


RFP 23-72839: Uniforms, Mats, Towels, and Linens Rentals and Laundry Services
Attachment H: Service Level Agreements (SLAs) Form
Indiana Department of Administration

Instructions: Please indicate your ability and willingness to meet each draft Service Level Agreement.  If you would like to offer an enhancement or modification to the Service Level Agreement, please describe.  Respondents may also offer additional Service Level Agreements not included in the list for the State’s consideration.  This list may be modified to include commitments agreed to during the RFP process and will be updated during contract finalization.  The Respondent 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.

	
	SLA
	Service Level Agreement Description
	Minimum SLA
	Agree?  (Y/N)
	Offered Enhancement or Modification to Minimum SLA

	1
	Customer Satisfaction
	Regular survey of State employees to be conducted by the Respondent.  Survey will highlight positive and negative points about the employees’ experiences to identify areas for improvement.  Results of surveys will be compiled for State review every reporting period.  Employees surveyed will have the option to complete the survey anonymously.
	
	

	2
	Delivery Accuracy
	The number of correct items delivered divided by the total number of items ordered by the Using Agency for each delivery.
	99% or higher
	
	

	3
	Delivery Timeliness
	The number of items delivered on-time for each delivery to the Using Agency divided by the total number of items ordered.
	99% or higher
	
	

	4
	Delivery Condition
	The number of items delivered in the expected condition divided by the total number of items ordered by the Using Agency.
	99% or higher
	
	

	5
	Pick-Up Accuracy
	The number of correct items collected on-time divided by the total number of items designated for collection by the Using Agency for each pick-up.
	99% or higher
	
	

	6
	Standard Report Turnaround Time
	The amount of time it takes for the Respondent to return a standard report; the reports considered standard will be defined during contract finalization.
	48 hours or fewer
	
	

	7
	Ad Hoc Report Turnaround Time
	The amount of time it takes for the Respondent to return customized or ad hoc report after receiving the State’s request.
	120 hours or fewer
	
	

	8
	Billing Errors
	The Respondent shall provide accurate monthly invoices for each account established by the Using Agency within one (1) business day after the end of the billing cycle.
	99% or higher
	
	

	9
	Billing Error Correction
	The Respondent must correct and reissue inaccurate invoices within two (2) business days of notification.
	2 days or fewer
	
	

	10
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