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1. Service Level Agreements

Service Level Agreements (SLAs) play an important role in defining and managing the expectations for Exchange system performance.  A successfully implemented service level management discipline ensures that information systems function smoothly while fulfilling the business needs of stakeholders. The following server system service level agreements in the charts below indicate the requirements for system performance that will be expected of the system in order to pass acceptance testing and being taken live.

Once the system is taken live, the party hosting and operating the Exchange IT systems will be expected to meet these Service Levels in daily operations. All systems must be scalable enough to feed these Service Levels on an ongoing basis, including as system data and traffic grows. 

System Performance

The following SLAs define the performance standards required by the Exchange IT systems. 

System Performance SLAs

	#
	Metric
	Measure

	11.1
	Response Time – Online 
	1 second, 99.5% of the time ( processes internal to State network)

	11.2
	System Restoration (Disaster Recovery – Critical Applications 
	Within 48 hours from disaster point, 100% of the time, with less than/equal to 8 hours of data loss 

	11.3
	Database System File Restoration – 24x7x365 requests 
	95% within 4 hours, 100% of the time 

100% within 24 hours, 100% of the time 

	11.4
	Backups – As Scheduled and Accurate 
	99% of the time 

	11.5
	Output – On Time 
	95% of the time 

	11.6
	Move, Add, and Change (Software) (External Host Only)
	5 days, 90% of the time 

	11.7
	Move, Add, and Change (Hardware/Communications) (External Host Only)
	5 days, 90% of the time 

	11.8
	Processing of files coming into the HIX from trusted sources
	Within 12 hours of receipt of the file, 99% of the time within defined processing limits


System Availability
The Exchange IT systems must support business activities (including eligibility, enrollment, and invoice payment) from external users on a 24 hour-a-day, 7 day-a-week basis. For this reason, highly available systems are essential.

System Availability SLAs

	#
	Category
	Description
	Specifications

	11.6
	Production Environment Hours of System Availability 
	The hours that the 

Production environment needs to be operational and available.  This SLA also applies to the failover and disaster recovery environments when they are used for production.
	Access Hours: 

24 hours/day, 7 days a week System availability requirement is 99.9% over the course of a calendar month with the exception of planned maintenance windows.


2. Call Center Technical Requirements
This section lays out the technical requirements that will be expected of the systems maintained by the call center operator.  These systems are independent from the Nebraska HIX IT systems, which are governed by their own set of technical requirements.
	#
	Call Center Technical Requirements
	Required / Desirable
	Bidding Ability Code
	Proposed Solution/Comments

	12.1
	The call center solution must meet ADA requirements set by ACA.
	R
	
	

	12.2
	All call center systems must meet the HIPAA, NIST, and HITECH standards as required by ACA.
	R
	
	

	12.3
	The call center solution must be easy integrate with the NE-HIX IT Systems, namely the portal (Plan Selection, Enrollment, SHOP, Appeals Management) and eligibility and enrollment systems, that are a part of the NE-HIX solution. The integration must be done through an integration to be defined by the Solution Provider. 
	R
	
	

	12.4
	The solution must meet the maintenance schedule followed by NE-HIX 

(Note: This will be scheduled in a way to minimize downtime for users).
	R
	
	

	12.5
	The call center solution provider must ensure their solutions are provided on hardware that is current within three (3) years unless otherwise agreed to by the State.  The solution provider’s software should be current on all the patches and versions unless otherwise agreed to by the State.  The solution provider will provide a monthly update of patches and other maintenance performed during the month.
	R
	
	

	12.6
	The solution provider must conduct testing to ensure backward compatibility of its solutions and their integration with HIX, It is expected that these tests will be conducted for any changes, upgrades to hardware or patches applied.
	R
	
	

	12.7
	The Solution Provider must follow the release schedules set forth in the SLA and otherwise established for the NE-HIX.
	R
	
	

	12.8
	The Solution Provider must work with HIX team in advance of any release or change to allow NE-HIX team to adequately test, verify, and train to support the smooth operation of NE-HIX and its supporting solutions.
	R
	
	

	12.9
	The Solution Provider must provide access to their test and training environments for NE-HIX Quality Assurance (QA) and Training team to ensure the correct implementation of changes before the changes are released to the production environment.
	R
	
	

	12.10
	The Solution Provider must provide version control management capability and integrate version control with the State’s content management solution. All the changes to the solution be must reported to and approved by the State, be maintained in the Solution Provider’s version control management solution, which must be available to the State for review and audit as needed.
	R
	
	

	12.11
	The Solution Provider must ensure that the call center staff are properly trained on any major changes in the solutions and programs that they provide support on before the changes are effective.
	R
	
	

	12.12
	The Solution Provider must submit detailed documentation to the State on the following:

· Plan for maintaining the call center solution

· Plan for making sure that the call center solution always stays current on

all the required patches and software versions and how the Solution Provider team will work with NE-HIX team on following the same solution maintenance schedule as NE-HIX
· Plan for deploying changes to the call center solution

· Testing requirements for changes in the call center solution

· Plan for ensuring backward compatibility on changes

· Plan for working with NE-HIX team on integrating the changes into the Consumer support solution

· Resource requirements from NE-HIX team

· Plan for business continuity

· Plan for the proposed integration with NE-HIX and its supporting solutions

· Detailed description of the technical and database architecture of the solution
	R
	
	

	12.13
	The Solution Provider must provide their current SSAE 16 certification for their solution and the data center in which the solution will be hosted to the State.
	R
	
	

	12.14
	The Solution Provider must get their SSAE 16 certification for their solution and the hosting environment every year and provide that to the State.
	R
	
	


	#
	Call Center Technical Requirements
	Required / Desirable
	Bidding Ability Code
	Proposed Solution/Comments

	12.15
	The Solution Provider must provide a solution that specifically addresses high availability, scalability, redundancy in order to meet the SLA set by the State.
	R
	
	

	12.16
	The Solution Provider must have Disaster Recovery (DR) and Continuity of Operations (COOP) established for their solutions.  The Solution Provider must provide their DR and COOP plan and mechanisms to the State for each of their solutions as part of this submission.  The DR and COOP mechanisms for the Solution Provider’s solution must meet the National Institute of Standards Technology (NIST) standards,

http://csrc.nist.gov/publications/nistpubs/800-34-rev1/sp800-34-rev1_errata-Nov11-2010.pdf.
	R
	
	

	12.17
	The Solution Provider must host the solutions they are providing to the State unless alternative arrangements are made to host the Solution Provider’s solutions within a state data center, in which case, the Solution Provider will be required to pay the proportionate share of the cloud set up and operating costs.  The Solution Provider must inform the State in their response to this RFP which of the following options they are proposing to host their solutions:

· Solution Provider Hosted

· Solution Provider Cloud Hosting

· Build/leverage off State of Nebraska technology infrastructure

If the solution is Solution Provider Hosted, the Solution Provider must meet the SSAE 16 audit requirements and submit the current SSAE with its proposal. If the Solution Provider chooses to host in an environment of their own or participate in the State technology environment, the Solution Provider must meet the Federal security standards set for the hosted (specifically cloud) environments http://www.cio.gov/documents/Federal-Cloud-Computing-Strategy.pdf.  The Solution Provider must include a detail hosting plan for each solution as well as evidence that they meet the SSAE 16 requirements and/or computing requirements set forth above.
	R
	
	


3. Performance Standards

Service Level Agreements (SLAs) play an important role in defining and managing the expectations that will be placed upon the operations of the consumer assistance call center.  A successfully implemented service level management discipline ensures that information systems function smoothly while fulfilling the business needs of stakeholders.  

The table bellows lays out the required levels of performance for the Exchange call center, and it includes recommended financial measures that would be used to ensure performance in the case of the call center’s being outsourced to a third party. The damages set forth for each SLA would be considered liquidated damages, and not a penalty, and would be assessed and determined in the manner as set forth in the contract with the provider.
The contractor will adhere to SLAs and KPIs listed in this section and should note that the Exchange will work with the bidder to develop detailed service level agreements and KPIs for the Call Center.  All SLA compliance requirements and KPIs must be validated and verified at the responsibility of the contractor by an independent non-biased third-party to verify authenticity. 

Note: It has not yet been determined whether the call center services would be performed in-house by Exchange staff or outsourced to a vendor. Liquidated damages are included in the event that the latter approach is taken.

	Consumer Assistance Service Level Agreement

	Service Level Metric
	Liquidated Damages

	Call Center Availability:

Staff operators must be available to answer calls all the time during the hours of operations set by the State.  The performance standard must be measured monthly and must be reviewed with the State in detail as a part of the monthly audit.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Average Speed of Answer (ASA):

Ninety-five percent (95%) of all calls must be answered within thirty (30) seconds, unless the call center is experiencing unusually high volume of calls.  The Solution Provider must provide a detailed report to the State if such a situation arises and justify the calls not being answered within Thirty (30) seconds.  The performance standard must be measured monthly and must be reviewed with the State in detail as part of the monthly audit.  “Answer” must mean a response to a caller who elects to speak to a live representative or an automated response is satisfactory to the caller.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification. 



	Timely Response to Call Center Phone Inquiries / Resolution Rate: 

Eighty percent (80%) of call center open inquiries must be correctly resolved and closed by the next business day of the reporting of the issue.  No issue must be open beyond seven (7) working days unless otherwise agreed upon by the State.  The performance standard must be measured monthly and must be reviewed with the Exchange as part of the monthly audit.  The State must provide the definition of “close” for this performance measure.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification. 



	Call Abandonment Rate:

Abandoned rate calls must be 3% or less unless the customer chooses to hang up for any reason.  The performance standard must be measured monthly and must be reviewed with the State as part of the monthly audit.  A call must be considered “abandoned” if the caller elects an option and is either not permitted access to that option or disconnects from the Consumer Assistance solution.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification. 



	Busy Out/Blocked Call Rate:

Busy In/Blocked Call rate must be 3% or less.  The performance standard must be measured monthly and must be reviewed with the State as part of the monthly audit.  A Busy Out/Blocked Call is a call made by a caller but is not allowed into the Consumer Assistance solution.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Average Wait Time (AWT):

Wait Time rate must be less than two (2) minutes 95% of the time unless the call volumes are unusually high.  The Solution Provider must provide a detailed report to the State if such a situation arises and justify any on wait time that is more than two (2) minutes.  Virtual hold must be available for the customers when the wait time is more than 2 minutes.  The performance standard must be measured monthly and must be reviewed with the State as part of the monthly audit.  The Wait Time must be defined as the time elapsed before response by a human operator to a caller’s inquiry.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification. 



	Interactive Voice Response (IVR) and E-mail Availability:

The IVR and e-mail support must be available 24-hours-per-day, seven-days-per-week (24x7).  The performance standard must be measured monthly and must be reviewed with the State in detail as a part of the monthly audit. 


	Liquidated damages must be assessed at the following rates based on the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in this specification: 

· Availability < 100% and > 98% - 1% of the monthly invoice; 

· Availability < or = 98% and > 95% - 3% of the monthly invoice; 

· Availability < or = 95% - 6% of the monthly invoice. 

	Timely Response to Written Correspondence:

One-hundred percent (100%) of all written correspondence (non-electronic) must be mailed to the correct provider or member within three (3) working days from the day the correspondence is received.  The performance standard must be measured monthly and must be reviewed with the Exchange as part of the monthly audit. 


	Liquidated damages must be assessed at the following rates based on the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in this specification: 

· Timely response to written correspondence <100% and > 95 % of the time – 1 % of the monthly 

· Timely response to written correspondence < or = 95% and > 85% of the time – 2% of the monthly invoice 

· Timely response to written correspondence < or = 85% of the time – 3% of the monthly invoice.

	Timely Response to Electronic Correspondence:

One-hundred percent (100%) of all correspondence including phone, e-mail, faxes, web portal inbox, and other electronic responses must be sent to the correct provider or member within three (3) working days from when the electronic correspondence is received.  The email date stamp of the received e-mail must determine the response date.  The performance standard must be measured monthly and must be reviewed with the State as part of the monthly audit.
	Liquidated damages must be assessed at the following rates based on the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in this specification: 

· Timely response to correspondence <100% and > 95 % of the time – 1 % of the monthly invoice; 

· Timely response to correspondence < or = 95% and > 85% of the time – 2% of the monthly invoice 

· Timely response to correspondence < or = 85% of the time – 3% of the monthly invoice.

	Response Time: 

The Solution Provider must meet the system response time requirements.  Response time must be measured during normal State business hours, which are 7 a.m. to 7 p.m., Eastern Standard Time, Monday through Friday and on Saturdays 8 a.m. to 12 p.m., Eastern Standard Time, except for State-observed holidays.  The Solution Provider must provide a system to monitor and report on response times.  The web portal response times must be measured 24-hours-a-day, seven-days-a-week, except for the Exchange-approved time for system maintenance.  The Solution Provider must only be responsible for that portion of the system and communication link for which the Solution Provider has responsibility and control.  For system response time performance measures, Solution Provider control must be defined as any Subcontractor / Solution Provider service or point up to and including the Exchange side of the router.  The Solution Provider must ensure system response times meet the minimum standards listed below: 

1. The system Record Search Time must be within four (4) seconds for 95% of record searches.  Record Search Time is the time elapsed after the search command is entered until the list of matching records loads to completion on the monitor. 

2. The system Record Retrieval Time must be within four (4) seconds for 95% of records retrieved. Record Retrieval Time is the time elapsed after the retrieve command is entered until the record data loads to completion on the monitor. 

3. The system Screen Edit Display Time must be within two (2) seconds for 95% of the time.  Screen Edit Time is the time elapsed after the last field is filled on the screen with an enter command until all field entries are edited with errors highlighted on the monitor. 

4. The system New Screen/Page Time must be within two (2) seconds for 95% of the time.  New Screen/Page Time is the time elapsed from the time a new screen is requested until the data from the screen loads to completion on the monitor. 

5. 5) The system Print Initiation Time must be within two (2) seconds for 95% of the time.  Print Initiation Time is the time elapsed from the command to print until the print job appears in the appropriate queue. 

6. 6) The system must display ad-hoc and on-demand reports within the timeframes defined by the Exchange in the report request, but normally within five (5) seconds after the request is initiated 95% of the time. 

7. 7) The system Web Portal Response Time must be within four (4) seconds for 99% of the time.  Web Portal Response Time is the elapsed time from the command to view a response until the response appears or loads to completion on the monitor. 

8. 8) The retrieval time for EDMS images stored in the most recent 12 months must be within 10 seconds for 95% of the time.  Each subsequent page of the same document (or a claim and its attachments) must be displayed in one (1) second or less 95% of the time.  Image Retrieval Time is the time elapsed after the retrieve command is entered until the image data loads to completion on the monitor.
	Liquidated damages must be assessed at the following rates based on the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in this specification: 

· If anyone (1) of the eight (8) enumerated specifications are not met – 1% of the monthly invoice; 

· If any two (2) of the eight (8) enumerated specifications are not met – 2% of the monthly invoice; 

· If any three (3) of the eight (8) enumerated specifications are not met – 4% of the monthly invoice; 

· If any four (4) or more of the eight (8) enumerated specifications are not met, 6% of the monthly invoice 



	Quality Management Program

The Solution Provider must implement and operate an ongoing Quality Management Program at no additional cost to the State for measuring and reporting performance.  The Solution Provider must document and implement Corrective Action Plans (CAP) on the Solution Provider’s own initiative or when requested by the State. Solution Provider must submit a monthly Report Card to the State by 12:00 PM ET, on the 10th of each month or the next business day if the 10th falls on a non-work day.
	Liquidated damages must be assessed at the rate of 0.5% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification (i.e., the monthly invoice applicable to the 30th day in which the Key Staff position is unfilled).

	Key Call Center Staff Requirements

Positions that are designated as Consumer Assistance Staff and their Supervisors must not remain vacant for more than 30 calendar days without written approval from the state.  These positions must not be filled with employees who must fulfill the roles and responsibilities of the position in a temporary capacity and/or maintain responsibilities for another position.
	Liquidated damages must be assessed at the rate of 0.5% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification (i.e., the monthly invoice applicable to the 30th day in which the Key Staff position is unfilled).

	Correction of Deficiencies

Following the date the State identifies deficiencies in the Solution Provider’s performance, the Solution Provider must develop a CAP within ten (10) workdays.  If rejected, the Solution Provider must provide a revised Corrective Action Plan (CAP) within five (5) workdays. 
	Liquidated damages must be assessed at the rate of 0.5% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Accurate Response to Written and Electronic Correspondence

Consumer Service Representative Accuracy rate must be 90% or higher based on a sampling of all calls monitored by the State.  The performance standard must be measured monthly and must be reviewed with the State in detail as part of the monthly audit. 
	Liquidated damages must be assessed at the rate of 0.5% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification. 



	The State reserves the right to review and audit all responses to the consumers.  100% of responses to the consumers must accurately reflect the law and regulations of the State.  The performance standard must be measured monthly and must utilize a statistically significant sample of open correspondence for the State review as part of the monthly audit.
	Liquidated damages must be assessed at the rate of 0.5% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Call Center System Availability

All the Consumer Assistance solutions that the call center will use (issue management solution, email solution, call tree, call triage and routing, IVR and others) and their corresponding databases must be available and accessible to multiple users 24-hours-a-day, seven-days-a-week, except for mutually approved (e.g. Solution Provider and the State) time for solution maintenance.  The State must be notified immediately of any unscheduled down time. Any unscheduled down time must also be documented and explained in writing to the State within 48 hours.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Disaster Recovery

The Solution Provider must restore call center operations within 48 hours following a natural or manmade disaster.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	The Solution Provider must take daily backups of the Consumer Assistance solutions and databases associated with the call center operations.  This should also include an hourly transactional log backup of the databases.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Failover and fallback processes must be executed within 10 minutes of the primary solution being unavailable if the primary call center solution is unavailable.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification

	The primary and the failover servers must be available 99.5% of the time outside of agreed upon regular maintenance schedule.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Network Availability

The call center network must be available 99.5% of the time outside of agreed upon regular maintenance schedule.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Internet Availability

The internet in the call center environment must be available 99.5% of the time outside of agreed upon regular maintenance schedule.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	WAN Availability

The WAN in the call center environment must be available 99.5% of the time outside of agreed upon regular maintenance schedule.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	LAN Availability

The LAN in the call center environment must be available 99.5% of the time outside of agreed upon regular maintenance schedule.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	Incident Response Time

The Solution Provider must respond to outages within thirty minutes.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	The Solution Provider must notify the State of scheduled server computer/network outages in advance (48 hours in advance, whenever possible) and will notify the State of any unscheduled outage which the Solution Provider believes will last longer than 30 minutes.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	The solution must have the capability to record new, modify, or remove prompts/scripts by language within specified time frames to be determined as part of the contract.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.

	The Solution Provider must establish a communication mechanism between the first and second level support staff.
	Liquidated damages must be assessed at the rate of 1% of the applicable monthly invoice for any month in which the contractor fails to achieve the service level set forth in the specification.
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