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	Performance Standard
Description
	
Performance Standard
	Measurement Technique
	Measurement and Reporting Period(s)
	
Performance Credits

	Monthly BPMS Availability
	The monthly BPMS Availability shall not be less than 99.9% of available hours in each month.  If a Major Release is installed within a month, then the number of available hours used in calculating this percentage shall be reduced by either 1) four (4) hours or 2) eight (8) hours depending on the applicable measure defined within “Major Release BPMS Downtime.” 
	DRS Proactive Monitoring  

	Monthly, commencing at completion of Phase 1
 24 x 7 x 365 days a year.
	If BPMS Availability drops below 99.9%; 7% of current year Support and Maintenance Service fees charged (based upon the maintenance fee for the year in which incident occurred). Credits apply on a per-monthly basis.

	Major Release BPMS Downtime

	The duration of downtime due to Major Release BPMS Downtime shall not exceed  the following:  If DRS installs Major Releases on a semi-annual basis, the duration of Major Release BPMS Downtime shall not exceed four (4) hours; if DRS installs one (1) Major Release per year, then the Major Release BPMS Downtime shall not exceed eight (8) hours.  During the Major Release BPMS Downtime, Prime Vendor shall provide access to at least one (1) technical resource, at no additional cost to DRS, to assist in planning and implementing such upgrade.
	DRS Proactive Monitoring 

	Per Major Release installation event, commencing at completion of Phase 1.
	If the Major Release BPMS Downtime is greater than four (4) hours, or eight (8) hours, as applicable; 7% of annual Support and Maintenance Services fees charged (based upon maintenance fees for year in which Major BPMS Release downtime occurred). Credits apply on a per-incident basis.

	BPMS Through-put Response Time
	99th percentile Response Time for BPMS Functions (not including Administrative BI and BAM requests) will not exceed 50 milliseconds for 3 consecutive days.
 
BPMS Functions are those which were provided by Vendor’s BPMS toolset.


	DRS Proactive Monitoring 

	Commencing at completion of Phase 1, to be measured and calculated by recording the 99th percentile of all Transactions during each two (2) hour time period.  The results are reported daily, and only one instance of Performance Credits will be assessable for each 3-day incident.
	If the response time for BPMS Functions is not achieved during a daily reporting period, and such latency is observed over 3 consecutive days; 1% of annual maintenance fees charged (based upon maintenance fees for the year in which incident occurred). Credits are based upon per 3-day incident basis.

	ERA Standard Transactions  Response Time
	
99th percentile Response Time for Standard Transactions which are pertaining to Business Operations (not including Administrative BI and BAM requests) will not exceed 50 milliseconds for 3 consecutive days.

Standard Transactions are those which were provided by BPMS Vendor’s BPMS toolset, and do not include DRS developed components.

	DRS Proactive Monitoring

	Commencing at go-live, to be measured and calculated by recording the 99th percentile of all Transactions during each two (2) hour time period.  The results are reported daily, and only one instance of Performance Credits will be assessable each 3-day incident.
	If the response time for Standard Transactions is not achieved during a daily reporting period, and such latency is observed over 3 consecutive days; 1% of annual Support and Maintenance Services fees charged (based upon maintenance fees for the year in which incident occurred). Credits are based upon per 3-day incident basis.

	BPMS-specific Data Loss or corruption
	Upon the occurrence of a BPMS Solution failure (not caused by natural disaster), no BPMS-specific data such as (not an exhaustive list) audit logs, security logs, process analytics data, process model definitions, business rules definition, etc. shall be lost or corrupted.
	Number of data records or individual data elements lost or corrupted determined through journaling functionality
	Per each BPMS Solution failure or data corruption event.
	For each BPMS Solution failure where BPMS-specific data was lost:
1) If data is successfully recovered in full, 10% of annual Support and Maintenance Services fees charged (for year in which incident occurred).  
2) If data is not successfully recovered in full, 50% of annual maintenance fees charged (for year in which incident occurred).

	DRS-Specific Data loss or corruption
	Upon the occurrence of a BPMS Solution failure (not caused by DRS negligence or natural disaster), no DRS business data, including, without limitation, member information, employer information, etc. directly attributable to the BPMS failure shall be lost or corrupted.
	Number of data records or individual data elements lost or corrupted determined through journaling functionality
	Per each BPMS Solution failure or data corruption event.
	For each BPMS Solution failure where DRS-specific data was lost:
1) If data is successfully recovered in full, 20% of annual Support and Maintenance Services fees charged (for year in which incident occurred).  
2) If data is not successfully recovered in full, 100% of costs incurred by DRS which are directly related to data loss/corruption.



"Actual Available Time" means the number of hours during the applicable measurement period (whether monthly, quarterly or annually) that the BPMS Solution is accessible by DRS and its Authorized Users and performing its intended functions within the Performance Standards set forth in the table above. For purposes of this definition, "accessible" shall mean that all Interfaces and major features and functionality contained in the BPMS Solution, are fully functional and operational without any Level 1 Defects or Level 2 Defects and Response Times are within stated Response Time metrics.  Actual Available Time shall not include Major Release Application Downtime.
"BPMS Availability" means Actual Available Time expressed as a percentage of Scheduled Available Time, and is calculated by dividing Actual Available Time by Scheduled Available Time.  For example, if the Scheduled Available Time during a measurement period is one hundred (100) hours and the Actual Available Time is ninety-eight (98) hours, then Application Availability is ninety-eight percent (98%). 
“BPMS Function” means requests sent to the BPMS Solution to process workflow, execute rules, trigger external modules, send/receive messages, transform data, check security permissions provided by Vendor’s BPMS toolset, or use any Third Party vendor provided API. 
"DRS Proactive Monitoring" means the process by which agent scripts capture BPMS Function Response Times.  Scripts will monitor critical functionality in the production and DRS environments 24 x 7 x 365.  Agents will report real time performance statistics and alerts when critical functionality exceeds the applicable Performance Standards.
"Level 1 Defect" and "Level 2 Defect" are defined in the Technology Agreement.
"Major Release" is defined in the Technology Agreement.
"Major Release BPMS Downtime" means the downtime of the entire BPMS Solution or any component there of resulting from the installation of a Major Release. 
"Response Time" means the elapsed time to complete a given BPMS Function, as applicable.
"Scheduled Available Time" means all hours during the applicable measurement period (whether monthly, quarterly or annually) less total scheduled downtime for the applicable measurement period; provided, however, that if the applicable System experiences actual downtime during the allocated scheduled downtime period less than the full amount of scheduled downtime, then the amount of scheduled downtime not used shall not be deducted from the amount of Scheduled Available Time.  Scheduled Available Time shall not include Major Release Application Downtime.
“Semi- Annual” means occurring twice a year; half-yearly.
"Standard Transactions" means the following transactions: 
	#
	Transaction Title
	Transaction Description

	1
	Enroll Employer

	This transaction facilitates the enrollment of employers into a DRS retirement system, including DCP and assists employers in obtaining appropriate OASI status.  This includes gathering employer enrollment information, requesting documents, the application process, checking the eligibility of the employer against RCWs, WACs and DRS business rules, and enrolling the employer into the appropriate retirement system.

	2
	Update Employer
	This transaction allows employers to submit updates to their employer profile information, pension plan information, DCP information and/or OASI status information.  This includes the ability for employers to submit a change request, notification to DRS that a change request has been submitted, tracking and receiving documents from the employer and completing the change request.

	3
	Determine Member Eligibility

	This transaction allows an employer to assess a member’s eligibility to participate in a DRS retirement plan.  This includes transactions to review retirement and membership status with DRS and other programs like First Class City and Higher Education Retirement Plans, identification of the employer’s available systems, and evaluation of the position eligibility by applying RCWs, WACs, and business rules to confirm the reportable status of the member.

	4
	Enroll Member

	This transaction enables employers to enroll their employees into a DRS retirement system, DCP or HERP.  The first step in this process is to go through the Determine Member Eligibility process then based on if the employee is reportable, edit the enrollment information, create or update a member’s profile, enroll them in the correct system and plan and create the employment record.

	5
	Update Member

	This transaction provides the ability for employers and internal DRS team members to update member information which includes transactions with member profile data and separation dates edited against DRS business rules.

	6
	Plan Choice

	This transaction facilitates the member’s plan choice selection between plans 2 and 3 or HERP and Plan 3 for PERS, SERS, and TRS and the notification of that selection to DRS, the member and the employer.  This includes notifications to members about their plan choice rights, reminders to the member about their plan choice, editing the plan choice decision against RCWs, WACs and business rules and recording the member’s plan choice.

	7
	Earning Activity

	This transaction provides the ability for the employer to submit all employee pension and/or DCP earning activity data to DRS including the ability to capture HERP data.  This includes data regarding hours, compensation, employer/member contributions, earning periods, investment data, and reporting information.  All information will be edited against RCWs, WACs and business rules.

	8
	Process Employer Report

	This transaction provides a publicly accessible function for employers to submit member profile information, pension plan information and/or DCP information.  This will include, for each employer, a data map that identifies how their data in the native format will be arranged to conform to DRS’ common format.  The ability to edit that report against RCWs, WACs and business rules to filter data that may need to be corrected by the employer and also commit the data that has been edited and is correct.

	9
	Process Employer Electronic Payments

	This transaction allows employers to create and submit electronic payments to DRS.  This will include setting up bank account information, verifying employee user information, being able to select a receivable to pay or to make a payment, create a payment advice based on payment type and amount and being able to review, save and submit that payment information.

	10
	User Profile

	This transaction allows an employer to access their profile information and the ability to access other services and/or resources.  This includes the ability to retrieve the user’s information based upon their role and access levels and display the services/resources available for that user.

	11
	Member Lookup

	This transaction provides a publicly accessible function for employers to lookup current employees, past employees or perspective employees that may have prior history in a Washington State retirement plan (and possibly First Class City and/or Higher Education Retirement Plans).  Transactions for this process will include search capability against the mainframe and retrieval of data based on that search.

	12
	Employer Portal
	This transaction will enable the requester to view information about eligibility for pension plan enrollment, enrollment in DCP and OASI participation.  The transaction will solicit identifying information from the requester to help direct the requester to the most pertinent information.  It will include a self-estimator for estimated cost to purchase prior service and provide an option to initiate the enrollment process. 

	13
	Registration/ Login
	This transaction provides a publicly accessible function to facilitate the user registration and login into the employer reporting application with the other capabilities of recovering a user ID, forgotten password, changing their user ID and maintaining other user’s access within their organization.
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