APPENDIX L
        SERVICE LEVEL AGREEMENTS

	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit

	[bookmark: _GoBack]Support Response Time
	During core business hours – 30 minutes
During non-core business hours– 4 hours
	The time required to respond to problem/incident request
	Time from problem/incident is reported until response is received
	Continual
	5% of monthly System Support and Routine Maintenance costs for the impacted systems per problem/incident 

	Problem /Incident circumvention or resolution time 
	1-Urgent Priority within 2 hours
2-High Priority within 1 calendar day 
3-Standard Priority within 3 calendar days.
4-Low Priority within 5 calendar days.
	After the problem or incident is reported, the time required for circumvention or the solution to the problem to be implemented.  
	Time from problem/incident is reported until the problem/incident is circumvented or a solution is implemented.
	Continual
	10% of monthly System Support and Routine Maintenance costs for the impacted systems per problem/incident 

	Change Request
	Three (3) calendar days
	The time from notification from the Commonwealth for a change request/content update until the delivery of a work plan for that change/content update. 
	Time from request for system change request/content update until the work plan is received. 
	Continual
	0.1% of monthly System Support and Routine Maintenance costs for the impacted systems {system(s) that change request is for}  per change request

	System Documentation
	No more than 3 calendar days after release implementation
	The time required for the contractor to deliver the release associated documentation.
	Time from release implementation until the delivery of release associated documentation.
	Per release
	1% of monthly cost for the impacted system’s System Support and Routine Maintenance 



If any of the SLA metrics defined in this document are not met, the Commonwealth, at its sole discretion may require the Offeror to develop a corrective action plan.

Maximum at Risk Amount: a defined percentage of monthly System Support and Routine Maintenance costs which is not exceeded when assessing service credits. Maximum at risk amount is 10% of the monthly. System Support and Routine Maintenance cost per impacted systems. Per monthly System Support and Maintenance cost will be calculated by dividing annual fee into equal monthly payments. 

Service Level Credit: credit available to the Commonwealth should the service provider fail to meet minimum service levels.


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.
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