Service Level Agreements
	LOT 1: Website, Application Programming Interface, and System Service Level Agreements

	Performance Metric
	Performance Target
	Definition
	Calculation
	Review Frequency 
	Service Credit

	System Availability
	99.9%
	The percentage of time full system functionality is available during any quarter.  System availability excludes approved maintenance time.
	A=(T-M-D)/(T-M) x 100%
A = Availability
T = Total Quarterly Minutes
M = Approved Quarterly Maintenance Time
D = Downtime
	Quarterly
	For System Availability between 99.89% - 99.85% - the Service Credit will be 2.5% of the quarterly SaaS subscription.
For System Availability between 99.84% - 99.80% - the Service Credit will be 5% of the quarterly SaaS subscription.
For System Availability <99.80% - the Service Credit will be 10% of the quarterly SaaS subscription.

	Non-Degradation of System
	98%
	[bookmark: _Hlk21593687]The percentage of time the System is non-degraded. Degradation means the System is fully operational but functioning below the baseline established during acceptance testing or using the baselines below. This includes, but is not limited to, slow performance or intermittent system errors or both. 

Degraded System means a system that falls below the following targets, excluding approved maintenance time:
· System response time – the time required to complete an action within the application (e.g. load a page, save a record).  The standard shall be set during baseline acceptance testing.
· Reports response time – the time required to generate a completed report.  The standard shall be set during baseline acceptance.
· Concurrent use – the system sustains full functionality with simultaneous access by at least 40% of all registered users. 

	N=(T-M-S)/(T-M) x 100%
N = Non-degradation
T = Total quarterly minutes
M = Approved maintenance time
S = Time service is degraded
	Quarterly
	The Service Credit will be 5% of the quarterly SaaS subscription when the Service performance standard is not met. 

	Incident Communication
	1-Urgent Priority within 2 hours
2-High Priority within 4 hours 
3-Standard Priority within 3 business days
4-Low Priority within week
	When an incident occurs, the Contractor must present an issue mitigation strategy to SLP within the Performance Target time specified by the priority of the problem 
	Time from incident occurrence until incident reporting.
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	Incident Workaround or Resolution Time
	1-Urgent Priority within 2 days
2-High Priority within 4 days 
3-Standard Priority within 7 business days
4-Low Priority within week
	The time required for circumvention or solution after an incident is reported to Contractor based on priority level.  
	Time from incident occurrence until incident is circumvented.
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	System Unavailability Notification
	within two (2) hours
	Notification to SLP, of any non-scheduled system unavailability within two (2) hours of incident occurrence.
	Time from incident occurrence until system unavailability notification is sent to PDE.  
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	Scheduled Maintenance Notification
	100%
	Notification of scheduled maintenance to SLP no less than 14 days prior to scheduled maintenance window.
	Number of days prior to scheduled maintenance that notification was sent to SLP. 
	Quarterly
	The Service Credit will be 0.5% of the quarterly SaaS subscription per incident.

	System Support Availability
	99%
	Application Desk Support must be available during the following times:
· Monday through Friday 7:00 AM to 6:00 PM Eastern Time (EST or EDT as applicable) 
· Saturday 8:00 AM to 12:00 PM Eastern Time (EST or EDT as applicable)
Technical support includes full management on behalf of SLP. Technical support will include completing actions within the platform on behalf of the user as appropriate.  

	Total time Application Desk Support unavailable during operating hours / Total operating hours commitment


	Quarterly

	The Service Credit will be 5% of the quarterly SaaS subscription when the Service performance standard is not met. 

	System Support Response to Methods of Contact Available
	80% of contacts responded to in 15 minutes or less
	Documentation must provide for the nature of support requested, measure of 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.  
Responses to requests for assistance must be answered during the same business day.  
	N=(T-M-D)/(T-M) x 100%
N= Non-degradation
T= Total quarterly minutes
M= Approved maintenance time
D= Time service is degraded
	Quarterly
	The Service Credit will be 1% of the quarterly SaaS subscription per incident.

	Data Quality and Transfer

	99.9%
	The system must allow for data uploads and corrections and must have on-demand quality and status reports available for download.  
	Monthly status reports 
	Monthly 
	Service credit is 2% of deliverable per day the services are delayed

	File Preservation
	99.9%
	Each master digital file preserved with authenticity guaranteed through fixity checks and self-healing of degraded files. 
The system must be able to preserve digital assets through an automated workflow/process to migrate and/or normalize assets based on policies/rules.
In the event of data corruption, hardware failure, or other data loss, the Offeror will make efforts to restore affected files within the agreed upon time.
	N=(T-M-D)/(T-M) x 100%
N= Non-degradation
T= Total quarterly minutes
M= Approved maintenance time
D= Time service is degraded
	Quarterly
	The Service Credit will be .5% of the quarterly SaaS subscription for each lost file.





	LOT 1: Training, Support, and Resources

	Performance Metric
	Performance Target
	Definition
	Calculation
	Review Frequency 
	Service Credit

	Supporting Resources 
	98.0%
	The Offeror must provide supporting resources, including manuals, made accessible and available on the public website.  

	Ongoing available resources on the public website with annual updates made as necessary.

	Quarterly
	Service Credit is 2.5% of review frequency per day past





	LOT 2: Website, Application Programming Interface, and System Service Level Agreements

	Performance Metric
	Performance Target
	Definition
	Calculation
	Review Frequency 
	Service Credit

	System Availability
	99.9%
	The percentage of time full system functionality is available during any quarter.  System availability excludes approved maintenance time.
	A=(T-M-D)/(T-M) x 100%
A = Availability
T = Total Quarterly Minutes
M = Approved Quarterly Maintenance Time
D = Downtime
	Quarterly
	For System Availability between 99.89% - 99.85% - the Service Credit will be 2.5% of the quarterly SaaS subscription.
For System Availability between 99.84% - 99.80% - the Service Credit will be 5% of the quarterly SaaS subscription.
For System Availability <99.80% - the Service Credit will be 10% of the quarterly SaaS subscription.

	Non-Degradation of System
	98%
	The percentage of time the System is non-degraded. Degradation means the System is fully operational but functioning below the baseline established during acceptance testing or using the baselines below. This includes, but is not limited to, slow performance or intermittent system errors or both. 

Degraded System means a system that falls below the following targets, excluding approved maintenance time:
· System response time – the time required to complete an action within the application (e.g. load a page, save a record).  The standard shall be set during baseline acceptance testing.
· Reports response time – the time required to generate a completed report.  The standard shall be set during baseline acceptance.
· Concurrent use – the system sustains full functionality with simultaneous access by at least 40% of all registered users. 

	N=(T-M-S)/(T-M) x 100%
N = Non-degradation
T = Total quarterly minutes
M = Approved maintenance time
S = Time service is degraded
	Quarterly
	The Service Credit will be 5% of the quarterly SaaS subscription when the Service performance standard is not met. 

	Incident Communication
	1-Urgent Priority within 2 hours
2-High Priority within 4 hours 
3-Standard Priority within 3 business days
4-Low Priority within week
	When an incident occurs, the Contractor must present an issue mitigation strategy to SLP within the Performance Target time specified by the priority of the problem 
	Time from incident occurrence until incident reporting.
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	Incident Workaround or Resolution Time
	1-Urgent Priority within 2 days
2-High Priority within 4 days 
3-Standard Priority within 7 business days
4-Low Priority within week
	The time required for circumvention or solution after an incident is reported to Contractor based on priority level.  
	Time from incident occurrence until incident is circumvented.
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	System Unavailability Notification
	within two (2) hours
	Notification to SLP, of any non-scheduled system unavailability within two (2) hours of incident occurrence.
	Time from incident occurrence until system unavailability notification is sent to PDE.  
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	Scheduled Maintenance Notification
	100%
	Notification of scheduled maintenance to SLP no less than 14 days prior to scheduled maintenance window.
	Number of days prior to scheduled maintenance that notification was sent to SLP. 
	Quarterly
	The Service Credit will be 0.5% of the quarterly SaaS subscription per incident.

	System Support Availability
	99%
	Application Desk Support must be available during the following times:
· Monday through Friday 7:00 AM to 6:00 PM Eastern Time (EST or EDT as applicable) 
· Saturday 8:00 AM to 12:00 PM Eastern Time (EST or EDT as applicable)
Technical support includes full management on behalf of SLP. Technical support will include completing actions within the platform on behalf of the user as appropriate.  

	Total time Application Desk Support unavailable during operating hours / Total operating hours commitment


	Quarterly

	The Service Credit will be 5% of the quarterly SaaS subscription when the Service performance standard is not met. 

	System Support Response to Methods of Contact Available
	80% of contacts responded to in 15 minutes or less
	Documentation must provide for the nature of support requested, measure of 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.  
Responses to requests for assistance must be answered during the same business day.  
	N=(T-M-D)/(T-M) x 100%
N= Non-degradation
T= Total quarterly minutes
M= Approved maintenance time
D= Time service is degraded
	Quarterly
	The Service Credit will be 1% of the quarterly SaaS subscription per incident.

	Data Quality and Transfer

	99.9%
	The system must allow for data uploads and corrections and must have on-demand quality and status reports available for download.  
	Monthly status reports 
	Monthly 
	Service credit is 2% of deliverable per day the services are delayed

	File Preservation
	99.9%
	In the event of data corruption, hardware failure, or other data loss, the Offeror will make efforts to restore affected files within the agreed upon time.
	N=(T-M-D)/(T-M) x 100%
N= Non-degradation
T= Total quarterly minutes
M= Approved maintenance time
D= Time service is degraded
	Quarterly
	The Service Credit will be .5% of the quarterly SaaS subscription for each lost file.




	LOT 2: Training, Support, and Resources

	Performance Metric
	Performance Target
	Definition
	Calculation
	Review Frequency 
	Service Credit

	Supporting Resources 
	98.0%
	The Offeror must provide supporting resources, including manuals, made accessible and available on the public website.  

	Ongoing available resources on the public website with annual updates made as necessary.

	Quarterly
	Service Credit is 2.5% of review frequency per day past





	LOT 3: Website, Application Programming Interface, and System Service Level Agreements

	Performance Metric
	Performance Target
	Definition
	Calculation
	Review Frequency 
	Service Credit

	System Availability
	99.9%
	The percentage of time full system functionality is available during any quarter.  System availability excludes approved maintenance time.
	A=(T-M-D)/(T-M) x 100%
A = Availability
T = Total Quarterly Minutes
M = Approved Quarterly Maintenance Time
D = Downtime
	Quarterly
	For System Availability between 99.89% - 99.85% - the Service Credit will be 2.5% of the quarterly SaaS subscription.
For System Availability between 99.84% - 99.80% - the Service Credit will be 5% of the quarterly SaaS subscription.
For System Availability <99.80% - the Service Credit will be 10% of the quarterly SaaS subscription.

	Non-Degradation of System
	98%
	The percentage of time the System is non-degraded. Degradation means the System is fully operational but functioning below the baseline established during acceptance testing or using the baselines below. This includes, but is not limited to, slow performance or intermittent system errors or both. 

Degraded System means a system that falls below the following targets, excluding approved maintenance time:
· System response time – the time required to complete an action within the application (e.g. load a page, save a record).  The standard shall be set during baseline acceptance testing.
· Reports response time – the time required to generate a completed report.  The standard shall be set during baseline acceptance.
· Concurrent use – the system sustains full functionality with simultaneous access by at least 40% of all registered users. 

	N=(T-M-S)/(T-M) x 100%
N = Non-degradation
T = Total quarterly minutes
M = Approved maintenance time
S = Time service is degraded
	Quarterly
	The Service Credit will be 5% of the quarterly SaaS subscription when the Service performance standard is not met. 

	Incident Communication
	1-Urgent Priority within 2 hours
2-High Priority within 4 hours 
3-Standard Priority within 3 business days
4-Low Priority within week
	When an incident occurs, the Contractor must present an issue mitigation strategy to SLP within the Performance Target time specified by the priority of the problem 
	Time from incident occurrence until incident reporting.
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	Incident Workaround or Resolution Time
	1-Urgent Priority within 2 days
2-High Priority within 4 days 
3-Standard Priority within 7 business days
4-Low Priority within week
	The time required for circumvention or solution after an incident is reported to Contractor based on priority level.  
	Time from incident occurrence until incident is circumvented.
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	System Unavailability Notification
	within two (2) hours
	Notification to SLP, of any non-scheduled system unavailability within two (2) hours of incident occurrence.
	Time from incident occurrence until system unavailability notification is sent to PDE.  
	Continual
	The Service Credit will be 2.5% of the quarterly SaaS subscription per incident.

	Scheduled Maintenance Notification
	100%
	Notification of scheduled maintenance to SLP no less than 14 days prior to scheduled maintenance window.
	Number of days prior to scheduled maintenance that notification was sent to SLP. 
	Quarterly
	The Service Credit will be 0.5% of the quarterly SaaS subscription per incident.

	System Support Availability
	99%
	Application Desk Support must be available during the following times:
· Monday through Friday 7:00 AM to 6:00 PM Eastern Time (EST or EDT as applicable) 
· Saturday 8:00 AM to 12:00 PM Eastern Time (EST or EDT as applicable)
Technical support includes full management on behalf of SLP. Technical support will include completing actions within the platform on behalf of the user as appropriate.  

	Total time Application Desk Support unavailable during operating hours / Total operating hours commitment


	Quarterly

	The Service Credit will be 5% of the quarterly SaaS subscription when the Service performance standard is not met. 

	System Support Response to Methods of Contact Available
	80% of contacts responded to in 15 minutes or less
	Documentation must provide for the nature of support requested, measure of 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.  
Responses to requests for assistance must be answered during the same business day.  
	N=(T-M-D)/(T-M) x 100%
N= Non-degradation
T= Total quarterly minutes
M= Approved maintenance time
D= Time service is degraded
	Quarterly
	The Service Credit will be 1% of the quarterly SaaS subscription per incident.

	Data Quality and Transfer

	99.9%
	The system must allow for data uploads and corrections and must have on-demand quality and status reports available for download.  
	Monthly status reports 
	Monthly 
	Service credit is 2% of deliverable per day the services are delayed

	File Preservation
	99.9%
	Each master digital file preserved with authenticity guaranteed through fixity checks and self-healing of degraded files. 
In the event of data corruption, hardware failure, or other data loss, the Offeror will make efforts to restore affected files within the agreed upon time.
	N=(T-M-D)/(T-M) x 100%
N= Non-degradation
T= Total quarterly minutes
M= Approved maintenance time
D= Time service is degraded
	Quarterly
	The Service Credit will be .5% of the quarterly SaaS subscription for each lost file.


	LOT 3: Training, Support, and Resources

	Performance Metric
	Performance Target
	Definition
	Calculation
	Review Frequency 
	Service Credit

	Supporting Resources 
	98.0%
	The Offeror must provide supporting resources, including manuals, made accessible and available on the public website.  

	Ongoing available resources on the public website with annual updates made as necessary.

	Quarterly
	Service Credit is 2.5% of review frequency per day past







Definitions
1. Corrective Action Plan:  If any of the SLA metrics defined in this document are not met, PDE, at its sole discretion may require the Contractor to develop a Corrective Action Plan (CAP).
2. Incident:  An unplanned interruption to a service or a reduction in the quality of service, i.e., a page not rendering properly or allowing a user access to a page that should be inaccessible. 
3. Maximum at Risk Amount: a defined percentage of monthly service fees or a total dollar value which is not exceeded when assessing service credits. Maximum at risk amount is 20% of the quarterly invoice amount.
4. Problem:  A cause or potential cause of one or more incidents. 
5. Service Credits:  means the financial credits earned by the Commonwealth for Contractor Service Level Defaults for Performance Targets.   Service Credits will be assessed in accordance with Paragraph 64. Liquidated Damages of Appendix A, IT Contract Terms and Conditions, except that the Parties agree the Service Credits are not susceptible to recoupment as outlined in that Paragraph 64.  With the exception of the deliverables outlined in this Appendix C, all deliverables specified in the RFP are considered “Major Deliverables” susceptible to liquidated damages in accordance with Paragraph 64.
6. SLA Verification:  The Department has the right to audit or have an independent entity validate operations and SLAs at least annually but may initiate an audit at any time.  The Contractor shall cooperate with the audit and make all documentation available to the auditing entity. The Contractor shall provide the Department with system access to view all information scanned and attached to the application records. The service levels herein shall be measured (and credits applied, to the extent applicable) per calendar quarter.
7. SRS: is the State Routing Service Software provided by Tetrus, the Contractor for the RxCheck hub.  This software is used to encrypt and route the PDMP request to the proper state being requested.  
8. System:  The entire SaaS solution including hardware, software and network infrastructure.  SaaS is defined as Software as a Service. 
9. Workaround:  A solution that reduces or eliminates the impact of an incident or problem for which a full resolution is not yet available.  Some workarounds reduce the likelihood of incidents.
Notes
Priorities are defined as follows:
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 follows:
· January 1 through March 31						
· April 1 through June 30
· July 1 through September 30
· October 1 through December 31
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