Incident has been incorrectly re-

Assigned to another party for resolution. 

Changes to Severity Level: 

Should an Incident Severity Level be decreased (e.g. from Severity 

Level 3 to Severity Level 4), then the Contractor shall have the 

defined period of time applicable to the decreased Severity Level 

as set out above to achieve Resolution, such period of time 

commencing from the time at which the Incident was originally 

Assigned. 

Measurement Period 

The time taken by the Contractor to achieve Resolution of each 

Incident Assigned to it by the SIAM Service Tower Provider shall: 

 commence at the time that the Incident is Assigned by the 

SIAM Service Tower Provider to the Contractor;  

 end at the time that the Contractor informs the SIAM 

Service Tower Provider that they have undertaken the 

necessary activities to allow the Incident to be resolved;  

 re-commence (where relevant) when an Incident is re-

Assigned to the Contractor by the SIAM Service Tower 

Provider. 

 The KPI measurement time shall be 07:00 - 21:00 Monday 
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to Friday (excluding Bank Holidays) and 09:00 – 13:00 

Saturdays and Bank Holidays.  

Reporting Period  Service Measurement Period 

KPI Measure 95% 
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KPI 5 - Root Cause Analysis 

KPI Description The number of Root Cause Analyses requested by the 

Customer Authority delivered within 10 Working Days of 

resolution of the Problem to which the analyses relate, and as 

accepted by the Customer Authority without material comments 

on analysis and proposed action plans, expressed as a 

percentage of the total number of Root Cause Analyses 

requested by the Customer Authority during the SMP in 

question. 

KPI Calculation A / B x 100% where: 

A = The number of Root Cause Analyses requested by the 

Customer Authority delivered within 10 Working Days of 

the resolution of the Problem occurring in the SMP in 

question, and as accepted by the Customer Authority 

without comment. 

B = The total number of Root Cause Analyses requested by 

the Customer Authority following resolution of the 

Problem and scheduled for delivery in the SMP in 

question in accordance with the time limit stated above. 

Reporting Period Service Measurement Period. 

KPI Measure 90% 
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KPI 6 - Software Release Implementation 

KPI Description Percentage of Software Releases, Security Releases and Anti Virus 

(AV) Software Releases and patches successfully installed within the 

applicable timescales set out below within a Service Measurement 

Period (SMP)and in accordance with the IT Service Request 

Management Policy and Procedures or the Security Policies (as 

appropriate). 

KPI Calculation A / B x 100% where: 

A = The number of Software Releases, Security Releases and 

Anti Virus (AV) Software Releases installed within the KPI 

Target timescales in the SMP in question. 

B = The total number of Service and Security Releases and Anti 

Virus (AV) Software Releases installed in the SMP in 

question. 

KPI Target Releases and Timescales: 

Software Releases and Security Releases 

Emergency Release: where there is a problem or vulnerability that is 

or is likely to present a significant issue to the Live Environment, for 

example a Severity Level 1 or Severity Level 2 Incident, a software 

patch that presents a fix shall be installed on relevant devices within 

24 hours of its release. 

Important Release: where there is a problem or vulnerability that is 

or is likely to present a limited issue to the Live Environment, for 

example a Severity Level 3 or Severity Level 4 Incident, a software 

patch that presents a fix shall be installed on relevant devices within 

2 working days of its release. 

Routine Release: where there is a problem or vulnerability that is or 

is likely to present a minor issue to the Live Environment, a software 

patch that presents a fix shall be installed on relevant devices within 

5 working days of its release. 

Anti Virus (AV) Software Releases as follows: 

(a) Emergency Anti-Virus Software Release – where there is a virus 

within all Sites which in the opinion of the Contractor or the 

Customer Authority represents a real and present threat to the 

Customer Authority’s business an Anti-Virus Software Release shall 

be installed on relevant devices within 4 hours of the release 

becoming generally available to the market, or within timescales 

agreed with the Customer Authority.  

(b) Important Anti-Virus Software Release – where a virus is known 

to be available on the Internet which in the opinion of the Contractor 

or the Customer Authority could have a significant impact on the 

Customer Authority's business but is not yet present on all Sites, an 
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Anti-Virus Software Release shall be installed on all relevant devices 

within twenty four (24) hours of the release becoming generally 

available to the market, or as agreed with the Customer Authority. 

(c) Routine Anti-Virus Software Release – AV signature file that has 

become available to the market to address known viruses shall be 

installed on all relevant devices within forty eight (48) hours of the 

release becoming generally available to the market, or within 

timescales agreed with the Customer Authority. 

Reporting Period Service Measurement Period 

KPI Measure 95% 
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KPI 7 - Billing Management Information Reports Delivery and Accuracy  

KPI Description A measure of the overall percentage accuracy of the Billing 

Management Information Reports as defined in Schedule 6.6 

(Records Provision). 

KPI Calculation Accuracy of the Billing Management Information Reports for each 

SMP shall be measured by: 

Subtracting the total volume of errors attributable to the Contractor in 

the Invoicing Query Log for the SMP 

from the total number of invoices raised in the SMP as listed on the 

“Total Invoices Report”. 

This shall be expressed as a percentage of the total number of 

invoices raised in the SMP as listed on the “Total Invoices Report” ie 

% accuracy of Billing Management Information Reports for the SMP 

= (A-B) / A x 100 where 

A = the total number of invoices raised in the SMP as listed on the 

“Total Invoices Report” and 

B = the total volume of errors attributable to the Contractor in the 

Invoicing Query Log for the SMP. 

Invoice and/or the Billing Management Information errors shall 

include but not be limited to: 

Billing Management Information Reports not delivered within ten (10) 

Working Days of the SMP end date; 

Invoice and associated Billing Management Information Reports not 

delivered at the same time; 

Invoice volume which does not match the Billing Management 

Information Reports volume; 

Activations/deactivations for a Resource Unit failing the opening / 

closing volumes reconciliation for the SMP; 

Any reported usage of Resource Units at closed Sites; 

Errors in Site location code, business unit or cost centre that are 

attributable to the Contractor; 

Invoices raised for Services which the Customer Authority is 

disputing. 

Reporting Period Service Measurement Period 

KPI Measure 99% 
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KPI 8 - Time to Publish Knowledge Articles 

KPI Description Knowledge Articles provided by the Contractor within required 

timescales. 

KPI Calculation ( A / B x 100 ) - C  

A =  is Number of Knowledge Articles provided by the Contractor 

in the SMP which are within seven (7) days of a Problem 

being Assigned to the Contractor 

B =  Number of Problems Assigned to the Contractor for which a 

Knowledge Article was due to be provided by the Contractor 

within the SMP 

C =  10.1 if the Contractor fails to raise a Knowledge Article in 

respect of a Problem for which a Knowledge Article is 

required within fourteen (14) days (where the Knowledge 

Article was due in this or the preceding SMP)  

C = 0 otherwise 

Minimum Volumes 

If there are less than ten (10) Knowledge Articles due in the SMP, 

the KPI Measure shall be deemed met, provided that such 

Knowledge Articles shall be carried forward into the following SMP 

or SMPs, until such time as there are ten (10) or more Knowledge 

Articles provided in a SMP, at which point the KPI calculation shall 

then be carried out. 

Reporting Period Service Measurement Period 

KPI Measure 90% 
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KPI 9 - Successful Change Management 

KPI Description Measurement of the overall effectiveness of the Changes deployed 

by the Contractor within a Service Measurement Period (SMP). 

KPI Calculation A / B x 100 where: 

A = the aggregate number of Changes successfully deployed by 

the Contractor during each Service Measurement Period 

with a closure code of CAT 1 or CAT 2 as such are defined 

in the Change Management Policies and Procedures. 

B = the aggregate number of Changes deployed (both 

successfully and unsuccessfully) by the Contractor during 

each Service Measurement Period. 

The definition of what constitutes a successful change are defined 

in the Change Management Policies and Procedures. 

Reporting Period Service Measurement Period 

KPI Measure Contract Year 1: 98.5% 

Contract Year 2: 99.0% 

Contract Year 3 onwards: 99.5% 
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KPI 10 – Contact Centre Service – CMDB Accuracy / Completeness 

KPI Description To monitor and report on the accuracy and completeness of the 

information held in the Asset Registers (expressed as a percentage).  

Within fifteen (15) Working Days of the end of each of SMP 3, 6, 9 

and 12 of each Contract Year, the Contractor shall select a sample of 

two hundred and fifty (250) Assets and Customer Authority Assets, 

from Site(s) nominated by the Customer Authority (where the 

Customer Authority shall act reasonably in relation to the number of 

Sites nominated and the geographic spread of Sites), and measure 

the accuracy and completeness of the information held within the 

Asset Register for those Assets and Customer Authority Assets. For 

the avoidance of doubt, the Contractor shall not select the same 

sample of Assets and Customer Authority Assets to be measured in 

two consecutive Quarters and the Contractor must sample at least 

ten (10) percent of the volume of the Contractor CMDB in any 

calendar year. Within ten (10) Working Days of such check the 

Contractor shall provide a report to the Customer Authority 

containing the results. 

KPI Calculation A x 100% / 250 where: 

A = The number of audited Assets and Customer Authority Assets 

correctly recorded in the Asset Register in each Quarter.  

In measuring performance against this KPI, there shall be 

disregarded any Asset and Customer Authority Assets where the 

Contractor identifies to the Customer Authority that the item has 

been moved by the Customer Authority and the Customer Authority 

has not advised the Contractor of such move. 

Reporting Period Quarterly 

KPI Measure 99% 

 

 



CONTACT CENTRE SCHEDULE 2.3 – SERVICE LEVELS AND RELATED REMEDIES v4.2 

 

34 

 

KPI 11 - Performance Monitoring Reports Provided on Time 

KPI Description A measure of the timeliness of Performance Monitoring Report 

delivery within a Service Measurement Period (SMP) expressed as a 

percentage of Performance Monitoring Reports for a SMP provided 

by the Contractor to the Customer Authority within the timescales 

stated in Schedule 6.6 (Records Provisions). 

KPI Calculation A / B x 100% where: 

A = The number of Performance Monitoring Reports delivered 

within the KPI Target timescales in the SMP in question. 

B = The total number of Performance Monitoring Reports 

delivered in the SMP. 

Reporting Period Service Measurement Period 

KPI Measure 95% of Performance Monitoring Reports provided by the agreed 

date. 
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APPENDIX PART 3 - SEVERITY WEIGHTINGS 

Service Level Name Severity 

Weighting (%) 

Contact Centre Service Availability 30 

Customer Interaction Service Availability 25 

Workforce Management Service Availability 15 

Customer Portal Service Availability 5 

Device reliability 5 

Historical MI Report Delivery 5 

Service Request Provision Lead Times for Contact Centre Services 5 

 


