
 
 435 - Attachment A - Worksheet A -

 Telephone Performance Measures Template 
DRAFT

CONTRACTOR: 

REPORTING PERIOD: 

AVERAGE SPEED OF ANSWER (ASOA) - (45 
seconds or less) #DIV/0!

MONTHLY AVERAGE ABANDONMENT RATE 
(MAAR) – (5% or less) #DIV/0!

MONTHLY FIRST CONTACT CALL RESOLUTION 
RATE (MFCCR) – (70% or more)

#DIV/0!

MONTHLY AVERAGE SERVICE LEVEL (MASL) – 
(75% or more) #DIV/0!

# DAYS ANY STANDARD NOT MET #DIV/0!    
Standard(s) not met for data reported 
under the # DAYS ANY STANDARD NOT 
MET

ASOA - (45 seconds or less)
#DIV/0!

MAAR – (5% or less) #DIV/0!

MFCCR – (70% or more)
#DIV/0!

MASL – (75% or more) #DIV/0!

# DAYS ANY STANDARD NOT MET
#DIV/0!    

Standard(s) not met for data reported 
under the # DAYS ANY STANDARD NOT 
MET

M/Y

M/Y M/Y M/Y M/Y
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PERFORMANCE METRIC

PERFORMANCE METRIC

M/Y M/Y M/Y

M/YM/Y

Effective Dates: 10/01/18, 10/01/19, 10/01/25, 10/01/26
Approval Dates: 10/04/18, 06/13/19, 03/14/25, 05/19/26  435 - Attachment A -  Page 1 of 2



 435 - Attachment A - Worksheet B - 
Centralized Telephone Line Down Time Template

DRAFT

CONTRACTOR: 
  

REPORTING PERIOD: 

EVENT DESCRIPTION
DATE 

(MM/DD/YY)
DURATION 
(HH:MM)

RESOLUTION

Effective Dates: 10/01/18, 10/01/19, 10/01/25, 10/01/26
Approval Dates: 10/04/18, 06/13/19, 03/14/25, 05/19/26  435 - Attachment A- Page 2 of 2
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