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Quarterly SLA Fulfillment Rate (QFR) Penalty QCV: Quarterly Contract Value 

100% > QFR >= 90% 0% * QCV Fulfillment Rate= Total Number 

90% > QFR >= 80% 2%*QCV of solved CSRs within SLA 

scheme 80% > QFR >= 70% 4% * QCV /Total Number of CSRs 

70% > QFR >= 60% 6% * QCV 

60% > QFR >= 50% 

QFR < 50% 
8%~ 
10% * QCV 
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