RFP # 22-70670
SERVICE LEVEL AGREEMENTS (SLA)
ATTACHMENT L

Instructions: Please indicate your ability and willingness to meet each minimum Service Level Agreement.  If you would like to offer an enhancement to the Service Level Agreement, please describe offered enhancement.  Respondents may also offer additional Service Level Agreements not included in the list of minimums for the State’s consideration.  This list may be modified to include commitments agreed to during the course of the RFP process and will be updated during contract finalization.  The Contractor will be required to track and report performance related to each Service Level Agreement.  If a space is left blank, you will be implying that your company cannot meet the minimum Service Level Agreement(s), and your proposal will be evaluated accordingly.

This section sets forth the performance specifications for the Service Level Agreements (SLA) to be established between the Contractor and the State that are applicable to any work associated with this Contract.

This section contains the tables and descriptions that provide the State framework and requirements relating to service level commitments.

The Contractor will be required to comply with the following performance management and reporting mechanisms for all Services within the scope of this RFP and will provide these reports to the State on a no less frequent than quarterly basis.


	#
	Performance Metric
	Description
	Calculation
	Frequency of Review
	Minimum SLA 
	Agree? (Y/N)
	Offered Enhancement to Minimum SLA

	Customer Service

	1
	Quote Turn Around Time
	Response time from receipt of information to be quoted to receipt of quote to the State.
	Date of Original Communication – Date of Quote
	Quarterly
	5 days
	
	

	2
	Service Response Time
	TBD Based on Respondent Offering
	TBD Based on Respondent Offering
	TBD Based on Respondent Offering
	TBD Based on Respondent Offering
	N/A
	N/A

	3
	Issue Resolution
	Amount of business days until a problem is resolved
	Date Issue Resolved - Date Contractor was Notified of Issue
	Quarterly
	
	 
	 

	Reporting

	4

	Ad Hoc Report Turnaround
	Number of days from request to generate an ad-hoc report request 
	Date of Original Request – Date of Report Receipt 
	Quarterly 
	2 weeks
	
	

	Additional Service Level Agreements
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