Annexure B2 
Service Level Descriptions and Service Credits


	Service Level Descriptions  with clause references to either the Agreement or Annexure A
	Service Level Failures 
	Service Credits (expressed as a percentage of the total Amount at Risk)


	A. PRINTING MONITORING 

	1. The Service Provider (“SP”) must submit email summaries of print articles with relevant Keywords three (3) times a day, namely at:

08h00

12h00

16h00
(Clause 1.4.1 of Annexure A)
The actual articles must be attached to the above mentioned email summaries.


	SP submits only one (1) email summary on any given day.


	40%

	2. 
	SP submits only two (2) email summaries on any given day.


	20%

	
	Email summaries have been submitted but without the print articles attached.


	40%

	3. The Service Provider must make print articles with relevant Keywords available to SARS via a secure electronic portal that is available twenty four (24) hours a day. 
(Clauses 1.3 and 1.4.2 of Annexure A).
	Secure electronic portal containing relevant print articles not available for more than two (2) hours during any given day, but not exceeding four (4) hours.


	10%

	4. 
	Secure electronic portal containing relevant print articles not available for more than four (4) hours during any given day, but not exceeding six (6) hours).


	20%

	5. 
	Secure electronic portal containing relevant print articles not available for more than six (6) hours during any given day.


	30%


	
	Secure electronic portal available but print articles on any given day have not been uploaded.

	60%

	B. BROADCAST MONITORING
 

	1. The Service Provider must submit email summaries of broadcast (video and audio clips) items with relevant Keywords three (3) times a day, namely at:

08h00

12h00

16h00
(Clause 2.4.1 of Annexure A)

	SP submits only one (1) email summary on any given day.


	40 %

	2. 
	SP submits only two (2) email summaries on any given day.


	20%


	3. 
	Email summaries have been submitted but without the broadcast items attached.


	40%

	4. The Service Provider must send a SMS notification to designated SARS officials of significant radio and television broadcasts, in accordance with the Keywords, and/or relating to other major issues or senior officials of SARS or the Minister / Deputy Minister of Finance.

(Clause 2.3 of Annexure A)


	SP fails to send SMS notifications to designated SARS staff in respect of two (2) or more significant broadcasts, on any given day.

  
	40%

	5. The Service Provider must make copies of radio or television broadcast items with relevant Keywords available to SARS via a secure electronic portal for download. 
(Clause 2.4.2 of Annexure A)
	Failure to make a broadcast item available on the secure electronic portal on three (3) occasions in any given month. 

	10%

	
	Failure to make a broadcast item available on the secure electronic portal on five (5) occasions in any given month. 
	20%

	
	Failure to make a broadcast item available on the secure electronic portal on three (3) occasions in any given month. 


	30%

	6. The Service Provider must provide a CD archive to SARS within forty eight (48) hours after the broadcast, if SARS specifically requests same.
(Clause 2.4.3 of Annexure A)
	CD archive submitted less than 24 hours after the request.

	10%


	7. 
	CD archive submitted less than 48 hours, but more than 24 hours after the request.


	20%


	8. 
	CD archive submitted more than 72 hours after the request.

	30%

	C. ONLINE MONITORING 



	1. The Service Provider must provide SARS with daily summaries of relevant online articles / publications, as well as posts and comments on social media three (3) times a day, namely 8am, 12pm and 4pm. 
(Clause 3.3 of Annexure A)
	SP submits only one (1) email summary on any given day.


	40%

	
	SP submits only two (2) email summaries on any given day.


	20%

	
	Email summaries have been submitted but without the online articles or posts or comments on social media attached.


	40%



	D. MEDIA ANALYSIS AND TRENDS
 

	1. The Service Provider must submit a weekly, monthly, quarterly, annual and per ad hoc request Media Content Analysis Report to SARS within the prescribed periods.
(Clause 4.2 of Annexure A)
	Report submitted less than 24 hours after the prescribed deadline.


	20%

	2. 
	Report submitted less than 48 hours, but more than 24 hours after the prescribed deadline.


	40%

	3. 
	Report submitted more than 72 hours after the prescribed deadline.


	60%

	4. The Service Provider must submit an Annual Media Content Analysis Report to SARS within fourteen (14) working days after the end of SARS’s financial year (i.e. 31 March).
(Clause 4.2 and 4.3 of Annexure A)
	Report submitted less than 24 hours after the prescribed deadline.


	20%

	91. 
	Report submitted less than 48 hours, but more than 24 hours after the prescribed deadline.


	40%

	92. 
	Report submitted more than 72 hours after the prescribed deadline.
	60%


	E. SPECIAL REPORTS



	1. The Service Provider must provide SARS, within seven (7) working days after the end of the prescribed period, with the following comprehensive reports:

a. Annual tax season for individuals;
b. Annual tax season for employers; and

c. Annual Revenue Announcement at the end of the financial year (March) to be delivered within seven (7) working days after the announcement. 
(Clause 5.1 of Annexure A)
	Report submitted less than 24 hours after the prescribed deadline.

	20%

	d. 
	Report submitted less than 48 hours, but more than 24 hours after the prescribed deadline.

	40%

	e. 
	Report submitted more than 72 hours after the prescribed deadline.
	60%

	F. PERFORMANCE MONITORING 


	1. The Service Provider must submit a Monthly Performance Report within six (6) Business Days after the end of each month. 
(Clause 8.2.1.3 of the Service Agreement).
	Monthly Performance Report submitted less than 24 hours after the prescribed deadline.
	20%

	
	Monthly Performance Report submitted less than 48 hours, but more than 24 hours after the prescribed deadline.
	40%

	
	Monthly Performance Report submitted more than 72 hours after the prescribed deadline.

	60%

	
	No Monthly Performance Report is submitted.

	100%


	2. The Monthly Performance Report must include all the items covered in Clauses 8.2.1.5.1 to 8.2.1.5.3 of the Service Agreement. 


	Monthly Performance Report is not complete.

	40%
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