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1 Introduction

1.1 Purpose and scope
The scope of this document, EGNSS Transversal Service Contractor KPI Definition Document, is to define the

scheme and regime of the Key Performance Indicators (KPIs) that apply to the tasks to be performed by the
(ETSC) — hereinafter referred to as "the Contractor".

1.2 Acronyms and Abbreviations

Table 1 - Abbreviations

Abbreviation Definition

ARB Anomaly Review Board

DDL Document Delivery List

DRL Document Requirement List

EDD External Data Distribution

E-GNSS European Global Navigation Satellite System
ETSC E-GNSS Transversal Service Contractor
EUSPA European Union Agency for the Space Programme
GSC Galileo Service Center

GSOp Galileo Service Operator

HCR Handover Completion Review

HRKP Handover Readiness Key Point

KPI Key Performance Indicator

MPM Monthly Progress Meeting

NAGU Notice Advisory to Galileo Users

NESP Next EGNOS Service Provider

OPE Operational
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Abbreviation Definition

QSPR Quarterly Service Progress Report
SDAF Service Data Access Facility

SOW Statement of Work

VAL Validation
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2 Service Commitments

The Contractor commits to achieving a certain level of performance in the operational activities, as defined in
the applicable requirements and substantiated in the contractual service obligations.

In order to monitor the level of fulfilment of the specified performance, a number of KPIs is defined, together
with the methods of calculation and associated targets. Liquidated Damages will be applied in case of non-
fulfilment of the committed service level, i.e., whenever a KPI target will not be achieved. The formula to
calculate the Liquidated Damages is described in section 5.2.

The next sections describe the KPI regime that is required for the provision of the E-GNSS Transversal
Infrastructure Services Operations. More specifically, the KPI regime is designed to ensure that the services
are delivered by the Contractor at the right time and with the required performance and availability.

Finally, the KPI parameters will be periodically reviewed and adjusted according to the performance achievable
with the deployed infrastructure, the operational service capabilities of new infrastructure/elements, or to
adjust them as a function of the experience gained by the Contractor in the actual execution of operations, as
described in section 8.

ETSC-KPI-REQ-001: The Contractor shall maintain and implement a “KPI Monitoring and Management
Plan”, first delivered with the proposal, that describes the methods for system data collection,
analysis, recording and reporting of all KPIs within the scope of the contract.

Output: “KPl Monitoring and Management Plan” — ad-hoc — for approval

ETSC-KPI-REQ-002: The “KPl Monitoring and Management Plan” shall define the Contractor’s approach
to at least the following aspects:

e The measurement, configuration, and maintenance of service performance;
e Reporting techniques for each of the KPlIs;
e Mechanisms for automated data collection and reporting;

e Tools used to measure and analyse the KPI data.

ETSC-KPI-REQ-003: The Contractor shall adapt their KPI monitoring and reporting tasks in accordance with
each adjustment of the KPIl parameters as agreed by the Parties.

ETSC-KPI-REQ-004: The Contractor shall allow the access of the Contracting Authority to the tools used
to measure and analyse the KPI data at any time, without any restriction, apart from the standard
security measures on access policies (e.g., username, password, etc.)

Page 8 of 36
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3 ETSC Key Performance Indicators — Definitions and targets
This section details the definitions and the targets of the ETSC KPIs. They are divided into the following
categories:

e E-GNSS Transversal Infrastructure Service Operations

e Interface with the E-GNSS Users

e E-GNSS Transversal Infrastructure Maintenance Performance

e Security Operations and Cybersecurity

e Contractual efficiency

Next table shows the template for the definitions and targets of the KPIs. It also includes a description of the
meaning of each of the template parameters.

Table 2 - Example KPI

ID KPI unique code
Title itle of the KPI

P13l ils}, MM Description of the performance parameter to be monitored

IET-GAEINEMTarget figure to be achieved for the KPI.
Underperformance limit value for which the maximum financial
penalty is reached.
111 G Underperformance value triggering the possibility to activate the

Value ermination of the Contract as per relevant contractual provisions.
Function applied to compute the level of fulfiiment of the KPI, as
described in Appendix A. It can be “Decreasing linear”, “increasing
linear” or “quadratic”.
Identification of situations for which the Liquidated Damages scheme is
not applicable. However, the Contractor is not exempted from the
3G TG Mmonitoring and reporting activity itself and detailed justification(s) for

Criteria he exclusion applicability need to be provided.

his field will provide specific exclusion criteria per KPI, in case any,
on top of general exclusion criteria provided in Section 5.

Limit Value

KPI evaluation
function

Reporting

frequency Understood as evaluation frequency (daily, weekly or monthly).

Page 9 of 36



3.1 E-GNSS Transversal Infrastructure Service Operations KPIs

3.1.1 E-GNSS Web portal availability

Table 3 — E-GNSS Web portal availability

KPI-ETSC-001

E-GNSS Web portal availability

his KPl measures the percentage of time in a given month, during which
he web portal is fully operational, accessible to external users,
accessible to the other operators (i.e., GSOp Il and NESP) for the
publication of user notifications (e.g., NAGUs, Service Notices, etc.), able
o send the relevant notifications to users and displaying the correct

Description

Target Value  EEEY

Limit Value 97%

KPl evaluation
function

3.1.2 E-GNSS EDD availability

Table 4 - E-GNSS EDD availability

KPI-ETSC-002

E-GNSS EDD availability

his KPl measures the percentage of time in a given month during which
Description he EDD is available to wusers and has the correct content for the

provided services

EGNSS Transversal Service Contractor - KPI Definition

Document

ﬁcan Union Agency for the Space Progr mme EUSPA-GAL—O PS-KPI-A33875

Issue/version: 1.0
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Target Value [SERIO

Limit Value 97.00%

KPI evaluation
function

Exclusion

3.1.3 E-GNSS Transversal Infrastructure functions availability

Table 5 - E-GNSS Transversal Infrastructure functions availability

KPI-ETSC-003

E-GNSS Transversal Infrastructure functions availability

his KPl measures the percentage of time in a given month during which
he E-GNSS Transversal Infrastructure functions, except the Web portal
Description and the EDD availability, which are subject of dedicated KPls, are fully|
operational, accessible to external users, and performing their expected
unctionalities.

99%

Exclusion

Criteria

Page 11 of 36



3.1.4 Incident Reporting Timeliness

Table 6 - Incident Reporting Timeliness

KPI-ETSC-004

Incident Reporting Timeliness

his KPI measures the amount of Incidents in a given month, that have,
not been processed in due time. The timeline requirement for the

Description Incidents Reporting is provided in the Contract SOW.

Note: For the definition of “Incident” please refer to the Contract SOW.

Target Value

Limit Value

KPl evaluation

. Decreasing Linear
function

N/A

3.1.5 Security Incident Reporting Timeliness

Table 7 - Security Incident Reporting Timeliness

ID KPI-ETSC-005

Security Incident Reporting Timeliness

EGNSS Transversal Service Contractor - KPI Definition

Document

ﬁcan Union Agency for the Space Progr mme EUSPA-GAL—O PS-KPI-A33875

Issue/version: 1.0
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his KPl measures the amount of Security Incidents in a given month,
hat have not been processed in due time. The timeline requirement for
Description he Security Incidents Reporting is provided in the Contract SOW.

Note: For the definition of “Security Incident” please refer to the

KPI evaluation
function

Exclusion

3.2 Interface with the E-GNSS Users KPIs

3.2.1 E-GNSS Help desk User Requests Processing Timeliness

Table 8 - E-GNSS Help desk User Requests Processing Timeliness

ID KPI-ETSC-006

Title E-GNSS Help desk User Requests Processing Timeliness

his KPl measures the number of user requests that are not processed
Description in due time. The required timeline for user requests is provided in the
Contract SOW.

Target Value |l

Limit Value

Threshold
Value

EGNSS Transversal Service Contractor - KPI Definition

Document

ﬁcan Union Agency for the Space Progr mme EUSPA-GAL—O PS-KPI-A33875

Issue/version: 1.0
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KPI evaluation
function

Exclusion

3.2.2 EDD Access Request Processing Timeliness

Table 9 - EDD Access Request Processing Timeliness

KPI-ETSC-007

EDD Access Request Processing Timeliness

his KPI measures the amount of EDD Access Requests, submitted from
users in a given month, that have not been processed in due time. The
imeline requirement for the EDD Access Request Processing is provided
Description in the Contract SOW.

Note: During the interim period in which the SDAF infrastructure is not
et available, this KPl measures also the timely delivery of the
registration request to the NESP operator.

KPI evaluation

function

Exclusion

EGNSS Transversal Service Contractor - KPI Definition

Document

ﬁcan Union Agency for the Space Progr mme EUSPA-GAL—O PS-KPI-A33875

Issue/version: 1.0
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3.2.3 E-GNSS Web portal publications Timeliness

Table 10 — E-GNSS Web portal publications Timeliness

ID KPI-ETSC-008

Title E-GNSS Web portal publications Timeliness

his KPI measures the number of publications that are not meeting the
Description required publication timeline. The required publication timeline is
provided in the Contract SOW.

Target Value

Limit Value 2

KPl evaluation
function

Exclusion

3.3 E-GNSS Transversal Infrastructure Maintenance Performance KPIs

3.3.1 Licence Renewal Procurement

Table 11 - Licence Renewal Procurement

KPI-ETSC-009

Licence Renewal Procurement

his KPI measures the percentage of expiring licenses, subscriptions,
maintenance contracts, etc. of the operational system (OPE and VAL
chains), under the Contractor’s responsibility that are renewed and
Description deployed (with the associated license key in operations if necessary)
before the expiration deadline per each reporting month.

his KPI is computed by tracking the number of renewed and deployed
expiring licences, subscriptions, maintenance contracts etc. against the

Page 15 of 36



otal expiring ones within the reporting period.

For example, if in the reporting month there are in total 5 expiring
licences and they are all renewed and deployed, the fulfilment of the KPI
will be 100%.

Target Value  [{of§]

Limit Value

KPl evaluation

. Increasing linear
function

Exclusion
N/A

3.3.2 Responsiveness to Anomaly Report Actions Timeliness

Table 12 - Responsiveness to Anomaly Report Actions Timeliness

KPI-ETSC-010

Responsiveness to Anomaly Report Actions Timeliness

his KPl measures the amount of Anomaly Report Initial Analysis,
Workaround and Permanent Correction Actions coming from the OPS
ARB that are either overdue at the end of the reporting period or were
closed during the period and their previous state was overdue.

Description

Target Value

Limit Value

Decreasing linear

EGNSS Transversal Service Contractor - KPI Definition

Document
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Exclusion

3.3.3 Maintenance Notification Timeliness

Table 13 - Maintenance Notification Timeliness

KPI-ETSC-011

Maintenance Notification Timeliness

his KPI measures the amount of Maintenance Activities (Planned and
Unplanned) for which the Contracting Authority has not been notified in

ime.
Description . . ) . L
he requirements concerning the time window for the notification of the

Contracting Authority about Maintenance Activities (Planned and
Unplanned) are defined in the Contract SOW.

Target Value

Limit Value

KPI evaluation

function

Exclusion

EGNSS Transversal Service Contractor - KPI Definition

Document

ﬁcan Union Agency for the Space Progr mme EUSPA-GAL—O PS-KPI-A33875

Issue/version: 1.0

Page 17 of 36



European Union Agency for the Space Programme

3.4 Security Operations and Cybersecurity KPIs

3.4.1 Identification of Cyber-vulnerabilities Timeliness

Table 14 - Identification of Cyber-vulnerabilities Timeliness

KPI-ETSC-012

Identification of Cyber-vulnerabilities Timeliness

his KPI measures the percentage of cyber-vulnerabilities that were
identified within the timeliness requirement of the Contract SOW .

his KPI calculates the percentage of public known vulnerabilities
Description registered by the Contractor in the database within the time window
defined in the Contract SOW over the total number of public known
ulnerabilities relevant to the system being monitored for the reporting
period including previously overdue Cyber-vulnerabilities.

Target Value  [({of§]

Limit Value

KPI evaluation

. Increasing linear
function g

Exclusion

3.4.2 Analysis of Cyber-vulnerabilities Timeliness

Table 15 - Analysis of Cyber-vulnerabilities Timeliness

ID KPI-ETSC-013

Title Analysis of Cyber-vulnerabilities Timeliness

Description his KPI measures the percentage of cyber-vulnerabilities that were

analysed in line with the timeliness requirement defined in the Contract|

EGNSS Transversal Service Contractor - KPI Definition

Document
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SOW.

his KPI is computed as the number of vulnerabilities analysed within
he timely requirement divided by the overall number of vulnerabilities
o be analysed as per the timely requirement in the reporting period
including previously overdue Cyber-vulnerabilities (normalised to
100%).

KPI evaluation

. Increasing linear
function

Exclusion Cyber-vulnerabilities priorly agreed with EUSPA to be subject to an
exclusion

3.4.3 Analysis of Cyber-patches Timeliness

Table 16 - Analysis of Cyber-patches timeliness

KPI-ETSC-014

Analysis of Cyber-patches Timeliness

his KPl measures the percentage of cyber-patches that were analysed
in line with the timeliness requirement defined in the Contract SOW.

his KPI is computed as the number of patches analysed within the
imely requirement divided by the overall number of vulnerabilities
identified as per the timely requirement of the Contract SOW including]
previously overdue Cyber-patches (normalised to 100%).

Description

Target Value

Limit Value

EGNSS Transversal Service Contractor - KPI Definition

Document
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KPI evaluation
function

Exclusion

3.4.4 Application of Critical Cyber-patches Timeliness

Table 17 - Application of Critical Cyber-patches timeliness

ID KPI-ETSC-015

Title Application of Critical Cyber-patches timeliness

his KPI measures the amount of critical cyber-patches that were not
Description applied to all relevant hosts in line with the timeliness requirement of
he Contract SOW.

Target Value

Limit Value

KPI evaluation

. Decreasing linear
function

Cyber-patches priorly agreed with EUSPA to be subject to an exclusion
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Document
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3.4.5 Application of non-critical Cyber-patches Timeliness

Table 18 - Application of non-critical Cyber-patches timeliness

KPI-ETSC-016

Application of non-critical Cyber-patches timeliness

his KPI measures the percentage of non-critical cyber-patches that
were applied to all relevant hosts in line with the timeliness requirement
of the Contract SOW.

his KPI calculates the percentage of non-critical patches applied over|
he total of non-critical patches to be applied in the reporting month
including previously overdue non-critical patches.

Description

Target Value  [{of§]

Limit Value

KPl evaluation

. Increasing linear
function

Exclusion
Cyber-patches priorly agreed with EUSPA to be subject to an exclusion

3.4.6 Security Accreditation Documents Delivery Timeliness

Table 19 - Security Accreditation Documents Delivery Timeliness

KPI-ETSC-017

Security Accreditation Documents Delivery Timeliness

his KPI measures the number of documents, described in the E-GNSS
ransversal Infrastructure Security Accreditation and Certification Plan
Description CISL SEC-10, that have not been provided to the Contracting Authorityj
on time.

he requirements concerning the time window to deliver the documents|
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o the Contracting Authority, is defined in the Contract SOW.

Target Value

Limit Value

KPI evaluation

. Decreasing linear
function &

Exclusion
N/A

3.5 Contractual efficiency KPIs

3.5.1 Document Delivery Timeliness

Table 20 - Document Delivery Timeliness

KPI-ETSC-018

Document Delivery Timeliness

his KPI measures the number of documents after the scheduled
delivery dates outlined in the Document Requirement List (DRL), that is

o be further developed by the Contractor in the Document Delivery List;
Description (DDL).

he deadlines to deliver the documents are specified in section 4.1.1 of]
he Contract SOW.

Target Value

Limit Value
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KPI evaluation
function

Exclusion

3.5.2 Action Items Closure Efficiency

Table 21 - Action Items Closure Efficiency

KPI-ETSC-019

Action Items Closure Efficiency

his KPI measures the number of closed action items by their due date
against the total number of action items recorded in the Minutes of
Meeting of formal reviews (including, but not limited to, MPM, QSPR and

Description ARB) and inspections, whose due date is in the reporting month.

For example, if in the reporting month there are in total 5 due action
items and they are all closed, the fulfilment of the KPI will be 100%.

Target Value S8

Limit Value

KPI evaluation

. Increasing linear
function

Exclusion
N/A
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3.5.3 Responsiveness to Contract Change Request

Table 22 - Responsiveness to Contract Change Request

KPI-ETSC-020

i Responsiveness to Contract Change Request

his KPI measures the responsiveness of the Contractor to reply to
Contract Change Requests issued by the Contracting Authority. A reply|
is considered fulfilled when the corresponding Change Proposal is issued

Description by the Contractor pursuant to the provisions of the Contract.

he KPI is computed by checking the number of Contract Change
Requests not replied on time in the reporting month.

Target Value

Limit Value

KPI evaluation

function

Exclusion
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4 ETSC Key Performance Indicators — Weights

The KPI weights can evolve, as part of the Service Exploitation Review process, as described in section 8.

Table 23 — KPI Weights

KPI ID Title Weight

E-GNSS Transversal Infrastructure Service Operations KPIs

KPI-ETSC-001 | E-GSC Web portal availability 10
KPI-ETSC-002 [ E-GNSS EDD availability 10
KPI-ETSC-003 | E-GNSS Transversal Infrastructure functions availability 7
KPI-ETSC-004 | !ncident Reporting Timeliness 10
KPI-ETSC-005 | Security Incident Reporting Timeliness 10

Interface with the E-GNSS Users KPIs

KPI-ETSC-006 | E-GNSS Help desk User Requests Processing Timeliness 8
KPI-ETSC-007 | EDD Access Request Processing Timeliness 6
KPI-ETSC-008 [ E-GNSS Web portal publications Timeliness 5

E-GNSS Transversal Infrastructure Maintenance Performance KPls

KPI-ETSC-009 | Licence Renewal Procurement 7
KPI-ETSC-010 | Responsiveness to Anomaly Report Timeliness 7
KPI-ETSC-011 | Maintenance Notification Timeliness 7

Security Operations and Cybersecurity KPIs

KPI-ETSC-012 | !dentification of Cyber-vulnerabilities Timeliness 8
KPI-ETSC-013 |Analysis of Cyber-vulnerabilities Timeliness 8
KPI-ETSC-014 | Analysis of Cyber-patches Timeliness 7
KPI-ETSC-015 | Application of Critical Cyber-patches timeliness 10
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KPI-ETSC-016 | Application of non-critical Cyber-patches timeliness 7

KPI-ETSC-017 | Security Accreditation Documents Delivery Timeliness 7
Contractual efficiency KPls

KPI-ETSC-018 [Document Delivery Timeliness 6

KPI-ETSC-019 | Action Items Closure Efficiency 5

KPI-ETSC-020 [ Responsiveness to reply to Contract Change Request 5
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5 KPI Calculation and Liquidated Damages

5.1 Exclusions criteria

Exclusion criteria, defined per each KPI, are external constraints or exceptional conditions preventing the
achievement of the KPI target during a limited period of time, which, if occurred, will lead (if approved by the
Contracting Authority) to the non-computation of the KPI value in the Liquidated Damages formula. These
conditions/constraints have to be justified by the Contractor per KPI at each reporting period and are
applied only if explicitly approved by the Contracting Authority.

The following bullets list general exclusion criteria that, unless otherwise stated, are applicable to all KPIs
defined in this document:

1. Contracting Authority’s request provided that the impact of the request is analysed and justified, and
the exclusion is claimed by the Contractor delivering such analysis and justification. The application of
the exclusion is subject to formal acceptance by the Contracting Authority.

2. Confirmed Anomalies in Handover Assets falling outside the Contractor’s responsibility pursuant to
the relevant provisions of the Contract.

3. Force Majeure event, as specified in the Contract.

4. Fail of a Contracting Authority’s undertaking, provided that the impact of the Contracting Authority’s
undertaking underperformance and/or breach of the Contracting Authority’s undertaking is analysed
and reported by the Contractor according to the Contractual provision and following formal
acceptance of the Contracting Authority of the exclusions claimed.

Individual exclusion criteria, complementary to the previous general exclusion criteria, are specifically defined
per KPl when applicable.

The Contractor shall report any exclusion done in the KPI computation with respect to the KPI regime in place
at a given period of the Contract. For example, in case any data, sample or measurement period is excluded
in the computation of a particular KPI, this shall be reported and justified together with the KPI reporting.

5.2 Liquidated Damages

ETSC-KPI-REQ-005: The Liquidated Damages (calculated as a percentage of the Service Fee) shall be
calculated by the Contractor for each reporting period and are related to the KPIs with the expression
indicated below:

o 2iw;(1 — KPI)
Liquidated Damages Value = S w PMSF X MSF
i Wi

Where
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e IMSF is the monthly service fee in Euros

o PMSF is the Percentage of Monthly Service Fee. The PMSF sets the maximum value for the liquidated
damages (in case of underperformance on all active KPIs) as a percentage of the contract Service Fee
and it is equal to 50%.

e KPI;is the i" Key Performance indicator, which shall be associated to a quality parameter on a specific
requirement, and which value is

o One (1) if the level of fulfiiment matches or exceeds the target value

o The level of fulfilment otherwise (as defined for each KPI). The way to compute the level of
fulfilment of the KPls is described in Appendix A.

e w;is the weighting factor of the respective KPI (as defined for each KPI). The weight of each KPI is
defined in Table 23 .

It must be noted that the Liquidated Damages formula above provides a financial value.

As can be derived from the above expression, if all KPIs fulfil the required level (i.e. KPI=1 for each i), then no
liguidated damage is due (Liquidated Damages Value = 0).

Note the particular case in which a KPI has a zero weighting factor (w;= 0). In this case the Contractor is
requested to compute and report the KPI value, but the particular KPI is not considered for the Liquidated
Damages computation (it has a zero weight in the liquidated damages value formula above).

In case a KPI cannot be measured in a particular period, the KPI will take the value KPIi=1 (i.e. not impacting
the Liquidated Damages Value).

5.3 KPl underperformance assessment

ETSC-KPI-REQ-006: When reporting a KPI underperformance (KPI target value not achieved) the
Contractor shall provide and justify the list of events with a direct impact on the KPI
underperformance. The Contractor may specify general or individual exclusion criteria which are
claimed to be applicable, providing a detailed analysis and justification thereof.

ETSC-KPI-REQ-007: Any exclusion, when accepted by the Contracting Authority, shall have the following
impact on the application of KPIs:

e Temporally: In this case the KPl and associated Liquidated Damages shall be recomputed for the time

period affected by the referred exclusion.

In case accepted exclusions are fully impacting a KPI, the KPI; value will be set to 1 (i.e. KPl will not impact the
resulting Liquidated Damages).

ETSC-KPI-REQ-008: The initial input from the Contractor for every reporting period shall include the KPIs
measured and the associated Liquidated Damages taking into account proposed events and exclusions
that will be reviewed in the relevant meeting, and, in case of need, the Contractor shall reproduce the
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report adjusting the KPIs and associated Liquidated Damages, if any proposed event or exclusion
impacting KPIs is not agreed.

5.3.1 Severe Underperformance

Severe Underperformance occurs when one or more KPI underperformance is below the corresponding
Threshold Value as defined in section 3, table 2, as indicated for each KPI during 3 consecutive months, or for
3 non-consecutive months over a period of 6 months. In case of Severe Underperformance, the provisions of
the Contract shall apply.
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6 Regular KPI reporting

Regular reporting of the KPI trends is a key element in order to assess the performance of the Contractor. The
reporting is expected to be monthly and quarterly.

ETSC-KPI-REQ-009: The Contractor shall provide regular detailed analysis of the KPI results and trends in
the monthly and quarterly Service Performance Management Reports, including a detailed analysis of
the Liquidated Damages, when applicable.

ETSC-KPI-REQ-010: Upon Contracting Authority request, the Contractor shall provide an ad-hoc analysis
of the current KPI results, for the specifically requested KPI.

6.1 Monthly KPI Reporting

ETSC-KPI-REQ-011: The Contractor shall provide monthly Service Performance Management Reports
(SPMR’s), containing detailed information related to all the Key Performance Indicators (KPls).

Output: “Service Performance Management Report (SPMR) — monthly — for approval

ETSC-KPI-REQ-012: With each monthly Service Performance Management Report the Contractor shall
also provide an electronic database containing all the Key Performance Indicators (KPls).

ETSC-KPI-REQ-013: The KPI database shall contain, as a minimum:
o Achieved monthly values

e Underperformances

e Reasons for underperformances

e Liquidated damaged calculation in compliance with section 5.

ETSC-KPI-REQ-014: The database containing all Key Performance Indicators (KPIs) data shall be updated
by the Contractor on a monthly basis or whenever there is an evolution of a KPI.

ETSC-KPI-REQ-015: The database containing all Key Performance Indicators (KPIs) data shall be provided
by the Contractor in a tabular and graphical format and shall be human and machine readable. The
database shall be accessible by the Contracting Authority at any time, without any restriction, apart
from the standard security measures on access policies (e.g., username, password, etc.).
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ETSC-KPI-REQ-016: If requested for some specific KPlIs, the Contractor shall provide the KPI data files and
make them available for download via sftp.

6.2 Quarterly KPI Reporting

ETSC-KPI-REQ-017: The Contractor shall provide Quarterly Service Progress Reports containing an

overview of the Key Performance Indicators (KPI) achieved and the trends since the start of the
contract.

Output: “Quarterly Service Progress Report (QSPR)” - quarterly — for approval
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7 KPI Validation

7.1 KPIl validation during the handover phase

During the handover phase, the Liquidated Damages scheme is not going to be activated.

This means that, in this phase, the Contractor will progressively ramp up all the preparatory activities needed
to put in place the KPI monitoring and reporting scheme.

ETSC-KPI-REQ-018: The Contractor shall put in place a validation campaign, during the handover phase,
for the activation of the KPI monitoring and reporting in the contract.

Output: “KPI Simulation Results” — at the end of the handover phase — for approval

ETSC-KPI-REQ-019: The KPI validation campaign shall provide information about:

e Readiness of the KPI monitoring resources (monitoring tools, involved processes and human
resources) to start the KPI reporting activities at Contract KO. The Contractor shall provide at the HRKP
and FHR the results of comprehensive KPI simulations, using the KPI monitoring tools populated with
actual data from the Handover phase and covering all the KPIs that will be applicable immediately
after the HCR.

e Increase awareness of the Contractor of the financial implications of the Liquidated Damages scheme
to be activated following the Hand over:

o By computing the Liquidated Damages formula with the KPIs values monitored.
o Performing numerical simulation with the Liquidated Damages formula to forecast what will
be the financial implications of certain service operations scenarios during the Contract.

e Confirming the targets and definition of the KPIs.

The outcomes of this KPl scheme validation campaign will be assessed during both the Handover Readiness
Key Point (HRKP) and finally at the Final Handover Review (FHR).

Output: “KPI Simulation Results” — at the end of the handover phase — for approval

ETSC-KPI-REQ-020: The KPI monitoring/reporting scheme shall be activated at the beginning of the
Contract. This implies that the Contractor shall be ready to monitor and report on a monthly basis the
list of all activated KPIs at that start of the Contract.

7.2 Validation of new and modified KPIs

Upon introduction of new or modified KPIs through a Contract Amendment, in case a validation is foreseen by
the Contractor, its duration shall be no longer than 3 months, unless otherwise agreed between the Parties.
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8 KPI Evolution

The modulation of the KPI regime to the E-GNSS Transversal Infrastructure service provision phase and the
level of the Contractor’s responsibilities in the provision of the services will be performed during the Contract
by different mechanisms:

e The KPI computation scheme is defined in section 5 and it is fixed.
o KPI relative weights (w;) are provided in section 4.
e The initial values of the KPIs are defined in section 3.

During the Contract, the KPl scheme (targets and weights) can evolve according to the performance achievable
with the deployed infrastructure, the operational service capabilities of new infrastructure/elements, or as a
function of the experience gained by the Contractor in the actual execution of operations. Every year, the
Monthly Progress Meeting of February shall also include the annual review of the KPls parameters. Any
changes on the KPIl parameters shall be agreed via Contract Amendments.

ETSC-KPI-REQ-021: In the frame of the Monthly Progress Meeting of February each year, the Contractor
shall review and proposes adjustments of the KPI parameters (in particular weights of each KPI and
respective targets, but also their definitions) according to the performance achievable with the
deployed infrastructure, the operational service capabilities of new infrastructure/elements, or to
adjust them as a function of the experience gained by the Contractor in the actual execution of
operations. It is highlighted that the request to adjust the KPl parameters may come also from the
Contracting Authority as part of the Monthly Progress Meeting of February each year. Any changes
on the KPI parameters shall be agreed via Contract Amendments.

Following changes on the KPI parameters, this document will be updated as needed to reflect the changes in
expected values and/or exclusions to have a clear KPI baseline with respect to the infrastructure deployed.

This updated baseline will be the basis for the reporting of the KPIs in the following period, including the
computation of the liquidated damages.
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Appendix A Level of Fulfilment of KPIs

The level of fulfilment, introduced in Section 5, will be defined for each requirement depending on the nature
of the associated metric. For most of them, a simple linear function will be used. In a few cases, however, a
guadratic function is deemed more suitable.

A.1 Decreasing linear function

This function is applicable to metrics for which smaller values imply better performance. In this case,

1if M < Ttarget
0if M = Tyimie

KPI =
Tiimic — M

T _T if Ttarget <M < Tyimit
limit target
Where:

e M s the metric value
®  Timget is the target value for the metric
®  Tiimit is the maximum value of the metric, at which the maximum penalty is applied

An example of this type of function is the Incident reporting timeliness where one could define a target value
(e.g. 0 events?) and a limit value (e.g. 2 events), and the more Incidents are reported outside the timeline
requirement, the greater the penalty applied. Number of events equal or greater to the limit value leads to
maximum penalty applied.

A.2 Increasing linear function

This function is applicable to metric for which greater values imply better performance. In this case,

1if M 2 Tearget
0 if M < Timis

KPI =
M — Tiimie

T —T if Tiimie <M < Ttarget
target limit
Where:

e Miis the metric value
®  Tiarget is the target value for the metric
¢ Tiimit is the minimum value of the metric, at which the maximum penalty is applied

! These are example values. The actual values are provided with each KPI definition.
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An example of this type of function is the License Renewal Procurement , for which one could define a target
value (e.g. 100%) and a limit value (e.g. 98%), and the lower the value percentage is, the greater the penalty
applied. Values equal or lower than the limit value leads to maximum penalty applied.

A.3 Quadratic function

This function is applicable to metrics for which greater values imply better performance, but for which the
linear function does not represent well the impact of underperformance on the delivered service. In this case,

1if M = Tearget
0if M < Timie

( M — Tiimie
Tlimit - Ttarget

KPI = 2
) if Tlimit <M< Ttarget

Where:

e Mis the metric value
®  Tiarger is the target value for the metric
®  Tiimit is the minimum value of the metric, at which the maximum penalty is applied

An example of this type of parameter is the web portal availability, where one could define a target value (e.g.
99.5%) and a limit value (e.g. 97%), and the lower the value, the greater the penalty. Availability equal or lower
than the limit value leads to maximum penalty applied.
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