Appendix D – Performance Guarantees
As noted in Section 2.6.2 (Performance Guarantees and Key Performance Indicators), Respondents shall include in their proposals performance guarantees and/or key performance indicators (collectively, “PGs”) that Respondents deem appropriate to the Call Center Services solicited in this RFP. 
The preferred format for PGs is as follows. Please include additional rows as needed.

	Metric
	Definition / Method of Calculation
	Measurement Period
	Service Objective and/or Threshold
	Fees-at-Risk
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