The Provision Of Employee Recognition & Awards And Related Services Agreement 

Annexure 

Service Levels Failures and Service Credits


Annexure D 2
Service Level Failures and Service Credits
	1. SYSTEMS AVAILABILITY 
TARGET 
The Service Provider must ensure that the online employee recognition & awards system is available on a 365 days, 24-hour basis 

The Amount at Risk shall be determined at 25 percentage of the amount invoiced in month in which the Service Level Failure occurred.


	Service Level Descriptions  
	Service Level Failures 


	Penalty



	1.1. 95% system availability is required. The whole suite of functionalities of the system must be available otherwise the system is deemed unavailable. 
1.2. The functionalities are-

1.2.1 Electronic  issuance of a nomination certificate

1.2.2 Rerouting of an incorrectly work flowed nomination to the correct approver

1.2.3 Reason for the rejection of a nomination 

1.2.4 Accommodation of secondments and acting relationships

1.2.5 Adding and removal of employees

1.2.6 Ability to send a reminder to an Approver

1.2.7 Allocation of budgets to Nominators and Approvers as well as reallocation of unused or under-used budgets

1.2.8 Loading of Award Cards

1.2.9 Replenishment of the Trust Account 

1.2.10 Balance enquiries by Award Card holders

1.3. The above list is not exhaustive but meant to emphasise that any functionality ancillary to the full utilization of the system MUST be available as per requirement of this Service Level  
	Less than 95% but greater than 93% availability. 
	80% of the Amount at Risk  

	
	Less than 93% but greater than 91% availability.
	90% of the Amount at Risk  

	
	Less than 93% but greater than 91% availability.
	100% of the Amount at Risk  

	2 DATA IMPORTATION 
TARGET 

Source data to be imported by the Service Provider on a weekly basis 
100% achievement is required 



	
	Fails to import source data once in a month 
	80% of the Amount at Risk  

	
	Fails to import source data twice in a month
	90% of the Amount at Risk  

	
	Fails to import source data thrice in a month
	100% of the Amount at Risk  

	
	Repeat service failure in any consecutive month 
	100% of the Amount at Risk  

	3 Validation of nominations 
TARGET

System built-in validation process to eliminate multi or duplicate nominations

 100% achievement is required 



	
	One occurrence of multiple or duplicate nomination in a month 
	80% of the Amount at Risk  

	
	Two occurrences of multiple or duplicate nominations in a month
	90% of the Amount at Risk  

	
	More than one occurrence of multiple or duplicate nominations in month
	100% of the Amount at Risk  

	
	Repeat occurrence of multiple or duplicate nominations in any consecutive month
	100% of the Amount at Risk  

	4 Email notifications to nominees 
TARGET

Email notification should be sent to nominee within an hour after a successful nomination
100% achievement is required. 



	
	Email notification hour but less than two hours late
	80% of the Amount at Risk  

	
	Email notification less than two hours late but less than three hours late
	90% of the Amount at Risk  

	
	Email notification more than three hours late
	100% of the Amount at Risk  

	
	Repeat offence in any month during the term of the Agreement.  
	100% of the Amount at Risk  

	5 Availability period for the approval of  nominations 
TARGET
21 Business Days 

100% achievement is required. 

	
	One service level failure in any month.
	80% of the Amount at Risk  

	
	Repeat service level failure in any month after the last service level failure
	100% of the Amount at Risk   


	6 Reporting 

TARGET 
Reports to be supplied within the agreed turnaround times
100 % achievement is required  

	
	

	1. Monthly reports 
	Service Level


	

	
	Report to be provided on or about the 5th day of the succeeding Month
	Report received after  the fifth day of the month
	90% of the Amount at Risk  

	
	Repeat service level failure in any month during the term of the Agreement 
	100% of the Amount at Risk  


	2. Ad Hoc Report 
	Service Level 
	

	3. 
	Report to be submitted  on the agreed time
	

	
	Report received after the agreed time 
	90% of the Amount at Risk  

	
	Repeat service level failureat any time during the term of the Agreement 
	100% of the Amount at Risk  

	4. Daily reports 
	Service Level 
	

	5. 
	Report to be submitted  by 10H00 on the next Business Day 
	

	
	Report received after 10H00 of the next day  
	90% of the Amount at Risk  

	
	Repeat service level failurein during the same month as first service failure 
	100% of the Amount at Risk  


	7 Award Cards 
TARGET 
Valid Award Cards to be activated and loaded  within two (2)  Business Days of  receiving a request 

	Award Cards activated/loaded issued after two (2) Business Days at any time during the term of the Agreement. 
	100% of the Amount at Risk  

	8  Email Queries

TARGET

Respond to email query by SARS   within one (1) Business Day
	Response received after one (1) Business Day  
	60% of the Amount of Risk

	
	Response received after two (2) Business Days  
	80% of the Amount of Risk

	
	Response received after three (three) Business Days  


	100% of the Amount of Risk

	
	Repeat service level failure at any time during the term of the Agreement 
	100% of the Amount of Risk
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