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	Category 1 – System Availability and Maintenance:
	SLA #1 – System Uptime (example from IEDSS)
	SLA #7 – Tracking and Resolution of nightly batch procedure failures that occur during any scheduled production (example from IEDSS)
	SLA #10 – Legacy System Components Availability (example from another State)
	SLA #11 – Online Response Time (example from IEDSS)

	Category 2 – Incident/Defect Management
	SLA #2 – Helpdesk Resolution Timeliness (example from another State)
	SLA #12 – Incident Initial Triage Timeliness (example from IEDSS)
	Incident and Defect Reporting (examples from IEDSS)

	Category 3 – Communications Management
	SLA #16 – Propose replacement of key staff within thirty days (example from another State)
	SLA #23 – Notify the State of any issues with any user or system interface within one hour of detection of the issue (example from another State)

	Category 4 – Deliverables Management
	SLA #18 – Submit status meeting agenda at least one business day prior to meeting;  SLA #19 – Provide status meeting minutes in specified format within ten business days of the meeting (example from IEDSS)
	SLA #20 – Provide SLA status reports in specified format at least one business day prior to each meeting (example from another State)
	SLA #22 – Provide accurate documentation within ten days of required change (example from IEDSS)

	Category 5 – Security and Privacy Compliance Management
	SLA #6 – Privacy and Security Compliance (example from IEDSS)

	Category 6 – Quality Management
	SLA #4 – Work Product Compliance (example from another State)

	Category 7 – Change and Release Management
	SLA #27 – Enhancement Completion Timeliness (example from another State)
	SLA #28 – UAT Defect Correction Timeliness (example from another State)




