PERFORMANCE REQUIREMENTS SUMMARY

REQUIRED SERVICE
STANDARD


MAXIMUM








ALLOWABLE 









DEGREE OF











DEVIATION


METHOD

FROM REQUIRE-

OF






MENT (ALP)


SURVEILLANCE

RS 1



Provide each traveler

2%


COR

CUSTOMER SERVICE
with a mechanism to





Observation

C.6.1.1.28


comment on contractor




Customer





Provided services.





Notification

RS 2



Provide accurate


0%


COR

REPORTS


reports within the





Surveillance

C.7



timeframes indicated.

RS3

CUSTOMER


Provide a 24 hour toll

2%


Customer

SERVICE


free assistance 





Complaint

C.6.1.1.25


to travelers.








RS4

CUSTOMER


Provide customers with

2%


COR


SERVICE


prompt assistance when 




Observation

C.6.1.1.26


resolving travel related 




Customer

problems.






Complaint

PERFORMANCE REQUIREMENTS SUMMARY

REQUIRED SERVICE
STANDARD


MAXIMUM








ALLOWABLE 









DEGREE OF











DEVIATION


METHOD

FROM REQUIRE-

OF






MENT (ALP)


SURVEILLANCE

RS5



Provide confirmed


0%


COR


TRAVEL


reservations & ticketing




Surveillance 

RESERVATIONS

IAW Government Directives.



Customer

C.6.1.1











Complaint

C.6.1.1.1

C.6.1.1.12

C.6.1.1.13












C.6.2.1

C.6.2.2.8

RS6



Provide written


0%


COR

DOCUMENT PNR

documentation





Surveillance

C.6.1.1.1


as required, to





Customer

C.6.1.1.6


the traveler/






Complaint

C.6.1.10


approving official

C.6.1.1.18


or COR, as applicable.

