

[image: ]
[bookmark: _GoBack]APPENDIX Q
        SERVICE LEVEL AGREEMENTS (SLA)
	Performance Metric
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit

	Support Response Time 
	During core and non-core business hours – 30 minutes
	The time from when a problem/incident is reported until a response it received from the contractor. 
	Each problem/incident will result in a Service Credit. 

( # of occurrences where the performance target is not met within a month)x(0.03)x(monthly Solution Maintenance Operations and Support Report Deliverable) = monthly service credit
  
	Monthly
	3% of monthly Solution Maintenance, Operations and Support Report invoice amount per occurrence. 

	Problem /Incident circumvention or resolution time (Severity 1 and 2)
	Severity Level 1:                           Category = Critical – 2 hours

Severity Level 1 - January:  Category = Critical – 1 hour    

Severity Level 2:                                Category = Major  - 24 hours
	Time from when a problem/incident is reported until the problem/incident is circumvented or a solution is implemented.
	Each problem/incident will result in a Service Credit. 

( # of occurrences where the performance target is not met within a month)x(0.03)x(monthly Solution Maintenance Operations and Support Report Deliverable) = monthly service credit

	Monthly
	3% of monthly Solution Maintenance, Operations and Support Report invoice amount per occurrence.

	Problem /Incident resolution identification
(Severity 3 and 4)
	Severity Level 3:  Category = Minor – 3 business days

Severity Level 4:  Category = Cosmetic – agreed upon release date
	Time from when a problem/incident is reported until the problem/incident is circumvented or a solution is identified and accepted by DLI.
	Each problem/incident will result in a Service Credit. 

( # of occurrences where the performance target is not met within a month)x(0.02)x(monthly Solution Maintenance Operations and Support Report Deliverable) = monthly service credit

	Monthly
	2% of monthly Solution Maintenance, Operations and Support Report invoice amount per occurrence.

	System Up-Time
	System Availability – 99.5%
	During the Operations, Maintenance, and Support phases of the project, the accumulation of more than 0.5% of system down time, attributable to the Offeror, due to one or more incidents.
	The accumulation of incidents resulting in the system being unavailable for use more than 3 hours and 30 minutes within a calendar month will result in a monthly service credit of 5% of the monthly Solution Maintenance, Operations and Support Report invoice amount. 

DLI-approved scheduled outages, planned maintenance or other outages outside of the Offeror’s control will not be included in the calculation.
	Monthly
	5% of monthly Solution Maintenance, Operations and Support Report invoice amount.
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