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SCHEDULE 2.2A – PERFORMANCE LEVELS 

1. PURPOSE 

1.1 This Schedule sets out:  

1.1.1 the Service Levels (in Appendix 1); and  

1.1.2 the treatment of Service Level Failures. 

1.2 In respect of the Service Levels, and without prejudice to TfL's rights and/or remedies under 
this Agreement, the Supplier acknowledges that TfL expects to receive a level of 
performance that meets or exceeds the Service Level Targets in preference to receiving 
Service Credits where that level of performance is not achieved.  Consequently, the Supplier 
shall in all cases seek to meet or exceed the Service Level Targets in preference to 
accepting a liability for Service Credits. 

2. SERVICE LEVEL FRAMEWORK 

2.1 The Supplier shall perform its obligations under this Agreement so as to meet or exceed the 
Service Level Targets.  Over-achievement against one Service Level Target shall not 
provide the Supplier with any form of relief against the under-achievement of another 
Service Level Target. 

2.2 Save as expressly stated otherwise in this Agreement, the Supplier's performance against 
the Service Level Targets shall be measured and assessed in respect of each Period. 

2.3 Service Credits shall be incurred by the Supplier as a consequence of Service Level 
Failures and shall be calculated in accordance with paragraph 7 of Schedule 7.1 (Charges 
and Invoicing) and, in respect of Repeat Failures (as defined in paragraph 5 below) in 
accordance with paragraph 5 below. The Band information set out in Appendix 1 shall be 
used for this purpose. 

2.4 If in accordance with Clause 30 of the Agreement the Supplier is entitled to relief in respect 
of a Service Level Failure and/or Service Credits, such relief shall be applied to the 
measurement of the Supplier's performance against the relevant Service Level and the 
calculation of any associated Service Credits as applicable. 

3. SERVICE LEVEL FAILURE PREVENTION 

The Supplier shall, in accordance with this Agreement, proactively monitor and resolve all 
issues relating to the performance of this Agreement so as to prevent Service Level Failures 
from occurring. 

4. CRITICAL SERVICE FAILURES 

If a Critical Service Failure occurs the Supplier shall comply with the Rectification Plan 
Process in accordance with Clause 27 of this Agreement. 

5. REPEAT FAILURES 

5.1 If a Service Level Failure occurs in a Period ("First Failure") and then occurs again in 
respect of the same Service Level in one or more consecutive Periods, the failure in such 
one or more consecutive Periods shall be a "Repeat Failure". 

5.2 The Service Credit Percentage for each Repeat Failure shall be the relevant Service Credit 
Percentage set out in Appendix 1 multiplied by the relevant Repeat Failure Multiplier set out 
in the table below. 
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REPEAT FAILURE NUMBER REPEAT FAILURE 
MULTIPLIER 

1 (i.e. the second of two consecutive Service 
Level Failures for the same Service Level) 

1.2 

2 (i.e. the third of three consecutive Service 
Level Failures for the same Service Level) 

1.4 

3 (i.e. the fourth of four consecutive Service 
Level Failures for the same Service Level) 

1.6 

 
Example: A Service Level Failure for the same Service Level occurs in four consecutive 
Periods.  The Service Level Failures in the second, third and fourth Periods are Repeat 
Failures 1, 2 and 3 (respectively) and the Service Credit Percentage for the relevant Service 
Level Failure shall be multiplied by the corresponding Repeat Failure Multiplier set out in the 
table above. 

6. PERFORMANCE MANAGEMENT SYSTEM 

6.1 As set out in Milestone MS6 the Supplier shall provide to TfL for review a Performance 
Management System.  The Performance Management System shall: 

6.1.1 include the tools and methods the Supplier proposes to use to monitor and report 
on its performance against the Service Levels and the calculation of Service 
Credits in accordance with this Agreement; 

6.1.2 enable TfL to verify the Supplier's reporting on its performance against the Service 
Levels and the calculation of Service Credits in accordance with this Agreement; 
and 

6.1.3 enable the Service Credit regime to be implemented comprehensively and 
accurately. 

6.2 The Supplier shall address any reasonable comments from TfL in respect of the 
Performance Management System as soon as practicable and provide updated versions to 
TfL for Approval. 

7. PERFORMANCE REPORTING 

The Supplier shall report on its performance against the Service Levels in accordance with 
paragraph 4.3 of Schedule 2.2B (Service Management). 

8. PERFORMANCE RECORDS  

8.1 The Supplier shall keep appropriate documents and records (including a record of all calls 
made to the Supplier Service Desk in relation to its performance against the Service Levels 
and shall make these available for inspection by TfL and/or its nominee at any time and TfL 
and/or its nominee may make copies of any such documents and records. 

8.2 In addition to its specific reporting obligations set out in this Agreement, the Supplier shall 
provide to TfL such information and documentation as TfL may reasonably require from time 
to time in order to verify the level of the Supplier's performance under this Agreement.  
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APPENDIX 1 – SERVICE LEVELS 

Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

SL01 
Service 
System 

Availability 

The Supplier shall ensure that the availability of the Service 
System to TfL to be equal to, or greater than 99.5% per period.  
 
Availability for the purposes of this Service Level is defined as 
the proportion of time over the Period that the Service System 
and supporting infrastructure are in a fully functional condition as 
defined further below. 
 
Service System Availability shall be determined by Industry 
Standard Automated System Performance Reports, to be 
provided by the Supplier and made available to TfL. The Service 
Level measure shall be based upon all periods of  unavailability 
that end during the Period. 
 
The Service System Availability excludes periods for Planned 
Downtime agreed with TfL.  
 
The calculation of the Service Level (Service System Availability) 
will be based on the uptime of all key components within the 
reporting period. 
 
Uptime is the total amount of time that the  Service System 
(aggregated across all key components) is available and 
operational.  
 
To calculate Service System availability for a certain period of 
time the following formula is to be applied  
Availability = Actual uptime ÷ Expected uptime 
The “key components” of the Service System for the purposes of 
this Service Level are listed and highlighted in the Annex to this 
Schedule. 
 
Measurement: 
Industry standard automated system measurement and 
reporting  

99.50% Core System 
Hours 

99.5%- 
99% 

 

99% - 
93.5% 

 

<93.5% 
 

N/A 

Contact Core 
System  hours 
Service Credit 

Percentage 

5%  10% 15% 

99.5% Out of core  
Hours 

99.5- 
98.5%  

<98.5% - 
93.5%  

<93.5%  

N/A 
Out of Core 

System hours 
Service Credits 

2%  3% 5% 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

SL02 Online Portal 
Availability  

The Supplier shall ensure that the availability of the Online Portal 
and online components shall be equal to, or greater than 99.5% 
per Period.  
 
Availability for the purposes of this Service Level is defined as 
the proportion of time over the Period that the Online Portal 
supporting infrastructure are in a fully functional condition as 
defined further below. 
 
The Online Portal availability and online components excludes 
periods for Planned Downtime and failure of systems outside of 
the control of the Supplier (e.g. beyond communications device 
located at the Supplier's internet service provider).  
 
This Service Level measures the Availability of the Online Portal 
on a Periodic basis. 
 
The calculation of the Service Level (Online Portal Availability 
and online components) will be based on the uptime of all online 
components within the reporting period. 
 
Uptime is the total amount of time that the  service (aggregated 
across all online components) is available and operational.  
 
To calculate online availability for a certain period of the 
following formula is to be applied,  
 
Availability = Actual uptime ÷ Expected uptime 
The “online components” of the Service System for the purposes 
of this Service Level are listed and highlighted in Annex 1 to this 
Schedule. 
 
 
Measurement: 
Industry standard automated system measurement and 
reporting 
 

99.50% 24X7 
365 days 

99.5- 
98.5% 

 

<98.5% - 
93.5% 

<93.5% 
 

 Service credits 

3%  5% 10% 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

SL03 System 
Performance 

This Service Level measures the extent to which the Service 
System completes the System Transactions (as defined below) 
initiated by Users within the Expected Response Times (as 
defined below), This is without any limitation on number of 
Users, concurrently using the Service System (Authorised Users 
and Customers.) This Service Level will be measured on the 
percentage of completed System Transactions and their 
Expected Response Times. 
 
The Expected Response Times relate to the time taken by the 
Service System to complete the System Transactions and this is 
the time that shall be measured under this Service Level (noting 
that a System Transaction may form part of a wider end to end 
transaction which is not measured under this Service Level). 
 
The " System Transactions" and the "Expected Response 
Times" are as follows: 
- User login and log off times to– <2.00 sec 
- System setting change – <1.00 sec - User request to view data 
– <1.00 sec 
- Search results to be returned as an average throughout a day -
<3 seconds 
- Created and Modified data should be saved and displayed to 
all Users -< 2 seconds 
- Opening, displaying and previewing any documents and 
images - < 3 seconds 
- Moving and navigating between pages and screens -< 1 
second 
- Opening, displaying and previewing a record -< 1 second 
- Payment transaction to be executed and processed through 
payment portal/gateway - <2 seconds 
- Payment transaction to be shown against record within 2 
seconds after being processed through payment portal/gateway 
- Opening, displaying and previewing any queues and trays - <3 
seconds 
- Uploading documents through Service System -<3 seconds 
- Indexing documents and images against records -< 5 seconds 

99.50% Core System 
Hours 

99.5%- 
99%  

99% - 
96.5%  

<96.5  

N/A 

Core System 
Hours 

Service Credit 
Percentage 

1%  3% 5% 

99.5% 
Out of Core 

System 
Hours 

99.5- 
98.5%  

<98.5% - 
93.5%  

<93.5%  

 N/A 

Out of Core 
System Hours 
Service Credit 

Percentage 

1.00%  2.00%  3.00%  
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

- Emails sent -< 2 seconds   

SL04 Online Portal 
Performance 

This Service Level measures the extent to which the Service 
System completes the System Transactions (as defined below) 
initiated by Users within the Expected Response Times (as 
defined below). This is without any limitation on number of users, 
concurrently using the service system (Backend users and 
Online users) This Service Level will be measured on the 
percentage of completed System Transactions and their 
Expected Response Times. 
 
The Expected Response Times relate to the time taken by the 
Service System to complete the System Transactions and this is 
the time that shall be measured under this Service Level (noting 
that a System Transaction may form part of a wider end to end 
transaction which is not measured under this Service Level). 
 
The "System Transactions" and "Expected Response Times" are 
as follows: 
 
- Customer  login and log off to– 2.00 sec 
- - Uploading documents through Online Portal -<3 seconds 
- Customer  request to view data – 1.00 sec 
- Search results to be returned as an average throughout a day -
<3 seconds   
- Created and Modified data should be saved and displayed to 
all users -<2 seconds 
- Opening, displaying and previewing any documents and 
images -<3 seconds 
- Moving and navigating between pages and screens -<1 second 
- Confirmation emails sent -<2 minutes 
- Payment transaction to be executed and processed through 
payment portal/gateway -<6 seconds 
- Opening, displaying and previewing a document -<1 second 
- Opening, displaying and previewing any queues and trays -<3 
seconds 
- Uploading documents through service system -<3 seconds 
- Indexing documents and images against records -<5 seconds 

99.50% 
24x7 

365 days 
 

99.5- 
98.5% 

 

98.5% - 
93.5% 

 

<93.5% 
 

N/A Service Credit 
Percentage  

1.00% 
 

3.00% 
 

5.00% 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

- Documents uploaded via the Online Portal to be indexed 
against records -<5 seconds 
 

SL05A 

Resolution of 
Severity 1,2,3 

and 4 
Incidents 

The Severity of an Incident shall be determined as defined in 
Appendix 1 (Severity Levels) in Schedule 2.2B Service 
Management.  
 
The time to fix an Incident is the time from any person raising the 
Incident to the time when the Service is Restored. Upon 
Restoration of the Services, if the Incident is fully resolved, it 
shall be closed and properly recorded as closed in the Incident 
Management Log.  
 
The time at which an Incident is logged in the Incident 
Management Log referred to in paragraph 6.2.2(d) of Schedule 
2.2B (Service Management) is the earliest of: (i) an alarm being 
generated; (ii) notification of an Incident being provided to the 
Supplier; (iii) any of the Service System applications or Services 
becoming Unavailable; or (iv) where an Incident is raised by 
Supplier Personnel.  
 
This Service Level shall be measured for each Incident arising, 
regardless of Severity. The required fix time for any Incident 
raised during the Core System Hours for each Severity is set out 
as follows:  
 
Severity 1: 100% within two (2) hours;  
Severity 2: 100% within four (4) hours;  
Severity 3: 100% within forty-eight (48) hours;  
Severity 4: 100% within two hundred and forty (240) hours; 
 
Incidents that are raised in the hours between 19:00 and 06:00 
must be reported to and from the relevant Toolset and have a 
required fix time as per during the Core System Hours.  

All Incidents 
are closed 
within the 

agreed 
timescale 

Severity 1  
2-4 hours 

 
2.00%   

>4-8 hours 
 

5.00%  

>8 hours 
 

10.00% 

Severity 2 

4-8 hours 
 
 

2.00%  
 

>8-16 
hours 

 
4.00%  

 

>16 
hours 

 
8.00%  

 

Severity 3 
 

48 hours 
– 72 

hours 
 
 

2.00%  
 

>72 hours 
– 120 
hours  

 
 

3.00% 
 

>120 
hours 

 
 
 

4.00% 
 

Severity 4 

>240 hours 
 
 

2.00%  
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

SL05B 

Resolution of 
Problems 
relating to 

Severity 1 and 
2 Incidents 

This Service Level measures the extent to which Problem 
Tickets relating to Severity 1 and Severity 2 Incidents are closed 
with the agreed timescale. 
 
For the purpose of this Service Level the "agreed timescale" 
shall be thirty (30) days unless agreed otherwise with TfL in 
writing. 
 
Calculation: 
Number of Problem Tickets for Severity 1 and Severity 2 
Incidents open beyond the agreed timescale. 
 
Measurement: 
Data on relevant Problem Tickets from the relevant Toolset. 
 

All Problem 
Tickets for 

Severity 1 and 
Severity 2 

Incidents are 
closed within 
the agreed 
timescale 

Number of 
Problem Tickets 
not closed within 

the agreed 
timescale 

>0 >2 >3 

Service Credit 
Percentage 1.00% 2.00% 3.00% 

SL06 
Timely 
Application of 
Payments 

100% of all payment transactions that have been received by the 
end of the Working Day, are to be provided to the Merchant 
Acquirer via the Gateway Settlement file, no later than Midnight 
on the day of the initial transaction submission by the payee.  
 
100% of all payment transactions that have been received after 
the end of the Working Day, to be provided in the subsequent 
Gateway Settlement file on the next Working Day.  
 
All Payment transactions are to be included regardless of 
Payment type or Payment Channel. 
  

100%  Service Credit 
Percentage 

1 
Working 
Day late 

 
 
 

1% 

2  
Working 
Days late 

 
 
 

2% 

>2 
Working 

Days 
late 

 
 

5% 

SL07 
Accuracy of 
Financial 
Transactions  

Financial Transactions are processed correctly in accordance 
with this Service Level, Schedule 14 (Revenue Collection and 
Payments).and Schedule 2.1 Statement of Requirements.  
 
The Supplier will ensure the Service System: 
  
(a) Correctly apply the amount to the relevant transaction 
(b) to the correct Customer Account;  
(c) the correct receipt is issued;  
(d) the Payment or Refund was taken in accordance to any 

100% Service Credit  

1-10  
Items 

 
1% 

11-21 
Items 

 
2% 

>21 
Items 

 
5% 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

guidance provided by TfL; and  
TfL reserve the right to include any errors they uncover or are 
informed of.  
 

SL08 

Timely, 
Complete and 
Correct 
Provision of 
Reports  

The Supplier shall provide complete and correct Reports in 
accordance with the timescales agreed under or in accordance 
with the Agreement or as otherwise expressly agreed in writing 
by the Parties. 
 
For recurring Reports (e.g. daily, weekly, monthly or 
periodically), each instance of a Report delivered on its due date 
shall be deemed to be a unique Report. TfL shall determine the 
list of recurring Reports against which this Service Level shall be 
measured. 
 
Financial Reporting should be carried out in accordance with 
Schedule 7.3 (Finance Audits and Reports) The Supplier will 
produce a series of agreed finance reports which take into 
account all payments taken across all payment channels in 
accordance with Schedule 14 (Revenue Collection and 
Payments) to ensure the accuracy of the payments processed.   
These reports will include all Financial Transations in order to 
determine that the payment was processed by the system 
correctly. 
 
The finance reports to be produced will be agreed between the 
Supplier and TfL and may change from time to time depending 
on any identified issues all information relevant to a request shall 
be retrieved and provided to TfL by the Supplier within five (5) 
Working Days (or such other period as the Parties may 
expressly agree in writing) of TfL or an Other Supplier requesting 
it. 
 
The point at which the Supplier will start to be measured for the 
purposes of this Service Level  shall be the date and time a 
Report is due or an error is identified. 
For the avoidance of doubt any reports required for the 

0 Reports late, 
incomplete or 
inaccurate 

 

1 – 5 
Working 

Days  
 

1% 

>5 – 10 
Working 

Days 
 

2% 

>10 
Working 

Days 
 

3% 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

interfaces such as Congestion Charge and Clean Air Zone will 
not be treated as a MIS report for the purposes of this SLA. 
 
The point at which measurement will end for the purposes of this 
Service Level shall be the date and time a Report is delivered or 
corrected. 
The Service Level measure shall be based upon all Reports 
delivered or corrected during the Period. 
 

SL09 Accuracy of 
MIS Data  

The Supplier shall provide complete and correct MIS Data as 
defined in Schedule 2.1 (Statement of Requirements). 
This Service Level measures the resolution of Incidents raised 
due to inaccurate or incomplete MIS Data (“MIS Incident”).   
 
All MIS Incidents will be managed in accordance with paragraph 
6.3 of Schedule 2.2B (Service Management). 
Each MIS Incident will be allocated a priority rating based on the 
following: 
 
Priority 1: the data error has material impact on reports or 
information provided by TfL to external parties 
Priority 2: the data error has material impact on reports or 
information used internally by TfL and has a business 
operational impact 
Priority 3: the data error has material impact on reports or 
information used internally by TfL and has a MIS operational 
impact. 
 
The time taken to resolve a MIS Incident is the time logged in 
the Incident Management Log referred to in paragraph 6.2.2(d) 
of Schedule 2.2B (Service Management) for a MIS Incident to 
the time the MIS Incident is resolved and closed.  
 
The time which must be logged in the Incident Log as the time 
the MIS Incident arose is the time either Party or a member of 
either TfL's or Supplier Personnel becomes aware or is made 
aware of any inaccurate or incomplete MIS Data. 

Priority 1 
Priority 1 within 
5 Working Days  

 

<5-6 
Working 

Days 
 

1% 

>6-8 
Working 

Days 
 

2% 

>8 
Working 

Days 
 

5% 
 

Priority 2 
Priority 2 within 

10 Working 
Days 

<10-12 
Working 

days 
 

0.5% 

>12-15 
Working 

days 
 

0.75% 

>15 
Working 

days 
 

1.5% 
 

Priority 3 
Priority 3 within 

30 Working 
Days 

30-45 
Working 

Days 
 
 

0.10% 

>45-60 
Working 

Days 
 
 

0.20% 

>60 
Working 

Days 
 
 

0.50% 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

 
A MIS Incident is considered to be resolved and closed when the 
Supplier has provided complete and correct MIS Data to TfL and 
the MIS Incident has been properly recorded as closed in the 
Incident Management Log referred to in paragraph 6.2.2(d) of 
Schedule 2.2B (Service Management) by the Supplier with the 
express written agreement of TfL, which agreement may be 
given retrospectively. 
 
The point at which the Supplier shall start to be measured for the 
purposes of this Service Level shall be the time at which the MIS 
Incident is logged (or should have been logged). 
 
The point at which measurement will end for the purposes of this 
Service Levels shall be the time at which the MIS Incident is 
resolved and closed. 
 
The Service Level measure shall be based upon all MIS 
Incidents which have been resolved and closes during the 
Period. 

SL10 

This Service Level measures the extent to which Normal, 
Emergency and Pre-Approved Operational Changes are 
successfully implemented.   
 
An Operational Change is "successfully implemented" if it is 
implemented in accordance with the agreed Operational Change 
Form (including in relation to timescale) This includes meeting all 
specified TfL Requirements and milestones. 
 

100% of all 
Emergency 
Operational 
Changes   

Service Credit 
Percentage 

 
Up to 10 
Working 
Days late  
1%   

 
Up to 20 
Working 
Days late  

2.5%  

 
>20 

Working 
Days late  

5%  

SL10 Change 
Management 

This Service Level measures the extent to which Normal, 
Emergency and Pre-Approved Operational Changes are 
successfully implemented.   
 
An Operational Change is "successfully implemented" if it is 
implemented in accordance with the agreed Operational Change 
Form (including in relation to timescale) This includes meeting all 
specified TfL Requirements and milestones. 

100% of all 
Emergency 
Operational 
Changes   

Service Credit 
Percentage 

 
Up to 10 
Working 
Days late  

1%   

 
Up to 20 
Working 
Days late  

2.5%  

 
>20 

Working 
Days 
late  
5%  

100% of all 
Normal and 

Service Credit 
Percentage 

 
Up to 10 

 
Up to 20 

>20 
Working 
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Ref. Service Level Calculation and Measurement Service Level 
Target 

Band Category/ 
Service Credit 

Percentage 
Band 1 Band 2 Band 3 

Pre-Approved 
Operational 
Changes   

Working 
Days late  

1%   

Working 
Days late  

2%  

Days 
late  
4%  
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ANNEX 1 – COMPONENT VIEW OF SERVICE SYSTEM AS PROVIDED BY SUPPLIER 

Key
Key Components

Online Portal 
and 

Online Components
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