KPI Schedule – P21.85 OpenAthens Authentication

	KPI No.
	KPI Title
	Description / Requirement
	Performance Measure
	ITT Reference

	1
	Response Time to Issues
	Suppliers must respond to complaints, technical issues, and general enquiries.
	Response issued within 24 hours (excluding automated replies).
	Section 3.6.2.1

	2
	Resolution of Technical Issues
	Fix and restore service or provide a clear route to resolution.
	Resolved within 2 working days or route provided.
	Section 3.6.3.1

	3
	General Enquiry Resolution Rate
	Timely closure of general enquiries and development requests.
	95% resolved within 18 working days or route provided.
	Section 3.6.3.2

	4
	Incident Notification
	Notification of any incident including unscheduled downtime.
	Notify within 2 hours.
	Section 3.6.4.3

	5
	System Availability
	Availability of service via native interface.
	99.8% quarterly availability.
	Section 3.6.4.1

	6
	Scheduled Maintenance Notification
	Advance notice for routine maintenance.
	5 working days’ notice.
	Section 3.6.4.2

	7
	Progress Reporting
	Daily communication until unresolved issues are resolved.
	Daily progress reports.
	Section 3.6.3.3



