ATTACHMENT F - ODIN PERFORMANCE METRICS {R1}


F.1  METRICS MEASUREMENT{R1}


Collective Level 1 metrics from each of the Centers will be reviewed quarterly by the Program Office.


F.1.1  LEVEL 1 METRICS


The Contractor shall meet or exceed the metrics specified in Level 1 Metrics Table F.1.1. for each classification of ODIN seat/system. The Contractor shall calculate and report service delivery, availability, and customer satisfaction metrics for each functional area listed in Table F.1.1 monthly to each Center according to DRD 2.  The Contractor shall use the same information to create and report quarterly and annual rollups.  Desktop User Services availability percentage is calculated based on outages for ODIN provided services accessed through desktop seats.  This includes Desktop Seats, Server Services, LAN Interface Services, and Remote Communication Services. These metrics shall be made available to the Government or its agents.


Table F.1.1 ñ Level 1 Metrics Table


�
Service Delivery (%)�
Availability (%)�
Customer Satisfaction (%)�
�
Desktop User Services�
98�
98�
DOSP agreed to %*�
�
Phone Service�
95�
99.9�
DOSP agreed to %*�
�
Fax Service�
95�
99.5�
DOSP agreed to %*�
�
Local Video Service�
95�
99.5�
DOSP agreed to %*�
�
Administrative Radio Service�
95�
99.9�
DOSP agreed to %*�
�
Public Address Service�
95�
99.5�
DOSP agreed to %*�
�



*  When the delivery order is solicited, the Center will inform the Contractor of the baseline customer satisfaction metric.  The Contractor, as part of the DOSP, will propose a set of goal metrics which will be evaluated and agreed to by the Government and included in the delivery order in Table F.1.1.  The Government will evaluate the proposed metrics to assess the degree to which these metrics maintain and improve the delivery of desktop and communications services to the Center and the end user throughout the life of the delivery order.


F.1.1.1  SERVICE DELIVERY METRIC


Service Delivery shall measure, as a percentage, the frequency of action requests being responded to and successfully completed within the allotted time.  An action request shall be considered successfully completed when the Contractor has correctly implemented the move/add/change request or the Contractor has successfully concluded a ëreturn to serviceí (where the problem is resolved by restoring the userís system to full service functionality and the userís data is accessible) within the time requirement specified in the ODIN Service Model, Section E.3.





�





Where: 


Nc = Total number of actions completed within the specified service level during the reporting period.


Ns = Total number of actions scheduled to be completed within the reporting period.


Nd = Total number of delinquent actions from the prior reporting periods.


F.1.1.2  AVAILABILITY METRIC


For the availability metrics, the Contractor shall record all scheduled and unscheduled outages, and the number of users affected according to the terms in section F.2 for each ODIN service.  The seat/system is considered available when the entire hardware and software configuration of the seat/system operates correctly at the subscribed service level.  A seat/ system is defined as unavailable when the vendor discovers a problem or is otherwise notified of a problem (for example, a trouble ticket is generated).





Availability percentage shall be calculated as the percentage of time the ODIN services are available and fully functional to the end user. 





�


Where: 


PDT = Prime Downtime: The downtime impacting Prime Time ODIN Services (in hours).


NPDT = Non-Prime Downtime: The downtime impacting Non-Prime Time ODIN Services (in hours).


PHP = Possible Hours during prime time: The total system availability period (in hours) during prime time.


PHN = Possible Hours during non prime time: The total system availability period (in hours) during non-prime time.


SO = Scheduled Outages: Scheduled Outage during non-prime time (in hours).


F.1.1.3  CUSTOMER SATISFACTION METRIC


Customer Satisfaction will be measured using commercial/broad industry-accepted practices and objective evidence based on a statistical approach specified by the Contractor and found acceptable to the Government (i.e., selected customer surveys, comment forums).  The metric should measure the userís determination of the accuracy, completeness, consistency, effectiveness, timeliness, and overall quality of the service provided by the Contractor.  The primary measure is the percent of respondents who choose a score above the neutral level (ësatisfiedí or greater on an adjective scale, or above the mid point on a numeric scale). 


F.1.2  CONTRACTOR SPECIFIC METRICS (Level 2)


Contractor specific metrics will augment or provide greater detail than Level 1 metrics and identify key specific areas of interest (such as the measurement of proactive, vendor discovered versus user discovered, problems).  These metrics will be specified by the Contractor and will be used to augment, validate, and ensure the completeness of the Level 1 metrics; however, regular reporting of contractor specific metrics to the Government is not required.  These metrics shall also be used to ensure the impartiality, effectiveness, and consistency of the overall metric gathering and reporting process.  These metrics shall be made available to the Government or its agents. 


F.1.3  TREND METRICS (level 3)


The Contractor shall create a set of metrics, comprised of the previously reported Level 1 and contractor specific metrics, which will allow for the evaluation of time based trends.  These metrics will illustrate ODIN service level trends over the previous three month or greater period.  These metrics shall be made available to the Government or its agents.  


F.2  METRIC TERMS:


Availability is the amount of time the system(s), or the total system, is working such that the customer can utilize the ordered ODIN provided services.





Customer satisfaction is how pleased the user is with the services provided by ODIN.


Downtime is the period of time when an end userís access to ODIN services is impaired. Downtime for each incident shall be the period of time between the time of failure and the time that the system is returned to the Government fully operational.  Events not within the control of the Contractor will be evaluated by the COTR and may not be calculated as downtime.  If the COTR defers the necessary repair of a system that has failed, downtime shall be suspended and operational use time shall accrue for the entire period that the COTR defers the repair.  If the Contractor repairs a failed system or component and there is a second, or subsequent, incident of the same failure within 3 business days of the previous repair, the system downtime shall accrue from the first incident until a repair finally corrects the malfunction. If a platform or server service fails to meet the performance specifications it was delivered under as defined in Attachment R, Technology Refreshment Baseline, it shall be considered down. 


Prime time is defined as the ODIN standard hours of operation: 6:00am to 6:00pm local time on Monday through Friday, excluding Government holidays.


Scheduled Outage is defined as maintenance, testing, or other contractor-initiated activity that impacts the userís ability to access ODIN services.  If such outages are scheduled and the affected users are notified at least 3 business days in advance and the outage does not take place during prime business hours, then the outage is considered as a scheduled outage.  If outages due to maintenance or testing take place during prime business hours, then those outages shall be counted as downtime.


Total Users is defined as the total number of users that receive ODIN services.  


Users Affected is defined as follows:


In the calculation of the number of users and seats affected by outages, no user and/or seat shall be counted more than once per hour of downtime even if more than one of their ODIN services is not available. The total number of users and seats affected shall not exceed the number of end users or seats for whom ODIN provides services.  If the number of users and seats affected cannot be measured with certainty, the Contractor shall estimate the number of users and seats affected using the rules below based upon the best information available, subject to COTR approval.





Connectivity Server, file, print, and related services - When a resource is impaired or not available, those end users that have access rights to that resource shall be counted as affected.  If the resource is accessible to all end users by default, or to a majority of end users by default, then the number of users in the organization to whom the resource is primarily assigned shall be counted as affected. 


Connectivity Services (LAN Services) - If the connectivity outage affects a userís access to ODIN services, those users shall be counted as affected. 


Name Services - The number of users affected shall be the number of entries in the name space who receive OCS.


Desktop Seats - The number of end users who use an ODIN provided desktop seat (GP, SE, MA, NAD) shall be counted as affected.


ODIN Communication Services (OCS) - If an OCS outage affects a userís access to their OCS service, the user shall be counted as affected.


Server Services - The number of users affected shall be the average number of users accessing the services provided by the server per day.


Remote LAN Connectivity (Including RC and LAN seats) - Each RC or LAN connection shall be counted as one user affected, however if an RC or LAN outage prevents desktop seats (GP, MA, SE, NAD) from accessing any of their ODIN provided services, those users shall be counted as affected.








[End of Attachment F]
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