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Service Level Agreement 
Definitions

[bookmark: _Toc466877610][bookmark: _Toc466642581][bookmark: _Toc466641503][bookmark: _Toc467054445]Service Level Agreement Definitions

	Agency Level
	Service levels that are applied to each agency per each agency location. The measurement describes supplier performance per agency per location. 

	CM – Critical Measurement
	Service Levels identified as “CM”, Critical Measurement, will have remedy credits incurred when service level minimum and target criteria are not met.

	Enterprise Level
	Service levels applied to a service that is provided to all agencies, but calculated as one encompassing Service Level, i.e. Internet.  

	Service Level (SL) Target
	A commitment that is documented in a service level agreement.

	SL Minimum
	A measure of minimum expected performance. Actual results below the SL Minimum will incur a Remedy and negate Earn back as described in each SLA reference.

	 Measurement Window
	Measurement window is 24/7.

	 KM – Key Measurement
	SLAs for which the Remedy is designated as KM shall be reviewed monthly by the Commonwealth but will not entitle the Commonwealth to any credits if service levels are not met. Any request by the Commonwealth that an SLA designated as a KM be converted to a credit-bearing SLA shall be negotiated in accordance with the Commonwealth Contract Change Procedures.













ii







	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054446]SLA - 01 Time to Deliver - Agency
	CM
	99%
	97.5%
	9 months
	(Service Commencement Date)

	Definition
	All service orders completed on time within the measurement window.  Completed service orders indicate service is ready for use per applicable status in ESMS.

	Metric Description
	Timeliness – Service delivered on time.  This Service Level calculation is the total number of Orders that are successfully completed per agency during the applicable Measurement Window on or before the due date specified minus the total number of service orders not met divided by the total number of orders have been completed during the applicable Measurement Window, expressed as a percentage. 

	Metric Inclusions
	All Service Orders completed during measurement window.

	Metric Exclusions
	Customer hold time - must be documented and approved.

	Calculation
	% Timeliness = ((Total number of service orders completed – Total number of service orders not met) / Total number of service orders completed)) *100 (NOTE: calculated per agency)

	Hours/Days of Measurement
	24 hours X 365 days 

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s 
	Preferred Format: Excel, PDF
Report Elements: Header to include Total Number of Orders, Number of Orders Missed, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]
(Suggested)
Detail categorized by Service, by Category and by Type to include Order Number, Unique ID, Agency, Service Sub-Type, Date Submitted, Date Requested, Date Completed, Number of Business Days to Complete, SL Interval, Reason Interval was not Met.

	Remedy Credit
	$1,000 credit for each order missed.   Remedy Credit to be applied directly to agency affected.






	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054447]SLA – 02 Time to Respond - Enterprise
	CM
	99%
	97.5%
	9 months
	(Service Commencement Date)

	Definition
	Time to respond to service requests within 30 minutes during the measurement window. 
Response means:  Notable action taken to move forward in resolving the issue 

	Metric Description
	Timeliness. The percent of trouble tickets responded to within 30 minutes of creation of the trouble ticket. The calculation is the total number of Trouble Tickets responded to on or before the 30 minutes of ticket creation during the applicable Measurement Window divided by the total number of Trouble Tickets created during the applicable Measurement Window, expressed as a percentage.

	Metric Inclusions
	All trouble tickets generated during the measurement window.

	Metric Exclusions
	No exclusions.

	Calculation
	% Timeliness = (Total number of Trouble Tickets within the month responded to within 30 minutes of create time ) / (Total number of Trouble Tickets within the month) * 100

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format:  Excel, PDF 
Report Elements: Header to include Total Number of Tickets, Number of Tickets that Missed the Interval, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; Detail to include Ticket Number, Agency, Type of Service, Brief Description of Issue, Ticket Create Date and Time, Date and Time of First Response, Time to Respond [Hrs:Mins], Reason Interval was not Met.
Detailed Exclusion Report: Ticket Number, Agency, Brief Description of Issue, Type of Service, Ticket Create Date and Time, Date and Time of First Response, Time to Respond [Hrs:Mins], Reason for Exclusion.
Trouble Ticket Response Chart: to include Department Number, Agency Name, Number of Tickets per Agency; Graphical representation.

	Remedy Credit
	$8,000





	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054448]SLA – 03 Change Management -Successfulness - Enterprise
	CM
	98%
	95%
	9 months
	(Service Commencement Date)

	Definition
	All change requests completed successfully. Determination of successful is as defined in the Commonwealth Change Management process.

	Metric Description
	This Service Level calculation is the total number of Change Requests successfully completed during the applicable Measurement Window minus the Change Requests that were not successfully completed during the applicable Measurement Window divided by the total number of Change Requests completed during the applicable Measurement Window, expressed as a percentage.  Unauthorized changes will not be accepted and will incur an immediate Remedy and negate earn back potential.

	Metric Inclusions
	All Change Orders completed during measurement window.

	Metric Exclusions
	Customer hold time - must be documented and approved. If Commonwealth is determined the cause of a failed change.

	Calculation
	% Successful= ((Total number of Successful Change Requests completed -Total number of unsuccessful Change Requests) / (Total number of Change Requests completed)) *100


	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements: Header to include Total Number of Change Requests, Number of Change Requests Missed, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No].
(Suggested)
Detail:  categorized by Change Request ID, by Category and by Type, Response Unit, Response Agent, Date Submitted, Date Requested, Date Completed, Number of Calendar Days/Hours to Complete, SL Interval, Reason Interval was not Met.

	Remedy Credit
	$10,000 
Any Unauthorized Changes during measurement window- $15,000






	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054449]SLA – 03a Change Management - Timeliness - Enterprise
	KM
	95%
	90%
	9 months
	(Service Commencement Date)

	Definition
	All change requests successfully completed within the measurement window.

	Metric Description
	Timeliness – Change requests completed on time.  This Service Level calculation is the total number of Change Requests successfully completed during the applicable Measurement Window minus the Change Requests that were not successfully completed within the specified time interval for that priority type during the applicable Measurement Window divided by the total number of Change Requests completed during the applicable Measurement Window, expressed as a percentage.  Unauthorized changes will not be accepted and will incur an immediate Remedy.

	Metric Inclusions
	All Change Orders completed during measurement window.

	Metric Exclusions
	Customer hold time - must be documented and approved. 

	Calculation
	% Timeliness= ((Total number of Change Requests completed - Change Requests not completed according to priority type) / (Total number of Change Requests completed)) *100
Priority Type	Time      
Emergency	Less than 1 hour
Expedite	Less than 24 hours
Normal	Less than 5 days
Standard              Less than 7 days

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements: Header to include Total Number of Change Requests, Number of Change Requests Missed, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No].
(Suggested)
Detail:  categorized by Change Request ID, by Category and by Type, Response Unit, Response Agent, Date Submitted, Date Requested, Date Completed, Number of Calendar Days/Hours to Complete, SL Interval, Reason Interval was not Met.

	Remedy Credit
	$8,000




	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054450]SLA – 04 Chronic Problem - Agency
	KM
	1
	2
	9 months
	(Service Commencement Date)

	Definition
	Incidents occurring greater than 2 times on a single product/service/component reported within the measurement window.

	Metric Description
	Service Quality – Chronic problem identification.  This Service Level calculation is the total number of Chronic Problem Items during the applicable Measurement Window. 

	Metric Inclusions
	Product/Service/Component(s) that are identified as Chronic during the applicable Measurement Window. 

	Metric Exclusions
	Customer hold time (must be documented and approved) password resets, and any other item that needs to be excluded per approval of COPA management.

	Calculation
	Total count of product/service/component identified as a chronic problem item.

	Hours/Days of Measurement
	24 hours X 365 days – rolling 60 days
(starting on the first day of the first incident being reported) 

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements: Header to include Total Number of Active Services/Devices Measured, Number of Chronics, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; 
Detail to include: Ticket Number, Status, Service/Device Identifier, Agency, Product [Model], Data, Etc.], Brief Summary of Problem, Create Date/Time, Resolve Date/Time, Closed Date/Time, Number of Days Ticket Open, Hours to Resolve, Total Issues per Service/Device Identifier, Total Hours to Resolve per Service/Device Identifier; Categorized by Agency, Proposed Resolution to Chronic Problem, Action by Vendor, Status of Resolution.
Detailed Exclusion Report: Ticket Number, Status, Service/Device Identifier, Agency, Product [Voice, ACD, Data, Etc.],Brief Summary of Problem, Create Date/Time, Resolve Date/Time, Closed Date/Time, Number of Days Ticket Open, Hours to Resolve, Total Issues per Unique Identifier, Reason for Exclusion, Categorized by Agency.

	Remedy Credit
	One month credit for cost of individual services with chronic issues.  Remedy Credit to be applied directly to agency affected.




	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054451]SLA – 05 Incident Notification - Enterprise
	CM
	100.00%
	98.00 %
	9 months
	(Service Commencement Date)

	Definition
	Notifications for unavailable or degradation statuses delivered to the Commonwealth within the measurement window.

	Metric Description
	Timeliness – Delivery system unavailability or degradation notifications.  The Service Level calculation for unavailable or degradation notifications delivered to the Commonwealth within 30 minutes from discovering or receiving notice of system unavailability or degradation divided by the total number of unavailable or degradation notifications required within the measurement window, expressed as a percentage.

	Metric Inclusions
	All required notifications during measurement window.

	Metric Exclusions
	Customer hold time - must be documented and approved.  Also, any other item that needs to be excluded, i.e. requests for help in the use of a service, requests to enhance a service, requests to add or change the Service features, or fulfillment requests (i.e., requests to add users or reset passwords), and user errors.

	Calculation
	% Timeliness = ((Count of unavailability and/or degradation Incidents requiring notification - Count of unavailability and/or degradation incidents not delivered within 30 minutes) / (Count of unavailability and/or degradation Incidents requiring notification))*100

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements: Header to include: Minimum SL, Target SL, Total Number of Incident Notifications, Number of Incident Notifications Missed, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; 
Detail to include: Ticket number, Category, Brief description of incident, Ticket create date & time, Engineer assignment date and time, Method of Communication, Time to complete in hours, Minimum SL Achieved [Yes/No], Target SL Achieved [Yes/No], To be sorted by category; Summarized by: Count of tickets for the month, Count of tickets that missed the Minimum & Target SL.
Detailed exclusion report to include: 
Ticket number, Category, Brief description of incident, Ticket create date & time, Engineer assignment date & time, Time to complete in hours, Minimum SL Achieved [Yes/No], Target SL Achieved [Yes/No], Reason for exclusion, To be sorted by category; Summarized by Count of excluded tickets.

	Remedy Credit
	$10,000





	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc465435410][bookmark: _Toc467054452]SLA – 06 Abandoned Calls - Enterprise 
	CM
	< 2%
	< 5%
	9 months
	(Service Desk Commencement Date)

	[bookmark: _Toc466634804][bookmark: _Toc467054453]Definition
	True Abandoned calls are the percentage of calls in queue abandoned by the caller after thirty [30] seconds but before connecting to a Service Desk agent which must be less than or equal to five percent [5%] of all calls

	Metric Description
	Total number of abandoned calls greater than 30 seconds, divided by total calls equals percent of abandoned calls as calculated via Offerors ACD system.
· A call is defined as “a leg of a call”
· Example: A call comes into an agent=one call. The agent places call back in queue (This equals a second call)

	Metric Inclusions
	All Service Desk calls

	Metric Exclusions
	No Exclusions

	Calculation
	% Abandoned calls = (Abandoned calls / Total calls) * 100

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: PDF
Report Elements: Daily detailed statistical table to include Date, Daily Number of Abandoned Calls > 30 Seconds, Daily Total Number of Calls, Daily Abandon Rate; Totals to include Number of Abandoned Calls > 30 Seconds, Total Number of Calls, Abandon Rate; Graphical representation
Rolling-thirteen (13) month trending report: Header to include Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No], Individual month comparison of Actual SL and SL Achieved [Y/N]; Detail to include Total Number of Calls, Total Calls Abandoned > 30 Seconds, Percentage Achieved; Graphical representation

	Remedy Credit
	$10,000





	
Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054454]SLA – 07 Time to Answer - Enterprise 
	CM
	98.00%
	95.00 %
	9 months
	(Service Desk Commencement Date)

	Definition
	The percentage of calls answered within thirty (30) seconds by a Service Desk agent

	Metric Description
	Percent of Service Desk calls answered in thirty seconds divided by number of Service Desk calls answered during the month

	Metric Inclusions
	All Service Desk calls answered

	Metric Exclusions
	Abandoned Calls

	Calculation
	% Time Required to Answer = (Total number of answered calls within 30 seconds / Total calls answered ) * 100

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: PDF
Report Elements: Daily detailed statistical table to include Date, Daily Number of Calls Answered in < 30 Seconds, Daily Total Number of Calls, Daily Percentage TTA Met; totals to include Number of Calls Answered <30 Seconds, Total Number of Calls, Percentage TTA Met; Graphical representation
Rolling-thirteen (13) month trending report: Header to include Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No], Individual month comparison of Actual SL and SL Achieved [Y/N]; Detail to include Total Number of Calls, Total Number Calls Answered <= 30 Seconds, Total Number Calls Answered > 30 Seconds; Graphical representation

	Remedy Credit
	$10,000





	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc465435408][bookmark: _Toc467054455]SLA – 08 Security Incident Notification -Enterprise
	CM
	1 hour
	2 hours
	9 months
	(Service Commencement Date)

	Definition
	The time to notify the Commonwealth of all Security Incidents shall not exceed the Service Level.

	Metric Description
	Time to notify is defined as identification of the issue until the Commonwealth is notified. 

	Metric Inclusions
	All Managed Security Services

	Metric Exclusions
	None

	Calculation
	Time to Notify = date and time of Security Incident Notification to the Commonwealth minus (date and time of Incident Identification) 

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements: Header to include: Minimum SL, Target SL, Total Number of Incident Notifications, Number of Incident Notifications Missed, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; 
Detail to include: Ticket number, Category, Brief description of incident, Ticket create date & time, Engineer assignment date and time, Method of Communication, Time to complete in hours, Minimum SL Achieved [Yes/No], Target SL Achieved [Yes/No], To be sorted by category; Summarized by: Count of tickets for the month, Count of tickets that missed the Minimum & Target SL.
Detailed exclusion report to include: Ticket number, Category, Brief description of incident, Ticket create date & time, Engineer assignment date & time, Time to complete in hours, Minimum SL Achieved [Yes/No], Target SL Achieved [Yes/No]

	Remedy Credit
	$15,000




	Service Level Reference 
	SL Class
	Target
	Min
	Earn Back
	Start Date

	[bookmark: _Toc467054456]SLA - 09 Availability (Voice Services) - Agency (per location)
	CM
	Gold <5 Min
Silver <30 Min
Bronze <2.5 Hours
	Gold <10 Min
Silver <45 Min
Bronze <3 Hours
	9 months
	(Service Commencement Date)

	Definition
	Availability of the application/component/service and not in a degraded state.
Unavailable—all users and critical functions are affected by the unscheduled downtime or incident.  Service is completely unavailable.
Partial degradation—one or more critical business functions of the application is unavailable; or a workaround exists for the impacted business functions.
Minor degradation—all critical business functions are available but a portion of users are impacted; or a workaround exists for the impacted business functions.
Workaround—A temporary solution to the problem(s) raised by an Incident, which must be removed for the Incident to be brought to Resolution.
Voice Services- Voice Services to included, but not limited to voice lines, Auto Attendants, trunking, toll free, Centrex, and POTS.

	Metric Description
	Availability - Percentage of time the application/component/service is available and non-degraded. Degradation shall mean a Service that tests as fully operational but is degraded below the baselines established during acceptance testing or one or more critical business functions of the application is unavailable and any portion of the users are impacted.  A workaround process shall not be considered as acceptable availability.  This includes, but is not limited to, slow performance and/or intermittent system errors.  

	Metric Inclusions
	All applications/components/services required by the Commonwealth/agency in operation within the measurement window.  Service Levels defined by the CMDB, whereas, the availability targets are assigned according to the following service levels:
Gold  < 5 outage/degraded minutes in calendar month  
Silver < 30 outage/degraded minutes in calendar month
Bronze < 2.5 outage/degraded hours (150 min) in a calendar month

	Metric Exclusions
	The Service Level measurement does not include any degradation of the Service experienced outside of the vendor’s control. 
Scheduled maintenance, provided that the Agency is informed of scheduled maintenance that will directly affect the Service at least seven (7) calendar days before maintenance work commences, and the Agency approves the scheduled downtime.

	Calculation
	The Service Level calculation for Availability is the total outage minutes per agency, per location, by tier. 

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Preferred Format: Excel, PDF
Report Elements: Header to include Total Number of Trouble Tickets, Number of Tickets that Missed the Service Level, Target SL [in Minutes] and [in Hours], Minimum SL [in Minutes] and [in Hours], Actual SL [Average Time to Restore] [in Minutes] and [in Hours], Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; 
Detail to include: Trouble Ticket Number, Server Name, Agency, Service/Device Identifier, Create Date/Time, Resolve Date/Time, Hold Time, Time-to-Restore [in Minutes], Outage Cause, Resolution, and Categorized by Agency.
Detailed Exclusion Report: Trouble Ticket Number, Server Name, Agency, Service/Device Identifier, Create Date/Time, Resolve Date/Time, Hold Time, Time-to-Restore [in Minutes], Outage Cause, Resolution, Reason for Exclusion, Categorized by Agency.

	Remedy Credit
	100% Monthly Invoice






	Service Level Reference 
	SL Class
	Target
	Min
	Start Date

	[bookmark: _Toc465435405][bookmark: _Toc467054457]SLA – 10 Time to Resolve - Agency 
	CM
	Gold <2 Hours
Silver <4 Hours
Bronze <8 Hours
	Gold <3 Hours
Silver <5 Hours
Bronze <9 Hours
	(Service Commencement Date)

	Definition
	Amount of time from when the problem/incident is reported until the problem is resolved or full functionality is restored within the measurement window.

	Metric Description
	Timeliness – Time to resolve each reported incidents.

	Metric Inclusions
	All incident service tickets completed during measurement window.

	Metric Exclusions
	Customer hold time - must be documented and approved.  Also, any other item that needs to be excluded, i.e. requests for help in the use of a service, requests to enhance a service, requests to add or change the Service features, or fulfillment requests (i.e., requests to add users or reset passwords), and user errors.

	Calculation
	Summary: The Service Level calculation is the Ticket Resolution Time minus the Ticket Create Time equals total number of hours to resolve.
Measurement Windows as defined by tiers listed below:
Gold < 2 hours per incident
Silver <4 hours per incident
Bronze <8 hours per incident

	Hours/Days of Measurement
	24 hours X 365 days

	Reporting Window
	Monthly

	Reporting Tools / Data Source(s)
	TBD

	Reporting Format/s
	Report Elements: Header to include Total Number of Trouble Tickets, Number of Tickets that Missed the Service Level, Target SL, Minimum SL, Actual SL, Target SL Achieved [Yes/No], Minimum SL Achieved [Yes/No]; 
Detail to include: Ticket Number, Priority, Agency, Type of Service, Brief Description of Issue, Start Date and Time, Restore Date and Time, Hold Time, Time to Restore [Hrs:Mins], Reason Interval was not Met.
Itemize each incident as a line item with total credit due per incident with a sum per agency.
(Suggested)
Detailed Exclusion Report: Ticket Number, Priority, Agency, Type of Service, Brief Description of Issue, Start Date and Time, Restore Date and Time, Hold Time, Time to Restore [Hrs:Mins], Missed or Met Status, Reason for Exclusion, Categorized by Service 
Monthly overview of Enterprise Services: in table format by Enterprise Service with Number of Trouble Tickets per Enterprise Service: Graphical representation

	Remedy Credit
	100% Monthly Invoice
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