ATTACHMENT D


March 30, 2009
DRAFT Service Level Performance Metrics – WEST
	Service Availability Metric – www.nasa.gov and other baseline sites

	Definition
	Percentage of time of aggregated system-wide availability of ‘nasa.gov’ and other designated sites; each contract year, including all content and internal components such as the content management tools and streaming servers, for nasa.gov and other designated sites



	Time Applicability
	24 X 7 for each day of the entire calendar year

	Expectation
	99.995 percent availability.

	Performance Standard
	99.995 percent availability

	Measurement Method and Data Sources
	Third-party verification via webmetrics.com

	Performance Measurement Window
	Weekly 

	Calculation Formula
	Total uptime divided by total time. Uptime is defined in the definitions section of this RFP. Scheduled downtime is included in the calculation of total time..

	Incentives/Disincentives
	If Contractor attains a Service Delivery availability of less than 99.995 percent, the metric has not been met; thereby resulting in a service credit being applied to the next invoice. Earn back does not apply.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Lack of availability due to failures, actions or lack of actions by other third parties, or by NASA, which are outside Contractor’s control; to be determined by sole discretion of NASA COTR. Actions by subcontractors will be considered to be within the contractor’s control.


	Service Availability Metric – for sites not covered by above

	Definition
	Percentage of time of aggregated system-wide availability of sites not covered under the ‘nasa.gov’ performance metric; each contract year, including all content and internal components such as the content management tools and streaming servers, for nasa.gov and other designated sites



	Time Applicability
	24 X 7 for each day of the entire calendar year

	Expectation
	99.995 percent availability.

	Performance Standard
	99.95 percent availability

	Measurement Method and Data Sources
	Third-party verification via webmetrics.com

	Performance Measurement Window
	Monthly 

	Calculation Formula
	Total uptime divided by total time. Uptime is defined in the definitions section of this RFP. Scheduled downtime is excluded from the calculation of total time.

	Incentives/Disincentives
	If Contractor attains a Service Delivery availability of less than 99.95 percent, the metric has not been met; thereby resulting in a service credit being applied to the next invoice. Earn back does not apply

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Lack of availability due to failures, actions or lack of actions by other third parties, or by NASA, which are outside Contractor’s control; to be determined by sole discretion of NASA COTR. Actions by subcontractors will be considered to be within the contractor’s control.


	Published Content Availability Metric 

	Definition
	Percentage of time that published content is globally and publicly visible within 10 minutes.



	Time Applicability
	24 X 7 for each day of the entire calendar year

	Expectation
	100 percent achievement.

	Performance Standard
	99 percent

	Measurement Method and Data Sources
	Self-reporting feedback mechanism through monitors to web services

	Performance Measurement Window
	Weekly 

	Calculation Formula
	The number of times published content is globally and publicly available within 10 minutes / the number of times content is published

	Incentives/Disincentives
	If Contractor attains a Service Delivery availability of less than 99 percent, the metric has not been met; thereby resulting in a service credit being applied to the next invoice. Earn back does not apply.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Lack of content availability due to failures, actions or lack of actions by other third parties, or by NASA, which are outside Contractor’s control; to be determined by sole discretion of NASA COTR. Actions by subcontractors will be considered to be within the contractor’s control.


	Published Content Availability Metric – Special Designation

	Definition
	The percentage of time that a small subset of content designated by NASA must be globally and publicly visible within one minute. For example, the NASA homepage and the main shuttle page during a shuttle launch.



	Time Applicability
	24 X 7 for each day of the entire calendar year

	Expectation
	100 percent achievement.

	Performance Standard
	100 percent

	Measurement Method and Data Sources
	Self-reporting feedback mechanism through monitors to web services

	Performance Measurement Window
	Hourly during special events, as defined in the contract.

	Calculation Formula
	The number of times Special Designation published content is globally and publicly available within 1 minute / the number of times Special Designation content is published

	Incentives/Disincentives
	If Contractor attains a Service Delivery availability of less than 99 percent, the metric has not been met; thereby resulting in a service credit being applied to the next invoice. Earn back does not apply.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Lack of content availability due to failures, actions or lack of actions by other third parties, or by NASA, which are outside Contractor’s control; to be determined by sole discretion of NASA COTR. Actions by subcontractors will be considered to be within the contractor’s control.


	Page Load Time Metric for www.nasa.gov

	Definition
	The percentage of time that ‘nasa.gov’ pages load in no more than 7.5 seconds.


	Time Applicability
	24 X 7 for each day of the entire calendar year

	Expectation
	100 percent achievement.

	Performance Standard
	99 percent

	Measurement Method and Data Sources
	Third-party reporting by webmetrics.com

	Performance Measurement Window
	Weekly  

	Calculation Formula
	The number of times that ‘www.nasa.gov’ pages are loaded in no more than 7.5 seconds / the number of times that ‘nasa.gov. pages are loaded

	Incentives/Disincentives
	If Contractor attains a Service Delivery availability of less than 99 percent, the metric has not been met; thereby resulting in a service credit being applied to the next invoice. Earn back does not apply.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Lack of content availability due to failures, actions or lack of actions by other third parties, or by NASA, which are outside Contractor’s control; to be determined by sole discretion of NASA COTR. Actions by subcontractors will be considered to be within the contractor’s control..


	Web-based Tools Load Time Metric 

	Definition
	The percentage of time that internal web-based tool pages load in 7.5 seconds or less.


	Time Applicability
	24 X 7 for each day of the entire calendar year

	Expectation
	100 percent achievement.

	Performance Standard
	99 percent

	Measurement Method and Data Sources
	Third-party reporting by webmetrics.com

	Performance Measurement Window
	Weekly  

	Calculation Formula
	The number of times that ‘nasa.gov’ pages are loaded in no more than 7.5 seconds / the number of times that ‘nasa.gov. pages are loaded

	Incentives/Disincentives
	If Contractor attains a Service Delivery availability of less than 99 percent, the metric has not been met; thereby resulting in a service credit being applied to the next invoice. Earn back does not apply.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Lack of content availability due to failures, actions or lack of actions by other third parties, or by NASA, which are outside Contractor’s control; to be determined by sole discretion of NASA COTR. Actions by subcontractors will be considered to be within the contractor’s control..
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