

EXHIBIT C, SOFTWARE AND RELATED SERVICES SERVICE LEVEL AGREEMENTS

	Performance Metric
	Performance Measure
	Performance Target
	Definition
	Calculation
	Frequency of Review
	Service Credit

	Requests for Price, Quotes, or Contract related issues.
 
	Time to respond to Agency or Delivery Center requests.
	95%
	The Contractor will acknowledge receipt of requests for Price and requests for quotes within four (4) business hours following the submission of the request form.  

Requests for Contract Related Issues will be directed to the Account Manager(s) via email or phone and will be responded to within four (4) business hours.


	(Number of Requests Responded to within four (4) business hours)/ Number of Requests Submitted)*100  
	Monthly
	Agency: None

Enterprise: 


	Quote Fulfillment
 
	Time to provide quote.
	Agency: Per Order

Contract: 95%
	The Contractor will provide quotes or no bid response within three (3) business days for Software and Services currently available for resale to the Commonwealth.  

Custom or specialized Services, Software, and provisioning of excess usage which may require additional scoping, discovery and/or an agreed to Statement of Work are excluded from this SLA.  


	(Number of Quotes Completed On Time – Total Number or Requests Submitted) *100   
	Monthly
	Agency: A credit equaling 1% of the purchase price when the purchase is made.

Enterprise:


	Quote Fulfilment 
	Time to provide quote or no-bid response.
	98%
	For Services and Software not currently available, the Contractor will provide the quote or a No-Bid response within 5 business days.  
  
Custom or specialized Services, Software, and provisioning of excess usage which may require additional scoping, discovery and/or an agreed to Statement of Work are excluded from this SLA.  

	(Number of Quotes or No-bid Responses Completed On Time – Total Number of Requests) *100  
	Monthly
	A credit equaling 1% of the purchase price when the purchase is made.

	Order  
Delivery 

	Time to Deliver 
	98%
	The Contractor will make the required delivery within 10 business days after receipt of the approved order for Software or Services currently available.  
	(Total Orders Completed On-time – Total Number of Orders) *100
	Monthly
	A credit equaling 2% of the purchase price when the missed order.

	Invoice receipt  
	Submission Time
	98%
	The Contractor will provide invoices for all orders and services within 60 calendar days of delivery of software or services.  

  
	(Total Invoices – Late Invoice(s)/Total Invoices.  
	Monthly
	A credit equaling 1% of the invoice today price when the invoice is late.

	License expiration notification  
	Notification Date
	Agency: Per license
	The Contractor will notify the Agency at least 90 calendar days prior to license expiration. 
  
Subject to notification from the OEMs or Publishers.  

	Notification Date – Expiration Date>=90 Calendar Days  
	Monthly
	Agency: A credit equaling 1% of the renewal price of the software for each applicable license expiration notification missed. 

	Software Upgrade notification  
	Notification Date
	95%
	Within five (5) calendar days of the announcement of a software upgrade, the Contractor will notify each Agency that holds a license(s) for the software title being upgraded by the licensor.

	Upgrade Announcement + 5 calendar Days = Notification Date
	Monthly
	N/A

	Software end 
of life notification  
	Notification Date
	95%
	Within five (5) calendar days of an announcement by a licensor that a software title will reach its end of life, the Contractor will notify each agency that holds a license(s) for the software title reaching end of life.
 
Subject to notification from the OEM or Publisher.  

	End of life notification + 5 calendar days.   = Notification Date
	Monthly
	N/A

	Software maintenance expiration  
	Notification Date
	Agency: Per software title

	The Contractor will notify the Agency or Delivery Center 90 calendar days prior to the expiration date of any software maintenance services. 

	Software Maintenance Expiration + 90 Calendar days = Notification Date
	Monthly
	Agency: A credit equaling 1% of the renewal price of the software for each applicable license expiration notification missed.



The Commonwealth may request a Corrective Action Plan (CAP), at its sole discretion, based on the selected Offeror’s non-compliance with the SLAs as agreed upon. 
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