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Service Levels
[bookmark: _Toc510002993]Service Level Requirements
This section sets forth the performance specifications for the Service Level Agreements (SLA) to be established between contractor and the State that are applicable to the Solution and Managed Services elements. It contains the tables and descriptions that provide the State’s framework, requirements relating to service level commitments, and the implications of meeting versus failing to meet the requirements and objectives, as applicable. 
The mechanism set out herein will be implemented to manage contractor’s performance against each Service Level, to monitor the overall performance of contractor in delivery of the Service.
Contractor will be required to comply with the following performance management and reporting mechanisms for all Services within the scope of this RFP and must provide these reports to the State no less frequently than monthly basis: 
· Service Level Specific Performance – Agreed upon specific Service Levels to measure the performance of specific Services or Service Elements. Most individual Service Levels are linked to financial credits due to the State (“Performance Credits”) to incent Contractor performance.
[bookmark: _Toc510002994]Service Level Specific Performance Credits
Each Service Level (SL) will be measured using a “Green-Yellow-Red” traffic light mechanism (the “Individual SL GYR State”), with “Green” representing the highest level of performance and “Red” representing the lowest level of performance. A Performance Credit will be due to the State in the event a specific Individual SLA GYR State falls in the “Yellow “or “Red” state. The amount of the Performance Credit for each SLA will be based on the Individual SLA GYR State. Further, the amounts of the Performance Credits will, in certain cases, increase where they are imposed in consecutive months. 
Set forth below is a table summarizing the monthly Performance Credits for each SLA. All amounts set forth below that are contained in a row pertaining to the “Yellow” or “Red” GYR State, represent Performance Credit amounts.


	Recurring Failures - SLA Performance Credits

	Individual SL GYR State
	1st 
Monthly Occurrence
	2nd 
Monthly Occurrence
	3rd 
Monthly Occurrence
	4th 
Monthly Occurrence
	5th 
Monthly Occurrence
	6th 
Monthly Occurrence
	7th 
Monthly Occurrence
	8th 
Monthly Occurrence
	9th 
Monthly Occurrence
	10th Monthly Occurrence
	11th 
Monthly Occurrence
	12th 
Monthly Occurrence

	Red
	X =1.71% of MPC
	X + 50% of X
	X + 100% of X
	X + 150% of X
	X + 200% of X
	X + 250% of X
	X + 300% of X
	X + 350% of X
	X + 400% of X
	X + 450% of X
	X + 500% of X
	X + 550% of X

	Yellow
	Y = 0.855% of MPC
	Y + 50% of Y
	Y + 100% of Y
	Y + 150% of Y
	Y + 200% of Y
	Y + 250% of Y
	Y + 300% of Y
	Y + 350% of Y
	Y + 400% of Y
	Y + 450% of Y
	Y + 500% of Y
	Y + 550% of Y

	Green
	None
	None
	None
	None
	None
	None
	None
	None
	None
	None
	None
	None







Contractor agrees that in each month of the Contract, 12% of the monthly project charges (MPC) associated with the Project Implementation portion of this Contract will be at risk. MPCs are the charges for the services and deliverables accepted or due during a given month.  The MPC for the Project Implementation will be at risk for failure to meet the SLs set forth herein. Contractor will not be required to provide Performance Credits for multiple Performance Specifications for the same event; the highest Performance Credit available to the State for that particular event will apply. 
On a quarterly basis, there will be a “true-up” at which time the total amount of the Performance Credits will be calculated (the “Net Amount”), and such Net Amount will be set off against any fees owed by the State to contractor. 
Moreover, in the event of consecutive failures to meet the Service Levels, contractor will be required to credit the State the maximum Performance Credit under the terms of the Contract. 
Contractor will not be liable for any failed Service Level caused by circumstances beyond its control, and that could not be avoided or mitigated through the exercise of prudence and ordinary care, provided that contractor immediately notifies the State in writing and takes all steps necessary to minimize the effect of such circumstances and resumes its performance of the Services in accordance with the SLAs as soon as possible.
[bookmark: _Toc510002995]Overall Contract Performance
In addition to the service specific performance credits, on a monthly basis, an overall SL score (the “Overall SL Score”) will be determined, by assigning points to each SL based on its Individual SL GYR State. The matrix set forth below describes the methodology for computing the Overall SL Score:
	Individual SLAs GYR State
	Performance Multiple

	Green
	0

	Yellow
	1

	Red
	4








The Overall SL score is calculated by multiplying the number of SLAs in each GYR State by the Performance Multiples above. For example, if all SLAs are Green except for two SLAs in a Red GYR State, the Overall SL Score would be the equivalent of 8 (4 x 2 Red SLAs).
Based on the Overall SL Score thresholds value exceeding a threshold of fifteen (15), mandatory Executive escalation procedures outlined in this RFP will be initiated to restore acceptable Service Levels. 
If a successful resolution is not reached, then the State may terminate the Contract for cause if:
The overall SL score reaches a threshold over a period of 3 consecutive months with the equivalent of 50% of the service levels in a red state; and contractor fails to cure the affected Service Levels within 60 calendar days of receipt of the State’s written notice of intent to terminate; OR
The State exercises its right to terminate for exceeding the threshold level of 75% of Service levels in total not performing to a green state over a six (6) month period.
The Overall Contract Performance will not constitute the State’s exclusive remedy to resolving issues related to contractor’s performance. The State retains the right to terminate for Overall Contract Performance under the terms of this Contract.
[bookmark: _Toc510002996]Monthly Service Level Report
On a monthly basis, contractor will provide a written report (the “Monthly Service Level Report”)to the State which includes the following information: (i)contractor’s quantitative performance for each Service Level; (ii) each Individual SL GYR State and the Overall SL Score; (iii) the amount of any monthly Performance Credit for each Service Level (iv) the year-to-date total Performance Credit balance for each Service Level and all the Service Levels; (v) a “Root-Cause Analysis” and corrective action plan with respect to any Service Levels where the Individual SL GYR State was not “Green” during the preceding month; and (vi) trend or statistical analysis with respect to each Service Level as requested by the State. The Monthly Service Level Report will be due no later than the tenth (10th) calendar day of the following month. 
Failure to report any SLA, SLA performance in each month, and for any non-Green (i.e., performing to Standard) SLA a detailed root cause analysis that substantiates cause will result in the State considering the performance of contractor for that period as performing in a Red State.
[bookmark: _Toc510002997]Contractor Performance Reporting
Contractor will implement and utilize measurement and monitoring tools and metrics as well as standard reporting procedures to measure, monitor and report contractor's performance of the Services against the applicable Service Level Specific Performance plus the Overall Performance Score and provide any other reports required under this Scope of Work. Contractor will provide the State with access to contractor’s asset management reports used in performing the Services, and to on-line databases containing up-to-date information regarding the status of service problems, service requests and user inquiries. Contractor also will provide the State with information and access to the measurement and monitoring reports and procedures utilized by contractor for purposes of audit verification. The State will not be required to pay for such measurement and monitoring tools or the resource utilization associated with their use.
Prior to the Commencement Date, contractor will provide to the State proposed report formats, for State approval. In addition, from time to time, the State may identify a number of additional reports to be generated by contractor and delivered to the State on an ad hoc or periodic basis. Generally, contractor tools provide a number of standard reports and the capability to provide real-time ad hoc queries by the State. A number of additional or other periodic reports (i.e., those other than the standard ones included in the tools) mean a number that must be provided incidentally without major commitment of resources or disruption of the efficient performance of the services. Such additional reports will be electronically generated by contractor, provided as part of the Services and at no additional charge to the State. To the extent possible, all reports will be provided to the State on-line in web-enabled format and the information contained therein will be capable of being displayed graphically.
At a minimum, the reports to be provided by contractor must include:
· Monthly Service Level report(s) documenting contractor's performance with respect to Service Level Agreements;
· A number of other periodic reports requested by the State, which the State reasonably determines are necessary and related to its use and understanding of the Services; and Contractor must provide periodic reporting of proposed deliverables in respect to expected time frames with mitigation efforts as required meeting project objectives.
[bookmark: _Toc510002998]Escalation for Repetitive Service Level Failures
The State may escalate repetitive service level failure to contractor’s executive sponsor, contractor’s Managing Director / Lead Public Sector Partner for Public Sector, or the equivalent position.

[bookmark: _Toc510002999]Service Level Requirements- Project Implementation and Managed Services
Contractor must meet the Service Level Commitment for each Service Level set forth in the table below and specified in detail later in this section

	Service Level
	Service Level Standard

	
	Performing
	Under-Performing
	Not Achieving

	System Availability the system is available to authorized users and website users during published operating hours (less mutually agreed and scheduled down time for maintenance functions)
	>99.5%
	>95%
	<95%

	Critical Issue Resolution Time: The outage or unavailability duration of a critical function of the Service (functional, technical or support) causing severe impact to the authorized users and website users that utilize Solution and no alternative or bypass is available. 
	< 1 Hour
	< 8 hours
	> 8 hours

	Milestone Delivery Due Dates: The Milestones as scheduled in Contractor’s Work Plan, Deliverable 1
	<5 days
	>5 days
	>14 days







[bookmark: _Toc510003000]Solution and Managed Services: Service Level Commitments
	Service Level
	SLA or SLO
	Coverage

	1
	Incident Resolution – Mean Time to Repair (Severity 1 Outages)
	SLA
	7x24

	2
	Incident Resolution – Mean Time to Repair (Severity 2 Outages)
	SLA
	7x24

	3
	Incident Resolution – Mean Time to Repair (Severity 3 Outages)
	SLA
	Business Hours

	4
	Service Availability – Application Availability
	SLA
	7x24

	5
	System Performance & Responsiveness 
	SLA
	7x24

	6
	Incident Resolution - Issue Triage, Closure and Recidivist Rate
	SLA
	Business Hours

	7
	User Interaction - Completion of Administrative, Root, DBA, Privileged User Adds/Deletes
	SLA
	Business Hours (non-emergency)

	8
	Security – Security Compliance
	SLA
	continuous

	9
	Monitoring & Auditing – Application Security Breach Detection, Notification and Resolution
	SLA
	7x24

	10
	Job Schedule and Scheduled Reporting Performance 
	SLA
	Scheduled Hours

	11
	Operational Process Control & Repeatability – Changes to Production environments
	SLA
	Scheduled Maintenance

	12
	Service Quality – System Changes
	SLA
	Scheduled Maintenance

	13
	Service Timeliness – System Changes
	SLA
	Scheduled Maintenance





	Project Implementation Service Level Agreement: Deliverable Acceptance


	Definition: The State’s ability to accept Contractor deliverables based on submitted quality and in keeping with initially defined standards and content for Contractor deliverables.
Contractor must provide deliverables to the State in keeping with agreed levels of completeness, content quality, content topic coverage and otherwise achieve the agreed purpose of the deliverable between the State and contractor. For the avoidance of doubt, the deliverables contained in this RFP as they pertain to the system
Project and general Ongoing Project Services delivery will represent the minimum set of expected deliverables. 

Notwithstanding the State review and approval cycles, this SL will commence upon the delivery of a final deliverable for acceptance to the State, and any work/re-work to the final deliverable as a result of any State questions, required clarifications/amplifications, and conclude upon due completion of the required amendments.

This SL will commence upon Project initiation and will prevail until Project completion. 

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Monthly, During Project
	Weekly Project Report
	Weekly
	% Deliverable Acceptance (Expressed as %) = # Deliverables Accepted During Period ÷ # Deliverables Presented during Period
	>85%
	>80% and <=85%
	<= 80%




	Project Implementation Service Level Agreement: Milestone Delivery Due Dates

	Definition: Milestones means the milestone for the provision of deliverables specified in the Work Plan Contractor shall submit in Deliverable 1.   The timely delivery of services and achievement of milestones is essential to the Project objective.  Contractor must provide deliverables to the State in keeping with scheduled milestones that shall be outlined in Contractor’s Work Plan under Deliverable 1.  For the avoidance of doubt, the deliverables contained in this RFP as they pertain to the system Project and general Ongoing Project Services delivery will represent the minimum set of expected deliverables. 

Notwithstanding the State review and approval cycles, this SL will commence upon the delivery of its Work Plan in Deliverable 1 or current Work Plan as mutually agreed upon.

Milestone Delivery Due Dates: The Milestones as outlined in Contractor’s Work Plan, Deliverable 1, are deliverable based and in the event the Milestones are not being met the purpose of the Contract and usefulness to the users. Contractor shall use all reasonable endeavors to provide the relevant Deliverable to the State within 5 business days of the relevant Milestone; Contractor shall at no additional cost to the State, allocate additional or re-allocate existing resources and personnel in order to provide the relevant Deliverable within such five day period; State may without liability withhold payment in respect of any invoice issued in respect of Services relating to a Deliverable if such deliverable is not provided within the period referred to in the Work Plan; and the State may terminate this Contract by written notice to Contractor if Contractor does not provide the Deliverable for a Milestone within fourteen (14) days of such Milestone. In the event contractor does not meet a Milestone due to an act or omission of the State, contractor shall use reasonable endeavors to provide the relevant Deliverable to the State within five days of the relevant Milestone and in any event will collaborate with the State to deliver the Deliverable within such other reasonable time as the State may request. This clause will not affect contractor’s obligations to meet Milestones other than the particular Milestone at issue. 

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Monthly, During Project
	Weekly Project Report
	Weekly
	100% Y ( # Milestones Missed During Period) +
100% X (# Milestones Missed During Period)
	<5 days
	>5 days
	>14 days




	Project Implementation Service Level Agreement: UAT Severity 1 Outages Resolution – Mean Time to Repair 

	Prompt resolution of system issues identified as part of Contractor System/Unit Testing and/or User Acceptance Testing (UAT).

This Service Level begins upon first migration of Solution functionality into the User Acceptance environment.

The State shall, in consultation with contractor, determine the Severity of each issue identified during UAT.  Formal declaration of the Severity of each UAT issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as "Severity 1" if the issue will prevent the State from authorizing Production migration of the associated functionality or module.  

Typical characteristics of Severity 1 issues are situations that would prohibit the execution of productive work for a group(s) or individual performing a critical business function.  Examples include, but not limited to:

-  ODH users are unable to securely interact with the system 

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 1 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the functionality to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 1 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 1 Issues) = (Total elapsed business days for all resolved Severity 1 Issues) ÷ (Total number of all resolved Severity 1 Issues)
	<= 3 days
	> 3 days and <= 5 days
	> 5 days



	Project Implementation Service Level Agreement: UAT Severity 2 Outages Resolution – Mean Time to Repair 

	Prompt resolution of system issues identified as part of Contractor System/Unit Testing and/or User Acceptance Testing (UAT).

This Service Level begins upon first migration of Solution functionality into the User Acceptance environment.

The State shall, in consultation with contractor, determine the Severity of each issue identified during UAT.  Formal declaration of the Severity of each UAT issue to contractor will be made by the State Project Manager.

Prioritization: An issue shall be categorized as "Severity 2" if the issue will prevent the State from authorizing Production access to the associated functionality beyond customer support team members.  

Typical characteristics of Severity 2 issues are situations that require restricted functionality access in a tightly controlled user environment to limit the risk of prohibited execution of productive work for a group(s) or individual performing a critical business function.  Examples include, but are not limited to:

-  Complicated workarounds are required to use the functionality, increasing the likelihood of user error and/or confusion.
-  ODH-specific configuration must be sufficiently completed to permit deployment.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 2 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the functionality to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 2 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 2 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 2 Issues) = 
(Total elapsed business days for all resolved Severity 2 Issues) ÷ (Total number of all resolved Severity 2 Issues)
	<= 5 days
	> 5 days and <= 7 days
	> 7 days




	Project Implementation Service Level Agreement: UAT Severity 3 Outages Resolution – Mean Time to Repair 

	Prompt resolution of system issues identified as part of Contractor System/Unit Testing and/or User Acceptance Testing (UAT).

This Service Level begins upon first migration of Solution functionality into the User Acceptance environment.

The State shall, in consultation with contractor, determine the Severity of each issue identified during UAT.  Formal declaration of the Severity of each UAT issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as "Severity 3" if the issue will result in the State limiting ODH web customer use of or access to components/features of the associated functionality.  
 
Typical characteristics of Severity 3 issues are situations that would have adverse effect on the rollout, adoption and training of the functionality.  Examples include, but are not limited to:

-  ODH web customer use will result in significant number of support calls.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 3 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the functionality to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 3 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 3 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 3 Issues) = 
(Total elapsed business days for all resolved Severity 3 Issues) ÷ (Total number of all resolved Severity 3 Issues)
	<= 8 days
	> 8 days <=10 days
	> 10 days



	Project Implementation Service Level Agreement: UAT Environment Availability

	System UAT Environment is available to State users for scheduled UAT activities.

UAT Environment availability means access to the UAT functionality being tested is enabled; log-in is permitted from the local user LAN and test scripts must be executed. Contractor must implement State approved operational processes, instrumentation, monitoring and controls that validate availability of the system to State testers.

Measurement: This Service Level will be calculated for those Service Elements that are directly in contractor’s scope and will be measured from the end-user community desktop to the ability to process transactions to the system database. If, in determination of the root cause of an “unavailable” condition, the State LAN, WAN and Data Center outages, or the outage of State provided Infrastructure is the cause of the condition, contractor shall be excused from those outages that arise from such a condition, unless the outage is a direct result of a Contractor created situation.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Continuous, 24 hours a day
	UAT Environment Availability (Expressed as percentage) = (Total Environment Scheduled Uptime – Total Environment Unscheduled Outages) ÷ (Total Application Scheduled Uptime)
	
>= 99.0%
	
>=95.0 and < 99.0
	
<95.0%






	Project Implementation Service Level Agreement: UAT Readiness

	System User Acceptance Test preparations are complete for scheduled UAT activities.

UAT Readiness means that Test Scripts are provided to the State on time and that the functionality to be tested is migrated to the UAT environment on time.

Measurement: Monitoring compliance will be determined by tracking the following key performance indicators (KPIs):
-  Submission of Test Scripts:  the number of business days prior to the scheduled migration date of the associated UAT release that test scripts are submitted to the State.  The baseline is 10 business days.
-  On-time Migration of UAT functionality:  the number of business days after the scheduled UAT release migration date that the release is actually migrated.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Each UAT release migration
	UAT Readiness (Expressed in Business Days) = the greater value of the following two calculations:

10 - (UAT Release Scheduled Date - Test Script Submission Date)
OR
(Actual UAT Release Migration Date - Scheduled UAT Release Migration Date)
	< = 1 day
	>1 day and <=3 days
	> 3 days




	Project Implementation Service Levels: UAT Issue Resolution Quality - Recidivism Rate

	Resolved Severity 1, 2 and 3 UAT issues affecting system do not reoccur or cause other issues as a result of the resolution to the root cause of the Issue.

Monitoring compliance will be determined by tracking the following key performance indicator (KPI):
- Issue Recidivism tracking: the number of closed Severity 1, 2 or 3 issues that reoccur and the number of new issues caused by resolution of a Severity 1, 2 and 3 issue.

Measurement: Recidivism Rate will assess the number of recidivism occurrences in a month to the number of corresponding Severity 1, 2 and 3 issues in the same month.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Calendar Quarter
	Issue Management System Report
	Per Issue
	Recidivism Rate (Expressed as percentage) = Total Number of Recidivism Occurrences ÷ Total number of Resolved Severity 1, 2 and 3 Issues
	<= 1%
	> 1% and <= 3%
	>3%




	Managed Services Service Levels: Issue Resolution – Mean Time to Repair (Severity 1 Issues)

	Prompt resolution of system Solution Severity 1 issues that impact State processing and processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

The State shall, in consultation with contractor, determine the Severity of each issue.  Formal declaration of the Severity of each issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as a “Severity 1 Issue” if the issue is characterized by the following attributes.   
The Issue: 
-  renders a business critical System, Service, Software, Equipment or network component unavailable, substantially unavailable or seriously impacts normal business operations, in each case prohibiting the execution of productive work, or 
-  affects either a group or groups of people, or a single individual performing a critical business function, or
-  causes violation of policy, regulation or law thereby placing the action at risk of audit and/or legal action.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 1 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the resolution to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 1 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 1 Issues) = 
Expressed in Hours
(Total elapsed time for all resolved Severity 1 Issues) ÷ (Total number of all resolved Severity 1 Issues)
	<= 24 hours
	> 24 hours and <= 48 hours
	> 48 hours




	Managed Services Service Levels: Issue Resolution – Mean Time to Repair (Severity 2 Issues)

	Prompt resolution of system Severity 2 issues that impact State processing and processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

The State will, in consultation with contractor, determine the Severity of each issue.  Formal declaration of the Severity of each issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as a “Severity 2 Issue” if the issue is characterized by the following attributes.   
The Issue: 
- does not render a business critical System, Service, Software, Equipment or network component unavailable, substantially unavailable but a function or functions are not available, substantially unavailable or functioning as it/they should, and
- affects either a group or groups of people, or a single individual performing a critical business function.

Measurement: In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the resolution to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 2 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 2 Issues) = (Total elapsed time for all resolved Severity 2 Issues) ÷ (Total number of all resolved Severity 2 Issues)
	<= 48 hours
	> 48 hours and <= 72 hours
	> 72 hours




	Managed Services Service Levels: Issue Resolution – Mean Time to Repair (Severity 3 Issues)

	Prompt resolution of system Severity 3 issues that impact State processing and processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

The State will, in consultation with contractor, determine the Severity of each issue.  Formal declaration of the Severity of each issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as a “Severity 3 Issue” if the issue is characterized by the following attributes.  
The Issue: 
-  causes a group of people or single individual to be unable to access or use a System, Service, Software, Equipment or network component or a key feature thereof, and 
-  a reasonable workaround is not available, but 
-  does not prohibit the execution of productive work.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 3 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the resolution to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 3 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 3 Issues) = 
Expressed in Business Days
(Total elapsed business days for all resolved Severity 3 Issues) ÷ (Total number of all resolved Severity 3 Issues)
	<= 5 days
	> 5 days and <=10 days
	> 10 days




	Managed Services Service Levels: Issue Resolution Quality - Recidivism Rate

	Resolved Severity 1, 2 and 3 Production issues affecting the system do not reoccur or cause other issues as a result of the resolution to the root cause of the Issue.

Monitoring compliance will be determined by tracking the following key performance indicator (KPI):
- Issue Recidivism tracking: the number of closed Severity 1 or 2 issues that reoccur and the number of new issues caused by resolution of a Severity 1,  2 or 3 issue.

Measurement: Recidivism Rate will assess the number of recidivism occurrences in a month to the number of corresponding Severity 1, 2 and 3 issues in the same month.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Calendar Quarter
	Issue Management System Report
	Per Issue
	Recidivism Rate (Expressed as a percentage) = 
Total Number of Recidivism Occurrences ÷ Total number of Resolved Severity 1, 2 and 3 Issues
	<= 0.5%
	> 0.5% and <= 1.0%
	>1.0%






	Managed Services Service Levels: Service Availability – Solution Component/Application Availability

	All system components are Available to All State Users for All Business Functions to Support Critical Processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Definition: Solution Component/Application Availability means access to each Solution component in the production system is enabled such that users must log-in and business transactions must be executed.  Contractor must implement operational processes, instrumentation, monitoring and controls that validate availability of system components to the State end-users and web users.

This SLA will be calculated for those Solution Components/Applications and Service Elements that are directly in contractor’s scope and will be measured from the end-user community desktop to the ability to process transactions in the system.  If, in determination of the root cause of an “unavailable” condition is due to the State LAN, WAN and Data Center outages, or the outage of State provided Infrastructure, contractor shall be excused from those outages that arise from such a condition, unless the outage is a direct result of a Contractor created situation.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Continuous, 24 hours a day
	Application Availability (Expressed as a percentage) = (Total Component/Application Scheduled Uptime – Total Application Unscheduled Outages) ÷   (Total Application Scheduled Uptime)
	Production Environment
Greater than or equal to 99.0%

	Production Environment
Between 98% and 99%

	Production Environment
Less than 98%





	Managed Services Service Levels: Online Performance and Responsiveness

	The system performs within expected norms; the end user experience is high performance and responsive.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Definition: Solution Performance and Responsiveness will be based upon an end-to-end service class performance baseline (e.g., application/session response time) performed by contractor during the transition or as mutually agreed.  

Should contractor wish to accept State defined benchmarks in lieu the aforementioned baselining, these values shall serve as the “Performance Baseline” for this Service Level.

Thereafter, contractor will perform automated testing on a daily basis for online transaction elements or provide objective evidence from system generated statistics and compare these to the Performance Baseline.

Two percent deviation values from the Performance Baseline will be calculated for Online Performance and Responsiveness. 


	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Continuous, 24 hours a day 
	Solution Performance and Responsiveness (Expressed as percentage) = Observed (Online) Performance ÷ Baseline (Online) Performance
	< = 100%
	>100% and <=110%
	> 110%











	Managed Services Service Levels: Security Compliance

	Ensure that State Security policies are implemented correctly, monitored and followed at all times for all users of the system whether end-user, State, Contractor, web user or 3rd Party.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Security Compliance will be determined by monitoring compliance with the following five key performance indicators (KPI):
1. Compliance with the State IT security policies listed in Supplement Two
2. Update of antivirus signatures with most current version every 12 hours
3. 100% of system environments (inclusive of memory, disk and other file structures) to be actively scanned for viruses, Trojan horses, rootkits and other malware every 24 hours 
4. 100% system devices actively scanning for open ports, forwarded ports or configurations not in compliance with State security policies every 24 hours 
5. 100% of environments to be reviewed for inactive/suspended user accounts every 30 days

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Month
	Infrastructure Antivirus/Malware/Rootkit logs, Active Port Logs, User Account Review Report
	Monthly
	Security Compliance (Expressed as percentage) = 
(Total number of individual KPI’s performed per month) - (Total number of individual KPI’s performed per month that were not in compliance) ÷ (Total number of individual KPI’s performed per month)
	>99%
	N/A
	< 99%














	Managed Services Service Levels: Service Request Responsiveness

	Prompt response to Service Requests for adds, modifications and deletions within specified timeframe according to urgency or critical nature of the request.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Formal submission of Service Requests will be made by the State Project Manager or designee.

Tier 1: Adds, modifications or deletions that are critical to the operation and decision-making elements of the solution 
Tier 2: Adds, modifications or deletions that are semi-critical to the operation and decision-making elements of the solution
Tier 3: Adds, modifications or deletions that are not critical to the operation of the solution to the operation and decision-making elements of the solution

Measurement: Service Request Elapsed Time will be will be measured from the time the State submits a Service Request to the point in time contractor demonstrates completion of the request.  This elapsed time will be expressed in business days as a decimal number, to two positions after the decimal point, that reflects the hours and minutes expended to meet the request.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Daily, Accounting Month
	Monthly Service Report
	Per Issue
	Mean Time to Complete Response (Expressed in Business Days) = (Total elapsed time for all completed Tier X requests) ÷ (Total Number of completed Tier X Requests)
	Tier 1:<= 2 days

Tier 2:<= 4 days

  Tier 3:<= 6 days
	Tier 1:>2 days and <= 3 days

Tier 2:>4 days and <= 6 days

Tier 3:>6 days and <= 8 days
	Tier 1:>3 days 

Tier 2:>6 days
 
Tier 3:>8 days 




[bookmark: _Toc510003001]Service Level Requirements
This section sets forth the performance specifications for the Service Level Agreements (SLA) to be established between contractor and the State that are applicable to the Solution and Managed Services elements. It contains the tables and descriptions that provide the State’s framework, requirements relating to service level commitments, and the implications of meeting versus failing to meet the requirements and objectives, as applicable. 
The mechanism set out herein will be implemented to manage contractor’s performance against each Service Level, to monitor the overall performance of contractor in delivery of the Service.
Contractor will be required to comply with the following performance management and reporting mechanisms for all Services within the scope of this RFP and must provide these reports to the State no less frequently than monthly basis: 
· Service Level Specific Performance – Agreed upon specific Service Levels to measure the performance of specific Services or Service Elements. Most individual Service Levels are linked to financial credits due to the State (“Performance Credits”) to incent Contractor performance.
[bookmark: _Toc479921409][bookmark: _Toc510003002]Overall Contract Performance
In addition to the service specific performance credits, monthly, an overall SL score (the “Overall SL Score”) will be determined, by assigning points to each SL based on its Individual SL GYR State. The matrix set forth below describes the methodology for computing the Overall SL Score:
	Individual SLAs GYR State
	Performance Multiple

	Green
	0

	Yellow
	1

	Red
	4









The Overall SL score is calculated by multiplying the number of SLAs in each GYR State by the Performance Multiples above. For example, if all SLAs are Green except for two SLAs in a Red GYR State, the Overall SL Score would be the equivalent of 8 (4 x 2 Red SLAs).
Based on the Overall SL Score thresholds value exceeding a threshold of fifteen (15), mandatory Executive escalation procedures outlined in this RFP will be initiated to restore acceptable Service Levels. 
If a successful resolution is not reached, then the State may terminate the Contract for cause if:
The overall SL score reaches a threshold over a period of 3 consecutive months with the equivalent of 50% of the service levels in a red state; and contractor fails to cure the affected Service Levels within 60 calendar days of receipt of the State’s written notice of intent to terminate; OR
The State exercises its right to terminate for exceeding the threshold level of 75% of Service levels in total not performing to a green state over a six (6) month period.
The Overall Contract Performance will not constitute the State’s exclusive remedy to resolving issues related to contractor’s performance. The State retains the right to terminate for Overall Contract Performance under the terms of this Contract.
[bookmark: _Toc479921410][bookmark: _Toc510003003]Monthly Service Level Report
On a monthly basis, contractor will provide a written report (the “Monthly Service Level Report”)to the State which includes the following information: (i)contractor’s quantitative performance for each Service Level; (ii) each Individual SL GYR State and the Overall SL Score; (iii) the amount of any monthly Performance Credit for each Service Level (iv) the year-to-date total Performance Credit balance for each Service Level and all the Service Levels; (v) a “Root-Cause Analysis” and corrective action plan with respect to any Service Levels where the Individual SL GYR State was not “Green” during the preceding month; and (vi) trend or statistical analysis with respect to each Service Level as requested by the State . The Monthly Service Level Report will be due no later than the tenth (10th) calendar day of the following month. 
Failure to report any SLA, SLA performance in each month, and for any non-Green (i.e., performing to Standard) SLA a detailed root cause analysis that substantiates cause will result in the State considering the performance of contractor for that period as performing in a Red State.
[bookmark: _Toc208994958][bookmark: _Toc209334037][bookmark: _Toc479921411][bookmark: _Toc510003004]Contractor Performance Reporting
Contractor will implement and utilize measurement and monitoring tools and metrics as well as standard reporting procedures to measure, monitor and report contractor's performance of the Services against the applicable Service Level Specific Performance plus the Overall Performance Score and provide any other reports required under this Scope of Work. Contractor will provide the State with access to contractor’s asset management reports used in performing the Services, and to on-line databases containing up-to-date information regarding the status of service problems, service requests and user inquiries. Contractor also will provide the State with information and access to the measurement and monitoring reports and procedures utilized by contractor for purposes of audit verification. The State will not be required to pay for such measurement and monitoring tools or the resource utilization associated with their use.
Prior to the Commencement Date, contractor will provide to the State proposed report formats, for State approval. In addition, from time to time, the State may identify several additional reports to be generated by contractor and delivered to the State on an ad hoc or periodic basis. Generally, contractor tools provide a number of standard reports and the capability to provide real-time ad hoc queries by the State. A number of additional or other periodic reports (i.e., those other than the standard ones included in the tools) mean a number that must be provided incidentally without major commitment of resources or disruption of the efficient performance of the services. Such additional reports will be electronically generated by contractor, provided as part of the Services and at no additional charge to the State. To the extent possible, all reports will be provided to the State on-line in web-enabled format and the information contained therein will be capable of being displayed graphically.
At a minimum, the reports to be provided by contractor must include:
· Monthly Service Level report(s) documenting contractor's performance with respect to Service Level Agreements;
· Several other periodic reports requested by the State which the State reasonably determines are necessary and related to its use and understanding of the Services. 
[bookmark: _Toc479921412][bookmark: _Toc510003005]Escalation for Repetitive Service Level Failures
The State may escalate repetitive service level failure to contractor’s executive sponsor, contractor’s Managing Director / Lead Public Sector Partner for Public Sector, or the equivalent position.
[bookmark: _Toc506359636][bookmark: _Toc506360354][bookmark: _Toc506361258][bookmark: _Toc506361675][bookmark: _Toc506366929][bookmark: _Toc506367149][bookmark: _Toc506367617][bookmark: _Toc506367790][bookmark: _Toc506370760][bookmark: _Toc506370918][bookmark: _Toc506371096][bookmark: _Toc506371274][bookmark: _Toc506371831][bookmark: _Toc506372006][bookmark: _Toc506372182][bookmark: _Toc506372333][bookmark: _Toc506372454][bookmark: _Toc506372574][bookmark: _Toc506372696][bookmark: _Toc479921413][bookmark: _Toc510003006]Service Level Requirements- Project Implementation and Managed Services
Contractor must meet the Service Level Commitment for each Service Level set forth in the table below and specified in detail later in this section

	Service Level
	Service Level Standard

	
	Performing
	Under-Performing
	Not Achieving

	System Availability the system is available to authorized users and website users during published operating hours (less mutually agreed and scheduled down time for maintenance functions)
	>99.5%
	>95%
	<95%

	Critical Issue Resolution Time: The outage or unavailability duration of a critical function of the Service (functional, technical or support) causing severe impact (i.e., orders mustnot be placed, priced, completed or fulfilled) to the authorized users and website users that utilize Solution and no alternative or bypass is available. 
	< 1 Hour
	< 8 hours
	> 8 hours

	Milestone Delivery Due Dates: The Milestones as scheduled in Contractor’s Work Plan, Deliverable 1
	<5 days
	>5 days
	>14 days



[bookmark: _Toc479921414][bookmark: _Toc510003007]Solution and Managed Services: Service Level Commitments
	Service Level
	SLA or SLO
	Coverage

	1
	Incident Resolution – Mean Time to Repair (Severity 1 Outages)
	SLA
	7x24

	2
	Incident Resolution – Mean Time to Repair (Severity 2 Outages)
	SLA
	7x24

	3
	Incident Resolution – Mean Time to Repair (Severity 3 Outages)
	SLA
	Business Hours

	4
	Service Availability – Application Availability
	SLA
	7x24

	5
	System Performance & Responsiveness 
	SLA
	7x24

	6
	Incident Resolution - Issue Triage, Closure and Recidivist Rate
	SLA
	Business Hours

	7
	User Interaction - Completion of Administrative, Root, DBA, Privileged User Adds/Deletes
	SLA
	Business Hours (non-emergency)

	8
	Security – Security Compliance
	SLA
	continuous

	9
	Monitoring & Auditing – Application Security Breach Detection, Notification and Resolution
	SLA
	7x24

	10
	Job Schedule and Scheduled Reporting Performance 
	SLA
	Scheduled Hours

	11
	Operational Process Control & Repeatability – Changes to Production environments
	SLA
	Scheduled Maintenance

	12
	Service Quality – System Changes
	SLA
	Scheduled Maintenance

	13
	Service Timeliness – System Changes
	SLA
	Scheduled Maintenance



	Project Implementation Service Level Agreement: Deliverable Acceptance

	Definition: The State’s ability to accept Contractor deliverables based on submitted quality and in keeping with initially defined standards and content for Contractor deliverables.
Contractor must provide deliverables to the State in keeping with agreed levels of completeness, content quality, content topic coverage and otherwise achieve the agreed purpose of the deliverable between the State and contractor. For the avoidance of doubt, the deliverables contained in this RFP as they pertain to the system
Project and general Ongoing Project Services delivery will represent the minimum set of expected deliverables. 

Notwithstanding the State review and approval cycles, this SL will commence upon the delivery of a final deliverable for acceptance to the State, and any work/re-work to the final deliverable as a result of any State questions, required clarifications/amplifications, and conclude upon due completion of the required amendments.

This SL will commence upon Project initiation and will prevail until Project completion. 

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Monthly, During Project
	Weekly Project Report
	Weekly
	% Deliverable Acceptance (Expressed as %) = # Deliverables Accepted During Period ÷ # Deliverables Presented during Period
	>85%
	>80% and <=85%
	<= 80%




	Project Implementation Service Level Agreement: Milestone Delivery Due Dates

	Definition: Milestones means the milestone for the provision of deliverables specified in the Work Plan Contractor shall submit in Deliverable 1.   The timely delivery of services and achievement of milestones is essential to the Project objective.  Contractor must provide deliverables to the State in keeping with scheduled milestones that shall be outlined in Contractor’s Work Plan under Deliverable 1.  For the avoidance of doubt, the deliverables contained in this RFP as they pertain to the system Project and general Ongoing Project Services delivery will represent the minimum set of expected deliverables. 

Notwithstanding the State review and approval cycles, this SL will commence upon the delivery of its Work Plan in Deliverable 1 or current Work Plan as mutually agreed upon.

Milestone Delivery Due Dates: The Milestones as outlined in Contractor’s Work Plan, Deliverable 1,  are deliverable based and in the event the Milestones are not being met the purpose of the Contract and usefulness to the users. Contractor shall use all reasonable endeavors to provide the relevant Deliverable to the State within 5 business days of the relevant Milestone; Contractor shall at no additional cost to the State, allocate additional or re-allocate existing resources and personnel in order to provide the relevant Deliverable within such five day period; State may without liability withhold payment in respect of any invoice issued in respect of Services relating to a Deliverable if such deliverable is not provided within the period referred to in the Work Plan; and the State may terminate this Contract by written notice to Contractor if Contractor does not provide the Deliverable for a Milestone within fourteen (14) days of such Milestone. In the event contractor does not meet a Milestone due to an act or omission of the State, contractor shall use reasonable endeavors to provide the relevant Deliverable to the State within five days of the relevant Milestone and in any event will collaborate with the State to deliver the Deliverable within such other reasonable time as the State may request. This clause will not affect contractor’s obligations to meet Milestones other than the particular Milestone at issue. 

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Monthly, During Project
	Weekly Project Report
	Weekly
	100% Y (# Milestones Missed During Period) +
100% X (# Milestones Missed During Period)
	<5 days
	>5 days
	>14 days




	Project Implementation Service Level Agreement: UAT Severity 1 Outages Resolution – Mean Time to Repair 

	Prompt resolution of system issues identified as part of Contractor System/Unit Testing and/or User Acceptance Testing (UAT).

This Service Level begins upon first migration of Solution functionality into the User Acceptance environment.

The State shall, in consultation with contractor, determine the Severity of each issue identified during UAT.  Formal declaration of the Severity of each UAT issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as "Severity 1" if the issue will prevent the State from authorizing Production migration of the associated functionality or module.  

Typical characteristics of Severity 1 issues are situations that would prohibit the execution of productive work for a group(s) or individual performing a critical business function.  Examples include, but are not limited to:

-  ODH users are unable to securely interact with the system 


Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 1 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the functionality to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 1 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 1 Issues) = (Total elapsed business days for all resolved Severity 1 Issues) ÷ (Total number of all resolved Severity 1 Issues)
	<= 3 days
	> 3 days and <= 5 days
	> 5 days



	Project Implementation Service Level Agreement: UAT Severity 2 Outages Resolution – Mean Time to Repair 

	Prompt resolution of system issues identified as part of Contractor System/Unit Testing and/or User Acceptance Testing (UAT).

This Service Level begins upon first migration of Solution functionality into the User Acceptance environment.

The State shall, in consultation with contractor, determine the Severity of each issue identified during UAT.  Formal declaration of the Severity of each UAT issue to contractor will be made by the State Project Manager.

Prioritization: An issue shall be categorized as "Severity 2" if the issue will prevent the State from authorizing Production access to the associated functionality beyond customer support team members.  

Typical characteristics of Severity 2 issues are situations that require restricted functionality access in a tightly controlled user environment to limit the risk of prohibited execution of productive work for a group(s) or individual performing a critical business function.  Examples include, but are not limited to:

-  Complicated workarounds are required to use the functionality, increasing the likelihood of user error and/or confusion.
-  ODH-specific configuration mustnot be sufficiently completed to permit deployment.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 2 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the functionality to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 2 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 2 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 2 Issues) = 
(Total elapsed business days for all resolved Severity 2 Issues) ÷ (Total number of all resolved Severity 2 Issues)
	<= 5 days
	> 5 days
and <= 7 days
	> 7 days




	Project Implementation Service Level Agreement: UAT Severity 3 Outages Resolution – Mean Time to Repair 

	Prompt resolution of system issues identified as part of Contractor System/Unit Testing and/or User Acceptance Testing (UAT).

This Service Level begins upon first migration of Solution functionality into the User Acceptance environment.

The State shall, in consultation with contractor, determine the Severity of each issue identified during UAT.  Formal declaration of the Severity of each UAT issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as "Severity 3" if the issue will result in the State limiting ODH web customer use of or access to components/features of the associated functionality.  
 
Typical characteristics of Severity 3 issues are situations that would have adverse effect on the rollout, adoption and training of the functionality.  Examples include, but are not limited to:

-  ODH web customer use will result in signifimustt number of support calls.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 3 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the functionality to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 3 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 3 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 3 Issues) = 
(Total elapsed business days for all resolved Severity 3 Issues) ÷ (Total number of all resolved Severity 3 Issues)
	<= 8 days
	> 8 days <=10 days
	> 10 days



	Project Implementation Service Level Agreement: UAT Environment Availability

	System UAT Environment is available to State users for scheduled UAT activities.

UAT Environment availability means access to the UAT functionality being tested is enabled; log-in is permitted from the local user LAN and test scripts must be executed. Contractor must implement State approved operational processes, instrumentation, monitoring and controls that validate availability of the system to State testers.

Measurement: This Service Level will be calculated for those Service Elements that are directly in contractor’s scope and will be measured from the end-user community desktop to the ability to process transactions to the system database. If, in determination of the root cause of an “unavailable” condition, the State LAN, WAN and Data Center outages, or the outage of State provided Infrastructure is the cause of the condition, contractor shall be excused from those outages that arise from such a condition, unless the outage is a direct result of a Contractor created situation.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Continuous, 24 hours a day
	UAT Environment Availability (Expressed as percentage) = (Total Environment Scheduled Uptime – Total Environment Unscheduled Outages) ÷ (Total Application Scheduled Uptime)
	
>= 99.0%
	
>=95.0 
and < 99.0
	
<95.0%






	Project Implementation Service Level Agreement: UAT Readiness

	System User Acceptance Test preparations are complete for scheduled UAT activities.

UAT Readiness means that Test Scripts are provided to the State on time and that the functionality to be tested is migrated to the UAT environment on time.

Measurement: Monitoring compliance will be determined by tracking the following key performance indicators (KPIs):
-  Submission of Test Scripts:  the number of business days prior to the scheduled migration date of the associated UAT release that test scripts are submitted to the State.  The baseline is 10 business days.
-  On-time Migration of UAT functionality:  the number of business days after the scheduled UAT release migration date that the release is actually migrated.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Each UAT release migration
	UAT Readiness (Expressed in Business Days) = the greater value of the following two calculations:

10 - (UAT Release Scheduled Date - Test Script Submission Date)
OR
(Actual UAT Release Migration Date - Scheduled UAT Release Migration Date)
	< = 1 day
	>1 day and <=3 days
	> 3 days




	Project Implementation Service Levels: UAT Issue Resolution Quality - Recidivism Rate

	Resolved Severity 1, 2 and 3 UAT issues affecting system do not reoccur or cause other issues as a result of the resolution to the root cause of the Issue.

Monitoring compliance will be determined by tracking the following key performance indicator (KPI):
- Issue Recidivism tracking: the number of closed Severity 1, 2 or 3 issues that reoccur and the number of new issues caused by resolution of a Severity 1, 2 and 3 issue.

Measurement: Recidivism Rate will assess the number of recidivism occurrences in a month to the number of corresponding Severity 1, 2 and 3 issues in the same month.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Calendar Quarter
	Issue Management System Report
	Per Issue
	Recidivism Rate (Expressed as percentage) = Total Number of Recidivism Occurrences ÷ Total number of Resolved Severity 1, 2 and 3 Issues
	<= 1%
	> 1% and 
<= 3%
	>3%




	Managed Services Service Levels: Issue Resolution – Mean Time to Repair (Severity 1 Issues)

	Prompt resolution of system Solution Severity 1 issues that impact State processing and processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

The State shall, in consultation with contractor, determine the Severity of each issue.  Formal declaration of the Severity of each issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as a “Severity 1 Issue” if the issue is characterized by the following attributes.   
The Issue: 
-  renders a business critical System, Service, Software, Equipment or network component unavailable, substantially unavailable or seriously impacts normal business operations, in each case prohibiting the execution of productive work, or 
-  affects either a group or groups of people, or a single individual performing a critical business function, or
-  causes violation of policy, regulation or law thereby placing the action at risk of audit and/or legal action.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 1 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the resolution to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 1 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 1 Issues) = 
Expressed in Hours
(Total elapsed time for all resolved Severity 1 Issues) ÷ (Total number of all resolved Severity 1 Issues)
	<= 24 hours
	> 24 hours and <= 48 hours
	> 48 hours




	Managed Services Service Levels: Issue Resolution – Mean Time to Repair (Severity 2 Issues)

	Prompt resolution of system Severity 2 issues that impact State processing and processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

The State will, in consultation with contractor, determine the Severity of each issue.  Formal declaration of the Severity of each issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as a “Severity 2 Issue” if the issue is characterized by the following attributes.   
The Issue: 
- does not render a business critical System, Service, Software, Equipment or network component unavailable, substantially unavailable but a function or functions are not available, substantially unavailable or functioning as it/they should, and
- affects either a group or groups of people, or a single individual performing a critical business function.

Measurement: In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the resolution to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 2 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 2 Issues) = (Total elapsed time for all resolved Severity 2 Issues) ÷ (Total number of all resolved Severity 2 Issues)
	<= 48 hours
	> 48 hours and <= 72 hours
	> 72 hours




	Managed Services Service Levels: Issue Resolution – Mean Time to Repair (Severity 3 Issues)

	Prompt resolution of system Severity 3 issues that impact State processing and processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

The State will, in consultation with contractor, determine the Severity of each issue.  Formal declaration of the Severity of each issue to contractor will be made by the State Project Manager.

Prioritization: An Issue shall be categorized as a “Severity 3 Issue” if the issue is characterized by the following attributes.  
The Issue: 
-  causes a group of people or single individual to be unable to access or use a System, Service, Software, Equipment or network component or a key feature thereof, and 
-  a reasonable workaround is not available, but 
-  does not prohibit the execution of productive work.

Measurement: Issue "Time to Repair" will be measured from the time the State reports the issue as Severity 3 to the point in time contractor provides either a resolution or workaround to the State for verification and acceptance.  In the case where the resolution or workaround is determined by the State to be unacceptable the tracking of the "Time to Repair" will recommence at the time the State reports the unacceptability.  

In the case of a workaround, the State may accept the workaround as a short-term solution, allowing the resolution to move to Production, but still need the issue resolved at a lower Severity.  In these circumstances the State will consider the associated Severity 1 issue resolved and contractor will establish a new issue at the State determined Severity for management and tracking.

The "Mean Time to Repair" for the reporting month will be measured by assessing the elapsed time in business days (expressed as a decimal number, to two positions after the decimal point, that reflects the hours and minutes) of all resolved Severity 3 UAT issues to determine the statistical mean.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Per Issue
	Mean Time to Repair (Severity 3 Issues) = 
Expressed in Business Days
(Total elapsed business days for all resolved Severity 3 Issues) ÷ (Total number of all resolved Severity 3 Issues)
	<= 5 days
	> 5 days and <=10 days
	> 10 days




	Managed Services Service Levels: Issue Resolution Quality - Recidivism Rate

	Resolved Severity 1, 2 and 3 Production issues affecting the system do not reoccur or cause other issues as a result of the resolution to the root cause of the Issue.

Monitoring compliance will be determined by tracking the following key performance indicator (KPI):
- Issue Recidivism tracking: the number of closed Severity 1 or 2 issues that reoccur and the number of new issues caused by resolution of a Severity 1,  2 or 3 issue.

Measurement: Recidivism Rate will assess the number of recidivism occurrences in a month to the number of corresponding Severity 1, 2 and 3 issues in the same month.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Calendar Quarter
	Issue Management System Report
	Per Issue
	Recidivism Rate (Expressed as a percentage) = 
Total Number of Recidivism Occurrences ÷ Total number of Resolved Severity 1, 2 and 3 Issues
	<= 0.5%
	> 0.5% and 
<= 1.0%
	>1.0%






	Managed Services Service Levels: Service Availability – Solution Component/Application Availability

	All system components are Available to All State Users for All Business Functions to Support Critical Processes.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Definition: Solution Component/Application Availability means access to each Solution component in the production system is enabled such that users must log-in and business transactions must be executed.  Contractor must implement operational processes, instrumentation, monitoring and controls that validate availability of system components to the State end-users and web users.

This SLA will be calculated for those Solution Components/Applications and Service Elements that are directly in contractor’s scope and will be measured from the end-user community desktop to the ability to process transactions in the system.  If, in determination of the root cause of an “unavailable” condition is due to the State LAN, WAN and Data Center outages, or the outage of State provided Infrastructure, contractor shall be excused from those outages that arise from such a condition, unless the outage is a direct result of a Contractor created situation.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Continuous, 24 hours a day
	Application Availability (Expressed as a percentage) = (Total Component/Application Scheduled Uptime – Total Application Unscheduled Outages) ÷   (Total Application Scheduled Uptime)
	Production Environment
Greater than or equal to 99.0%

	Production Environment
Between 98% and 99%

	Production Environment
Less than 98%





	Managed Services Service Levels: Online Performance and Responsiveness

	The system performs within expected norms; the end user experience is high performance and responsive.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Definition: Solution Performance and Responsiveness will be based upon an end-to-end service class performance baseline (e.g., application/session response time) performed by contractor during the transition or as mutually agreed.  

Should contractor wish to accept State defined benchmarks in lieu the aforementioned baselining, these values shall serve as the “Performance Baseline” for this Service Level.

Thereafter, contractor will perform automated testing on a daily basis for online transaction elements or provide objective evidence from system generated statistics and compare these to the Performance Baseline.

Two percent deviation values from the Performance Baseline will be calculated for Online Performance and Responsiveness. 


	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Reporting Month
	Monthly Service Report
	Continuous, 24 hours a day 
	Solution Performance and Responsiveness (Expressed as percentage) = Observed (Online) Performance ÷ Baseline (Online) Performance
	< = 100%
	>100% and <=110%
	> 110%





	Managed Services Service Levels: Security Compliance

	Ensure that State Security policies are implemented correctly, monitored and followed at all times for all users of the system whether end-user, State, Contractor, web user or 3rd Party.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Security Compliance will be determined by monitoring compliance with the following five key performance indicators (KPI):
1. Compliance with the State IT security policies listed in Supplement Two
2. Update of antivirus signatures with most current version every 12 hours
3. 100% of system environments (inclusive of memory, disk and other file structures) to be actively scanned for viruses, Trojan horses, rootkits and other malware every 24 hours 
4. 100% system devices actively scanning for open ports, forwarded ports or configurations not in compliance with State security policies every 24 hours 
5. 100% of environments to be reviewed for inactive/suspended user accounts every 30 days

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Month
	Infrastructure Antivirus/Malware/Rootkit logs, Active Port Logs, User Account Review Report
	Monthly
	Security Compliance (Expressed as percentage) = 
(Total number of individual KPI’s performed per month) - (Total number of individual KPI’s performed per month that were not in compliance) ÷ (Total number of individual KPI’s performed per month)
	>99%
	N/A
	< 99%




	Managed Services Service Levels: Service Request Responsiveness

	Prompt response to Service Requests for adds, modifications and deletions within specified timeframe according to urgency or critical nature of the request.

This Service Level begins upon completion of agreed production acceptance criteria and a measurement period as documented in the transition to production plan.

Formal submission of Service Requests will be made by the State Project Manager or designee.

Tier 1: Adds, modifications or deletions that are critical to the operation and decision-making elements of the solution 
Tier 2: Adds, modifications or deletions that are semi-critical to the operation and decision-making elements of the solution
Tier 3: Adds, modifications or deletions that are not critical to the operation of the solution to the operation and decision-making elements of the solution

Measurement: Service Request Elapsed Time will be will be measured from the time the State submits a Service Request to the point in time contractor demonstrates completion of the request.  This elapsed time will be expressed in business days as a decimal number, to two positions after the decimal point, that reflects the hours and minutes expended to meet the request.

	Measurement Period
	Data Source
	Collection Frequency
	SL Formula
	SL Measure GYR State

	Daily, Accounting Month
	Monthly Service Report
	Per Issue
	Mean Time to Complete Response (Expressed in Business Days) = (Total elapsed time for all completed Tier X requests) ÷ (Total Number of completed Tier X Requests)
	Tier 1:<= 2 days

Tier 2:<= 4 days

  Tier 3:<= 6 days
	Tier 1:>2 days and <= 3 days

Tier 2:>4 days and <= 6 days

Tier 3:>6 days and <= 8 days
	Tier 1:>3 days 

Tier 2:>6 days
 
Tier 3:>8 days 




