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This supplement describes the scope of work for the License Issuance and Tracking System (“LITS”) Full Implementation and what the Contractor must do to get the job done.  It also describes what the Contractor must deliver as part of the completed Work (the "Deliverables").  
The project will consist of two stages:  
· Stage One:  Proof of Concept stage 
In the Proof of Concept stage, the Contractor will be expected to demonstrate the ability to take a subset of permit types through a portion of the functionality of the system. 
· Stage Two:  Full Implementation stage 
If it is determined that the Contractor’s Stage One solution meets the Proof of Concept Evaluation Criteria, the State may elect to have the Contractor perform Stage Two of the Project.  
The Ohio Department of Commerce, Division of Liquor Control (“DOLC”) will provide oversight for the work, however, the Contractor must provide overall work management for the tasks under this contract, including the day-to-day management of its staff. The Contractor also must provide license issuance and tracking software, implementation services, support and maintenance and associated software and services to sustain DOLC’s successful operation of the software for the life of the contract. This includes:
· Software Licenses – DOLC seeks software products with a one-time license fee for a perpetual enterprise license of the product necessary to meet the requirements in this RFP. DOLC may copy the software for use on computers owned and controlled by third parties, if the purpose of doing so is to facilitate disaster recovery or emergency needs, including testing and training for such purposes.
· Implementation – In addition to providing the license issuance and tracking software, the Contractor must provide services to fully implement the LITS solution and interface this system with DOLC and other third-parties or applications identified in Supplement 1 and Supplement 2 of this RFP.  
· Support – The Contractor must provide support for the life of the contract.  Telephone support from the Contractor must be available during core business hours.  For this RFP, core business hours are from 8:00 A.M. to 5:00 P.M. Eastern Time, Monday through Friday (excluding State holidays), and non-core business hours are all other hours not included in core business hours.
The Contractor must provide project management, detailed system design, configuration, implementation, testing, conversion, training and documentation required to implement the DOLC LITS solution in accordance with the timeline laid out in RFP 0A1266.  
All work performed by the Contractor must be performed at the Ohio Division of Liquor Control’s Reynoldsburg, Ohio headquarters. The Contractor must also provide training to the DOLC business units specific to end user usage of the proposed solution and technical training for the DOLC IT staff. 
The LITS Full Implementation project includes, but is not limited to, the following: 
· Data Migration
· Liquor Permit Portal
· Internal Permit Management
· Violations and Investigations Reporting
· Role-based Workflows
· Reports and Queries 
· Security 
The LITS software must be well documented, fully tested, stable software that allows future enhancement and upgrades as needed. This software must interface with the necessary business processes in the following DOLC/State systems:  
· DOLC Liquor Modernization Project (LMP) Retail System
· The Ohio Attorney General’s Bureau of Criminal Investigations (BCI) system
· Ohio Department of Public Safety’s (ODPS) Ohio Automated Securities Information Submission (OASIS) system
· Ohio Department of Taxation
· Ohio Department of Administration’s Ohio Administrative Knowledge System (OAKS)
· Ohio Development Services Agency (ODSA) 
[bookmark: _Toc31109164][bookmark: _Hlk5632654]Scope
The offeror’s response must provide a logical, iterative approach to implementing the following features for the Full Implementation. The following list of features does not necessarily represent a logical sequence for completion of the work to be performed.
Full Implementation functionality includes:
· Create an external website that will allow applicants and permit holders to:
· Apply for new permits or to transfer the location of existing permits or ownership therein, including:
· Completion of forms
· Generate, download & upload documents
· Make payments
· Check permit and permit application status
· Manage their permits and legal entity data
· Cancel Permits
· Update permit applications and supplemental data
· Note: Permits include permits for sales, manufacture, and distribution of beer, wine, and spiritous liquor as well as label/product registrations.
· Create an internal website that will allow users to:
· Manage permits including:
· Accept/reject/update applications
· Accept and process payments online and manually
· Handle permit transfers and renewals
· Manage and review documents
· View and resolve validation issues
· Maintain quota and local option information
· Handle investigations
· Manage and use a role-based workflow to process and review applications
· Generate, tag with meta-data, and store documents
· Manage document templates and merge templates with system data for document output
· Manage dynamic content for online presentation and documents
· Handle accounting and general ledger functions
· Migrate existing permit images and data to the new system
· Include barcoding functionality to manage and store documents received via mail
· Provide reporting on applications and permits
· Maintain interfaces with other systems
· Be secure, scalable, and responsive
· Serve as a platform for future applications
For the Full Implementation stage, functionality for all actions for all permit types is required, as specified in the requirements listed in Supplement 3.
[bookmark: _Toc31109165]Schedule
Key events and milestones for the Full Implementation stage are as follows, and must be met for a solution to be considered “successful”:
· Project Kick-Off – Within thirty days of notification of award of contract for completing the Full Implementation stage, the Contractor must coordinate with the State Project Representative to participate in a project kick-off meeting. The goal of this event will be to discuss and evaluate the Contractor’s proposed practices, methodologies, recommendations, lessons learned from the Proof of Concept stage, and to ensure the Contractor’s understanding of the scope of the full project implementation; 
· Full Solution Delivery – The Contractor must provide a complete and fully functioning solution to the DOLC in the timeframe specified in Attachment 2 of RFP 0A1266;
· Production Release Acceptance – The DOLC will review the solution and provide a decision on Production Release Acceptance in accordance with Attachment 2 of RFP 0A1266;
· Warranty Period – Refer to Attachment 2 of RFP 0A1266 for a description and timeline of the Warranty Period;
· Project Close-Out – Concurrent with the Warranty Period, the Contractor and DOLC will conduct joint close-out activities, to include, but not limited to:
· Project evaluation
· Verification of deliverables
· Timeline of phase out of key staff
· Ensure documentation, training, and knowledge transfer to DOLC staff
· Discussion of ongoing support.
[bookmark: _Toc7182877][bookmark: _Toc31109166]Deliverables
The language used for deliverable acceptance in Supplement 1 of this RFP will apply to the Full Implementation stage as well. 
The Full Implementation stage payment structure is laid out below (as specified in Attachment 10 of the RFP). All deliverables in a payment group must be produced and accepted in order to receive full payment for that group. The following sections in this Supplement will further detail the deliverables and what is expected for each.
[bookmark: _Toc31045279][bookmark: _Toc31109167][bookmark: _Toc31045285]Project Management
Contractor project management deliverables are as follows:  
Work Plan 
[bookmark: _Hlk31104401]Refer to deliverable description in Supplement 1.
Project Schedule  
Refer to deliverable description in Supplement 1. 
Updated Communication Plan 
The Communication Plan produced for the Proof of Concept stage (refer to Supplement 1) must be updated for the Full Implementation stage.
[bookmark: _Toc31109168]Iterative Work Products
The Contractor selected for the Proof of Concept stage will be responsible for developing an iterative plan to implement the Proof of Concept functionality, including the following required deliverables:
Sprint Plan 
Refer to deliverable description in Supplement 1.
Sprint Deliverables 
Refer to deliverable description in Supplement 1.
Demo and UAT Readiness 
Refer to deliverable description in Supplement 1.
UAT Test Scripts
Refer to deliverable description in Supplement 1.
[bookmark: _Toc31045286][bookmark: _Toc31045287][bookmark: _Toc31045288][bookmark: _Toc31045289][bookmark: _Toc31045290][bookmark: _Toc31045291][bookmark: _Toc31109169]Implementation 
[bookmark: _Toc31045292][bookmark: _Toc31109170]Documentation and Training
[bookmark: _Hlk5827748]The Contractor will be responsible for ensuring that DOLC staff are given appropriate, role-based training on all new software and the completed solution. The Contractor will also be responsible for providing the following documentation:
Updated Solution Architecture
The Solution Architecture produced for the Proof of Concept stage (refer to Supplement 1) must be updated for the Full Implementation stage.
Technical Design
Updated Coding Standards
The Solution Architecture produced for the Proof of Concept stage (refer to Supplement 1) must be updated for the Full Implementation stage.
User Manual 
Refer to deliverable description in Supplement 1.
Reference Guide 
Refer to deliverable description in Supplement 1.
 Conversion Reports
[bookmark: _Toc31045293][bookmark: _Toc31109171]Meetings
The Contractor will conduct daily meetings with the appropriate State project participants in order to review the work for the day, unless otherwise specified by the DOLC, for the duration of the Full Implementation stage.
Additional meetings may be requested at the discretion of the DOLC. 
[bookmark: _Toc31045294][bookmark: _Toc31109172]Success
Success in the Full Implementation stage of the LITS project will be measured by the following metrics:
· Completion – All requirements in Supplement 3 that pertain to the Full Implementation stage have been met. The solution fulfills required functionality for all permit types. All deliverables contained in this Supplement have been produced and accepted;
· Quality – The solution must be able to pass User Acceptance Testing for the agreed upon functionality. The solution must satisfy the business needs and objectives detailed in this Supplement for the Full Implementation stage;
· Timeliness – A Full Implementation solution should be delivered within the timeframe detailed below. 
The following deliverables represent the final payment group for the Full Implementation stage and must be accepted in order to successfully complete the stage:
Production Environment Setup
Implementation Letter
Final Acceptance Letter
Project Close Out
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Any rework that must be done during the Full Implementation stage to work done in the Proof of Concept stage that is not due to a change in requirements is the responsibility of the Contractor.
[bookmark: _Toc31110865]Warranty
As described in the base RFP, Attachment 4.
[bookmark: _Toc31110866]Managed Services
The Contractor will be responsible for providing the overall delivery of managed services described in this RFP. The Contractor must follow proven quality assurance processes and procedures for the delivery of services to the DOLC. The Contractor should note that managed services and operational support responsibilities will begin with the initial release of functionality into the production environment.
[bookmark: _Toc31110867]Technology, Process, and Services Optimization
The Contractor must review the current environment inclusive of operating processes, hardware, network, software, infrastructure, security, back-up and other ancillary technical components that comprise the LITS application no less frequently than quarterly and maintain a technology, process and service optimization plan with the DOLC.  As part of the overall operational responsibility for the existing environments, the Contractor’s plan must demonstrate that it will meet service levels, operational performance, technical and personnel (both DOLC and Contractor) capacity to ensure that the DOLC is provided a high level of service value, operational reliability and stability as well as best use of the resources that comprise and operate the LITS application. The DOLC expects the underlying technology to be kept current during the full term of the contract.
The Contractor must keep the DOLC informed of all new releases of the application and identify new features and functionalities developed for other clients. If a new release contains new features and functionalities, the DOLC reserves the right to enable or disable such features and functions as part of any separate project-related enhancement service.
[bookmark: _Toc31110868]Steady-State Run Services
The Contractor must manage, operate, maintain and provide on-going support of the LITS application, as implemented and deployed by the Contractor, during the term of the contract and any renewals. 
From time to time the DOLC may have exception processing requirements referred to in this Supplement as either a peak period or black-out period during which time no changes will be permitted to operational systems that may introduce unintended slow-downs, service interruptions or diminished service levels. During these periods, the Contractor is expressly prohibited from making any changes to a production environment without DOLC approval, with the exception of those changes as required to affect the restoration of service in a declared emergency or outage condition. 
Run service notification requirements include, at a minimum:
· Establish and maintain an emergency notification process to notify key DOLC staff of pending problem areas, for example virus or malware infection, to escalate problems; and
· Provide a periodic status notification to the DOLC for service outages of mission critical systems as required by the Service Level Agreement (see Section 9.0).
[bookmark: _Toc31110869]Operational Run Book
The Contractor must develop and maintain an operational “run book” specific for the DOLC hosted components of the solution to manage production operations.  In general, these functions are executed on a daily, weekly and monthly basis. The Contractor must maintain this run book as part of operational responsibilities.
The Contractor must assign an individual to be the single point of contact to the DOLC for the run book development and maintenance. The DOLC will review and approve the proposed run book.
The run book, at a minimum, must include: 
· A high-level overview of the processes requiring DOLC involvement;
· Operations schedule for relevant job processing, report generation, integrations and other regularly scheduled and routine tasks associated with the Contractor performing services in this area; and
· The DOLC and Contractor responsibilities during the term. 
[bookmark: _Toc31110870]Break/Fix Support
The Contractor must:
· Track, monitor and provide remediation for in-scope solution defects and issues;
· Identify any defects or issues being resolved for other Contractor clients;
· Identify and implement required system or configuration changes to address solution defects; 
· Maintain solution documentation (technical specifications and testing documentation) as well as a compendium of common problems, root causes and remedy to aid in the identification and remediation of underlying system issues;
· Test changes to confirm resolution of defects, which requires the successful completion of regression testing before the implementation of the change;
· Identify, specify and system test as applicable third party supplied patches and fixes for third party supplied packaged systems software (including OS, BIOS, microcode, patches, service packs and similar), as well as new releases; 
· Support the DOLC in performing applicable acceptance testing or review of any changes arising as a result of break/fix or patch/release; and
· Ensure compliance with any new State legislation mandate, State security mandated patches, or system levels and system enhancement turnaround time required. Given the nature of the security mandate the Contractor must report to the DOLC in writing any risks or issues that the Contractor becomes aware of in providing service to the DOLC. For example, patches designed to address immediate or active security issues may be scheduled for a near-real-time release, where other less pressing releases may be implemented during a scheduled maintenance or outage period.
[bookmark: _Toc31110871]LITS Application Support 
For the LITS application, inclusive of all performance, technical, integration and functional aspects, the Contractor must:
· Maintain the performance, availability and stability of the solution. The Contractor must schedule its implementation of changes so as not to unreasonably interrupt DOLC business operations;
[bookmark: _Toc31110872]Disaster Recovery and Business Continuity Plan 
The Contractor will have a disaster recovery and business continuity plan for the LITS application. The plan will document the sequence of events to follow in the circumstance that an internal or external interruption impacts services provided to the LITS user community that may arise as a result of failure of one of more components that comprise the LITS application infrastructure, hardware, software, interfaces, networks, Contractor’s data center facility, power and the like. 
The plan will be developed in consultation with the DOLC and in adherence to the State IT policies. 
The activities of the plan are intended to reduce or minimize downtime of critical equipment, interruption of employee work schedules, and financial exposures for the DOLC and Contractor.
The plan also documents a sequence of communication events to follow during an internal or external infrastructure failure or natural disaster (act of nature).
In order to minimize downtime, once notification is received that a disruption is imminent, the plan will be activated.
[bookmark: _Toc31110873]Annual Disaster Recovery and Business Continuity Rehearsal and Testing
The Contractor will establish joint test objectives with the DOLC, designed to verify that the LITS application will be available within the agreed upon timeframes contained in the mutually agreed to plan.
The Contractor will schedule and rehearse and test components of the plan relating to the in-scope solution components at least annually in cooperation with the DOLC, its designees, any testing and recovery providers and relevant State third party vendors.
All disaster recovery and business continuity services shall be designed and implemented to allow for the DOLC and Contractor to continue to operate and manage the services during periodic disaster recovery and business continuity tests. 
The Contractor must notify the DOLC as soon as practicable upon becoming aware of a disaster or service interruption.
The Contractor must coordinate with the DOLC to support the mutually agreed to plan. In such regard, the Contractor must: 
· Perform necessary migrations of the software code and data as required to reinstate the in-scope solution components so that they are functional at a backup location provided by the Contractor in accordance with the procedures set forth in this Contract;
· Coordinate with the DOLC to support the reinstatement of the in-scope solution components at such backup location; 
· Maintain provision of the services for unaffected areas;
· Conduct a meeting with the DOLC for the purpose of developing plans to mitigate the adverse impact of future occurrences following any disaster, service interruption or test;
· Maintain compliance with the disaster recovery and business continuity policies, standards, and procedures contained in the mutually agreed to plan to the extent applicable to the in-scope solution components; and
· Provide documented results, remediation and feedback procedures contained in the mutually agreed to plan and allow for DOLC participation and review of the testing process.
[bookmark: _Toc31110874]Transition Assistance Services
The Contractor must provide transition assistance services to the DOLC, or at the DOLC’s request to the DOLC’s designee, to allow contracted services to continue without interruption or adverse effect and to facilitate the orderly transition to a new service provider. 
Transition assistance services must commence as follows:
· No less than six (6) months prior to expiration of this Contract or any renewal or on such earlier date as the DOLC may request; or
· Upon notice of termination/partial termination; or
· Upon notice of non-renewal of this Contract.
For a period of up to three (3) months following the effective date of expiration, termination or non-renewal, at the DOLC’s request, the Contractor will continue to provide transition assistance services. 
Upon DOLC request, the Contractor must provide transition assistance services that include, at a minimum: 
· Provide assistance, cooperation and information as is reasonably necessary to help enable a smooth transition of the applicable services to the DOLC or its designated service provider;
· Provide information as the DOLC may reasonably request relating to the number and function of each of the Contractor personnel performing the services;
· Transfer DOLC-owned data, information, deliverables, work products, documentation, etc.;
· Identify any dependencies on the new service provider necessary for the Contractor to perform the transition assistance services;
· Assist the DOLC in the identification of significant potential risk factors relating to the transition;
· Assist the DOLC in designing plans and contingencies to help mitigate identified risks;
· Submit a transition plan, for approval by the DOLC, which includes a timeline for successfully completing the transition assistance services;
· A schedule and plan for Contractor’s return to the DOLC of (i) the DOLC service locations then occupied by Contractor (if any), and (ii) the DOLC Confidential Information, the DOLC Data, documents, records, files, tapes and disks in Contractor’s possession.
[bookmark: _Toc31110875][bookmark: _Toc31110876]Service Level Agreements
This section sets forth the performance specifications for the Service Level Agreements (SLA) to be established between the Contractor and State.  Most individual service levels are linked to “Fee at Risk” due to the State to incent Contractor performance. 

Performance and Fee at Risk
The Service Levels contained herein are Service Levels for this Statement of Work (SOW).  Both the State and the Contractor recognize and agree that Service Levels and performance specifications may be added or adjusted by mutual agreement during the term of the Contract as business, organizational objectives and technological changes permit or require.  

The Contractor agrees that 10% of the not to exceed fixed price for the SOW will be at risk (“Fee at Risk”).   The Fee at Risk will be calculated as follows:  

Total Not to Exceed Fixed Price (NTEFP) of the SOW x 10 % = Total Fee at Risk for the SOW

Furthermore, in order to apply the Fee at Risk, the following monthly calculation will be used:

Monthly Fee At Risk = Total Fee at Risk for the SOW / Term of the SOW in months

The Contractor will be assessed for each SLA failure and the “Performance Credit” shall not exceed the monthly Fee at Risk for that period.  The Performance Credit is the amount due to the State for the failure of SLAs.  For SLAs measured on a quarterly basis, the monthly fee at risk applies and is cumulative. 

On a quarterly basis, there will be a “true-up” at which time the total amount of the Performance Credit will be calculated (the “Net Amount”), and such Net Amount may be off set against any fees owed by the State to the Contractor, unless the State requests a payment in the amount of the Performance Credit. 

The Contractor will not be liable for any failed SLA caused by circumstances beyond its control, and that could not be avoided or mitigated through the exercise of prudence and ordinary care, provided that the Contractor promptly, 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 reasonably possible.

To further clarify, the Performance Credits available to the State will not constitute the State’s exclusive remedy to resolving issues related to the Contractor’s performance. In addition, if the Contractor fails multiple service levels during a reporting period or demonstrates a pattern of failing a specific service level throughout the SOW, then the Contractor may be required, at the State’s discretion, to implement a State-approved corrective action plan to address the failed performance.

SLAs will commence when the SOW is initiated.

Monthly Service Level Report
Monthly, the Contractor must provide a written report (the “Monthly Service Level Report”) to the State which includes the following information:
· Identification and description of each failed SLA caused by circumstances beyond the Contractor’s control and that could not be avoided or mitigated through the exercise of prudence and ordinary care during the applicable month;
· the Contractor’s quantitative performance for each SLA;
· the amount of any monthly performance credit for each SLA;
· the year-to-date total performance credit balance for each SLA and all the SLAs;
· upon state request, a “Root-Cause Analysis” and corrective action plan with respect to any SLA where the Individual SLA was failed during the preceding month; and
· trend or statistical analysis with respect to each SLA as requested by the State.
The Monthly Service Level Report will be due no later than the tenth (10th) day of the following month.

	SLA Name
	Performance Evaluated
	Non-Conformance Remedy
	Frequency of Measurement

	Delivery Date Service Level
	The Delivery Date Service Level will measure the percentage of SOW tasks, activities, deliverables, milestones and events assigned specific completion dates in the applicable SOW and/or SOW project plan that are achieved on time.  The State and the Contractor will agree to a project plan at the commencement of the SOW and the Contractor will maintain the project plan as agreed to throughout the life of the SOW.  The parties may agree to re-baseline the project plan throughout the life of the SOW.   Due to the overlapping nature of tasks, activities, deliverables, milestones and events a measurement period of one calendar month will be established to serve as the basis for the measurement window. The Contractor will count all tasks, activities, deliverables, milestones and events to be completed during the measurement window and their corresponding delivery dates in the applicable SOW and/or SOW project plan. This service level will commence upon SOW initiation and will prevail until SOW completion.
Compliance with delivery date is
expected to be greater than 85%
This SLA is calculated as follows: “% Compliance with delivery dates” equals “(Total dates in period – Total dates missed)” divided by “Total dates in period”

	Fee at Risk
	Project Schedule

	Deliverable Acceptance Service Level
	[bookmark: _Hlk8819110]The Deliverable Acceptance Service Level will measure the State’s ability to accept Contractor deliverables based on submitted quality and in keeping with defined and approved content and criteria for Contractor deliverables in accordance with the terms of the Contract and the applicable SOW.   The 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 the Contractor in accordance with the Contract and the applicable SOW.  Upon mutual agreement, the service level will be calculated / measured in the period due, not in the period submitted.  Acceptance of deliverables will be measured by the completion/acceptance of the deliverable.  Completion for Stage One – Proof of Concept is when all of the requirements have been met and all deliverables have been accepted through the testing process.  Completion for Stage Two – Full Implementation is when the State accepts functionality after the system is in production for an established amount of time with no Severity Level 1 or Severity Level 2 defects. 
Compliance with deliverable acceptance is 
expected to be greater than 85%
This SLA is calculated as follows: “% Deliverable Acceptance” equals “# Deliverables accepted during period” divided by “# Deliverables submitted for review/acceptance by the State during the period”
	Fee at Risk
	Project Schedule

	System Test Execution Exit Quality Rate
	The System Test Execution Exit Quality Rate will, prior to UAT be determined using the results of Contractor generated pre-test strategy, executed testing cases, including functionality, performance, integration, interfaces, operational suitability and other test coverage items comprising a thorough Contractor executed system testing effort. Regression Testing must be performed as necessary. “System Test Execution Exit Quality Rate” means the inventory of all test cases performed in conjunction with Contractor System Testing, or testing otherwise preceding the State’s User Acceptance Testing Efforts, presentation of resultant test performance inclusive of identified errors or issues (by priority), impact areas and overall testing results to the State otherwise referred to as “Testing Results.”

This Service Level begins upon Contractor presentation of the aforementioned Testing Results to the State prior to the State conducting UAT. The initial service level for this SLA will be 90%, exclusive of Critical and High defects (which must be resolved prior to presentation to the State) and will be validated during an initial measurement period. The initial and subsequent measurements periods will be as mutually agreed by the parties DOLC and Contractor. Following the initial measurement period, and as a result of any production use, the Service Level will be adjusted to 95%.

[bookmark: _Hlk504994453]This SLA is calculated as follows: “System Test Quality Exit Rate” equals Total Test Cases Passing Contractor System Test Efforts” divided by Total Test Cases Executed during System Testing Effort”
	Fee at Risk
	Project Schedule

	Mean Time to Repair/Resolve Critical Service Level
	The Mean Time to Repair/Resolve Critical Service Level will be calculated by determining time (stated in hours and minutes) representing the statistical mean for all in-scope Critical Defect service requests in a Contract Month. “Time to Repair’ is measured from the time a Defect is received by the Contractor to point in time when the Defect is resolved by the Contractor and when the Contractor submits the repair to the State for confirmation of resolution. “Critical Defect Service Request” affects the critical functionality or critical data. No work-arounds exists.
Mean Time to Repair/Resolve Pre-Implementation Critical defects is expected to be less than or equal to 24 hours*
Mean Time to Repair/Resolve Post-Implementation Critical defects is expected to be less than or equal to 24 hours
This SLA is calculated as follows: The Mean Time to Repair/Resolve Critical Service Level” equals Total elapsed time it takes to repair Critical Defect Service Request” divided by Total Critical Defect Service Requests”

*In lieu of any specifically stated SLA determined by the project sponsor, the default requirement shall apply.
	Fee at Risk
	Project Schedule

	Mean Time to Repair/Resolve High Service Level
	The Mean Time to Repair/Resolve High Service Level will be calculated aby determining time (stated in hours and minutes) representing the statistical mean for all in-scope High Defect service requests in a Contract Month. “Time to Repair’ is measured from the time a Defect is received by the Contractor to point in time when the Defect is resolved by the Contractor and when the Contractor submits the repair to the State for confirmation of resolution. “High Defect Service Request” affects the critical functionality, but there is a temporary work-around however it is difficult to implement.
Mean Time to Repair/Resolve Pre-Implementation High defects is expected to be less than or equal 72 hours
Mean Time to Repair/Resolve Post-Implementation High defects is expected to be less than or equal to 72 hours

This SLA is calculated as follows: The Mean Time to Repair/Resolve High Defects” equals Total elapsed time it takes to repair High Defect Service Request” divided by Total High Defect Service Requests”
	Fee at Risk
	Project Schedule

	Mean Time to Repair/Resolve Medium Service Level
	The Mean Time to Repair/Resolve Medium Service Level will be calculated aby determining time (stated in hours and minutes) representing the statistical mean for all in-scope Medium Defect service requests in a Contract Month. “Time to Repair’ is measured from the time a Defect is received by the Contractor to point in time when the Defect is resolved by the Contractor and when the Contractor submits the repair to the State for confirmation of resolution. “Medium Defect Service Request” affects minor functionality or non-critical data. There is an easy, temporary work-around. 
Mean Time to Repair/Resolve Pre-Implementation Medium defects is expected to be less than or equal to 7 days
Mean Time to Repair/Resolve Post-Implementation Medium defects is expected to be less than or equal to 7 days

This SLA is calculated as follows: The Mean Time to Repair/Resolve Medium Defects” equals Total elapsed time it takes to repair Medium Defect Service Request” divided by Total Medium Defect Service Requests”

	Fee at Risk
	Project Schedule

	Mean Time to Repair/Resolve Low Service Level
	The Mean Time to Repair/Resolve Low Service Level will be calculated by determining time (stated in hours and minutes) representing the statistical mean for all in-scope Low Defect service requests in a Contract Month. “Time to Repair’ is measured from the time a Defect is received by the Contractor to point in time when the Defect is resolved by the Contractor and when the Contractor submits the repair to the State for confirmation of resolution. “Low Defect Service Request” affects minor functionality or non-critical data. There is an easy, temporary work-around. 
Mean Time to Repair/Resolve Pre-Implementation Low defects is expected to be less than or equal to 15 calendar days
Mean Time to Repair/Resolve Post-Implementation Low defects is expected to be less than or equal to 15 calendar days

	Fee at Risk
	Project Schedule
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