EXHIBIT F

PERFORMANCE STANDARDS
A. Performance Standards, Liquidated Damages and Remedy for Non-Performance
a. The Exchange and Contractor agree that failed, delayed, and/or other performance not in compliance with the terms of this Agreement may cause damages to the Exchange that may be uncertain and impractical or difficult to ascertain; and the Exchange shall assess, and Contractor promises to pay the Exchange in the event of such failed, delayed, and/or other performance not in accordance with the terms of this Exhibit, the amounts described in this Exhibit as liquidated damages and not as penalties. The schedule of liquidated damages represents damages in conformity with California Civil Code Section 1671, incurred in case of failed, delayed, or other performance not in accordance with the terms of this Agreement.

b. The parties acknowledge and agree that, in accordance with this Exhibit, Contractor could incur liquidated damages for more than one event if Contractor fails to timely perform its obligations by each date. Amounts due the Exchange as liquidated damages may be deducted by the Exchange from any money payable to Contractor under this Agreement, or the Exchange may bill Contractor as a separate item therefore. The obligation of Contractor to pay liquidated damages shall be subject to set-off against any undisputed amount that is due and owing by the Exchange to Contractor. Any liquidated damages due and owing from Contractor under this Exhibit that are not subject to such set-off shall be invoiced by the Exchange and shall be paid by Contractor within 30 days.

c. The assessment of liquidated damages shall not constitute a waiver or release of any other remedy the Exchange may have under this Agreement for Contractor’s breach of this Agreement.
d. Performance standards are interchangeably referred to as service level agreements or service levels in this solicitation and contract. The standards of performance in Table F-1 – “Performance Standards (Service Levels) and Assessment Percentages” will be monitored by the Exchange. 

Table F-1 - Performance Standards (Service Levels) and Assessment Percentages
General.

The Service Level Schedule table sets forth the Performance Indicators and their associated Service Levels.  In performing the Services, the County will use Commercially Reasonable Efforts to meet (or exceed) the Service Levels.

Root Cause Analysis / Corrective Action.  

In the event of the County’s failure to meet any Service Level in any calendar month (whether or not the failure is excused), the County will promptly: (a) investigate and report on the root cause of the problem; (b) develop a corrective action plan (where applicable); (c) to the extent within the County’s control, remedy the cause of the performance failure and resume meeting the affected Service Levels; (d) implement and notify the Exchange of measures taken by the County to prevent recurrences if the performance failure is otherwise likely to recur; and (e) make written recommendations to the Exchange for improvements in procedures. 

SERVICE LEVEL SCHEDULE

	Service Category
	 Performance Indicator
	Measurement Definition
	Measurement Tool
	Measurement Frequency
	 Service Level
	Monthly Percentage as Liquidated Damages

	Contact Handling
	Phone Call Average Handle Time
	Average Handle Time measures the average amount of time it takes agents to complete a call, including wrap time.  Average Handle Time shall be the amount of time, expressed in minutes, determined by dividing (i) the cumulative length of all inbound calls (as applicable) handled by agents, as measured from the time a call is answered by the agent until the time the call and associated after-call work is completed (including hold time during the call), by (ii) the total number of inbound calls (as applicable) answered by agents.
	ACD

	Monthly
	2013 Phone AHT SLA: General Inquiry – 420 seconds; Application Enrollment – 1800 seconds; Application Quick Sort - 360 seconds; Ongoing Support – 480 seconds; 
SLA to be established annually during the budget process; monitored quarterly at QBR and recalibrated as needed based on business needs
	1%

	Schedule Adherence
	Schedule Adherence Percentage
	Measures the percentage of time an agent is actively logged into the ACD Queue compared to the forecasted scheduled time the agent is supposed to be logged into the ACD Queue.
	ACD
	Monthly
	97% schedule adherence
	2%

	Quality
	Quality Monitoring
	Quality Monitoring measures the quality of agent interactions with consumers, including the accuracy of information provided to consumers, adherence to established procedures, the accuracy of data entry into the systems based on an average of data attributes and customer relations skills. The Exchange shall monitor a minimum of ten (10) Agent interactions per month.  For each monitored call, the Exchange shall complete a monitoring form that rates the Agent’s performance. The Exchange shall rate each Agent’s performance in a fair, accurate and consistent manner.  At the Exchange request, from time to time, the parties shall conduct calibration sessions in which a sampling of calls will be jointly monitored and rated by the parties to ensure consistency in the rating of Agent performance. The average score received by each Agent during the measurement period shall be calculated and the sum of such average scores shall be divided by the total number of Agent’s whose calls were monitored and scored to produce an overall Quality Monitoring Average Score. 
	NICE (or equivalent tool)
	Monthly
	Quality Monitoring Average Score of at least 91%
	2%

	Quality 
	Satisfaction Tracking 
	Independent Survey measures the level of consumer satisfaction in their interactions with the Service Center at an agent level. Measures include areas within the agent’s control such as courtesy, understanding, knowledge, and problem resolution. Surveys shall be administered to a random sample of consumers who have had a recent contact with the Service Center. Both State and County Service Center agents will be measured by the same Independent Survey. Survey measures may change over time, based on the needs of the Exchange and consumer population.
	Independent Survey Evaluations 
	Monthly/Quarterly/YTD
	Customer Satisfaction Index (CSI) score >= 87

	1%


e. Imposition of Liquidated Damages. 

i. Upon proof of failure to meet one or more of the performance standards specified in this Exhibit, during a calendar month, the Exchange may impose liquidated damages.

ii. The liquidated damages for a specific performance standard shall be calculated by multiplying the monthly liquidated damage percentage applicable to the performance standard as shown in this Exhibit by the Contractor’s total staffing payment for that month as reported on the approved invoice submitted by the Contractor.
