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ATTACHMENT “2”
SERVICE LEVEL/PERFORMANCE METRICS WORKSHEETmOREHART
	1. USPTO Requirement:
	SLA #:

	2. Service Name:

	3. Service Description:

	4. Applicable Service Delivery Points:

	5.  Levels of Service:

	6.  Performance Category:

	7.  Performance Measure Description:

	7 a.  Who:   
	7 b.  Frequency:

	7 c. Where Measured:
	7 d. How Measured: 

	8. Performance Standard/Level of Service

	9.  Financial Penalty:


Instructions for completing each numbered block:

1. Identify the USPTO requirement related to the service to be measured and the proposed SLA Number. 

2. Provide a brief name for the service to be measured.  

3. Briefly and concisely describe the service to be performed.  

4. Identify where the service is to be delivered.  

5. Identify how many levels of service apply and what they are (e.g., (1) routine, (2) critical).

6. Identify the category of performance (e.g., availability).

7. Describe what will be measured and the scope of measurement (e.g., measured from where to where and what the measurement includes).  

a. Identify the organizational element responsible for measuring the service.  

b. Identify how often the service is measured, summarized, and reported.

c. Identify where the service is measured.

d. Identify how the service is measured.

8. Identify the performance standard (level of performance) being proposed (e.g., 95% if the category is “availability”).

9. Provide a narrative description (and sample calculation(s)) of the financial penalty applicable to not meeting the specified service level.  

