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Amendment 002

ATTACHMENT J-4A

Service Level Method

General Provisions
a) The Contractor shall measure and report on all of the Expected Service Levels (ESL), Minimum Service Levels (MSL) identified in Attachment J-4B, Service Level Matrix. 

b) The Contractor shall measure Service Levels on a periodic basis (as specified by the Service Level ‘measurement window’ in Attachment J-4C, Service Level Surveillance Plan) and report the Service Levels in accordance with DRD 1293MA-006, EAST Documentation/Reports Matrix - Service Level Metrics Report.

c) The Contractor shall provide the raw data and detailed supporting information referenced in Section 1(b) above, to be accessible to the Contracting Officer Technical Representative (COTR) online and in real time (or as soon as such information is available to Contractor) at all times during the Term of the Agreement.  

d) The Maximum Monthly Price Deduction for Failure to Meet Service Level Standards as set forth below: 

Maximum Monthly Price Deduction Schedule

Contract months 1-3 not to exceed 10% deduction per month

Contract months 4 - 6 not to exceed 30 % deduction per month

Contract month 7 and thereafter not to exceed 60% deduction per month 
Responsibilities

The Contractor shall be responsible for promptly investigating failures to meet the Service Levels by:
e) Promptly initiating Problem investigations, including Root Cause Analyses, as applicable.

f) Promptly reporting ESL and MSL Failures to NASA.
g) Promptly escalating potential and actual Incidents and Problems outside the Contractors control that interferes with the Contractor’s ability to meet the Service Levels.

h) Promptly and continuously advising NEACC Management of the root cause of ESL and MSL Failures and the status of remedial efforts being undertaken with respect to Service Level Failures.

i) Making written recommendations to NASA for improvement in procedures that negatively affect Service Level achievement.
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