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[bookmark: _Toc333315838][bookmark: _Toc356294640]Offeror Guidelines
This Schedule contains specific service level requirements that the Offeror must meet in order to perform the requested Services.  The Offeror must respond to the requirements contained in this Schedule according to the instructions provided below. 
[bookmark: _Toc333315839][bookmark: _Toc356294641]Offeror Instructions
· The Offeror’s response to the RFP should reflect and comply with the information contained in this Schedule.
· The Offeror will complete the following sections in each of the Critical Measurements and Key Measurements:
· Collection Process – identify how the measurement data will be collected
· Reporting Tools – identify any tools, automated or manual, that will be used
· Raw Data Storage (Archives) – identify where data will be stored and accessible by the Commonwealth for further analysis
· Reporting Format/s – identify the proposed reporting format
[bookmark: _Toc333315840][bookmark: _Toc356294642]Service Level Class Definitions
There are two classes of Service Level performance metrics used, Critical Measurements (CMs) and Key Measurements (KMs). 
· Critical Measurements (CMs) are performance measurements defined for the most important service areas.  CMs will have associated fees, e.g.  Performance Credits, payable by the Offeror to Commonwealth for missed CMs according to the terms of the negotiated contract.  

· Key Measurements (KMs) are performance target measurements for non-critical service areas.  KMs are not eligible for Performance Credits.  Key Measures cover less critical service deliverables, sub processes or interim activities that are related to CM performance, and are reflective of overall effective and efficient service performance management.  Based on periodic contractual SLA reviews, adjustments may be negotiable and KMs may be promoted to CMs.

Service Level measurement and reporting normally begins immediately following the Service Commencement Date.  However, to allow for stabilization where appropriate, application of Performance Credits may be reduced or waived for some period of time (to be negotiated) after the Service Commencement Date.
[bookmark: _Toc356294643]Service Level Details
The following pages describe each Service Level, its calculation, and other details relevant to the Service Level.
[bookmark: _Toc356294644]SL01 Application Infrastructure Availability – Platinum
	Service Level Reference 
	Description

	Application Infrastructure Availability– Platinum
	

	Service Category
	Availability

	Metric Description
	This Service Level measures the percentage of time the Applications are Available during the applicable Measurement Window.  This measurement is by application, not by server instance.  Availability is defined by whether the application residing on any of the associated server instances is available to users.  Targeted Applications will be determined by the Commonwealth based on the critical nature of the Agency Application.

	Metric Inclusions
	Server Instances and related CIs supporting Targeted Applications are identified in the CMDB. Scheduled hours of operations and maintenance windows for each infrastructure element related to the Targeted Applications will be maintained in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Targeted Applications Infrastructure Availability” is the sum of Actual Uptime for the individual Applications divided by the sum of expected, scheduled Uptime for the Applications, with the result expressed as a percentage.
· = 1 – ((Sum of Minutes the Application is not Available) / ((1440 Minutes Per Day) X (Calendar Days In Month))) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294645]SL02 Application Infrastructure Availability – Gold
	Service Level Reference 
	Description

	Application Infrastructure Availability – Gold
	

	Service Category
	Availability

	Metric Description
	This Service Level measures the percentage of time the Applications are Available during the applicable Measurement Window.  This measurement is by application, not by server instance.  Availability is defined by whether the application residing on any of the associated server instances is available to users.  Targeted Applications will be determined by the Commonwealth based on the critical nature of the Agency Application.

	Metric Inclusions
	Server Instances and related CIs supporting Targeted Applications are identified in the CMDB. Scheduled hours of operations and maintenance windows for each infrastructure element related to the Targeted Applications will be maintained in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Targeted Applications Infrastructure Availability” is the sum of Actual Uptime for the individual Applications divided by the sum of expected, scheduled Uptime for the Applications, with the result expressed as a percentage.
· = 1 – ((Sum of Minutes the Application is not Available) / ((1440 Minutes Per Day) X (Calendar Days In Month))) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294646]SL03 Application Infrastructure Availability – Silver
	Service Level Reference 
	Description

	Application Infrastructure Availability– Silver
	

	Service Category
	Availability

	Metric Description
	This Service Level measures the percentage of time the Applications are Available during the applicable Measurement Window.  This measurement is by application, not by server instance.  Availability is defined by whether the application residing on any of the associated server instances is available to users.  Targeted Applications will be determined by the Commonwealth based on the critical nature of the Agency Application.

	Metric Inclusions
	Server Instances and related CIs supporting Targeted Applications are identified in the CMDB. Scheduled hours of operations and maintenance windows for each infrastructure element related to the Targeted Applications will be maintained in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Targeted Applications Infrastructure Availability” is the sum of Actual Uptime for the individual Applications divided by the sum of expected, scheduled Uptime for the Applications, with the result expressed as a percentage.
· = 1 – ((Sum of Minutes the Application is not Available) / ((1440 Minutes Per Day) X (Calendar Days In Month))) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294647]SL04 Application Infrastructure Availability – Bronze 
	Service Level Reference 
	Description

	Application Infrastructure Availability– Bronze
	

	Service Category
	Availability

	Metric Description
	This Service Level measures the percentage of time the Applications are Available during the applicable Measurement Window.  This measurement is by application, not by server instance.  Availability is defined by whether the application residing on any of the associated server instances is available to users.  Targeted Applications will be determined by the Commonwealth based on the critical nature of the Agency Application.

	Metric Inclusions
	Server Instances and related CIs supporting Targeted Applications are identified in the CMDB. Scheduled hours of operations and maintenance windows for each infrastructure element related to the Targeted Applications will be maintained in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Targeted Applications Infrastructure Availability” is the sum of Actual Uptime for the individual Applications divided by the sum of expected, scheduled Uptime for the Applications, with the result expressed as a percentage. 
· = 1 – ((Sum of Minutes the Application is not Available) / ((1440 Minutes Per Day) X (Calendar Days In Month))) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294648]SL05 Application Infrastructure Availability – Basic
	Service Level Reference 
	Description

	Application Infrastructure Availability - Basic
	

	Service Category
	Availability

	Metric Description
	This Service Level measures the percentage of time the Applications are Available during the applicable Measurement Window.  This measurement is by application, not by server instance.  Availability is defined by whether the application residing on any of the associated server instances is available to users.  Targeted Applications will be determined by the Commonwealth based on the critical nature of the Agency Application.

	Metric Inclusions
	Server Instances and related CIs supporting Targeted Applications are identified in the CMDB. Scheduled hours of operations and maintenance windows for each infrastructure element related to the Targeted Applications will be maintained in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Targeted Applications Infrastructure Availability” is the sum of Actual Uptime for the individual Applications divided by the sum of expected, scheduled Uptime for the Applications, with the result expressed as a percentage.
· = 1 – ((Sum of Minutes the Application is not Available) / ((1440 Minutes Per Day) X (Calendar Days In Month))) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294649]SL06 Resolution Time - Severity Level 1 Incidents
	Service Level Reference 
	Description

	Resolution Time - Severity Level 1 Incidents
	

	Service Category
	Incident and Problem Resolution

	Metric Description
	This Service Level measures the percentage of time Offeror resolves Severity Level 1 events within the applicable time period.  Also known as “Mean Time To Resolve” (MTTR) for Severity Level 1 Incidents.

	Metric Inclusions
	Includes all Applications Infrastructure components as defined by the CMDB and Severity Level 1 events that are assigned to the appropriate Service Level.
The time limits for the resolution of each are as listed below.  Time frame for resolution shall be based on the Tier designation for the highest mainframe, server or instance associated with the respective incident. For incidents not associated with a specific Mainframe, Server, or Instance, the resolution timeframe shall be measured as a Silver Tier.
Platinum  < 90 minutes
Gold       < 120 minutes 
Silver      < 180 minutes 
Bronze    < 240 Minutes 

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Resolution Time – Severity Level 1” is the total number of Incidents that are or become Severity Level 1 that are Resolved within the relevant Resolution Time specified, divided by the total number of Incidents that are or become Severity Level 1 during the applicable Measurement Window, with the result expressed as a percentage.
· = (Number of Severity Level 1 Incidents Resolved within Limit) / (Total Number of Severity Level 1 Incidents) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294650]SL07 Resolution Time - Severity Level 2
	Service Level Reference 
	Description

	Resolution Time - Severity Level 2
	

	Service Category
	Incident and Problem Resolution

	Metric Description
	This Service Level measures the percentage of time Offeror resolves Problems within the applicable time periods.  Also known as “Mean Time To Resolve” (MTTR) for Severity Level 2 Incidents.

	Metric Inclusions
	Includes all Mainframes, Servers, and Instances associated with Targeted Applications and other Severity Level 2 events not associated with Servers or Instances. 
The time limits for the resolution of each mainframe, server or instance are as listed below. Time frame for resolution shall be based on the Tier designation for the highest mainframe, server or instance associated with the respective incident. For incidents not associated with a Mainframe, Server, or Instance, resolution shall be measured as Silver Tier (< 360 minutes).
Platinum  < 90 minutes
Gold        < 180 minutes
Silver       < 360 minutes
Bronze     < 960 Minutes

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: The Service Level calculation for “Resolution Time – Severity Level 2” is the total number of Incidents that are or become Severity Level 2 that are Resolved within the relevant Resolution Time specified, divided by the total number of Incidents that are or become Severity Level 2 during the applicable Measurement Window, with the result expressed as a percentage.
· = (Number of Severity Level 2 Incidents Resolved within Limit) / (Total Number of Severity Level 2 Incidents) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294651]SL08 Resolution Time - Severity Level 3/4
	Service Level Reference 
	Description

	Resolution Time - Severity Level 3/4
	

	Service Category
	Incident and Problem Resolution

	Metric Description
	This Service Level measures the percentage of time Offeror resolves Incidents within the applicable time periods. Also known as “Mean Time To Resolve” (MTTR) for Severity Level 3 and Severity Level 4 Incidents.

	Metric Inclusions
	Severity Level 3 - For all Severity Level 3 Incidents , the incident shall be resolved within 3,780 Business Minutes (i.e. 63 hours)
Severity Level 4 - For all Severity Level 4 Incidents, the incident shall be resolved within 4,860 Business Minutes (i.e. 81 hours or 9 business days)
Total Business Minutes shall be measured during only those minutes between 8:00 AM and 5:00 PM inclusive, Monday through Friday inclusive (1 Business day = 9 Business hours =  540 Business minutes); (1 Business Week = 2,700 minutes)

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	8:00AM – 5:00 PM

	Days of Measurement
	Monday through Friday

	Calculation
	· Summary: The Service Level calculation for “Resolution Time – Severity Level 3/4” is the total number of Incidents that are or become Severity Level 3 or 4 that are Resolved within the relevant Resolution Time specified, divided by the total number of Incidents that are or become Severity Level 3 or 4 during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number of Severity Level 3 Incidents Resolved within Limit) +(Number of Severity Level 4 Incidents Resolved within Limit)) / ((Total Number of Severity Level 3 Incidents) + (Total Number of Severity Level 4 Incidents)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294652]SL09 Solution Request Fulfillment
	Service Level Reference 
	Description

	Solution Request Fulfillment
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror successfully implements a Solution Request within the timeframe committed to the requester as measured in the applicable Measurement Window.  All phases of the Solution implementation process from the Commonwealth Customer approval of the Solution Proposal through implementation and the Commonwealth Customer acceptance into production are included in this measure.

	Metric Inclusions
	For purposes of calculating this Service Level, only those requests which require a solution proposal that has been accepted by the State will be included in the calculation.  Solution Requests without a production date established by the time the order is received will be counted as a “missed” expectation.

	Metric Exclusions
	None

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of projects that are successfully completed during the applicable Measurement Window on are before the due date specified in the applicable Solution Proposal and/or a subsequent project plan, divided by the total number of projects that should have been completed during the applicable Measurement Window, with the result expressed as a percentage.
· = (Number of Solution Requests Completed within Limit) / (Total Number of Solution Requests) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294653]SL10 Standard Service Request Fulfillment
	Service Level Reference 
	Description

	Standard Service Request Fulfillment
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror successfully completes Standard Service Requests that do not require a purchase or a solution proposal to be approved by the State.  Specific target timeframes are either established in the CCPM or a specific commitment date outside of the standard timeframe may be established at the State’s discretion.  Examples of these types of requests are provision of ID access, upgrade to a new OS version, run a special batch job, etc.

	Metric Inclusions
	Included as Standard Service Requests shall be an agreed upon set of service requests as specified in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· Elapsed time waiting for the Commonwealth or a Commonwealth Customer’s required approval or hold shall be excluded. 
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Standard Service Requests successfully completed by Offeror during the applicable Measurement Window and within the required timeframes specified in Commonwealth Compute Procedure Manual (CCPM) or other agreed to date, divided by the number of Standard Service Requests that should have been completed by Offeror during the applicable Measurement Window, with the result expressed as a percentage.
· = (Number of Standard Requests Completed within Limit) / (Total Number of Standard Requests) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294654]SL11 Completion of Project/Solution Phase
	Service Level Reference 
	Description

	Completion of Project/Solution Phase
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror successfully completes a phase (e.g. procurement, floor prep, network prep, physical install, turn-up and test, production) milestone no later than the committed timeframe.  All phases of the Solution implementation process following the Commonwealth Customer approval of the Solution Proposal through implementation and the Commonwealth Customer acceptance into production are included in this measure.

	Metric Inclusions
	For purposes of calculating this Service Level, only those requests which require a solution proposal or project plan that has been accepted by the State and a production date established will be included in the calculation. 
If a milestone is missed, the rescheduled milestone will also be included in the measurement

	Metric Exclusions
	All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Project or Solution Requests successfully completed by Offeror during the applicable Measurement Window and within the required timeframes specified in Commonwealth Compute Procedure Manual (CCPM) or other agreed to date, divided by the number of Project and Solution Requests that should have been completed by Offeror during the applicable Measurement Window, with the result expressed as a percentage
· = (Number of Project/Solution Requests Completed within Limit) / (Total Number of Project/Solution Requests) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294655]SL12 Solution and Procurement Proposals Delivered
	Service Level Reference 
	Description

	Solution and Procurement Proposals Delivered
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror provides a viable proposal to the State, in response to a solution or procurement request,  within the timeframe established in the Commonwealth Computing Procedures Manual for commodity and standard requests or a jointly agreed to commitment date for custom requests.  

	Metric Inclusions
	Each proposal submitted to the State will be considered a measurable event.  If there are multiple proposals for one request due to requirements changes then subsequent iterations will be counted as another event.  Each will count as an event and an opportunity to succeed or fail.  

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of viable proposals submitted to the State during the applicable Measurement Window on or before the due date determined from the Commonwealth Computing Procedures Manual for Standard and Commodity Requests or jointly agreed for custom requests, divided by the total number of proposals that should have been submitted during the applicable Measurement Window, with the result expressed as a percentage.
· = (Number of Solution and Procurement Proposal Requests Completed within interval) / (Total Number of Solution and Procurement Proposal Requests) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294656]SL13 CMDB Content Accuracy and Timeliness
	Service Level Reference 
	Description

	CMDB Content Accuracy and Timeliness
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of an audited statistically valid sample of Inventory Records (as defined below) during the Measurement Window that is determined to be Accurate (as defined below) by such audits.

	Metric Inclusions
	The audited sample for this Service Level must contain a number of randomly selected CMDB Inventory Records that is reasonably acceptable to the Commonwealth.  The random selection shall be a statistically significant stratified random sampling representing all Commonwealth Customers each month.
Definitions for purposes of this Service Level:
“Accurate” means all Critical Inventory Attributes are correctly and completely populated in the CMDB Inventory of Record.
“Critical Inventory Attributes” means those database fields in an Inventory Record that are essential for Offeror’s successful delivery of Service and necessary for CoPA’s successful performance of retained responsibilities, including architecture, IT planning, and reconciliation of invoices. Critical Inventory Attributes that shall be audited are set out in Commonwealth Computing Procedures Manual and may be modified over time in accordance with the Commonwealth Computing Procedures Manual.
“CMDB Inventory of Record” means the inventory of CIs, including all Equipment and Software, to be created and maintained by Offeror in accordance with the CCPM. 
“Inventory Record” means the record for a single item of Equipment or Software in the Inventory of Record, including all of the Critical Inventory Attributes for that item.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365 

	Calculation
	· Summary: This Service Level calculation is the total number of CMDB Inventory Records that are audited during the applicable Measurement Window and that are Accurate, divided by the total number of Inventory Records that are audited during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number of Valid Records Found) / (Total Number of Records Audited)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294657]SL14 Software License Renewal Timeliness
	Service Level Reference 
	Description

	Software License Renewal Timeliness
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the timeliness of all license and maintenance renewals for software managed by Offeror.

	Metric Inclusions
	This SLA includes the renewal of software licenses included in the Agreement and hardware maintenance agreements included in Hardware Service Charges (HSC) to a the Commonwealth Customer (e.g. renewal of SSL certificates, Application Utility software, custom solution hardware (covered by a maintenance agreement) charged to the  Commonwealth Customer through the HSC).

	Metric Exclusions
	· Renewals for software or maintenance purchased outside of this contract by the Commonwealth or the Commonwealth Customers and not included in Offeror’s charges to the Commonwealth are excluded.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	This Service Level measures the timeliness of all license and maintenance renewals for software managed by Offeror.

	Days of Measurement
	N/A

	Calculation
	· Summary: Renewals are routinely expected to be installed ten (10) or more Business Days prior to the renewal due date for the item or service.  (Renewal due date is the date when the current license or maintenance contract expires.)  The Service Level calculation for “Software License Renewal Timeliness”  is a percentage derived from the total number of all renewals processed divided by the total number due for the month that were renewed before the renewal expiration date without disruption in service.
· = ((Successful Software Renewals implemented within Time Frame) / (Total Software License Renewals Completed)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294658]SL15 Successful Backups
	Service Level Reference 
	Description

	Successful Backups
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror completes backup jobs successfully during the applicable Measurement Window in accordance with the relevant criteria specified in the Commonwealth Computing Procedures Manual.

	Metric Inclusions
	Backup jobs include all registered backup clients (including but not limited to all file systems, databases, application files, operating systems, applications and respective data).

	Metric Exclusions
	· If there is an appropriate tool available and in use that captures open files, then the backup of open files are included as part of the backup.  If there is not an appropriate tool available and in use for the capture of open files, then open files are skipped and not counted against this Service Level.  Any batch jobs related to infrastructure backups, or other functionality exclusively for Offeror would be excluded.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level is the sum of the number of times Offeror completes backup jobs successfully and complete on time during the applicable Measurement Window divided by the of the sum of the number of times Offeror began or should have begun backup jobs within the applicable measurement window, with the result expressed as a percentage.
· = ((Number of Successful Backups) / (Total Number of Backups Attempted)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294659]SL16 Successful Recoveries
	Service Level Reference 
	Description

	Successful Recoveries
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror completes data recoveries successfully and on time during the applicable Measurement Window in accordance with the relevant criteria specified in the Commonwealth Computing Procedures Manual.

	Metric Inclusions
	Recoveries include all registered recovery clients (including but not limited to all file systems, databases, application files, operating systems, applications and respective data).

	Metric Exclusions
	· Any batch jobs related to infrastructure recoveries, or other functionality exclusive for the Offeror would be excluded.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of data recovery jobs that are completed successfully and on time in accordance with the relevant criteria set forth in the Commonwealth Computing Procedures Manual during the applicable Measurement Window, divided by the total number of data recovery jobs that were attempted or scheduled to be completed during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number of Successful Recoveries) / (Total Number of Recoveries Attempted)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294660]SL17 Security Incident Notification Timeliness
	Service Level Reference 
	Description

	Security Incident Notification Timeliness
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror completes identifying and notifying CoPA of detected security incidents in accordance with ITB-SEC024.

	Metric Inclusions
	Time required receiving and analyzing reactive and/or proactive incidents from any and all managed sources including, but not limited to, firewalls, intrusion detection/prevention devices, VPN appliances, switches, routers, and all other equipment over which Commonwealth traffic traverses. Time required contacting CoPA and reporting the incident in accordance with ITB-SEC024.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Security Incidents reported in accordance with ITB SEC-024 using the procedure set forth in the Commonwealth Computing Procedures Manual, divided by the total number of detected security incidents, with the result expressed as a percentage.
· = [(number of incidents reported in accordance with ITB SEC-024) / number of detected incidents)] expressed as a percentage 

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294661]SL18 Security Update Timeliness
	Service Level Reference 
	Description

	Security Update Timeliness
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror completes Security Updates successfully and on time during the applicable Measurement Window in accordance with the relevant criteria specified in the Commonwealth Computing Procedures Manual.

	Metric Inclusions
	Security Updates include all updates and changes designated as a Security Update at the time or request/order.  These updates includes, but are not limited to, Security Patches, Firewall configuration changes, Proxy updates and changes, and Identity Management Changes.

	Metric Exclusions
	· Any batch jobs related to infrastructure recoveries, or other functionality exclusive for the Offeror would be excluded.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Security update requests that are completed successfully and on time in accordance with the relevant criteria set forth in the Commonwealth Computing Procedures Manual during the applicable Measurement Window, divided by the total number of Security update requests that were requested to be completed during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number of Security Updates) / (Total Number of Requested Security Updates)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294662]SL19 Incident Management Communication – for Severity 1 Incidents
	Service Level Reference 
	Description

	Incident Management Communication – for Severity 1 Incidents
	

	Service Category
	Incident & Problem Resolution

	Metric Description
	This Service Level measures the percentage of time the Offeror provides the notices to the applicable Authorized Users within the following timeframes with respect to Incidents that are or become Severity 1 Incidents and that are not Resolved in less than one (1) hour from the Start Time for such Incident.
· First notice: Within one hour of incident ticket creation
· Subsequent notices: every 30 minutes
A “notice” is defined as :
· Verbal communication to Authorized User, as documented in the ticket
· Bridge call including Authorized User, as documented in the ticket
· Email to Authorized User, as documented in the ticket
Such notices shall not be deemed to have been provided unless (a) the Authorized User that reported the Incident has been contacted by the Offeror and such notice of status has been provided or (b) Offeror has left a voice mail (or if not possible because the Authorized User does not have a voice mail box, sent an email or attempted some other reasonable means of communication) for the Authorized User.

	Metric Inclusions
	Includes all Priority 1 Incidents  

	Metric Exclusions
	· Priority 2, 3 and 4 Incidents
· Duplicate Incident Reports for the incident
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Incidents that are or become Severity 1 Incidents, that have Start Times during the applicable Measurement Window, that have actual Resolution Times of greater than one (1) hour and for which Offeror provided the applicable Authorized User the required notice(s) within the required timeframe(s) as set forth in this Section, divided by the total number of Incidents that are or become Severity 1 Incidents, that have Start Times during the applicable Measurement Window and that have actual Resolution Times of greater than one (1) hour, with the result expressed as a percentage.
· = ((Number of Incidents with Communications within Established Intervals) / (Total Number of Severity 1 Incidents)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294663]SL20 Root Cause Analysis Delivery
	Service Level Reference 
	Description

	Root Cause Analysis Delivery 
	

	Service Category
	Incident & Problem Resolution

	Metric Description
	This Service Level measures the percentage of time Offeror reports the results of a Formal Root Cause Analyses for Service Restoral Incidents within the timeframes below during the Measurement Window:
· RCA’s due within ten (10) Business Days from the request of the RCA.

	Metric Inclusions
	An Authorized User may request a Formal RCA for incidents that require more in-depth analysis than required with the “normal” Root Cause Analysis process.  The Formal RCA is documented and tracked within the Problem Management process, and upon completion, is presented by the Offeror Problem Management Team to the affected the Commonwealth Customer and the Commonwealth for review and approval.
Offeror shall perform a “Formal” Root Cause Analysis with respect to any Service Restoral Incident, if requested by the Commonwealth, and that has a Start Time during the applicable Measurement Window.  

	Metric Exclusions
	· Those Service Restoral Incidents for which the Commonwealth or the Commonwealth’s Customer does not request a “Formal” Root Cause Analysis.
· Duplicate Requests
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of written Formal Root Cause Analyses that are delivered to the Commonwealth within the timeframes specified in this Section during the applicable Measurement Window, divided by the total number of written Formal Root Cause Analyses that should have been delivered to the Commonwealth during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number of Formal Root Cause Analyses Delivered within Established Interval) / (Total Number of Formal Root Cause Analyses Due)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294664]SL21 Chronic Problems
	Service Level Reference 
	Description

	Chronic Problems
	

	Service Category
	Incident & Problem Resolution

	Metric Description
	A “Chronic Problem” means a problem which meets any of the following criteria:
1. The existence two or more incidents with the same root cause for the same software, service, process, or hardware for which Offeror, the Commonwealth, or the Commonwealth Customer, have designated as a problem requiring a Root Cause Analysis with a Corrective Action Plan.
2. The existence of three or more service failures or outages for the same software, service, process, or hardware within the same month for any two (2) months within any rolling six (6) months.
3. The existence of three (3) or more service failures or outages for the same software, service, process, or hardware within any rolling six (6) month period for which no root cause has been determined.
Multiple Incidents that are opened contemporaneously for the same software, service, process, or hardware due to the same root cause shall be deemed to be a single incident for purposes of this Service Level.

	Metric Inclusions
	All incidents and Problem Investigation reports for all services covered by any service level metric.

	Metric Exclusions
	· Problems which have a published Root Cause Analysis with an associated action plan approved by the Commonwealth Customers and which has all agreed corrective actions on schedule (not exceeding their completion dates) and have had no reoccurrences of the same failure may be excluded at the Offeror’s request and the Commonwealth’s approval.
· All items defined in Note 2 at the bottom of this Schedule J.3
· Duplicate Incident Reports for the same Incident

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: Offeror’s performance shall be measured by determining the total number of Problem that are or become Chronic Problem during the applicable Measurement Window.
· ((the number of Chronic Problems) / (the total number of problems)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc338424467][bookmark: _Toc338425656][bookmark: _Toc338425718][bookmark: _Toc338425777][bookmark: _Toc356294665]SL22 High Risk Security Patch Updates
	Service Level Reference 
	Description

	High Risk Security Patch Updates
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the timeliness in which high-risk security patches are applied.  All high risk security patches must be applied within five (5) Business Days from the date the software vendor or applicable industry guiding entity provides notice to the Offeror or other date as agreed to by the Commonwealth or the Commonwealth Customer.

	Metric Inclusions
	Includes those security patches for which the vendor or applicable industry guiding entity indicates is “high” risk.

	Metric Exclusions
	· Excludes low and medium risk patches
· All items defined in Note 2 at the bottom of this Schedule J.J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of high risk security patches released five (5) Business Days prior to the beginning and end of the measurement window that were installed within five (5) Business Days divided by the total number of high risk security patches released five (5) Business Days prior to the beginning and end of the measurement window, with the result expressed as a percentage.
· = ((Number of High Risk Intrusion Protection Updates Installed within Established Interval) / (Total Number of High Risk Intrusion Protection Updates Installed)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294666]SL23 Change Management Effectiveness
	Service Level Reference 
	Description

	Change Management Effectiveness
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror successfully implements Changes to the Services.  

	Metric Inclusions
	Changes are not successfully implemented if they: 
(i) do not comply with the Change Management procedures (including the Change Control Process), 
(ii) do not comply with the Change Management procedures detailed within the Commonwealth Computing Procedures Manual,
(iii) cause Severity 1 Incidents or Severity 2 Incidents, within 168 hours of implementing the change,
(iv) exceeds the reserved implementation or maintenance window as approved within the ITSM Change Request, or 
(v) are backed out.

	Metric Exclusions
	· Severity Level 1 and Severity Level 2 incidents that occur during the implementation window for the change and are resolved before the Implementation or Maintenance window ends.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7 

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the number of changes that are successfully implemented by Offeror during the applicable Measurement Window, divided by the number of changes that should have been implemented by Offeror during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number of Successful Change Management Requests) / (Total Number of Change Management Requests Scheduled during the period)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294667]SL24 Service Desk – Call Answer Time
	Service Level Reference 
	Description

	Service Desk – Call Answer Time
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the elapsed time an Authorized User is placed on hold after leaving the Interactive Voice Response or Automatic Call Distribution System to the time the phone call is answered by a live support technician.

	Metric Inclusions
	All phone calls to the Service Desk shall be included in the calculation of this Service Level with no exceptions for phone calls to the Service Desk during any period of Downtime.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3
· Excludes the time a caller is listening to a Menu of choices before being routed to a helpdesk agent.

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of seconds, for all phone calls to the Service Desk during the applicable Measurement Window, between the time the phone caller first selects a menu option on the IVR or Automatic Call Distribution System for assistance by a live support technician to the time the phone call is verbally answered by a live support technician ready to start working on the phone call, divided by the total number of all phone calls to the Service Desk during the applicable Measurement Window.
· = (Average Time a Call takes to be answered by Service Desk Agent) expressed in seconds

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294668]SL25 Service Desk – Abandon Rate
	Service Level Reference 
	Description

	Service Desk – Abandon Rate
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of phone calls to the Service Desk that are abandoned by the Authorized User after the Authorized User selected a service option and prior to a live support technician answering the phone call.

	Metric Inclusions
	All phone calls to the Service Desk shall be included in the calculation of this Service Level with no exceptions for phone calls to the Service Desk during any period of Downtime.

	Metric Exclusions
	· Calls disconnected prior to an automated voice response system completing the Menu of choices for callers are not counted as abandoned.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of phone calls to the Service Desk during the applicable Measurement Window that are abandoned by the Authorized User (prior to an automated voice response system answers), divided by the total number of phone calls to the Service Desk during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number Of Abandoned Telephone Calls) / (Total Number Of Telephone Calls)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294669]SL26 Incident Ticket Quality
	Service Level Reference 
	Description

	Incident Ticket Quality
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the quality and timeliness of the Offeror’s incident management and communication of incident management activities (as defined in the Commonwealth Computing Procedures Manual Commonwealth Computing Procedures Manual).  Offeror must update the incident tickets at a minimum on the following frequencies:
	Service Restorals
	Service Requests

	P1: every 15 minutes
	P1: Daily

	P2: 30 minutes
	P2: Weekly

	P3: daily
	P3: every 2 weeks

	P4: weekly
	P4: Monthly




	Metric Inclusions
	Includes a statistically valid random sample of Service Restorals and Service Requests closed during the Measurement Window, all priorities.

	Metric Exclusions
	· Excludes Change Requests (CRQ), Solution Requests (REQ), and Problem Management (PBI)
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the number of sampled tickets in the Measurement Window which meet the defined quality and communication frequency criteria divided by the total number of sampled tickets in the Measurement Window, with the result expressed as a percentage.
· ((Number of service restorals and requests that met the interval) / (the total number of service restorals and requests)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294670]SL27 Service Desk – Customer Satisfaction
	Service Level Reference 
	Description

	Service Desk – Customer Satisfaction
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the average scores of the customer satisfaction surveys taken on a random statistical sample of customers that had a service contact with the Offeror during the measurement period.  The surveys will be conducted in accordance with the Commonwealth Computing Procedures Manual.

	Metric Inclusions
	Survey responses shall be on a five (5) point scale (with five (5) being the most satisfied) or shall reflect such other satisfaction criteria established pursuant to the survey design process.

	Metric Exclusions
	· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: At the Commencement Date, This Service Level calculation is the sum of all scores for each response (question answered) for the Point of Service surveys that are returned during the applicable Measurement Window, divided by the total number of responses for all Point of Service surveys that are returned during the applicable Measurement Window.
· = (Average Score of Surveys)

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294671]SL28 Batch Scheduling Launched on Time
	Service Level Reference 
	Description

	Batch Scheduling Launched on Time
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror starts the Batch job schedules defined in the standard scheduling tool or manually scheduled at the established start time associated with such schedules specified in the Commonwealth Computing Procedures Manual.

	Metric Inclusions
	Scheduled Batch jobs include normally scheduled and recurring production jobs, as well as production jobs that are run on an as-needed basis.  

	Metric Exclusions
	· Any batch jobs related to infrastructure backups, or other functionality exclusive for Offeror would be excluded.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Batch job schedules defined in the standard scheduling tool that are started during the applicable Measurement Window at the established start time associated with such schedules as set forth in the Commonwealth Computing Procedures Manual, divided by the total number of Batch job schedules that should have been started during the applicable Measurement Window, with the result expressed as a percentage.
· = (Number Of Batches Launched On Time) / (Total Number Of Batches Scheduled) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294672]SL29 Batch Processing Completed Successfully
	Service Level Reference 
	Description

	Batch Processing Completed Successfully
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the percentage of time Offeror completes Batch jobs successfully and on time during the applicable Measurement Window in accordance with the relevant specifications located in the Commonwealth Computing Procedures Manual.

	Metric Inclusions
	Batch jobs include normally scheduled and recurring production jobs, as well as production jobs that are run on an as-needed basis.  To be considered Successful the Batch must complete within the schedule window for that particular Batch Job.

	Metric Exclusions
	· Any batch jobs related to infrastructure backups, or other functionality exclusive for Offeror would be excluded.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is the total number of Batch jobs that are completed successfully and on time in accordance with the relevant criteria set forth in the Online CCPM repository during the applicable Measurement Window, divided by the total number of Batch jobs that should have been completed during the applicable Measurement Window, with the result expressed as a percentage.
· = ((Number Of Successful Batches) / (Total Number Of Batches Scheduled)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly


[bookmark: _Toc356294673]SL30 Reports Delivered On Time
	Service Level Reference 
	Description

	Reports Delivered On Time
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level for Reports delivered on time as outlined in Schedule K - Reports measures the percentage of time Offeror delivers the Reports on time in accordance with the requirements.  Each Report provided with respect to a Critical Service Level or Key Measurement shall be deemed an individual Report for the purposes of calculating this Service Level.

	Metric Inclusions
	Schedules as set forth in the Commonwealth Computing Procedures Manual.

	Metric Exclusions
	· Any reports identified as Critical Monthly Reports in the Commonwealth Computing Procedures Manual and measured in Critical Service Levels.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	24x7

	Days of Measurement
	365

	Calculation
	· Summary: This Service Level calculation is a count of the total number of Reports that were not successfully delivered (i.e. on time and in compliance with content and format requirements) during the applicable Measurement Window.
· = ((Number Of Reports Delivered On Time) / (Total Number Of Reports Scheduled To Be Delivered)) expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294674][bookmark: _Toc333315896]SL31 Off-Site Media Management
	Service Level Reference 
	Description

	Off-Site Media Management
	

	Service Category
	Other Service Management and Delivery

	Metric Description
	This Service Level measures the accuracy of the Offeror’s management of off-site media, specifically the physical location and electronic tracking accuracy of off-site media.  The measure is intended to sample one-twelfth of the universe of off-site media such that each the Commonwealth Customer’s complete environment is sampled at least once per year.

	Metric Inclusions
	All media for which Offeror receives an off-site storage resource unit charge.

	Metric Exclusions
	· Virtual tapes and tapes retained in the Consolidated Data Centers or Non-Consolidated Service Locations.
· All items defined in Note 2 at the bottom of this Schedule J.3

	Hours of Measurement
	N/A

	Days of Measurement
	N/A

	Calculation
	· Summary: This Service Level calculation is based on a statistically valid random sample representing one-twelfth of the universe of off-site media and is the sum of the number of times a tape is either physically in the correct location or electronically listed in the correct location divided by the total number of tapes in the random sample, with the result expressed as a percentage.
· = ((Number Of Correct Audits) / (Total Number Of Audits))expressed as a percentage

	Collection Process
	[Offeror to Complete]

	Reporting Tools / Data Source(s)
	[Offeror to Complete]

	Data Storage (Archives)
	[Offeror to Complete]

	Reporting Format/s
	[Offeror to Complete]

	Service Level Reporting Window
	Monthly



[bookmark: _Toc356294675]SLXX Name (Template)
	Service Level Reference 
	Description

	SLA Name (Template)
	

	Service Category
	

	Metric Description
	

	Metric Inclusions
	

	Metric Exclusions
	

	Hours of Measurement
	

	Days of Measurement
	

	Calculation
	

	Collection Process
	

	Reporting Tools / Data Source(s)
	

	Data Storage (Archives)
	

	Reporting Format/s
	

	Service Level Reporting Window
	



[bookmark: _Toc356294676]Notes
Note 1: Offeror’s failure to achieve any Service Level will not constitute a Service Level Default or accrue toward a Service Level Termination Event to the extent such failure is directly attributable to any Force Majeure events as (as defined in Paragraph 65 of the Contract.  
Note 2: Offeror’s failure to achieve any Service Level will not constitute a Service Level Default or accrue toward a Service Level Termination Event to the extent such failure is directly attributable to any of the following:
(i) the failure or unavailability of equipment or other resources for which the Commonwealth is operationally and managerially responsible pursuant to the Contract,
(ii) changes made to the environment by the Commonwealth that were not communicated in accordance with the Change Control Procedure or other method agreed upon by the Parties, and
(iii) scheduled and approved maintenance windows.

[bookmark: _Toc333315897][bookmark: _Toc356294677]Additional Definitions
1. “Accurate” means all Inventory Attributes are correctly and completely populated in the CMDB Inventory of Record.
2. “Bronze” is defined as a level of service that has a specific Availability value or Response time interval requirement.
3. “CMDB Inventory of Record” means the inventory of CIs, including all Equipment and Software, to be created and maintained by Offeror in accordance with the CCPM. 
4. “Commonwealth Computing Procedures Manual” means the established procedural manual related to services offered within this procurement.
5.  “Configuration Management Database” (CMDB) is defined as the complete database of all Hardware and software items that make up a service.
6. “Customer Request Date” means the customer requested due date (CRDD) in the Offeror’s service management platform (SMP). 
7. “Emergency Downtime” means downtime agreed by the Parties to enable maintenance and break fix 
i. necessary to address Service issues stemming from Force Majeure causes or 
ii. Otherwise agreed by the Commonwealth pursuant to the Emergency provisions of the Change Control Procedures. 
8. “Gold” is defined as a level of service that has a specific Availability value or Response time interval requirement.
9. “Hold Time” or “Customer Time” is defined as a period of time when Offeror is prevented from progressing the investigation or repair of an incident (outage or degradation) due to Commonwealth required decisions or actions.  Examples of this include, but are not limited to: 
i. Not providing physical access to a facility pursuant to the Contract so that equipment can be tested or replaced 
ii. Not releasing a Application or Server for testing 
iii. Not providing accurate or complete information when opening an incident resulting in a Offeror inability to progress the resolution of the logged incident 
iv. Not responding with necessary additional information upon request to enable the effective investigation or repair of a logged Service ID 
v. related incident 
vi. Commonwealth requested delays in the installation of required patches and/or upgrades 
vii. Failure of user authentication services, unique end-user VPN client software issues, or other components managed by the Commonwealth.  In every case in which Offeror intends to place an incident or ticket on Hold Time or Customer Time, Offeror will make the appropriate prior notification to the Commonwealth.  Valid Hold Time and Customer Time is excluded as outage time in calculations of Service Level Availability and Time to Restore. 
10. “Inventory Attributes” means those database fields in an Inventory Record that are essential for Offeror’s successful delivery of Service and necessary for The Commonwealth’s successful performance of retained responsibilities, including architecture, IT planning, and reconciliation of invoices.  Inventory Attributes that shall be audited are set out in Commonwealth Computing Procedures Manual and may be modified over time in accordance with the Commonwealth Computing Procedures Manual.
11. “Inventory Record” means the record for a single item of Equipment or Software in the Inventory of Record, including all of the Inventory Attributes for that item.
12. “Major Degradation of Service” means a Service that tests as fully operational but is degraded below user expectations across a significant segment of the user population as determined by the Commonwealth. 
13. “Non-Excluded Outage Minutes” is defined as a Minutes that are not considered Customer Time, Hold Time, Scheduled Downtime as defined within this Schedule J.3
14. “Resolution” is defined as removing a fault or degradation from the Commonwealth operational environment.  Resolution is followed by notification to the Commonwealth and either performing further joint testing or receiving an approval to place the affected Service or Service ID back in operation. 
15. “Response” or “Respond” is defined as Offeror taking and logging meaningful action to progress the testing and restoration of any Service ID, or, as the case may be, Security Services, that has an active Incident ticket opened in the Incident Management System as defined by the Incident and Problem Management Process which is part of the Process and Procedures Manual. 
Examples of meaningful response actions include the following, all pursuant to the Policies and Procedures Manual: 
· Calling the Commonwealth to obtain additional information to help progress the testing and restoration of the logged incident 
· Requesting access to a facility 
· Requesting release of a Service ID for testing 
· Requesting contact information required to progress the incident management process 
· Escalating the incident to technical support for additional testing and analysis 
16. “Scheduled Availability” means 24/7/365, unless otherwise specified in a Service Level, minus Scheduled Downtime, Customer Time, Hold Time, and Emergency Downtime. 
17. “Scheduled Downtime” means downtime expected and agreed by the Parties, expressed monthly, for which the underlying systems were taken off- line for routine or scheduled maintenance during the Measurement Window. 
18. “Service ID” means the unique identifier assigned to a service by Offeror. 
19. “Service Level Availability” shall mean the actual availability of access and all functionality of the Services described in a Service Level expressed as percentage of the Scheduled Availability for such Services.
20.  “Severity Level” means a priority setting assigned to an incident or change that represents the impact the event has on service for the customer.  This level is set by the person reporting the incident or requesting the change and may be adjusted by authorized personnel at the Commonwealth.
21. “Silver” is defined as a level of service that has a specific Availability value or Response time interval requirement.
22. “Standard Service Interval” means the corresponding period of time in the Standard Service Intervals in the Policy and Procedures Manual, including procedures regarding accuracy, completeness and changes to previously accepted orders.  As of the Execution Date, the Standard Service Intervals are set forth in the document provided by the Offeror to the Commonwealth labeled [to be completed by Offeror].
23. For purposes of This Service Level Matrix, a “day” means a 24 hours period from the trigger for the measurement.  For example, if a ticket is logged at 9:15am on Tuesday the 14th, a “day” ends at 9:15am on Wednesday day the 15th.
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