APPENDIX L SERVICE LEVEL AGREEMENT

Appendix L
Service Level Agreement (SLA) 
	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit 


	Downtime
	< 3 consecutive hours 
	System shall be available twenty-four (24) hours a day seven (7) days a week.  

"Downtime" shall mean sustained System unavailability due to the failure of the selected Offeror to provide Service(s) for such period. 
System unavailability is defined as inability to login to the Solution (this does not include slow performance and/or intermittent system errors). 
Downtime shall not include any

System unavailability during approved scheduled maintenance of the System, and Services.

	Total consecutive hours of downtime excluding approved scheduled maintenance
	Continual
	one (1) day of Service per incident
Incident is defined as any 3consecutive hour period of Downtime.

	Degradation of Service 
	< 6 consecutive hours 
	Degraded Service shall mean 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.   This includes, but is not limited to slow performance and/or intermittent system errors.  Degraded Service shall not include any System unavailability during approved scheduled maintenance of the System, and Services.
	Total number of Hours that the service functions with Degraded Service excluding approved scheduled maintenance
	Continual
	one (1) day of Service per incident
Incident is defined as any 6 consecutive hour period of Degradation of Service.

	System unavailability Notification
	< 2 hours


	The selected Offeror must notify the Commonwealth of any system unavailability within two (2) hours of discovering or receiving notice of system unavailability.


	Time from discovering or receiving notice of system unavailability until notification is sent to the Commonwealth.


	Continual
	one (1) day of Service per incident

	Total Downtime 
	< 3 hours a month
	"Downtime" shall mean sustained System unavailability due to the failure of the selected Offeror to provide Service(s) for such period. 
System unavailability is defined as inability to login to the system.  This does not include slow performance and/or intermittent system errors). 
Downtime shall not include any

System unavailability during approved scheduled maintenance of the System, and Services.
	Total hours per month of downtime excluding approved scheduled maintenance
	Monthly
	one (1) day of Service per incident
Incident is defined as total of Downtime greater than 3 hours during the month.

	Total Degradation of Service 
	< 6 hours a month 
	Degraded Service shall mean 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.   
This includes, but is not limited to slow performance and/or intermittent system errors.  
Degraded Service shall not include any System unavailability during approved scheduled maintenance of the System, and Services.
	Total hours per month that the service functions with Degraded Service excluding approved scheduled maintenance
	Monthly
	one (1) day of Service per incident
Incident is defined as total of Degraded Service greater than 6 hours during the month.

	System Change Request
	Five (5) business days
	Upon receipt of request for System Change Request/Content update from the Commonwealth the Contractor shall provide the Commonwealth with a work plan for executing the System Change Request/Content update.
	Time from request for a System Change Request/Content update until the time work plan is received.
	Continual
	N/A

	Problem Circumvention or Resolution Time
	1-Urgent Priority within 2 hours

2-High Priority within 1 calendar day 

3-Standard Priority within 1 week

4-Low Priority within 1 month
	The time required for circumvention or solution after reporting a problem.
For incidents outside of the Offeror’s control, upon notification of incident the Offeror shall escalate the issue to the appropriate entity for resolution (i.e, Training Contractor, ODP).

	Time from problem/incident is reported until the problem is resolved or circumvented
	Continual
	N/A

	Timeliness of Availability
	90% or higher
	Average length of time from entering queue until call is answered live or sent to voicemail must not exceed 1 minute.
	Total number of calls in queue answered at or within 1 minute/Total number of calls in queue
	Monthly
	1% Reduction in  Monthly Cost for SAS Support Services

	Solution Support Availability
	95% availability during core hours 
	Percentage of time that supports requests made via phone, voicemail, email, chat etc. are answered by live agent during core hours of Monday through Friday, 7:00 AM – 5:00 PM Eastern Time (EST or EDT as applicable) and Saturdays as requested to support conferences. 

	Total number of calls answered by live agent / Total calls 
	Continual
	5% Reduction in  Monthly Cost for SAS Support Services

	Support response time
	Within 30 minutes during core hours 
	Any support request not answered by a live agent (ex. phone, voicemail, email, chat, etc.) Must be responded to within 30 minutes by a live agent during Core Hours of Monday through Friday, 7:00 AM – 5:00 PM Eastern Time (EST or EDT as applicable) and Saturday’s as requested to support conferences.  

	Time from initial contact until a response is received.
	Continual
	1% Reduction in  Monthly Cost for SAS Support Services

	Critical System Issue Communication
	99% or higher
	Issues critical to system operation must be brought to ODP’s attention within 1 hour of identification.
	Total number of critical system issues communicated to ODP within 1 hour/Total number of critical system issues
	Monthly
	5% Reduction in  Monthly Cost for SAS Support Services

	Non-Critical System Issue Communication
	99% or higher
	Issues non-critical to system operation must be brought to ODP’s attention within 1 business day of identification.
	Total number of non-critical system issues communicated to ODP within 1 business day/Total number of non-critical system issues
	Monthly
	1% Reduction in  Monthly Cost for SAS Support Services


Service Credit" shall mean an amount equal to the pro-rata annual recurring service charges (i.e., all annual recurring charges) for one (1) day of Service.

Downtime or Degradation of Service Period.  In the event of Downtime or Degradation of Service, the Commonwealth shall be eligible to receive a Service Credit per incident. Only one Service Credit can be applied within a twenty-four (24) hour period.  Examples: If the system/service has one Downtime period, the Commonwealth shall be eligible to receive one Service Credit.  If the system/service has two Downtime periods, from multiple events at least twenty-four (24) hours apart, the Commonwealth shall be eligible to receive two Service Credits.   

Problem Circumvention or Resolution Time Priorities

1-Urgent Priority – Hosted system or major functionality of system is not available or operational for all users
2-High Priority - Hosted system or major functionality of system is not available or operational for multiple users, or a major function not available for a single user.
3-Standard Priority – Minor function of hosted system is not operational for multiple users but all other functionality is available and operational for user

4-Low Priority - Minor function of hosted system is not operational for single user, but all other functionality is available and operational for users
PAGE  

