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PERFORMANCE STANDARDS (PS) AND ASSESSMENT METHODS (AM)

Trouble Call, Routine and Emergency Response Time (7.1.6.1): The Contractor shall promptly respond to telephone switch trouble calls and restore service.  

PS:  At least 96% of all service is responded within the following time frame:

Emergency Call: Respond to service on location within two hours after receipt of an “Emergency Service Call” notification from the site POC, provided the failure could not be cleared remotely.  Restore telephone equipment to the “normal operating condition”.  Normal operating condition is defined as not less than 99.9% effectiveness level.  

AM: Contractor metrics, spot checks.

PS:  At least 92% of all service is responded within the following time frame:

Routine Call: Respond to service on location within the next normal work day (paragraph 2.3) after receipt of trouble call from the site POC.  Restore telephone equipment to the “normal operating condition”.  Normal operating condition is defined as not less than 99.9% effectiveness level.  

AM: Contractor metrics, spot checks.

Support Levels and Escalation (7.1.6.1.1): The Contractor shall promptly initiate a 4-tier service level support in response to telephone switch “Emergency or Routine” Trouble Calls. 

PS:  At least 96% of all service is responded using appropriate support levels within the following time frames:

First Level Support: Respond to service of a “Request for Emergency Service Call” or “Routine Call”.  If diagnosis and repairs are not complete after two hours working on the problem, first level support personnel shall contact second level support personnel for assistance.


Second Level Support:  Respond to first level support personnel call for assistance not later than two hours after receipt.  If diagnosis and repairs are not complete after two hours working on the problem, second level support personnel shall contact third level support personnel for assistance.

Third Level Support: Respond to second level support personnel call for assistance not later than two hours after receipt.  If diagnosis and repairs are not complete after two hours working on the problem, third level support personnel shall contact original equipment manufacturer level support personnel for assistance.

Original Equipment Manufacturer (OEM) Support: Respond to third level support personnel call for technical assistance not later than two hours after receipt.  OEM shall provide technical assistance for as long as required to return system to normal operations. 

AM: Contractor metrics, spot checks.

Scheduled Preventive Maintenance, Main/Remote Switching System Maintenance (7.2): The Contractor shall perform all scheduled Preventive Maintenance in a complete and thorough manner IAW the equipment specifications, original manufacturer’s instructions, and applicable documents.  Switch rooms are left broom-swept clean and free of debris.  

PS: The Contractor performs 98% of all scheduled Preventive Maintenance each quarter.

AM: Contractor metrics, spot checks.
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