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	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit 

	Missed Milestones
	100% compliant
	This Service Level measures the actual date deliverables are received as compared to timeframe established in the agreed and finalized Project Management Plan.
	Number of day past the agreed to delivery date for a deliverable that a deliverable is accepted
	Per Milestone
	5% reduction in cost for that deliverable each week the deliverable is not delivered upon the agreed and finalized Project Management Plan

	Availability
	99.9%
	This Service Level measures the percentage of time the application is 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.  
	A = (T – M – D) / (T – M) x 100%


A = Availability
T = Total Monthly Minutes
M = Approved Maintenance Time
D = Downtime
	Monthly
	99.89% - 99.85% - credit will be 2.5% of monthly SaaS subscription cost.

99.84% - 99.80% - credit will be 5% of monthly SaaS subscription cost.

<99.80% - credit will 10% of monthly SaaS subscription cost.

	Non-Degradation of Service Availability
	98%
	This Service Level measures the percentage of time the application is non-degraded during the applicable Measurement Window.  This measurement is by application, not by server instance. Degradation shall mean a Service that tests as fully operational but is degraded below the baselines established during acceptance testing.   This includes, but is not limited to slow performance and/or intermittent system errors.  
	N = (T – M – D) / (T – M) x 100%


N = Non-Degradation
T = Total Monthly Minutes
M = Approved Maintenance Time
D = Time Service is Degraded
	Monthly
	5% of monthly SaaS Subscription cost

	System unavailability Notification
	100% of notifications within two (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
	N/A

	Problem Circumvention or Resolution Time
	Priority 1: Critical – 12 hours
Priority 2: High – 24 hours
Priority 3: Medium – 40 hours
Priority 4: Low – 80 hours
	The time required for circumvention or solution after a problem is reported (during normal business hours).
	Time from problem/incident is reported until the problem is resolved or circumvented
	Continual
	5% of monthly of monthly SaaS Subscription cost

	Acknowledge Problem via email (in hours)
	Priority 1: Critical – .5 hours
Priority 2: High – 2 hours
Priority 3: Medium – 4 hours
Priority 4: Low – 4 hours
	The time required to acknowledge a problem via email after a problem is reported (during normal business hours).
	Time from problem/incident is reported until the problem is acknowledged via email
	Continual
	N/A

	Develop Action Plan for problem resolution
	Priority 1: Critical – 4 hours
Priority 2: High – 8 hours
Priority 3: Medium – 24 hours
Priority 4: Low – 40 hours
	The time required for an action plan to be communicated to the Department via email after a problem is reported (during normal business hours).
	Time from problem/incident is reported until an action plan is communicated to the Department via email
	Continual
	N/A



Definitions:  
Service Level Credit: credit available to the Commonwealth should the service provider fail to meet minimum service levels.
Priority 1: Critical – cannot continue working until problem resolved.
Priority 2: High – Can do work, but process disrupted with loss of productivity.
Priority 3: Medium – Problem resolution can wait, but needs to be resolved as soon as possible.
Priority 4: Low – Problem resolution can wait no impact to productivity.

Normal Business Hours:  Monday-Friday 8 am-6 pm Eastern
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