APPENDIX M
SERVICE LEVEL AGREEMENTS
	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit

	System availability during core business hours
	99.9%
	This service level measures the percentage of time the system and all functionality is available during core business hours, with the exception of approved downtime for maintenance, per quarter. This Service Level measurement is by the availability of the Service during the core business hours of 7:00 AM and 9:00 PM Eastern Time (ET), seven (7) days per week. This includes all the hardware, software, infrastructure or other items required by the selected Offeror to deliver the Service as described in the RFQ.
	A=(T-M-D)/(T-M) x 100%
A=Availability
T=Total Quarterly Minutes during core business hours
M=Approved Quarterly Maintenance Downtime during core business hours
D=Downtime minutes during core business hours

	quarterly
	<99.89% - 99.85% - credit will be 2.5% of quarterly SaaS subscription
<99.85% - 99.80% - credit will be 5% of quarterly SaaS subscription
<99.80% or < - credit will 10% of quarterly SaaS subscription

	System availability during non-core business hours
	95.0%
	This service level measures the percentage of time the system and all functionality is available during non-core business hours. None-core business hours are defined as any time outside of 7:00 AM and 9:00 PM ET, seven (7) days per week. This Service Level measurement is by the availability of the Service during non-core business hours. This includes all the hardware, software, infrastructure or other items required by the selected Offeror to deliver the Service as described in the RFQ.
	A= (T-M-D)/(T-M) x 100%
A=Availability
T=Total Quarterly Minutes during non-core business hours
M=Approved Quarterly Maintenance minutes during non-core business hours
D=Downtime minutes during non-core business hours
	quarterly
	<95.0% - credit will be 1.0% of quarterly SaaS subscription 


	Non-degradation of service availability during core business hours.
	98.0%
	This Service Level is the percentage of time the application is non-degraded during core business hours.  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. This Service Level is measurement is by the degradation of the Service during core business hours. This includes all the hardware, software, infrastructure or other items required by the selected Offeror to deliver the Service as described in the RFQ. The Service Level measurement does not include any degradation of the Service experienced outside of the selected Offeror’s application gateway. 
	N=(T-M-D)/(T-M) X 100%
N= Non-Degradation 
T=Total Quarterly  Minutes during core business hours 
M=Approved quarterly maintenance minutes during core business hours
D=Time Service is Degraded (Total number of minutes during core business hours the system is degraded per quarter)
	quarterly
	2.5% of the quarterly SaaS subscription

	Non-degradation of service availability during non-core business hours.
	95.0%
	This Service Level is the percentage of time the application is non-degraded during non-core business hours.  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. This Service Level is measurement is by the degradation of the Service during non-core business hours. This includes all the hardware, software, infrastructure or other items required by the selected Offeror to deliver the Service as described in the RFQ. The Service Level measurement does not include any degradation of the Service experienced outside of the selected Offeror’s application gateway.
	N=(T-M-D)/(T-M) X 100%
N= Non-Degradation 
T=Total Quarterly  Minutes during non-core business hours 
M=Approved quarterly maintenance minutes during non-core business hours
D=Time Service is Degraded (Total number of minutes during non-core business hours the system is degraded per quarter)


	quarterly
	1% of quarterly SaaS Subscription

	Problem circumvention or resolution time
	***
1-Urgent Priority within 2 hours
2-High Priority within 4 hours 
3-Standard Priority within 3 business days
4-Low Priority within week
	The time required for circumvention or solution after a problem/incident is reported to vendor based on priority level.  
	Time from problem/incident is reported until the problem/incident is resolved or circumvented.
	continual
	2.5% of quarterly SaaS subscription per incident

	System unavailability notification
	within thirty (30) minutes
	Notification to contact list provided by DOH, of any non-scheduled system unavailability within thirty (30) minutes of discovery or notice during core business hours.  Notification will include a brief explanation of the issue, criticality level, and projected resolution time.
	Time from discovery or receiving notice of system unavailability until notification is sent to DOH.
	continual
	2.5% of the quarterly SaaS subscription per incident

	Disaster Recovery
	Recovery Point Objective (RPO) of less than 1 hour; Recovery Time Objective (RTO) of less than 24 hours
	RPO is the maximum targeted period in which data might be lost from an IT service or business process due to a disruptive incident.

RTO is the duration of time within which a business process must be restored after a  disruptive incident in order to avoid unacceptable consequences associated with a break in business continuity
	RTO and RPO calculated during annual disaster recovery exercise.
	annual
	2.5% of annual subscription per failure

	Scheduled maintenance notification
	100%
	Notification of scheduled maintenance to contact list provided by DOH no less than 14 days prior to scheduled maintenance window.
	Notification of days within the 14 days scheduled maintenance that notification is not sent to DOH until notification is sent
	quarterly
	.5% of quarterly SaaS subscription

	Response to other methods of contact
	80%
	Goal is 30 minutes 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)
	daily, weekly, monthly, quarterly, annually
	5% of the total monthly cost (derived from the total annual cost divided by 12).

	First Call Resolution
	65% or higher
	Measures percentage of calls resolved first time per agent
	Total number of phone calls per agent resolved in one phone call / Total phone calls between live help desk agent and caller

“One call” includes:

1) The 1st call from an individual that is answered by a live help desk agent and,
2) 1st call returned by a live help desk agent responding to voicemail that is answered by the original caller

Excludes calls that cannot be resolved by the help desk agent and must be, by procedures, escalated to another group for resolution
	daily, weekly, monthly, quarterly, annually
	10% of the total monthly cost (derived from the total annual cost divided by 12)

	Help Desk availability
	99.9% or higher
	Help desk must be available as per predefined days and times.
	Total time Help Desk unavailable during operating hours / Total operating hours commitment
	daily, weekly, monthly, quarterly, annually
	10% of the total monthly cost (derived from the total annual cost divided by 12)

	Calls that receive a busy signal
	99% of all calls do not receive a busy signal
	Measures the average number of calls placed that receive a busy signal.

Goal is 0 calls receiving a busy signal
	Total number of phone calls placed that receive a busy signal / Total number of phone calls placed quarterly
	quarterly
	>1% - credit will be 3% of the quarterly SaaS subscription

>3% - credit will 5% of the quarterly SaaS subscription

	Dropped call by user rate*
	3% or less of all calls > 60 seconds
	Measures percentage of unanswered phone calls (hang ups before call is answered by a live help desk agent)
	Total number of abandoned calls after 60 seconds / Total number of calls placed quarterly
	quarterly
	>3% - credit will be 5% of the quarterly SaaS subscription

	After Hours Message Center
	Never more than a full day of outage
	After hours message center must always be available for playing recorded messages of:
· Help Desk operating hours
· emergency numbers and the information needed from a caller

Goal is 100% availability
	24 Hour clock starts from time of reported outage
	[bookmark: _GoBack]daily check from start of reported outage
	1% of the quarterly SaaS subscription for each 24 hour period

	On Hold Wait Time
	95% or higher
	Measures average on hold wait time of users from the time a caller is placed on hold by a live agent until the time a live agent is back on the phone with the caller.

Goal is 1 minute or less
	Total number of minutes on hold/Total number of calls placed on hold
	quarterly	


	1% of the quarterly SaaS subscription


If any of the SLA metrics defined in this document are not met, DOH, at its sole discretion may require the Contractor to develop a corrective action plan.
Definitions:
Service Level Credit: a credit available to the Commonwealth should the service provider fail to meet target service levels.
Maximum at Risk Amount: a defined percentage of quarterly service fees or a total dollar value which is not exceeded when assessing service credits. Maximum at risk amount is 20% of the annual invoice amount).
Notes:
*For calculation purposes, phone calls abandoned within 60 seconds (ASA standard) are not counted as a call placed.
***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
3-Standard Priority = Minor function of hosted system is not operational for multiple users, but all other functionality is available and operational for users
4-Low Priority = Minor function of hosted system is not operational for single user, but all other functionality is available and operational for users
Quarters are defined as:
· January through March
· April through June
· July through September
· October through December
The Contractor will be notified by email and letter of the results of the review of the quarterly report within 10 days of receipt of the quarterly report and any SLA credits due as a result of SLA’s not being met. 
Contractor Fees withheld as set forth above shall not constitute liquidated damages for the corresponding failure to perform, and the Department shall be free to pursue any and all remedies available under the Contract with respect thereto, provided that any such credits actually paid by the Contractor to the Commonwealth shall be offset against any damages awarded to the Department for claims arising from the corresponding failure to perform.

