


Appendix K – Service Level Agreement
	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit 

	Support Response Time
	100% 
	Notification to DOS within 30 minutes upon discovery or receiving notice of application unavailability during core business hours, and within one (1) hour during non-core business hours. 
	Time from discovering or receiving notice of application unavailability until notification is sent to the Commonwealth.
	Continual
	$1000 per instance.

	Problem Circumvention or Resolution Time
	100%

1-Urgent Priority within 1 hour
2-High Priority within 3 hours 
3-Standard Priority within 3 business days
4-Low Priority within timeframe agreed upon by the Commonwealth.
	The time required for circumvention or solution after reporting a problem.
	Time from problem/incident is reported until the problem is resolved or circumvented
	Continual
	$1000 per instance that the circumvention or resolution time exceeds the allotted time permitted.

	Defect Free Releases
	100%
1-Critical Defect
2-Major Defect
	Zero (0) Critical or Major defects in a release put into the production environment. 
	Number of times a critical or major defect is put into production X 1000.
	Quarterly
	$1000 per instance up to the total cost of the release.

	Defect Resolution
	100%
1-Critical Defect – within one (1) hour of detection
2-Major Defect – within four (4) hours of detection
3-Minor Defect – within one (1) week
4-Cosmetic Defect – with the next release agreed upon by the Commonwealth
	The time required for a defect put into production to be corrected/resolved. 
	Number of times the allotted time is exceeded X 1000.
	Quarterly
	$1000 per instance up to the total cost of the release.

	Deliverable Due Dates
	100% 
	Deliverables will be submitted by the due dates which are established within the approved work plan. Deliverables shall be received by 5:00 PM ET.
	Total cost of the deliverable X 3% x number of business days after the scheduled deliverable due date
	Quarterly
	3% of the total deliverable cost up to the total deliverable cost


The Commonwealth, at its sole discretion, may request a corrective action plan for any SLA not met by the selected Offeror. The selected Offeror shall not be responsible for missed SLA(s) due to event(s) proven to be beyond the control of the selected Offeror until such event(s) are corrected.
Definitions:  
Service Level Credit: credit available to the Commonwealth should the service provider fail to meet minimum service levels.
Increased Impact Service Level Default: where the provider fails to achieve the service level multiple times during a specified time period, it may be liable to increased credits (e.g., failures in two consecutive months, or failures in any four months during a twelve-month period will double the severity weight used in calculating credits owing to the Commonwealth).
Incident/Problem Priority 
1-Urgent Priority – System or major functionality of system is not available or operational for all users. 
2-High Priority - System or major functionality of system is not available or operational for multiple users. 
3-Standard Priority – Minor function of system is not operational for multiple users, but all other functionality is available and operational for users.
4-Low Priority - Minor function of system is not operational for single user, but all other functionality is available and operational for users.
Defects in Production Release
1-Critical Defect – The defect affects critical functionality or critical data. It does not have a workaround. Example: Unsuccessful installation, complete failure of a feature.
2-Major Defect – The defect affects major functionality or major data. It has a workaround but is not obvious and is difficult. Example: A feature is not functional from one module but the task is doable if 10 complicated indirect steps are followed in another module(s). 
3-Minor Defect – The defect affects minor functionality or non-critical data. It has an easy workaround. Example: A minor feature that is not functional in one module but the same task is easily doable from another module.
4-Cosmetic - The defect does not affect functionality or data. It does not even need a workaround. It does not impact productivity or efficiency. It is merely an inconvenience. Example: Petty layout discrepancies, spelling/grammatical errors.
[bookmark: _GoBack]Core Business Hours: Core business hours apply Monday through Friday, with the exception of state holidays.
BCEL Core Business Hours: 7:30 AM – 5:00 PM Eastern Time (ET)
PBOA Core Business Hours: 7:30 AM – 5:00 PM ET
BCCO Core Business Hours: 8:00 AM – 5:00 PM ET
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