

APPENDIX K, SERVICE LEVEL AGREEMENTS

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

	Deliverables Due Date
	Deliverable(s) completed on time within the measurement window.
	100%
	Deliverables shall be completed and accepted by the Commonwealth by the date agreed to in the project schedule.

Commonwealth requires five (5) business days to complete the approval process, beginning on the first business day following the submission.

Issues outside of the control of the Contractor shall not be considered 
	% Timeliness= ((Total Number of Deliverable due for completion - Number of Deliverable due but not completed) / (Total Number of deliverables due for Completion)) *100

	Monthly
	10% of the deliverable cost.



	Staff Substitution 
	Project Manager substitution 
	100%
	There shall not be more than one occurrence of changes to the Project Manage position during the base years of the contract. 
	Number of Project Manager Substitutions.
	As Required
	5% of the Annual Cost of  Maintenance and Support

	System
Availability
	98.5% up time being available to
external customers 24 hours a day,
7 days a week. 


	100%
	The time that solution is available to external customers and system users.

Scheduled and approved downtime will not be
considered unavailable.
	Availability will be calculated on a monthly basis, with 98.5% uptime being represented as solution being down for less
than 10 hours and 52 minutes during any given month.
	Monthly
	5% of the Monthly
System Maintenance
and Operational
Support costs.


	Transaction Time
	All transactions must have an internal response time < 3 seconds, and 95% of all transactions must
have a < 1 second internal response
time.

	100%
	Internal processing response
time for transactions
	Internal processing response time will be defined as the
length of time upon receipt of the transaction at the
WebServer request queue, internal processing for data
retrieval and return to the WebServer for issuance to the
client. It will not include network delay or client lag
time
	
	2% of the Monthly
System Maintenance
and Operational
Support costs. (The
Monthly Maintenance
and Operational
Support Status Report
deliverable)

	Support Response Time 

Problem/Incident
	Severity Level* 1 and 2:                          
Within 30 minutes during core and non-core processing hours.

Within 60 minutes during non-core processing hours


	
100%
	Any support request not answered by a live agent (Phone or chat) must be responded to within 30 minutes by a live agent during the core business of 8:00 AM to 5:00 PM EST and within 60 minutes during non-core business hours.


	Time from the initial contact until the response is received.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit
  
	Monthly
	3% Reduction in the Monthly System Maintenance
and Operational
Support costs per occurrence.

	Support Response Time

Problem/Incident

	Severity Level* 3:  
Within 2 hours during core processing hours.
Within 8 hours during non-core processing hours


	

100%
	Any support request not answered by a live agent (Phone or chat) must be responded to within two hours by a live agent during the core business of 7:00 AM to 5:00 PM EST and within eight minutes during non-core business hour.
 




	Time from the initial contact until the response is received.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit
  
	Monthly
	2% Reduction in the Monthly System Maintenance and Operational Support costs per occurrence.

	Support Response Time

Problem/Incident

	Severity Level* 4:  
Within 8 hours during core processing hours.
Within 1 business day during non-core processing hours.

	100%
	Any support request not answered by a live agent (Phone or chat) must be responded to within eight hours by a live agent during the core business of 7:00 AM to 5:00 PM EST and within one business day during non-core business hours.

	Time from the initial contact until the response is received.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit
  
	Monthly
	1% Reduction in the Monthly System Maintenance and Operational Support costs per occurrence.

	Circumvention or resolution time 

Problem/Incident


	Severity Level* 1 and 2:                        
Circumvention or Resolution within 12 hours
	100%
	Amount of time needed to circumvent or resolve a reported problem or incident, unless otherwise approved by agency.


	Time from when a problem/incident is reported until the problem/incident is circumvented or resolved.

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

	Monthly
	3% Reduction in the Monthly System Maintenance and Operational Support costs per occurrence.

	Circumvention or resolution time 

Problem/Incident


	Severity Level* 3:                           
Circumvention or Resolution within 24 hours
	100%
	Amount of time needed to circumvent or resolve a reported problem or incident, unless otherwise approved by agency.
	Time from when a problem/incident is reported until the problem/incident is circumvented or resolved.

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

	Monthly
	2% Reduction in the Monthly System Maintenance and Operational Support costs per occurrence.

	Circumvention or resolution time 

Problem/Incident


	Severity Level* 4:                           
Circumvention or Resolution by an agreed upon date
	100%
	Amount of time needed to circumvent or resolve a reported problem or incident, unless otherwise approved by agency.
	Time from when a problem/incident is reported until the problem/incident is circumvented or resolved.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit

	Monthly
	1% Reduction in the Monthly System Maintenance and Operational Support costs per occurrence.

	Defect-Free implementations of code in the production environment.

	Defects introduced into production following a code release.
	100%

95% to 99.9%

90% to 94.9%

<90%
	Offeror shall deliver defect-free changes where implemented changes are delivered with no identified defects during the warranty period.
	% of Defect-Free Changes = ((Total number of changes with no associated Defects within warranty period) /  (Total number of changes where warranty period expires within such month) multiplied by 100. 

	Monthly
	 100% = No Service Credit
95% to 99.9% = $8,000

90% to 94.9% = $15,000

<90% = $25,000


	Defect Resolution
	Severity Level* 1:
Circumvention, Resolution, or Rollback within 8 hours
	100%
	Amount of time to resolve technical defects reported following a new release, patch or system upgrade in production based on the severity level of the defect. 


	Time from when a problem/incident is reported until the problem/incident is circumvented or resolved.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit



	Monthly 
	1% in the Monthly System Maintenance and Operational Support costs per occurrence.

	Defect Resolution
	Severity Level* 2:
Circumvention, Resolution, or Rollback within 48 hours
	100%
	Amount of time to resolve technical defects reported following a new release, patch or system upgrade in production based on the severity level of the defect. 


	Time from when a problem/incident is reported until the problem/incident is circumvented or resolved.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit

	Monthly 
	1% in the Monthly System Maintenance and Operational Support costs per occurrence.

	Defect Resolution
	Severity Level* 3 and 4:
Circumvention or Resolution by agreed upon release date
	100%
	Date agency agrees, to with the selected Offeror to, circumvent or resolve a Problem/Incident.


	Time from when a problem/incident is reported until the problem/incident is circumvented or resolved.

( # of occurrences where the performance target is not met within a month)x(0.01)x(monthly Solution Maintenance and Support Cost) = monthly service credit

	Monthly 
	1% in the Monthly System Maintenance and Operational Support costs per occurrence.

	Annual DR Testing
	Completion of the Annual DR Testing
	100%
	DR Testing conducted annually and the results reported to the Agency by an agreed upon date
	Date DR Test Results are due
	Annually
	None

	SOC I Type II Report
	Applicable SOC report to be delivered upon contract execution and annually thereafter
	100%
	Reports as defined in Appendix x, Requirements for Non-Commonwealth Hosted Applications/Services

	Delivery of report on time defined as the date agreed to by the selected Offeror and the Commonwealth
	Annual
	None

	SOC II Type II Report
	Applicable SOC report to be delivered upon contract execution and annually thereafter
	100%
	Reports as defined in Appendix x, Requirements for Non-Commonwealth Hosted Applications/Services

	Delivery of report on time defined as the date agreed to by the selected Offeror and the Commonwealth
	Annual
	None

	Eligibility Package Review and Report
	Eligibility Package review and report period
	100%
	Review and report on eligibility packages within 90 calendar days, as applicable, following receipt of documentation.
	Date of receipt of documentation + 90 calendar days as applicable

Timeliness= (Date Received – Date Completed)  > 60 or 90 days as applicable 



	Monthly
	None

	Invoice Review
	Number of days to complete Invoice Review
	100%
	Review of Invoices within 10 business days to confirm all required information is available.

If additional information is needed, once obtained, the invoice shall be reviewed within 10 business days.
	Date Invoice received + 10 business days

Timeliness= (Date Invoice Received – Date Invoice Completed)  > 10 days
	Monthly 
	None


	Claims Status Report
	Number of days to complete Status Reports
	100%
	Claims Status Reports shall be completed within 180 calendar days following the first report and every 180 days thereafter.


	Date of first report + 180 calendar days

Timeliness= (Date Report – Date of Status Report)  > 180 days
	As Required
	None


	Invoices
	Invoices submitted for payment shall be error free
	100%
	Submission of invoices that are accurate and free of errors
	Number of Invoices returned for correction

% Error= ((Total Number of Invoices - Number of Invoices returned for correction) / (Total Number of Invoices))) *100

	As Required
	$100 per occurrence


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. 
The Commonwealth shall not invoke more than one (1) SLA if more than one (1) SLA is in non-compliance for a single incident.
“Service Credit" shall mean an amount equal to the pro-rata annual recurring service charges (i.e., all annual recurring charges) for one (1) day of Service.

	Severity
	Category
	Description

	Level 1
	Critical
	A critical system failure; no further processing is possible; users unable to perform work; no acceptable work-around, alternative, or bypass exists.

	Level 2
	Major
	Processing is severely impacted; users are unable to proceed with selected function or dependents; software does not operate as specified; a major function or feature is missing or not functioning which causes a degradation in service; inaccurate or incorrect data provided to customers; no acceptable work-around, alternative, or bypass is available.

	Level 3
	Minor
	A component, minor function, or procedure is impaired (down, disabled, incorrect) however processing can continue. A mutually agreed workaround, alternative, or bypass is available.

	Level 4
	Cosmetic
	Minor cosmetic change is required, a superficial error with no effect on operations.
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