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Technical Performance Measures  

Metric Acceptable Level of 
Performance 

Measurement Description 

Peak Number of Staff/Yr 1000 internal users, scalable 
to unlimited concurrent 
users  

Query active logins at any time 

Peak Number of Active Tax Paying 
Employers/Yr 

Current Level up to 
Unlimited 

Query Employer accounts at any time 

Peak Number of Active 
Reimbursable Employers/Yr 

Current Level up to 
Unlimited 

Query Employer accounts at any time 

Peak Number of New Claims/Yr Current Level up to 
Unlimited 

Query Claims at any time 

Response Time (End to End) ≤ 2 Seconds for each page 
to be submitted, processed, 
and returned to the user 
while the system is under 
peak loads. 

An average time for basic transactions such as insert, 
update, delete, and queries from a single table are 
measured at the 90th percentile.  

System Availability (Uptime) 99.95% fully functional System availability will be measured on a rolling 30-
day cycle.  For the System to be considered fully 
functional, all appropriate transactions and data are 
available to each user as defined by their level of 
access and based on planned hours of operation 
(planned maintenance and outage not included in the 
calculation).  

Level of Data Recovery No data loss except for data 
collected after the last 
committed transaction. 

Queries of the data repository(s) 

Peak Expansion / Growth Factor 50% over five years  Queries of the data repository(s); 

Query Active Logins at any time 

Online Data Retention 
Requirements 

Determined by data and 
record type 

Queries of the data repository(s) 

Planned Hours of Operation 24/7 

 

Random and periodic checks of the operating system. 
Limited service (non-claimant specific and non-
employer specific functions) will be available during 
regularly scheduled maintenance windows (Sunday 
through Friday, 12:00 am – 5:00 am). Full Service will 
be available except during regular maintenance 
windows. Advisory notice will be viewable to users at 
any time the system is not available. 

Critical Deficiency* Correction in 
Production Environment 

≤ 2 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the production environment by 
the Vendor after testing and acceptance by KDOL. 

Critical Deficiency* Correction in 
Training Environment 

≤ 4 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the training environment by the 
Vendor after testing and acceptance by KDOL. 



Metric Acceptable Level of 
Performance 

Measurement Description 

Critical Deficiency* Correction in 
Test Environments 

≤ 8 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the test environments by the 
Vendor after testing and acceptance by KDOL. 

Moderate Deficiency* Correction in 
Production Environment 

≤ 8 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the production environment by 
the Vendor after testing and acceptance by KDOL. 

Moderate Deficiency* Correction in 
Training Environment 

≤ 24 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the training environment by the 
Vendor after testing and acceptance by KDOL. 

Moderate Deficiency* Correction in 
Test Environments 

≤ 24 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the test environments by the 
Vendor after testing and acceptance by KDOL. 

Minor Deficiency* Correction in 
Production Environment 

≤ 8 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the production environment by 
the Vendor after testing and acceptance by KDOL. 

Minor Deficiency* Correction in 
Training Environment 

≤ 72 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the training environment by the 
Vendor after testing and acceptance by KDOL. 

Minor Deficiency* Correction in 
Test Environments 

≤ 72 hours Time is measured from the time the deficiency is 
logged into the defect tracking tool until the correction 
has been migrated to the test environments by the 
Vendor after testing and acceptance by KDOL. 

* Severity levels of deficiencies are:  

• Critical: Prevents external or internal users from accessing the system functionality 
• Moderate: Prevents external or internal users from accessing a portion of the system 
• Minor: Prevents internal users from accessing system between 5:00 am – 11:59 pm Central, Sunday through 

Friday) 
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