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HROA Recommended PracticeTM  for Service Level Agreement (SLA) Methodology

Introduction

The HROA Recommended PracticeTM  for Service Level Agreement (SLA) Methodology presents the most commonly used HR business process outsourcing SLA methods. This Recommended Practice has been reviewed and approved by the HROA Research and Standards Committee (RSC), with members representing the HRO industry including buyers, service providers, attorneys and advisors. 
Target Audience

This document is for use by all parties involved in establishing, revising and managing the negotiation of SLAs for HR outsourcing contracts. Those new to HR outsourcing and how SLAs are developed will find the information especially helpful.

Purpose

The HROA Recommended PracticeTM  for SLA Methodology is intended for use in determining the service level definitions and performance standards for HR processes commonly included in HRO contracts.  

Using accepted Service Level Agreement Methodology and metrics reduces the time and resources needed to establish the service level definition and measures. The goal of SLAs is to:

· Have pre-defined mutual performance expectations

· Provide data and metrics to validate perceived service quality or issues

· Incent consistently high performance 

· Place the focus on improving performance NOT obtaining credits

SLAs are central to the value of outsourcing, significantly impact pricing and are therefore one of the core areas of contract negotiation. The number of Service Levels and performance standards selected will vary based on the many factors that shape the nature of each deal. When establishing SLAs, consideration needs to be given to:

· Scale, scope, complexity and customization of services included in the Statement of Work

· Geography, regulations and standards may vary by location/country

· Size of company/volume of activity

There is no one-size-fits-all list of Service Levels and performance standards. For example, the SLAs for  single service compared to a comprehensive multiple process global outsourcing will look quite different. The HROA Recommended PracticeTM for Service Level Agreement provides a comprehensive framework for developing appropriate SLAs customized for the facts and circumstances of a particular service relationship.
Limitations

To be as useful as possible, the information provided in this document contains examples and information illustrative of current industry practices.  The information should not be used to limit or replace the negotiation process between the buyer and service provider.
HROA published standards or practices are intended to provide a minimum best practice basis for addressing problems in HR outsourcing, and these standards and practices are not prescriptive or intended to be adopted and used in all situations.  Customization may be necessary or appropriate in any given circumstance.  HROA welcomes feedback and input about its Recommended Practices™.
Linkages

HROA Recommended PracticesTM provide a basic foundation of single topic information and tools that can be used as a common starting point for developing, negotiating and managing HR outsourcing agreements.  
HROA Recommended PracticesTM are not intended to cover all aspects and issues related to the topic. Additional education and guidance may be needed to address circumstances specific to a particular buyer and service provider.

The HROA Research and Standards Committee is developing other HRO practices including; Pricing and Statements of Work. Please visit HROA's  Industry Standards & Practices page for more information. 
The Guidelines and Definitions outlined below are to be used in conjunction with the Service Level Matrix document embedded below.
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Guidelines for SLA Methodology

Service Level Agreement methodology should balance the interests of the buyer and the service provider. 

Service Levels describe the contracted performance standards for the Services and should be defined to specifically relate to the services provided as described in the Statements of Work.

There are two classes of Service Level performance metrics used, Critical Service Levels (CSLs) and Key Measurements (KMs). 
1. Critical Service Levels are performance measurements defined for the most important service areas. CSLs have associated fees, called Performance Credits, payable by the service provider to the buyer for missed CSLs according to the terms of the contract.  

The buyer and service provider need to agree which areas of service are the most critical to performance of the services. Focus on those service deliverables that most directly reflect the value and purpose of the service, impact user satisfaction and business operations, and increase legal, regulatory or fiduciary risk. The number of CSLs defined should be manageable, so that the impact of missing a service level is not diluted.  
CSLs represent protection for the buyer and risk for the service provider and require significant investment by the service provider in areas such as controls, staffing, operations and service recovery to ensure performance capability. Selecting too many CSLs or requiring ultra-high performance targets may drive up buyer comfort, but may also drive up the pricing for the services. 
2. Key Measures are performance target measurements for non-critical service areas. KMs are not eligible for Performance Credits. Key Measures cover less critical service deliverables, sub processes or interim activities that are related to CSL performance, and are reflective of overall effective and efficient service performance management. Based on periodic contractual SLA reviews, adjustments will be negotiable and KMs may be promoted to CSLs.
Service Level measurement and reporting normally begins immediately following the Service Commencement Date. However, to allow for stabilization where appropriate, application of Performance Credits may be reduced or waived for some period of time (usually two to six months) after the Service Commencement Date.

Service providers provide the measurement and monitoring tools and procedures necessary to measure and report performance of the Services against the Service Levels on a monthly or quarterly basis for both Critical Service Levels and Key Measures. The volume and timing of the service activities impact setting the Measurement Period for each Service Level to ensure adequate sample sizes. Most Service Levels will be measured monthly; some quarterly and a few may only be measured annually.

Service Level Defaults

Performance that falls below the Service Level target(s) is called a Service Level Default and must be reported to the buyer in the next scheduled performance report, or as otherwise agreed. For example, in cases of sustained outages or service failures in CSL areas such as Payroll or IT, there are often specific, more stringent, notification procedures. 

Many contracts will call for the service provider to provide a root cause analysis report and remediation plan to the buyer in order to resolve the issue and prevent the same failure from occurring again. 

Performance Credits and At Risk Amounts 

The first function of Service Level Agreements is to confirm the service provider’s delivery of the Services within the contractual standards to ensure the buyer is receiving the quality of services promised, supporting buyer satisfaction and the service provider’s reputation. The second function of Service Level Agreements is to incent service provider compliance with the performance targets.  

A Performance Credit, representing a specified financial amount payable to the buyer, may be incurred in the case of a service provider’s Service Level Default of a Critical Service Level. To provide a pool of funds to cover Performance Credits an At Risk Amount is determined. The fees at risk are a percentage of the service provider’s contract billing, typically 10-13% of the Base Fees for the Measurement Period. 

The At Risk Amount is allocated across Performance Categories that represent the Services, e.g., Payroll, Recruiting & Staffing, Learning, Case Management, etc. Each Critical Service Level is then assigned its own weighting within the Performance Category Allocation. Individual CSL weightings must add up to 100% of the Performance Category. 
Few Service Level Defaults are anticipated to occur, particularly within a given Measurement Period. Therefore, the totals of the Performance Category Allocations normally add up to more than 100%. The At Risk Pool Percentage available for allocation is commonly capped at 150% – 300% of the total At Risk Amount. 

In the event of a Service Level Default, Performance Credits are calculated as follows: Performance Credit = A * B * C.
A. At Risk Amount for the Services

B. Performance Category Allocation Percentage for the Performance Category in which the Service Level Default occurred

C. Service Level Allocation Percentage for the Critical Service Level in which the Service Level Default occurred

For example, assume that the service provider fails to meet the Critical Service Level for Service Center Availability. The At Risk Amount is 10% of the Base Fee Charges and the Base Fee Charges for the month are $2,000,000. The Performance Category Allocation is 25% of the At Risk Amount and the Service Level Allocation Percentage for the defaulted Critical Service Level is 40%. The Performance Credit is calculated as:

A. 10% of $2,000,000 = $200,000

B. 25% of $200,000 = $50,000

C. 40% of $50,000 = $20,000

       Performance Credit = $200,000 x 25% x 40% = $20,000
If more than one Service Level Default is accrued in a reporting period, the sum of the Performance Credits will be credited to the buyer, but may not exceed, in total, the At Risk Amount. 

Earnback
Buyers want performance, not Performance Credits. In many contracts the service provider may Earnback Performance Credits for consistently high performance. This is generally defined as average performance at or above the Expected Service Level over the Contract Year or other 12 month period. This provision provides incentive to the service provider to put extra effort into recovering from a Service Level Default and maintaining high average performance, rather than “giving up” on that measure.
The exact process for applying Performance Credits and recovering Earnbacks will vary by service provider and buyer. Here is one example of how the Earnback process may be applied:

Within 30 days after each contract year, the service provider delivers a report to the buyer covering each Critical Service Level which had a Service Level Default during the preceding 12 months, including calculations for the yearly performance average and total amount of Performance Credits imposed.  If the service provider achieved a yearly performance average for the CSL that was greater than, or equal to, the Expected Service Level for a particular CSL, the service provider may be relieved from the Performance Credits assessed during the preceding contract year for that CSL.

Modifying Service Levels

According to the terms of the contract, on an annual or semi-annual basis, the Buyer may review performance against the Service Levels and add, change or delete Service Levels and/or reallocate the fees at risk amongst measurements. 
There are many reasons for modifying the SLAs across the life of the contract. Some Service Levels may be preplanned to be adjusted upon completion of improvement projects, buyer business needs change increasing or decreasing the importance of some service areas, and the services themselves may be modified requiring changes to remain in alignment with the Statements of Work. Also, Service Levels are changed to focus service provider attention on particular areas of performance concern. For example, if multiple misses of a KM is causing buyer satisfaction issues, it may be a candidate for becoming a CSL.

The following types of changes may apply:

· Additions or deletions to Performance Categories

· Additions or deletions to Service Levels (Critical Service Levels and Key Measurements)

· Modifications to Performance Category Allocation Percentages

· Modifications to Service Level Allocation Percentages

· Preplanned changes in Service Levels as described in the contract 

· Movement of Critical Service Levels to Key Measures and Key Measures to Critical Service Levels
Modifications to Service Levels will be bound by related terms of the contract. There may be a period of time allowed to transition to the new performance standard and before Performance Credits are instituted. For totally new Service Level measures, a baseline may need to be established before performance targets can be determined, especially for CSLs.

Minimum and Expected SLAs

There is more than one accepted process used to set performance targets.  This HROA Recommended PracticeTM describes one of the most common methods used – Minimum and Expected Service Levels.

With this method, Service Levels include both an expected and minimum attainment level and the goal is performance that averages the expected level. By setting a Minimum and Expected Service Level a certain amount of fluctuation in performance is acknowledged and protects the service provider from Service Level Defaults triggered by minor temporary variations in performance, which can help control the cost to provide the Services.

A Service Level Default is triggered by either a single miss of the Minimum Service Level or multiple misses of the Expected Service Level (generally defined as more than 3 or 4 misses in a 12 month period) for a Critical Service Level or a Key Measure. 

If there is both a Minimum Service Level Default and an Expected Service Level Default for the same Critical Service Level in a given Measurement Period, Performance Credits would only accrue for the Minimum Service Level Default. 

If Earnback applies, and the service provider achieves a Yearly Performance Average that is greater than, or equal to, the Expected Service Level, the service provider may be relieved from paying any Performance Credits assessed during the preceding Contract Year for that Critical Service Level. 

Service Level Methodology Definitions

General

At Risk Amount – the maximum amount the service provider has at risk for meeting the Critical Service Levels, typically ranging from 10%-13% of the service provider’s Base Fees Charges during the reporting period.

At Risk Pool Percentage – the sum of all the Performance Category Allocation Percentages; typically ranges from 150%-300%.

Base Fee Charges – the monthly charges for the services provided.  (Does not include onetime transition charges or monthly pass-through expenses)

Critical Deliverable – those onetime or periodic deliverables that are defined as critical and have fees at risk (Deliverable Credits) due for service provider’s failure to meet the deliverable by the agreed timeframe.
Critical Service Level – those Service Levels that are defined as critical and have fees at risk (Performance Credits) and are measured and reported on a scheduled basis.  (Also called Critical Service Indicators, CSIs)

Deliverable Credits – the monetary amounts that the service provider will pay to the buyer in the event of a failure to achieve a Critical Deliverable 

Earnback – the opportunities that the service provider has to earn back Performance Credits

Expected Service Level – the target level of performance for a Critical Service Level or Key Measure; the goal is performance that averages the expected level. 
Key Measure – Service Levels that are not defined as critical, do not have fees at risk, but are measured and reported on a scheduled basis.  (Also called Key Performance Indicators, KPIs)

Measurement Period - timeframe for calculating Service Level performance, usually one month. To allow for adequate sample size, a quarterly or other frequency may be used. 

Minimum Service Level – the minimum level of acceptable performance for a Critical Service Level or Key Measure. 

Performance Category – a grouping of related individual Service Levels. 

Performance Category Allocation Percentage – the portion of the At Risk Pool Percentage allocated to a Performance Category, expressed as a percentage.

Performance Credit – the amount owed to the buyer by the service provider in the event of a Service Level Default.

Service Commencement Date (SCD) – the date the service provider begins administering the contracted services.

Service Levels – performance standards for the covered services, includes Critical Service Levels and Key Measures.

Service Level Allocation Percentage – the portion of the Performance Category Allocation Percentage allocated to a Critical Service Level, expressed as a percentage.

Service Level Default – occurs when (1) a Minimum Service Level is not met during the measurement period or (2) an Expected Service Level for the same Service Level is not met more than (typically) 3 - 4 times during a 12 consecutive month period. This applies to both Critical Service Levels and Key Measures. 
Window – Measurement Period for a given CSL or KM.
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Critical Service Levels

		HR Critical Service Levels

		At Risk Amount - Expressed as a % of the Monthly Charge		13%

		Pool Percentage Available For Allocation - Expressed as a % of the "At Risk" amount		275%

		Pool Percentage Available But Not Allocated - Expressed as % of the Pool not Allocated		0%

		Service Levels Applicable to All Processes

		Service Center Availability																						SL Credit				% of

		Allocation of Pool Percentage		25%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Service Center open and fully functional						0				99.90%				99.00%				Monthly				40.0%				1.3%

		Calculated as the number of hours the Service Center is able to accept phone calls and process transactions divided by the total number of hours the Service Center is scheduled to be available (published business hours, excluding scheduled downtime).

		IVR and/or Call Prompter available and fully functional						0				99.90%				99.00%				Monthly				20.0%				0.7%

		Calculated as the number of hours the IVR and/or Call Prompter is able to be accessed without a busy signal by a caller divided by the total number of hours the IVR and/or Call Prompter is scheduled to be available (24/7, excluding scheduled downtime).

		Internet available and fully functional						0				99.90%				99.00%				Monthly				40.0%				1.3%

		Calculated as the number of hours the provider's Internet site is fully accessible and able to support full ESS and MSS functionality divided by the total number of hours the internet site is scheduled to be available (24/7, excluding scheduled downtime).						Performance Category SL Credit Totals																100.0%

		Note: the above three measures may be considered for elimination if sufficiently covered under critical applications measures.

		Service Center Contacts																						SL Credit				% of

		Allocation of Pool Percentage		30%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Average Speed to Answer						0				85.00%				80.00%				Monthly				60.0%				2.3%

		Calculated as the number of telephone calls to Service Center that were answered within 30 seconds from the time caller selected the option to speak to a live agent divided by the total number of calls where caller selected the option to speak to a live agent.

		First contact resolution						0				85.00%				80.00%				Monthly				40.0%				1.6%

		Calculated as the number of Service Center contacts (calls or email) resolved on the first contact divided by the total number of Service Center contacts.						Performance Category SL Credit Totals																100.0%

		Case Management																						SL Credit				% of

		Allocation of Pool Percentage		25%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Cases resolved within 5 business days of receipt of all required information						0				96.00%				93.00%				Monthly				60.0%				2.0%

		Calculated as the number of cases resolved within 5 business days divided by the total number of cases opened for the period. A case must be opened for all inquiries that cannot be resolved in the first contact.

		Note: an alternative to the above measure would be 98/95% of all cases closed according to agreed closure timeframes that vary by type of case.

		Cases resolved within 20 business days of being opened						0				99.90%				98.00%				Monthly				40.0%				1.3%

		Calculated as the number of cases resolved within 20 business days divided by the total number of cases opened for the period.						Performance Category SL Credit Totals																100.0%

		Service Levels Applicable to All Processes (cont)

		Customer Satisfaction																						SL Credit				% of

		Allocation of Pool Percentage		25%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Level of Satisfaction - Employee/Participant						0				85.00%				80.00%				Quarterly				100.0%				3.3%

		Percentage of surveyed Employees/Participants indicating “overall satisfaction”, using a 5 point scale, where 5 represents completely satisfied and 1 represents completely dissatisfied and “overall satisfaction” is defined as the top 2 responses. Calculated as number of respondents indicating “overall satisfaction”, divided by total number of respondents.						Performance Category SL Credit Totals																100.0%

		Information Technology																						SL Credit				% of

		Allocation of Pool Percentage		25%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Sev 1 and Sev 2 IT Problems Resolved Within 4 Hours						0				99.50%				98.00%				Monthly				50.0%				1.6%

		Calculated as the number of Sev 1 and Sev 2 incidents where business capability has been restored within 4 hours divided by total number of Sev 1 or Sev 2 issues.  Agreed upon scheduled outages are excluded from calculation.  Sev 1 is defined as a critical function/processing has stopped, significant percentage of population or locations impacted, and client HR personnel or Service Provider staff are unable to perform.  No practical workaround, bypass or alternative is available.  Major financial impact condition or  significant impact on employee population exists. Sev 2 is defined as a key component, function, application, critical system or network is down, materially degraded or unusable. Processing is severely impacted, multiple locations/populations are impacted and no practical workaround, alternative or bypass exists. Material financial impact or a potential critical impact on service delivery exists.

		Availability of Critical Applications						0				99.90%				99.00%				Monthly				50.0%				1.6%

		Calculated as the number of minutes all key applications (Tier 1 and Tier 2) are up and running at agreed upon levels and available at server to end users divided by the number of minutes all key applications are scheduled to be available. Agreed upon scheduled outages are excluded. List of qualifying Tier 1 and 2 Applications shall be agreed by the Parties.						Performance Category SL Credit Totals																100.0%

		Data Management and Reporting																						SL Credit				% of

		Allocation of Pool Percentage		50%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Interfaces - Timeliness						0				99.50%				98.00%				Monthly				20.0%				1.3%

		Calculated as number of interface files delivered or applied per established schedule (total interface files minus interface files delivered/applied late) divided by total number of interface files scheduled for processing.

		Interfaces - Accuracy						0				99.50%				98.00%				Monthly				20.0%				1.3%

		For all interface files delivered to client or third parties, the number of files identified in the measurement window with errors that would require resubmission of the file will be measured. The accuracy rate will be calculated as follows: The number of files with no errors in the measurement window, divided by the total number of files sent to client or third parties in the measurement window.

		Service Levels Applicable to All Processes (cont)

		Transaction Processing - Accuracy						0				99.50%				99.00%				Monthly				30.0%				2.0%

		Calculated as the number of designated transactions (e.g., personal data change, job transfer, termination, benefits enrollment) processed accurately divided by the total number of transactions sampled during the period. Designated transactions and sampling methodology to be agreed by the parties.

		Transaction Processing - Timeliness						0				99.50%				98.00%				Monthly				30.0%				2.0%

		Calculated as the number of designated transactions (e.g., personal data change, job transfer, termination, benefits enrollment) processed within the agreed schedule divided by the total number of transactions sampled during the period. Designated transactions and sampling methodology to be agreed by the parties.						Performance Category SL Credit Totals																100.0%

		Vendor Management [If applicable]																						SL Credit				% of

		Allocation of Pool Percentage		5%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Third Party Payments - Timeliness						0				99.50%				98.00%				Monthly				100.0%				0.7%

		Calculated as number of Third-Party Payments prepared on Client's behalf delivered according to Client's defined payment schedule divided by the total number of payments.   [ONLY APPLICABLE IF IN-SCOPE]						Performance Category SL Credit Totals																100.0%

		Service Levels Applicable to Specific Processes

		Payroll and Distributions																						SL Credit				% of

		Allocation of Pool Percentage		50%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Pay Timeliness On-Cycle - Percentage of Payments Distributed On Time						0				100.00%				99.50%				Monthly				20.0%				1.3%

		Calculated as number of payments distributed on time per agreed schedules (total payments minus payments distributed late) in a measurement window divided by total number of payments produced in that period. “Distributed” is defined as when the payments are put into distribution channels (e.g., bank file processed or payment mailed).

		Payroll Accuracy - Percentage of Paychecks Produced Accurately (Net)						0				99.95%				99.50%				Monthly				50.0%				3.3%

		The percent of payments that do not contain a Service Provider error for the measurement window. All instances of a detected error are counted and analyzed for root cause. Those determined to be the result of Service Provider errors are measured. The calculation is the total number of payments minus the total number of Service Provider errors, divided by the total number of payments.

		Statutory Filing/Remittance - Accuracy and Timeliness						0				99.50%				99.00%				Quarterly				10.0%				0.7%

		Calculated as the number of statutory filings (tax or other) and remittance delivered accurately and timely (according to agreed upon payroll calendar) divided by the total number of statutory filings that were due to be delivered.

		Accounting Accuracy and Timeliness						0				99.00%				97.00%				Quarterly				10.0%				0.7%

		Calculated as the number of accounting files delivered accurately and on time as per agreed schedules divided by the total number of accounting files scheduled to be delivered during the measurement window.

		Service Levels Applicable to Specific Processes (cont)

		Benefit Reimbursement/Disbursement Accuracy and Timeliness  [ONLY APPLICABLE IF IN-SCOPE]						0				99.50%				99.00%				Monthly				10.0%				0.7%

		Calculated as the number of reimbursement/disbursement payments made without errors and within agreed timeframes (as defined in the requirements documents) divided by the total number of payments made during the measurement window.						Performance Category SL Credit Totals																100.0%

		Learning																						SL Credit				% of

		Allocation of Pool Percentage		20%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Learning Management System (LMS) Update - Accuracy						0				99.00%				97.00%				Monthly				33.0%				0.9%

		Calculated as the number of accurately processed LMS updates (e.g., logistics change (time, date, location), student information (training record), catalog, etc.) divided by total number of LMS updates processed during the measurement window.

		Learning Administration - Timeliness						0				98.00%				95.00%				Monthly				34.0%				0.9%

		Calculated as the number of learning service requests performed according to agreed schedule (by type) divided by the total number of learning service requests during the measurement window. Sample request types include: student information addition/updates, individual and batch enrollments/cancellations, class roster updates, course catalog additions/updates,  scheduling of instructors, classrooms, etc.

		Materials Fulfillment - Accuracy   [ONLY APPLICABLE IF IN SCOPE]						0				98.00%				95.00%				Monthly				33.0%				0.9%

		Calculated as the number of accurate classroom learning materials requirements fulfilled divided by total number of classroom learning events requiring materials.						Performance Category SL Credit Totals																100.0%

		Recruiting & Staffing																						SL Credit				% of

		Allocation of Pool Percentage		20%				SCD+Mos*				Expected				Minimum				Window				Allocation				Invoice

		Recruiting Administration Timeliness						0				95.00%				90.00%				Monthly				30.0%				0.8%

		Calculated as the number of recruiting administration activities performed within agreed timeframes divided by the total number of recruiting administration activities performed during the measurement window. Sample Recruiting Administration activities include requisition posting, scheduling of assessment testing, mailing offer package, etc.

		Quality of Candidate Slate - RPO   [ONLY APPLICABLE IF IN-SCOPE]						0				95.00%				90.00%				Monthly				10.0%				0.3%

		The ratio of candidates submitted for interview which are selected for interview by the recruiter/hiring manager is under 3:1.

		Time to Fill - RPO    [ONLY APPLICABLE IF IN-SCOPE]						0				95.00%				90.00%				Monthly				40.0%				1.0%

		Calculated as the average number of days from receipt of an approved requisition to the day of offer acceptance. Percent of requisitions meeting agreed time to fill goals as defined below:
(1) External Management/Professional – XX Calendar Days for management, technical, and specialty positions. XX Calendar Days for non-management positions
(2) External non-Management/Professional – XX Calendar Days
(3) Internal Management/Professional – XX Calendar Days for management and non-management positions
(4) Internal non-Management/Professional – XX Calendar Days

		Service Levels Applicable to Specific Processes (cont)

		Hiring Manager Satisfaction - RPO     [ONLY APPLICABLE IF IN-SCOPE]						0				90.00%				85.00%				Quarterly				20.0%				0.5%

		Quarterly summary of results of Hiring Manager survey conducted following the completion of each hire.  The satisfaction survey will be agreed upon in advance and is expected to be based on a 5-point scale.  Results are calculated as the average of all individual surveys with each survey section (overall satisfaction with services, accuracy of information, etc.) weighted equally.						Performance Category SL Credit Totals																100.0%

		* SCD+Mos* = The commencement of obligations with regards to each service level shall commence on latter of either the Service Commencement Date (SCD) or the number of months after the SCD stipulated here.
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Key Measurements

		HR Key Measurements

		Key Measures Applicable to All Processes

		Service Center Contacts				SCD+Mos*				Expected				Minimum				Window

		E-mail Response Rate				0				99.00%				97.00%				Monthly

		Calculated as the number of e-mails received by the Service Center that were answered within 24 hours of receipt divided by total number of emails received during the measurement window. If issue resolution is not possible within 24 hours the email may be answered by indicating the actions being taken and expected resolution timeframes. Auto-generated email responses that simply acknowledge receipt do not meet this requirement.

		Abandonment rate				0				3.00%				5.00%				Monthly

		Calculated as the number of calls to the Service Center abandoned by the caller after the caller selected the option to speak to a live agent divided by the total number of calls where the caller selected the option to speak to a live agent. Calls abandoned in less than 30 seconds are excluded.

		Interaction reliability				0				95.00%				85.00%				Monthly

		A single measure that reflects the accuracy, completeness and quality of 6 or more selected interactions with the Service Center as defined by a mutually agreed upon evaluation and scoring methodology.

		Case Management				SCD+Mos*				Expected				Minimum				Window

		Escalated employee issues				0				0.10%				0.25%				Monthly

		Calculated as the number of employee cases escalated to Client management divided by the total number of cases.

		Employee Records Delivery Timeliness				0				99.50%				98.00%				Monthly

		Calculated as the number of employee records delivered within X business days of request divided by the total number of employee records requested in the measurement window.

		Key Measures Applicable to All Processes (cont)

		Information Technology				SCD+Mos*				Expected				Minimum				Window

		Sev 3 and Sev 4 Resolution				0				99.00%				97.00%				Monthly

		Calculated as the number of Sev 3 and Sev 4 incidents where business capability has been restored in accordance within the agreed schedule divided by the total number of Sev 3 and Sev 4 incidents in the measurement window.  Sev 3 is defined as a component, function, minor application or procedure is down, unusable or difficult to use.  There is some operational impact, but no immediate impact on service delivery. An acceptable workaround, alternative or bypass exists.  Sev 4 is defined as a component, function, minor application or procedure is not functioning correctly or improved functionality is required; however, there is no immediate need to resolve the issue. Timing of resolution will be mutually agreed.

		Data Management and Reporting				SCD+Mos*				Expected				Minimum				Window

		Employee Data Management (EDM) Transaction Processing - Accuracy				0				99.50%				98.00%				Monthly

		Calculated as the number of EDM service requests (table maintenance, data corrections, etc.) processed accurately divided by the total number of EDM service requests in the measurement window.

		Employee Data Management (EDM) Transaction Processing - Timeliness				0				99.50%				98.00%				Monthly

		Calculated as the number of EDM service requests (table maintenance, data corrections, etc.) processed within the agreed schedule divided by the total number of EDM service requests in the measurement window.

		Standard Reporting - Timeliness				0				99.00%				97.00%				Monthly

		Calculated as number of standard reports delivered or available per the agreed schedule divided by total number of standard reports scheduled for delivery in the measurement window.

		Custom Reports - Timeliness				0				95.00%				90.00%				Quarterly

		Calculated as number of custom reports delivered or available per agreed timeframes divided by total number of custom reports requested in the measurement window.

		Ad Hoc Reporting - Timeliness				0				97.00%				95.00%				Quarterly

		Calculated as number of ad hoc reports delivered  within two business days or as otherwise agreed divided by total number of ad hoc reports requested during the measurement window.

		Key Measures Applicable to All Processes (cont)

		Customer Satisfaction				SCD+Mos*				Expected				Minimum				Window

		Level of Satisfaction - HR Professional				0				80.00%				75.00%				Quarterly

		Percentage of surveyed HR Professionals indicating “overall satisfaction”, using a 5-point scale, where 5 represents completely satisfied and 1 represents completely dissatisfied and “overall satisfaction” is defined as the top 2 box responses. Calculated as number of respondents indicating “overall satisfaction”, divided by total number of respondents.

		Level of Satisfaction - Managers				0				80.00%				75.00%				Quarterly

		Percentage of surveyed managers indicating “overall satisfaction”, using a 5-point scale, where 5 represents completely satisfied and 1 represents completely dissatisfied and “overall satisfaction” is defined as the top 2 box responses. Calculated as number of respondents indicating “overall satisfaction”, divided by total number of respondents.

		Staff Turnover				SCD+Mos*				Expected				Minimum				Window

		Service Provider Staff Turnover by Service Location				0				15.00%				30.00%				Quarterly

		Calculated as the number of Service Provider staff moved off of the Client account (by transfer or termination) during the measurement window divided by the average total number of Service Provider staff supporting Client during the measurement window.  Reported for each material Service Location.

		Project Management				SCD+Mos*				Expected				Minimum				Window

		Responsiveness to Scoping Estimate Requests				0				95.00%				90.00%				Monthly

		Percentage of Change Order requests responded to within agreed timeframes. Calculated as the elapsed time between receipt of a Change Order request from an authorized representative of the client until the cost and time estimate has been delivered to the client. Requests will be prioritized as follows: High = 4 business days, Medium = 7 business days, Low = 10 business days.

		Key Measures Applicable to Specific Processes

		Payroll and Distributions				SCD+Mos*				Expected				Minimum				Window

		Regulatory Filing / Compliance - Accuracy (Net)				0				99.90%				99.90%				Annually

		Calculated as the number of employee tax reports produced accurately (total number of employee tax reports processed for the prior year minus those requiring correction due to Service Provider error, divided by the total number of employee tax reports processed for the prior year.

		Manual Payment - Timeliness				0				99.50%				98.00%				Monthly

		Calculated as the number of manual payments placed into distribution channels no more than one business day after the request was received divided by the total number of manual payments requested. Applicable for payments required due to statutory requirement or error corrections.

		Learning				SCD+Mos*				Expected				Minimum				Window

		Training Effectiveness & Measurement [Applicable for Content Development/Delivery only]				0				98.00%				95.00%				Monthly

		Calculated as the number of successful Level 1-4 assessment completions divided by the number of Level 1-4 assessments delivered. A successful result shall be defined within the requirements established between the parties for each level of assessment (1-4).

		Content Design and Development - Interoperability [Applicable for Content Development/ Delivery only]				0				99.00%				95.00%				Quarterly

		Defined as e-Learning content courseware's ability to function successfully with LMS infrastructure. Measured as the percentage of e-learning programs being deployed to production without reprogramming to correct functionality errors. The calculation is as follows: the number of e-learning courseware that need to be reprogrammed or fixed to correct functionality errors, divided by the number of e-learning courseware deployed.

		Key Measures Applicable to Specific Processes (cont)

		Learning (cont)				SCD+Mos*				Expected				Minimum				Window

		Content Design and Development - Budget/Schedule Adherence [Applicable for Content Development/Delivery only]				0				99.00%				95.00%				Quarterly

		Measured as the percentage of e-Learning programs being deployed to production in adherence to agreed budget and schedule. The calculation is as follows: the number of e-Learning courseware modules that are delivered within the agreed budget and timeframes, divided by the number of e-Learning courseware modules deployed.

		Facilities Management				0				99.00%				95.00%				Quarterly

		Measured as the percentage of facility schedule transactions which conform to Client's stated requirements. The calculation is as follows: the number of facility schedule transactions which conform with requirements divided by the total number of facility schedule transactions scheduled during the measurement window, expressed as a percentage.

		Learner Satisfaction				0				85.00%				80.00%				Monthly

		Percentage of surveyed learners indicating “overall satisfaction”, using a 5-point scale, where 5 represents completely satisfied and 1 represents completely dissatisfied and “overall satisfaction” is defined as top 2 box responses. Calculated as number of respondents indicating “overall satisfaction”, divided by total number of respondents.

		Recruiting and Staffing				SCD+Mos*				Expected				Minimum				Window

		Employee Retention - RPO				0				90.00%				85.00%				Monthly

		Calculated as the number of candidates hired who are still employed by client 90 days after hire date divided by the total number of candidates hired.

		Diversity of Candidate Slate - RPO				0				80.00%				75.00%				Monthly

		Calculated as the number of requisitions containing at least one candidate that qualifies as diverse (race, gender tracked separately) divided by the total number of requisitions, based on review of the race/gender data for appropriate applicants associated with a requisition to determine if there are any applicants which meet the client’s race/gender diversity definitions.

		* SCD+Mos = The commencement of obligations with regards to each service level shall commence on latter of either the Service Commencement Date (SCD) or the number of months after the SCD stipulated here.
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Critical Deliverables

		HR Critical Deliverables

		Transition Critical Deliverables List				Credits (%)1				Application Period2

		Detailed Transition Plan completed within 60 days of Effective Date				1.00%				per two weeks late

		Requirements Documentation 100% complete per Transition Plan				2.00%				per two weeks late

		Integration testing completed and "accepted" per Transition Plan				1.00%				per two weeks late

		Policy and Procedures Guide (or Requirements Document) for each Service delivered per Transition Plan				1.00%				per two weeks late

		Successful transition per applicable Service Commencement Date (Client "accepts" that the Services are materially ready to "go live."				5.00%				per two weeks late

		Ongoing Critical Deliverables List				Credits3				Application Period2

		Conduct quarterly performance meeting with Client				10,000				per missed event

		90% of Service Levels and Key Measurements measured and reported within 30 days of Service Commencement Date				50,000				per missed reporting period

		Compensation or Performance Planning Cycles conducted per agreed milestones				50,000				per week late for each milestone

		Annual benefits enrollment completed per agreed timeline				50,000				per week late

		Annual results of Disaster Recovery/Business Continuity Test - Applications, Databases, Network and Processes available by XX date				25,000				per month late

		Annual penetration test reports available by XX date				25,000				per month late

		Notes:

		1 Credit amounts are expressed as a percentage (%) of implementation fees. These are illustrative and will naturally vary for each contract.

		2 Application: If Service Provider fails to meet a Critical Deliverable by its due date, the applicable Deliverable Credit shall become due and payable as of such due date and, thereafter shall continue to apply for each additional Application Period the Critical Deliverable is late (i.e., monthly, weekly or daily, as indicated herein) until such Critical Deliverable is met.

		3 Credit amounts are expressed as a fixed amount (or a percentage (%) of annual ongoing fees). These are illustrative and will naturally vary for each contract.
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