Appendix L
Service Level Agreement (SLA) 

	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit 

	Deliverables
	Deliverable(s) completed on time
	Deliverables completed and accepted by DOH by date agreed to in the project schedule
	Deliverable due date, completion and acceptance by 4:00 pm EST
	Continual
	$500 per calendar day beginning the first day after the scheduled due date up to 100% of the deliverable cost.


	Downtime (1)
	< 1 consecutive hour
	"Downtime" shall mean sustained System unavailability due to the failure of the selected Contractor 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.
	Total consecutive hours of downtime excluding approved scheduled maintenance
	Continual
	1% of Maintenance and SLA Report charges 

Incident is defined as any consecutive one (1) hour period of Downtime during a calendar day.



	Degradation of Service (1)
	< 2 consecutive hours 
	Degraded Service shall mean a Service  that falls below the following targets:
· System response time – the time required to complete an action within the application (e.g. load a page, save a record).  Target is within four (4) seconds.
· Reports response time – the time required to generated a completed report.  Target is within sixty (60) seconds.
· Concurrent use - functionality must be sustained with at least 35% of all workstations using the system simultaneously

Degraded Service shall mean performance less than the expected targets.  Targets may be adjusted after user acceptance testing and after pilot evaluation.

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
	1% of Maintenance and SLA Report charges 

Incident is defined as any two (2) consecutive hour period of Degradation of Service during a calendar day.

	Total Downtime 
	< 3 hours a month
	"Downtime" shall mean sustained System unavailability due to the failure of the selected Contractor 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
	1% of Maintenance and SLA Report charges 

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 falls below the following targets:
· System response time – the time required to complete an action within the application (e.g. load a page, save a record).  Target is within four (4) seconds.
· Reports response time – the time required to generated a completed report.  Target is within sixty (60) seconds.
· Concurrent use - functionality must be sustained with at least 35% of all workstations using the system simultaneously

Degraded Service shall mean performance less than the expected targets.  Targets may be adjusted after user acceptance testing and after pilot evaluation.

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
	1% of Maintenance and SLA Report charges 

Incident is defined as total of Degraded Service greater than 6 hours during the month.

	Critical System Issue Communication
	100% of notifications within two (2) hours




	Issues critical to system operation must be brought to DOH’s attention within two (2) hours of identification or notification, including but not limited to notice of system unavailability.  Contractor will have an issue mitigation strategy developed and provided to the Department within four (4) hours that includes an estimated time to resolution.

	Total number of critical system issues communicated to DOH within 2 hours/Total number of critical system issues.

	Monthly
	5 % of monthly
Maintenance and SLA Report charges.



	Critical System Issue Resolution


	100% of issues resolved within two (2) days




	[bookmark: _GoBack]Issues critical to system operation, defined as the hosted system or major functionality is not available or operational for all users, must be resolved within two (2) days of identification or notification, including but not limited to notice of system unavailability.

	Total number of critical system issues resolved within 2 days/Total number of critical system issues.

	Monthly
	5 % of monthly
Maintenance and SLA Report charges.



	Non-Critical System  (Medium and Low Priority) Issue Communication
	99% or higher within one (1) business day
	Issues non-critical to system operation must be brought to DOH’s attention within 1 business day of identification.
	Total number of non-critical system issues communicated to DOH within 1 business day/Total number of non-critical system issues
	Monthly
	1 % of monthly
Maintenance and SLA Report charges 

	Medium Priority System Issue Resolution
	100% of issues resolved within seven (7) business days




	Medium priority system issues, defined as minor function of the hosted system not operational for multiple users, must be resolved within seven (7) business days of identification or notification, including but not limited to notice of system unavailability.

	Total number of medium priority system issues resolved within seven (7) business days/Total number of medium priority system issues.

	Monthly
	5 % of monthly
Maintenance and SLA Report charges.



	Low Priority System Issue Resolution
	100% of issues resolved within one (1) calendar month




	Low priority system issues, defined as a minor function of the hosted system is not operational for a single user, must be resolved within the next planned release after identification or notification, including but not limited to notice of system unavailability.

	Total number of low priority system issues resolved within next planned/Total number of low priority system issues.

	Monthly
	5 % of monthly
Maintenance and SLA Report charges.



	Support Services Average Speed of Answer
(ASA)

(Standard)
	95% of calls answered in 60 Seconds or less during core hours
	Measures average length of time from 1st ring until phone call is answered by a live Help Desk support agent during operational hours
	Total number of phone calls answered within 60 seconds / Total phone calls placed


	Monthly

	1 % of monthly
Maintenance and SLA Report charges 

	Support Services  availability
	99% or higher
	Help Desk Support must be available as per predefined days and time.

Monday through Friday 8:00 AM to 5:00 PM Eastern Time (EST or EDT as applicable)
	Total time Help Desk Support unavailable during operating hours / Total operating hours commitment


	Monthly

	1 % of monthly
Maintenance and SLA Report charges 

	Support Services Response to other methods of contact
	80% or higher contacts responded to in 15 Min or less
	Measures average length of time from receipt of email, voicemail, or other method of contact (excluding phone call) to the time a responding email is sent or return call is placed.  
	Total number of minutes from receipt until response to other contact methods / Total number of contacts (excluding phone call)
	Monthly
	1 % of monthly
Maintenance and SLA Report charges 


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.   

Maximum Risk Amount:  Service credits applied a single monthly invoice shall never exceed the total Maintenance and SLA Report charges for the month. 

Exclusions:  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:
a. the failure or unavailability of equipment or other resources for which the Commonwealth is operationally and managerially responsible pursuant to the Contract,
b. 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
c. scheduled and approved maintenance windows

Note (1):  If multiple service failures occur in the same calendar day, no more than one (1) incident will be assessed per calendar day.  
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