	Program Segment
	Service/ Component
	Performance Standard
	Measurement
	Base Liquidated Damages Value*

	
	
	
	Period
	Assessment
	



	ESS 1


	Inbound Mail
Timeliness


	CONTRACTOR must process 98% of all inbound documents on the day of receipt by CONTRACTOR, and image only documents within 2 business days of receipt by the CONTRACTOR or within the timeframe otherwise specified by HHSC.

Contractor must process 100% of all inbound documents no later than the next business day after receipt, and image only documents no later than 3 business days of receipt by the CONTRACTOR.


	Monthly


	Each percentage point below the specified threshold of 98%


	

	ESS 2
	Image Assembly
Timeliness
	Contractor must associate with the proper client file:

· 100% of all “expedites” and supporting documents received from All Channels within the same day of the date document received by CONTRACTOR;

· 99% of all inbound documents received from All Channels within 1 business day from the date of receipt by CONTRACTOR; and 100% of all inbound documents received from All Channels within 2 business days and 

· 100% of all “image only” documents received from All Channels within 3 business days of the date of receipt by the CONTRACTOR.  

	Monthly
	Each percentage point below the specified threshold for each performance standard
	

	ESS 3
	Inbound Mail

Accuracy/Quality Services
	CONTRACTOR must ensure that 98% of inbound mail is handled accurately, as determined in accordance with HHSC-approved methodology, performance criteria and schedule outlined in the Quality Assurance Plan.

	Monthly
	Each percentage point below the threshold of 98%
	

	ESS 4
	Image assembly 

Accuracy/Quality Services
	CONTRACTOR must ensure that 98% of image assembly is performed accurately, as determined in accordance with HHSC-approved methodology, performance criteria and schedule outlined in the Quality Assurance Plan.

	Monthly
	Each percentage point below the threshold of 98%
	

	ESS 5
	Outbound Mail

Notices Timeliness
	CONTRACTOR must print and mail HHSC generated notices, with required verification documents, as follows: 95% within 24 hours, 98% within 2 Mailing Days and 100% within 3 Mailing Days from the time the notices are generated and delivered to CONTRACTOR by HHSC.

	Monthly
	Each percentage point below the specified threshold of 95% within 24 hours.
	

	ESS 6
	Outbound Mail

Image Association Timeliness
	CONTRACTOR shall associate 100% of the images consisting of outbound client notices processed through MAXeIE only with the appropriate case and must ensure that 99% of the images for outbound client notices are associated with the appropriate case loading the image for viewing after the applicable processing cycle runs.  Such association shall take place no later than 3 days following the applicable processing cycle run.


	Monthly
	Each percentage point below the specified threshold of 99%
	

	ESS 7
	Outbound Mail 

Accuracy/Quality Services
	CONTRACTOR must ensure that 98% of notices are accurate, as determined in accordance with HHSC-approved methodology, performance criteria and schedule outlined in the Quality Assurance Plan.

	Monthly
	Each percentage point below the threshold of 98%
	

	ESS 8
	Tasks (Alerts)

Timeliness
	CONTRACTOR must create and route 98% of all task list manager (TLM) tasks assigned to the CONTRACTOR within the timeframes specified by HHSC. 

CONTRACTOR must create and route 100% of all task list manager (TLM) tasks assigned to the CONTRACTOR no more than 2 additional business days after the timeframes specified by HHSC.


	Monthly
	Each percentage point below the threshold of 98%
	

	ESS 9
	Tasks (Alerts)

Accuracy/Quality Services

	CONTRACTOR must ensure that 98% of all TLM tasks assigned to the CONTRACTOR are accurate, as determined in accordance with HHSC-approved methodology, performance criteria and schedule outlined in the Quality Assurance Plan.

	Monthly
	Each percentage point below the threshold of 98%
	

	ESS 10
	Tasks 

Fair Hearings Escalation to HHSC

Timeliness
	CONTRACTOR must correctly identify and escalate to HHSC 99% of all written requests received by CONTRACTOR for fair hearings within 1 calendar day of receipt and 100% within 2 calendar days of receipt.

	Monthly
	Each percentage point below the specified threshold 
	

	ESS 11
	Application Registration, Scheduling and Routing

 Timeliness 
	CONTRACTOR must complete application registration, including scheduling or routing for eligibility determination within the timeframes defined below or as otherwise specified by HHSC.

· 95% of all non-expedite applications within 3 business days from receipt of the inbound documents from All Channels, 

· 99% of all non-expedite applications within 4 business days of receipt by CONTRACTOR of the inbound documents from All Channels, and 

· 100% of all non-expedite applications within 5 business days from the receipt by CONTRACTOR of the inbound documents from All Channels.


	Monthly
	Each percentage point below the specified threshold of 95% within 3 business days.
	

	ESS 12
	Application Registration, Scheduling and Routing – Expedited Applications

 Timeliness 
	CONTRACTOR must register, including scheduling or routing for eligibility determinations, 100% of all expedited applications and supporting documentation by the same day the document is received by CONTRACTOR. 


	Monthly
	Each percentage point below the specified threshold of 100%
	

	ESS 13
	Special Handling Tasks

Timeliness
	CONTRACTOR must route 95% of all special handling cases (SAVERR, DADS, adoption assistance, etc.) within 3 business day of receipt by the Special Handling Team.

CONTRACTOR must route 100% of all special handling cases (SAVERR, DADS, adoption assistance, etc.) within 5 business days of receipt by the Special Handling Team.


	Monthly
	Each percentage point below the specified threshold of 95%.
	

	ESS 14
	Application Registration , Scheduling and Routing


Accuracy/Quality Services
	CONTRACTOR must ensure that 95% of application registrations are accurate, as determined in accordance with HHSC-approved methodology, performance criteria and schedule outlined in the Quality Assurance Plan.

	Monthly
	Each percentage point below the threshold of 95%
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*See attached “Liquidated Damages Methodology” to calculate 

liquidated damages amounts for each unit 

of variance from the specified standard. 

