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[bookmark: _Toc230267111][bookmark: _Toc233199120]Service Level Agreements Overview
The Department expects the Contractor to fully instrument the Converged Eligibility and Enrollment (E&E) System and Appeals Management System (AMS) such that the operational health, performance, and reliability of the systems are continuously observable by the Contractor and the Department. Instrumentation is not a discretionary implementation detail but a foundational requirement that enables the Department to independently verify that the service levels defined in this Request for Proposals (RFP) and the awarded contract are being met. The instrumentation must be implemented at a level of granularity sufficient to produce the specific measurements, dimensions, and time resolution required to report against each Service Level Agreement (SLA) defined in this section, such that every SLA metric is directly traceable to the underlying instrumented data rather than derived from aggregated or summarized sources.
[bookmark: _Toc230267112][bookmark: _Toc233199121]Instructions
The Service Level Agreements of the Converged E&E System and AMS RFP are broken down by categories, including:
Procedural and Change
Compliance and Legal
Vendor Continuity
Operational
Data Quality
Security and Privacy
Failure to meet the SLA will result in service credits applied and deducted from the Contractor’s invoice.
[bookmark: _Toc230267113][bookmark: _Toc233199122]Defect Triage, Incident Categorization and Severity Management
The Department requires a structured and timely defect triage process to ensure that production incidents and software defects are evaluated, prioritized, and routed for resolution in a consistent and transparent manner. As part of Maintenance and Operations (M&O), the Contractor must implement and maintain a defect triage process that supports rapid assessment of new incidents, appropriate categorization and severity assignment, and clear ownership of each defect throughout its lifecycle.
For the purposes of this Contract, “triage” refers to the activities performed between the initial logging of a production defect or incident in the service ticketing system and the point at which that defect is formally assigned for remediation or closed. During triage, the Contractor must review the defect details, confirm reproducibility, validate the reported impact, and ensure that the defect is correctly categorized (e.g., functional area, module, environment, business process) and assigned an appropriate severity level in accordance with Department-approved definitions. Severity reflects the business and technical impact of the defect (e.g., system unavailability, impact on eligibility determinations or financial transactions, volume of affected users) and is a key driver of response and resolution expectations.
Once a defect reaches a status that requires Contractor interaction (for example, when a new production defect is logged and routed to the Contractor’s queue), the Contractor must ensure that triage is completed within five (5) calendar days. For Critical Defects - those that represent the highest-impact issues as defined by the Department—the Contractor must complete triage within thirty-six (36) hours. Triage is considered complete when the defect has been assigned to an appropriate resource for remediation (“Assigned” status) or when the issue has been determined to be invalid, non-reproducible, or otherwise not requiring further action and is therefore “Closed” in the service ticketing system.
To provide transparency and accountability, the Department will measure triage timeliness using a “Triage Clock” associated with each production defect. The Triage Clock is controlled by the status of the service ticket. It begins the next calendar day after the production defect is created in the ticketing system and continues to run until the ticket reaches an “Assigned” or “Closed” status. The standard Triage SLA is five (5) calendar days, calculated as the total number of calendar days between the Triage Clock start date and the date on which triage is completed, minus any days during which the ticket is in an approved suspended status.
The Triage Clock may be paused when additional information, access, or decisions are required from the Department or a third party before triage can reasonably proceed. In these cases, the Contractor must request a suspension from the Department. Upon Department approval, the ticket status is set to “Clock Suspend,” and the Triage Clock is paused. Either Department staff or the Contractor (with Department approval) may initiate this status change in the ticketing system. The Triage Clock resumes automatically when the ticket status is changed from “Clock Suspend” back to an active triage status, and it stops when the ticket is moved to “Assigned” or “Closed.”
Because incident categorization and severity assignment are essential to accurate reporting and SLA measurement, certain changes to key defect attributes will cause the defect to return to triage and reset both the Triage Clock and the associated remediation clock to zero (0). If any of the following attributes are changed - (i) Severity, (ii) Found In (e.g., environment or release), or (iii) Phase (e.g., production vs. test) - the Department will notify the Contractor in writing or during the daily triage meeting, and the defect will re-enter triage. This ensures that any material change in impact assessment or context is accompanied by a fresh review and confirmation of categorization, severity, and ownership, thereby preserving the integrity of the triage process, SLA reporting, and overall incident management for the system.
Table 1 describes the severity levels for each incident. Refer to the Office of Health Insurance Programs (OHIP) Solution Delivery Domain Document, Release Management Standard for additional details.
[bookmark: _Ref233198460][bookmark: _Ref233191373]Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels
	Severity Level
	Definition
	Incident Resolution Timeframe

	Severity 1
	A security, privacy, or system incident must be assigned as a Severity 1 if the incident is characterized by any of the following: 
A technical service and shared services are inaccessible and/or unusable, with no acceptable workaround.
An outage that presents significant health, safety, or financial risk to NYS and/or its citizens.
A significant portion of Department users are unable to access the solution, or access is materially impaired across one or more business units.
Controls are severely compromised (e.g., privileged account breach and widespread infiltration), posing an immediate and serious threat to Department assets.
Large-scale exposure to confirmed breach of sensitive personal information (e.g., Personally Identifiable Information [PII], PHI [PHI], and Federal Tax Information [FTI]), raising significant regulatory and reputational risks, or any incident that is actively escalating and could cause the above impacts if not contained immediately.
	Four (4) hours from when the incident began occurring

	Severity 2
	A security, privacy, or system incident must be assigned as a Severity 2 if the incident is characterized by any of the following: 
An outage that is affecting solution technical services and shared services (e.g., connectivity for a physical location, downed operations affecting multiple clients, or production system operating in a degraded mode). A fix is required to be implemented within a certain timeframe. 
Although a workaround exists, its use has significant business impacts.
Non-recoverable data loss
Unusual or unauthorized access to key system or data, with the potential to escalate if not contained quickly.
Likely compromise of personal information (e.g., PII, PHI, and FTI) that demands swift action to reduce further exposure.
	Eight (8) hours from when the incident began occurring

	Severity 3
	A security, privacy, or system incident must be assigned as a Severity 3 if the incident is characterized by any of the following: 
Although a technical service or shared service is usable, it is not functioning in accordance with applicable specifications. There are no substantial adverse impacts on business operations. A substantial adverse impact includes repercussions to business operations and functionality defined as Critical and High (refer Table 2).
Suspicious activity or limited breach of less critical systems, requiring thorough investigation to prevent deeper infiltration.
Potential exposure of data on a smaller scale or in a limited context, warranting prompt corrective measures.
	Three (3) calendar days from when the incident began occurring

	Severity 4
	A security, privacy, or system incident must be assigned as a Severity 4 in the event that any incident that does not comply with the requirements of Severity 1, 2, or 3, or is characterized by any of the following: 
A technical service and shared service requires minimal attention. The issue is not substantially averse to the business operations of the solution (e.g., daily functionality is not impacted, or a workaround is possible) and does not require immediate resolution. 
A date for correction must be agreed to between the parties. 
Minimal threats to Department assets, often related to isolated or easily contained incidents.
Little to no risk to personal data, with any concerns typically handled through standard support process.
	Six (6) calendar days from when the incident began occurring


Note: Final determination regarding severity level rests solely with the Department OHIP Chief Information Officer (CIO) or designee.
[bookmark: _Ref230265646][bookmark: _Ref233191304]Priorities for issues are assigned based on Urgency Level and Issue Impact as described in the OHIP Solution Delivery Domain Document, Release Management Standard. Priority levels are described in Table 2.
[bookmark: _Ref233198925]Table 2 – Priority Level for Issues/Defects with Converged E&E System and AMS Functions
	Priority Level
	Definition
	Example

	Critical
	The issue must be a complete outage or severe degradation of the Converged E&E System or AMS that affects a large portion of the State staff or external users with no viable workaround, posing an immediate business, financial, safety, or regulatory risk.

This includes issues relating to critical and essential functions that the Converged E&E System and AMS support for the NYS Medicaid Program, NYS residents related to Medicaid Program eligibility, and coverage of eligible members. A Critical defect is a significant issue or flaw within a live Production Environment that results in a system being unavailable or a critical business process (e.g., eligibility, enrollment, back office) failure, and for which there is no systemic or Department-acceptable manual workaround. The Medicaid Program cannot withstand any duration of planned or unplanned outages of these Converged E&E System and AMS functions.
	Loss of public-facing functionality that results in an inability to load the system or navigate to any of the website pages

	High
	The issue is a significant degradation or partial outage of the Converged E&E System or AMS that impacts many State staff or external users, and a workaround may exist but is cumbersome or risky.

This includes issues relating to business critical functions supported by the Converged E&E System and AMS. A High defect is an issue that results in a significant negative impact on business operations or service delivery, a failure of the system to satisfy a business or technical function, and for which there is no systemic or Department-acceptable manual workaround. Systems can withstand a minimal duration of planned or unplanned outages, though it causes major disruption to the business.
	Loss of Worker Portal functionality that results in inability to process eligibility verification or delay in provisioning Medicaid coverage to eligible applicants

	Medium
	The issue has a limited impact on non-critical functions of the Converged E&E System or AMS or a small number of State staff or external users, with a workaround available with manageable inconvenience.

This includes issues relating to non-critical functions supported by the Converged E&E System and AMS. A Medium defect is an issue that results in a failure of the system to satisfy a business or technical function, and for which there is no systemic or Department-acceptable manual workaround. Systems can withstand a longer duration of planned or unplanned outages, with only minor disruption to the business.
	Loss of minor functionality (e.g., updates to member information, able to read but not edit), which does not impact the ability to perform eligibility verification

	Low
	The issue causes a minor disruption, involves cosmetic defects, or consists of informational requests reported as incidents, with no meaningful business impact and an easy or no-impact workaround.

This includes issues relating to non-essential functions supported by the Converged E&E System and AMS. A Low defect is an issue that results in a failure of the system to satisfy a business or technical function and does not return valid information (e.g., does not affect overall system functionality or is cosmetic in nature). Systems can withstand an extended duration of planned or unplanned outages, with little to no disruption to the business.
	Minor cosmetic issues (e.g., font, text color)


[bookmark: _Toc230267114][bookmark: _Toc233199123]Service Level Agreements
The following are the SLAs for the Converged E&E and AMS RFP.
[bookmark: _Toc233199124]Procedural and Change
[bookmark: _Toc233199125]Converged Eligibility and Enrollment System and Appeals Management System Project Roadmap – Currency
	Purpose
	This SLA makes sure the Contractor keeps the Project Roadmap updated. The Department relies on this document to know when project milestones, releases, and system improvements will happen.

	Specification
	The Contractor must update the Converged E&E System and AMS Project Roadmap at least once every calendar quarter. The update must show any changes to the project’s scope, timelines, and release plans.

	Service Level
	The Contractor must submit an updated Project Roadmap to the Department by the last business day of every calendar quarter.

	Notes
	The Roadmap must include the schedule for all design, development, and implementation (DDI), and Maintenance and Operations (M&O) work. Each quarterly update must show exact dates for the upcoming six months, and a general timeline for the rest of the project.

	Reporting Frequency
	Compliance is reviewed at the end of each calendar quarter. The Contractor must report the status of this SLA in the Weekly and Monthly Status Reports.

	SLA Calculations
	Here is how the review is done to determine if this SLA was met:
Find the Due Date: The updated Roadmap is due by the last business day of the calendar quarter.
Check the Submission Date: The “Document Edit History” in the Roadmap is reviewed to see exactly when the Contractor submitted the newest version.
Check for a Breach: If the submission date is after the due date, the initial service credit is applied. If the update is more than 30 days late, the additional service credit is also applied.

Example
Due Date: September 30 (end of Q3).
Met: Contractor submits on September 28. SLA is met.
Initial Breach: Contractor submits on October 15. The initial service credit of twenty-five thousand dollars ($25,000) is applied.
Extended Breach: Contractor submits on November 5. Because this is more than 30 calendar days past Sept 30, the additional service credit of ten thousand dollars ($10,000) is added, for total service credit of thirty-five thousand dollars ($35,000).

	[bookmark: _Hlk31283409]SLA Calculations Definitions
	Document Edit History: A change log maintained within a document that tracks document version, submission date, author, and description of change.
Calendar Quarter: The four three-month periods of the year: Q1 (January–March), Q2 (April–June), Q3 (July–September), and Q4 (October–December).

	Exclusions
	The Contractor is responsible for demonstrating that any claimed exclusion applies by providing written documentation of any waiver, including the waiver date, the authorizing decision-maker, and the impacted quarter(s), in the Document Edit History log.

	Process to Compile and Report SLA
	Compliance is determined by reviewing the Document Edit History within the most recent version of the Converged E&E System and AMS Project Roadmap. The Contractor must identify and report any instance where a quarterly update was not submitted by the last business day of the calendar quarter. This compliance status, including the submission date of the last update, must be reported in the next scheduled Weekly and Monthly Status Reports provided to the Department.

	Converged E&E System and AMS Service Credit
	Delayed Submission (Initial Service Credit): Contractor failure to submit an updated Converged E&E System and AMS Project Roadmap at least once per calendar quarter, results in an initial service credit of twenty-five thousand dollars ($25,000) for each calendar quarter when the updated Plan is not delivered by the last business day of that quarter.
Extended Delay (Additional Service Credit): If the updated Roadmap remains unsubmitted for more than thirty (30) calendar days after the end of the calendar quarter, an additional service credit of ten thousand dollars ($10,000) will apply for each additional thirty (30) calendar days, or portion thereof, until the updated Plan is delivered.


[bookmark: _Toc230258199][bookmark: _Toc233199126]Project Management Plan – Currency
	Purpose
	This SLA enforces the importance of keeping project foundational plans accurate and current throughout the Contract term. The Project Management Plan (PMP) and its sub-management plans specify the management framework for project planning, execution, monitoring, controlling, and closure. It is important to keep the PMP and all sub-plans current as project scope, schedule, change management, and governance are all managed using this Department approved deliverable. 

	Specification
	The Contractor must maintain and adhere to the PMP and all its subsidiary management plans. The Contractor is required to review, update as necessary, and submit the complete PMP for Department review and approval at least once per calendar quarter.

	Service Level
	The complete and updated PMP, inclusive of all sub-management plans, must be submitted for Department review at least once per calendar quarter.

	Notes
	The Department will provide the Contractor with the current PMP prepared by the Incumbent Contractor for the MECM System and AMS, which includes a comprehensive set of sub-management plans. The Contractor must maintain and create updates to the existing PMP based on the SOW and requirements documented within this RFP. The PMP must describe the methodology, process, and procedures for managing the project and all required activities for each project phase and define how the project is planned, executed, monitored, controlled, and closed. The PMP must define the process for managing the project scope, schedule, decisions, and action items. It will be used to manage the project from the beginning until the end of the Contract term.
Changes to the PMP must be submitted to the Department for review and approval. The PMP must include, at a minimum, the following sub-management plans:
Governance Structure
Scope Management Plan
Schedule Management Plan
Stakeholder Management Plan
Communication Management Plan
Budget Management Plan
Project Change Control Plan (PCCP)
Quality Management Plan
Staff and Resource Management Plan
Risk and Issue Management Plan
Procurement and Licensing Management Plan
Document Management Plan
For detailed descriptions of the required content for the sub-management plans, refer to the OHIP Program & Project Management (PM) Domain Document, PM Standard.

	Reporting Frequency
	Quarterly. The Contractor must report on compliance with this SLA in the Monthly Status Reports following the end of each calendar quarter.

	SLA Calculations
	Compliance is measured based on the Contractor’s timely submission of the updated PMP each quarter. The Document Edit History is reviewed to identify the submission dates.
Timely Submission (Initial Service Credit: If the Contractor submits the updated PMP on or before the last business day of the calendar quarter, the SLA is met. A primary service credit applies if the submission is late.
Excessive Lateness (Additional Service Credit): If the PMP remains unsubmitted for more than thirty (30) calendar days after the quarterly due date, an additional, secondary service credit applies for each subsequent thirty (30) calendar days period of delay.

	SLA Calculations Definitions
	Calendar Quarter: The four three-month periods of the year: Q1 (January–March), Q2 (April–June), Q3 (July–September), and Q4 (October–December).
Calendar Day – All days in a month, from 12:00 a.m. through 11:59 p.m. Eastern Standard/Daylight Time, including weekends and state and federal holidays.
Document Edit History: A change log maintained within a document that tracks document version, submission date, author, and description of change.

	Exclusions
	The Department may elect to waive a quarterly PMP update in writing. The Contractor is responsible for demonstrating that any claimed exclusion applies by providing the official written waiver approval documentation for the record.

	Process to Compile and Report SLA
	The Contractor must maintain a change log or version history for the PMP. For each calendar quarter, the Contractor must:
Document the submission date of the updated PMP.
Calculate and list any service credits incurred due to a breach of either initial or extended submission timeliness.
Report this compliance data in the Weekly and Monthly Status Reports for the period following the end of the quarter.

	Converged E&E System and AMS Service Credit
	Late Submission (Initial Service Credit): Failure by the Contractor to submit an updated PMP at least once per calendar quarter will result in a service credit of twenty thousand dollars ($20,000) for each quarter the PMP is not delivered by the last business day of that quarter.
Excessive Lateness (Additional Service Credit): If the updated PMP remains unsubmitted for more than thirty (30) calendar days after the end of the quarter, an additional service credit of ten thousand dollars ($10,000) will apply for each additional thirty (30) calendar days, or portion thereof, until the updated materials are delivered.


[bookmark: _Toc230258200][bookmark: _Toc233199127]Ad Hoc Documentation Submission Timeliness
	Purpose
	This SLA establishes a clear, enforceable standard for the Contractor’s timely response to ad hoc requests for documentation. To ensure the Department can effectively conduct oversight, support audits, and make timely project decisions, it requires prompt access to supplementary project documentation. 

	Specification
	Upon written request from the Department, the Contractor must provide complete and accurate copies of requested project documentation. This SLA applies to requests for existing artifacts, work products, and other supporting information not already governed by a separate deliverable timeline.

	Service Level
	Unless a different timeframe is specified in the written request, the Contractor must submit all requested documentation within five (5) business days of receiving the request.

	Notes
	The Contractor must maintain a log of all Department ad hoc documentation requests that includes, at a minimum: the request date, a description of the request, the Department-specified due date (or the default to five [5] business days), and the final delivery date.

	Reporting Frequency
	Per-request. The Contractor must report on the status of all open and recently closed ad hoc documentation requests in the Weekly and Monthly Status Reports. 

	SLA Calculations
	Compliance is measured on a per request basis by comparing the Submission Date to the Due Date.
Identify the Submission Due Date: The due date is the date specified in the Department’s written request or, if no date is specified, the submission due date is five (5) business days following the request received date. The received date is Day Zero (0).
Calculate Delay: If the Submission Date is after the Due Date, the SLA is breached. The delay metric is the total number of calendar days from the day after the Due Date to the Delivery Date, including any portion of an applicable calendar day.
Calculate Service Credit: The total late submission calendar days are multiplied by the per Calendar Day service credit amount.

Example: 
Department Request Date: April 1
Submission Due Date: April 6
Actual Submission Date: April 8
The submission is two (2) calendar days late. The service credit for each calendar day when the submission is missing or late is three thousand dollars ($3,000). 
Two (2) days x three thousand dollars ($3,000) = six thousand dollars ($6,000) service credit is applied.

	SLA Calculations Definitions
	Business Day – Any day from Monday through Friday, excluding State and federal holidays
Calendar Day – All days in a month, from 12:00 a.m. through 11:59 p.m. Eastern Standard/Daylight Time, including weekends and state and federal holidays

	Exclusions
	[bookmark: _Int_Y7cJ9DvH]The Contractor is not responsible for delays caused by a documented and Department verified inability to access information due to a failure of another contractor, a Department-controlled system, or a legal restriction. The Contractor is responsible for demonstrating that a claimed exclusion applies by providing formal written notification of the impediment within one (1) business day of the request. The Department will communicate with the Contractor regarding any approved delayed submission.

	Process to Compile and Report SLA
	The Contractor must maintain a log of all ad hoc documentation requests. In each Weekly and Monthly Status Report, the Contractor must:
List all requests received or fulfilled during the reporting period
For each request, report the submission due date and the final delivery date
Identify any requests that are out of compliance and report the total accrued service credits for the reporting period

	Converged E&E System and AMS Service Credit
	The Contractor’s failure to submit the requested ad hoc documentation by the applicable due date will result in a service credit of three thousand dollars ($3,000) per calendar day, or portion thereof, until the requested documentation is delivered.


[bookmark: _Toc230258201][bookmark: _Toc233199128]Documentation Deficiency Resolution
	Purpose
	This SLA reinforces the Contractor requirement to maintain accurate documentation and respond promptly with corrective actions to resolve any Department identified documentation errors. The quality and accuracy of Contractor documentation is important, as these materials are essential for project activities including, but not limited to, deliverable reviews and approvals, invoice reviews, informed executive decision-making, and audit support. Documentation deficiencies can introduce significant project risk, leading to potential schedule delays and hampering knowledge transfer. 

	Specification
	The Contractor must resolve any identified documentation deficiencies within five (5) business days following notification by the Department. 

	Service Level
	The Contractor must resubmit the corrected documentation within five (5) business days of receiving the Department’s written notification of deficiency.

	Notes
	The Contractor is required to attest that internal Quality Assurance (QA) has been conducted prior to any documentation submission. The Contractor’s pre-delivery QA checklist must document this review activity, verifying content against any applicable Deliverable Expectations Document (DED) and ensuring professional formatting and presentation.

	Reporting Frequency
	Per-deficiency. The Contractor must report on the status of all open and recently resolved documentation deficiencies in the Weekly and Monthly Status Reports.

	SLA Calculations
	Compliance is measured on a per-deficiency basis by comparing the Deficiency Notification Receipt Date, the Resubmission Due Date, and the Actual Resubmission Date to.
Identify the Due Date: The due date is five (5) business days after receipt of the Department written Notification of Deficiency. The received day is Day Zero (0).
Calculate Delay: If the Actual Resubmission Date is after the Resubmission Due Date, the SLA is breached. The delay is the total number of business days from the day after the Resubmission Due Date to the Actual Resubmission Date, inclusive.
Calculate Service Credit: The total business days of delay are multiplied by the per day service credit amount.

Example: 
Department Request Date: Friday May 10
Submission Due Date: Friday May 17
Actual Submission Date: Friday May 24
The submission is five (5) business days late. The service credit for each business day when the submission is missing or late is twenty-five hundred dollars ($2,500). 
5 days x $2,500 = $12,500 service credit is applied.

	SLA Calculations Definitions
	Business Day – All days between and including Monday through Friday, excluding New York State and federal holidays
Calendar Day – Any day of the month from 12:00 a.m. through 11:59 p.m. Eastern Time, including weekends and State and federal holidays

	Exclusions
	The resolution timeframe may be extended by Department issued written agreement if the complexity of the required correction necessitates a longer period. The Contractor must request such an extension within two (2) business days of receiving the deficiency notice. The Contractor is responsible for justifying the exclusion by providing written evidence of the approved waiver request.

	Process to Compile and Report SLA
	The Contractor must maintain a deficiency log to track all documentation errors identified by the Department. For each reporting period, the Contractor must:
List all new deficiencies reported by the Department, including the notification date.
Report the resubmission date for all corrected documents.
Identify any resubmissions that are out of compliance with the five (5) business days resubmission requirement and report the total accrued service credits for each.
The Contractor must report this SLA performance and any accrued service credits in the Weekly and Monthly Status Reports. 

	Converged E&E System and AMS Service Credit
	Contractor failure to resubmit a corrected document within the five (5) business day resolution period will result in a service credit of two thousand five hundred dollars ($2,500) per business day, or portion thereof, of delay for each deficient document until the corrected version is delivered. Service credits accrue as of Business Day Six (6).


[bookmark: _Toc230258203][bookmark: _Toc233199129]Weekly Status Meeting Frequency (Design, Development, and Implementation and Maintenance and Operations)
	Purpose
	This SLA highlights the importance of communicating with the Department on a regular basis. It defines the minimum status meeting frequency and agenda topics. 

	Specification
	The Contractor must schedule, plan, and host a weekly DDI status meeting and a weekly M&O status meeting with the Department. Weekly agenda topics include, at a minimum, project accomplishments, current and planned activities, milestone status, risks and issues, SLA compliance, service incidents and resolutions, and upcoming maintenance activities.

	Service Level
	The Contractor must have at least one (1) M&O status meeting and one (1) DDI status meeting with the Department weekly. Each meeting series is scheduled separately. However, the meetings for each series must be regularly scheduled on the same day of each week.

	Notes
	The Contractor must send an agenda to invited participants no later than two (2) business days before the meeting and send meeting minutes one (1) business day after the meeting. The minutes need to include a summary of all discussions, new key decisions, and an updated action items list with assigned owners and due dates.

	Reporting Frequency
	Weekly. The Contractor self-reports SLA performance results, including any accrued service credits for the reporting period, in the Weekly and Monthly M&O Status Reports.

	SLA Calculations
	Compliance is reviewed each calendar week.
Missed Meeting (Initial Service Credit): If the weekly M&O and/or DDI Status Meeting is scheduled and not conducted for one week, the initial service credit of twenty-five hundred dollars ($2500) is applied.
Extended Missed Meetings (Additional Service Credit): If the M&O and/or DDI Status Meeting is scheduled and not conducted for two (2) or more consecutive weeks, the additional service credit is five thousand dollars ($5,000) for each missed week, per meeting series, starting with Week Two (2).

Example:
The weekly M&O Status Meeting is scheduled on Mondays.
There are four (4) Mondays in October
Scenario A - Met: The Contractor schedules and completes the four (4) weekly M&O Status Meetings in June. The SLA is met.
Scenario B – Missed Meeting (Initial Service Credit): The weekly DDI Status Meeting is scheduled for the second Monday in September. The Contractor cancels the meeting and does not reschedule for the same week. The initial service credit of twenty-five hundred dollars ($2,500) is applied.
Scenario C – Missed Consecutive Meetings (Additional Service Credit): The Contractor reschedules the meeting series to begin on the first Monday in October. The original meeting series and the two (2) remaining September weekly meetings are cancelled. The additional service credit of ten thousand dollars ($10,000) (two [2] consecutive missed meetings in September x five thousand dollars [$5,000] for each missed weekly meeting after Week One [1]) is applied. The total service credit is twelve thousand five hundred dollars ($12,500).

	SLA Calculations Definitions
	Calendar Week: A period of seven consecutive days, beginning on Sunday at 12:00 a.m. and ending on Saturday at 11:59 p.m. EST/EDT.

	Exclusions
	A service credit will not apply if the weekly meeting is canceled in writing by the Department or by mutual written agreement of both parties (e.g., for a week containing a major public holiday).
A meeting rescheduled and held within the same calendar week does not constitute a breach.
If the meeting date falls on a non-business day, the Contractor must schedule the meeting on the next business day following the regular meeting day of the week, unless the Department requests a different date.
The Contractor must share any Department-issued waiver documentation, if requested.

	Process to Compile and Report SLA
	This SLA is evaluated for compliance weekly. Review documentation includes meeting artifacts showing that the meeting occurred (e.g., calendar invitations, attendance records, distributed agendas, and meeting minutes).
The Contractor self-reports this SLA performance in the Weekly and Monthly status reports by reporting any missed meetings and total applicable service credits for the reporting period. 

	Converged E&E System and AMS Service Credit
	Late or Missed Meeting (Initial Service Credit): The Contractor will be assessed a service credit of two thousand five hundred dollars ($2,500) for the first calendar week when the required M&O and/or DDI Status Meeting does not occur.
Consecutive Missed Meetings (Additional Service Credit): If two (2) or more consecutive M&O and/or DDI weekly meetings are missed, an additional service credit of five thousand dollars ($5,000) will apply for the second missed week and for each consecutive week thereafter, for each meeting series, in addition to the initial SLA service credit, until the meeting is scheduled and completed.


[bookmark: _Toc230258204][bookmark: _Toc233199130]Status Meeting Agenda Timeliness and Currency (Design, Development, and Implementation and Maintenance and Operations)
	Purpose
	This SLA supports the Contractor’s responsibility to host planned and efficient status meeting discussions. Preparing and distributing the status meeting agenda prior to the scheduled event allows Department attendees to prepare, review supporting materials, and formulate questions in advance, thereby maximizing the value of the meeting. 

	Specification
	For each scheduled weekly status meeting (M&O, DDI), the Contractor must prepare and distribute an agenda to all meeting invitees that is delivered prior to the meeting and focused on current project activity.

	Service Level
	Timeliness: The meeting agenda must be distributed at least two (2) business days prior to the scheduled meeting.
Currency: All data and status information presented in the agenda must be no more than five (5) business days old at the time of the meeting.

	Notes
	The Contractor is responsible for preparing and distributing the meeting agenda, linked and attached to an MS Outlook meeting invitation, to support a common understanding of the meeting purpose and expected discussion topics for all attendees.

	Reporting Frequency
	Weekly. The Contractor must self-report compliance with this SLA. SLA performance and accrued service credits are reported in the Weekly and Monthly M&O and DDI Status Reports.

	SLA Calculations
	Compliance is measured for each scheduled weekly DDI and M&O status meeting. There are two (2) potential failure conditions and one (1) escalation condition.
Timeliness: If the agenda is distributed less than two (2) business days before the meeting, the SLA is breached, and the initial SLA service credit of one thousand dollars ($1,000) is applied.
Currency: If the agenda’s content is more than five (5) business days old, the SLA is breached, and the initial SLA service credit of one thousand dollars ($1,000) is applied.
Escalation for Tardiness: If the agenda is distributed less than one (1) business day before the meeting, the additional service credit of one thousand dollars ($1,000) is applied.
Note: A single meeting can incur a service credit for Breach of Timeliness, Breach of Currency, and Escalation for Tardiness, if all conditions are met, for a total service credit of three thousand dollars ($3,000).

	SLA Calculations Definitions
	Business Day: Any day between and including Monday through Friday, excluding New York State and federal holidays.

	Exclusions
	A service credit will not apply if the meeting schedule is shifted by the Department in writing with less than two business days’ notice, preventing the Contractor from meeting the agenda distribution timeline. The Contractor is responsible for providing documentation to support evidence of this exclusion.

	Process to Compile and Report SLA
	For each of the two weekly status meetings (M&O and DDI), the Contractor must maintain supporting documentation showing the agenda distribution date and time (e.g., email sent logs, meeting tool logs). The agenda content is also reviewed to determine if any data or status information is more than five (5) business days old.
Compliance results (Timeliness, Currency, or Escalation) are included in the Weekly M&O and DDI Status Reports with any accrued service credits for the reporting period.

	Converged E&E System and AMS Service Credit
	Service credits for this SLA are applied on a per-meeting basis as follows:
Initial Service Credit:
Timeliness: A service credit of one thousand dollars ($1,000) will be applied if the agenda is distributed less than two (2) business days prior to the meeting.
Currency: A service credit of one thousand dollars ($1,000) will be applied if the agenda has stale content more than five (5) business days old.
Additional Service Credit: An additional service credit of one thousand dollars ($1,000) will be applied as an escalation penalty if the agenda is distributed less than one (1) business day before the meeting.


[bookmark: _Toc230258205][bookmark: _Toc233199131]Status Meeting Minutes Timeliness (Design, Development, and Implementation and Maintenance and Operations)
	Purpose
	This SLA supports the Contractor’s responsibility to communicate Status Meeting results quickly after the meeting. Meeting minutes serve as the official record of a meeting for all stakeholders. Their timely distribution is critical for ensuring that key decisions, risks, and action items are communicated and tracked effectively, thereby maintaining project momentum and accountability.

	Specification
	Following each weekly status meeting (DDI and M&O), the Contractor must produce and distribute official meeting minutes. The minutes must, at a minimum, document all key discussions, decisions made, and new or updated risks, issues, and action items, ensuring the latter are tracked in the appropriate project logs. 

	Service Level
	The Contractor must distribute the meeting minutes to all meeting invitees within one (1) business day following the conclusion of the meeting.

	Notes
	The Contractor must upload the final meeting minutes to the designated Department owned SharePoint repository. Distribution must be performed via an email containing a direct link to the document in the repository.

	Reporting Frequency
	Weekly. The Contractor must report compliance with this SLA in the Weekly and Monthly Status Reports.

	SLA Calculations
	Compliance is measured for each weekly status meeting (DDI and M&O). A service credit is applied if the minutes are distributed more than one (1) business day following the meeting. An additional penalty applies for further delays.
Determine Lateness: Calculate the number of business days between the meeting date and the minutes distribution date.
Late Distribution (Initial service credit): If the result is greater than one (1) business day, the SLA is breached, and the initial service credit of fifteen hundred dollars ($1,500) is applied.
Extended Lateness (Additional service credit): If the result is greater than five (5) business days, an additional service credit of one thousand dollars ($1,000) is applied for each business day of delay beyond the five (5)-day period (starting with business day six [6]).

	SLA Calculations Definitions
	Business Day: Any day between and including Monday through Friday, excluding New York State and federal holidays.

	Exclusions
	A service credit will not apply if the Department requests a substantive review period or extensive revision that requires more than one (1) business day to complete. The Contractor must obtain this direction in writing and provide proof to claim the exclusion.

	Process to Compile and Report SLA
	The Contractor is responsible for monitoring and reporting compliance with this SLA. For each reporting period, the Contractor must:
Maintain artifacts proving the distribution date and time of all DDI and M&O meeting minutes (e.g., email sent logs, SharePoint version history).
Report any breaches and accrued service credits for each set of meeting minutes delayed more than five (5) business days.
SLA results are reported in the DDI and M&O Weekly Status Reports and Monthly Status Reports.

	Converged E&E System and AMS Service Credit
	Service credits for this SLA are applied as follows:
Late Distribution (Initial Service Credit): Failure to distribute meeting minutes within one (1) business day after each status meeting completion will result in an initial service credit of one thousand five hundred dollars ($1,500) per instance.
Severely Late Distribution (Additional Service Credit): If the minutes for an individual status meeting are more than five (5) business days late, an additional service credit of one thousand dollars ($1,000) per business day beyond five (5) business days, per instance, will apply for each day of delay thereafter until the minutes are distributed.


[bookmark: _Toc230258206][bookmark: _Toc233199132]Integrated Master Schedule: Timely Weekly Update and Distribution
	Purpose
	This SLA reinforces the Contractor’s obligation to distribute an updated project schedule weekly. The Integrated Master Schedule (IMS) is a critical management tool used to track project tasks, predecessors, dependencies, and resource assignments across all entities (Contractor, Department, other vendors as applicable). Maintaining a single, integrated schedule ensures all involved parties have immediate visibility into milestone sequencing, critical path impacts, and the upstream/downstream activities of other vendors.

	Specification
	The Contractor must maintain an IMS that tracks all DDI, M&O, program management activities, and project change requests (PCRs).
The Contractor must provide an updated IMS on a weekly basis to Department stakeholders, reflecting the most current status of project activities.

	Service Level
	The Contractor must distribute the complete updated IMS to all Department stakeholders once per week on the mutually agreed-upon business day of the week (e.g., every Monday). If the distribution date occurs on a non-business day, the submission due date shifts to the next business day.

	Notes
	The IMS provides a structure for managing all project activities, deliverables, resources, and timelines. The initial IMS must be submitted to the Department within thirty (30) calendar days of the Contract start date. The weekly IMS deliverable is submitted using MS Project, Excel, and PDF formats, and accompanies the weekly status report submission.

	Reporting Frequency
	Weekly. Following the initial submission, the IMS update is due weekly. This SLA is monitored for the duration of the Contract.

	SLA Calculations
	Compliance with the timely submission of the updated IMS is evaluated weekly.
Identify Due Date: Confirm the mutually agreed-upon weekday for IMS submission. Calculate the number of business days between the Submission Due Date and the Actual Submission Date.
Evaluate for Missed/Late Submission: If the updated IMS was submitted on or before the agreed-upon weekday, the SLA is met. If not, the SLA is breached, and the initial service credit of twenty-five hundred dollars ($2,500) is applied.
Evaluate for Extended Lateness: If the IMS submission delay exceeds five (5) business days, calculate the number of days starting from the sixth (6th) business day of delinquency until the IMS is submitted. Multiply this number by the additional Service Credit amount of $1,000 per business day (starting with business day six [6]). 

	SLA Calculations Definitions
	Business Day: Any day between and including Monday through Friday, excluding New York State and federal holidays.
Document Edit History: A change log maintained within a document that tracks document version, submission date, author, and description of change.  

	Exclusions
	The Contractor is not responsible for delays caused by other vendors’ failure to provide requested input. The Contractor is responsible for providing written evidence of the vendor delay in responding to a timely request for the information.

	Process to Compile and Report SLA
	The Contractor uses established project artifacts (e.g., MS Project files, Deliverables Management tool, transmittal logs/emails, IMS Document Edit History, SharePoint version history) to verify IMS submission dates. The Contractor calculates any applicable service credits and self-reports SLA compliance in the Weekly and Monthly Status Reports.

	Converged E&E System and AMS Service Credit
	Late Submission (Initial Service Credit): Contractor failure to update and distribute the IMS once per calendar week will result in a service credit of two thousand five hundred dollars ($2,500) for each scheduled weekly update that is not completed and distributed by the agreed-upon day of the week.
Extended Delayed Submission (Additional Service Credit): If any weekly IMS update is more than five (5) business days late, an additional service credit of one thousand dollars ($1,000) per business day, or portion thereof, will apply until the updated IMS is distributed. The additional service credit is assessed starting with business day six (6). 


[bookmark: _Toc230258207][bookmark: _Toc233199133]Integrated Master Schedule Timely Updates
	Purpose
	This is about identifying changes to the schedule and implementing the change quickly following Department approval. The IMS is an essential project tool that includes all DDI and M&O tasks, dependencies, deliverables and assigned resources. Changes to any of these components may impact other vendors and other workstreams through unintended consequences. The Department reviews Contractor proposed changes in advance to confirm the change is necessary, the change details are accurate, and the change impact is clearly described. 

	Specification
	The Contractor must continually review the IMS for necessary changes to tasks, timelines, and milestones and submit any proposed changes to the Department for advance review and approval. Upon receiving Department approval, the Contractor must update the IMS and include a corresponding Document Edit History within the IMS that documents the date and description of each change.

	Service Level
	Upon receiving Department approval for an IMS change, the Contractor must fully incorporate the authorized change into the IMS (and document it in the Document Edit History) prior to the next scheduled weekly IMS submission.

	Notes
	The Contractor must ensure that data in the IMS is never older than five (5) business days. 

	Reporting Frequency
	Compliance is evaluated weekly and self-reported by the Contractor with any accrued service credits in the Weekly and Monthly Status Reports. 

	SLA Calculations
	Compliance is measured on a weekly basis by identifying when an approved change actually appears in the updated weekly IMS.
Identify the Target Inclusion Date: When the Department approves an IMS change, identify the date of the next scheduled weekly IMS submission.
Evaluate Timeliness: Review the IMS update submitted after the requested change is approved. If the approved change is accurately reflected in the schedule and the Change Log, the SLA is met. If the approved change is not included, the SLA is breached, and the Initial Service Credit of fifteen hundred dollars ($1,500) per each missing approved change.
Evaluate Extended Delay: If the initial SLA is breached, review each subsequent weekly IMS submission to identify when the approved change was included. If the change is delayed for an additional weekly update cycle, the additional service credit of one thousand dollars ($1,000) is applied to each subsequent weekly submission that fails to include the change. Additional service credits accrue beginning with the second week when the approved change is not included in the weekly IMS update.

	SLA Calculations Definitions
	Business Day – All days between and including Monday through Friday, excluding state and federal holidays.
Calendar Week: A period of seven consecutive days, beginning on Sunday at 12:00 a.m. and ending on Saturday at 11:59 p.m. EST/EDT.
Document Edit History: A change log maintained within a document that tracks document version, submission date, author, and description of change.

	Exclusions
	The Department may elect to formally waive or delay the incorporation of a specific change, or waive a weekly IMS deliverable submission entirely in writing. The Contractor is responsible for requesting the exclusion by providing documentation of the Department-issued waiver.

	Process to Compile and Report SLA
	The Contractor uses the IMS change log, transmittals requesting approval, written Department approvals, and the submitted IMS weekly updates to determine compliance. For each approved change not included in the weekly IMS update, the Contractor must self-report the missed schedule change in the Weekly and Monthly Status Reports and calculate any applicable service credits for delays with adding approved changes.

	Converged E&E System and AMS Service Credit
	Delayed Update (Initial Service Credit): For each approved scope, schedule, or milestone change that is not incorporated into the next scheduled IMS update as required, the initial service credit of one thousand five hundred dollars ($1,500) is applied for each approved change not reflected in the IMS.
Extended Delay (Additional Service Credit): If any approved change is not included in the IMS update for more than one (1) additional week after the first missed update, an additional service credit of one thousand dollars ($1,000) per calendar week, or portion thereof, will apply until the IMS is updated. Service credit for extended IMS change delays is applied starting with week two (2) of the missing change.


[bookmark: _Toc230258208][bookmark: _Toc233199134]Daily Production Status Report Timeliness
	Purpose
	This SLA is about the Contractor’s requirement to prepare and submit a daily M&O report with qualitative information (quantitative information is provided in the Daily Operations Report). This report provides the Department and stakeholders with a daily snapshot of system health, maintenance activities, and incident management. The Department relies upon current data to identify trends, measure actual performance against expectations, and proactively identify and resolve potential problem areas early.

	Specification
	During the M&O period, the Contractor must produce a daily status report focused on qualitative information. The Contractor must collaborate with Department third-party vendors to ensure all required external information is included.

	Service Level
	The Daily Production Status Report must be submitted to the Department every business day by 9:00 AM ET.

	Notes
	The Contractor must develop a Daily Production Status Report to provide a snapshot of the system’s operational status. The Daily Production Status Report must include, at a minimum, the following:
System Status Overview
Maintenance Activities
Incident and Problem Management
Recent and Upcoming Changes
Security Updates
Compliance and Audit Information
Upcoming Scheduled Maintenance
Risks, Issues, and Mitigations
Action Items and Recommendations

	Reporting Frequency
	Weekly; compliance results are compiled for each report covering all business days during the week. 

	SLA Calculations
	Compliance is evaluated daily for each of the two reports.
Evaluate Timely Submission: For each business day, verify if the report was submitted by 9:00 AM ET. If a report is missed or late, the SLA is breached for that specific report, and the Initial Service Credit of one thousand dollars ($1,000) per report is applied.
Evaluate Extended Delay: For any missed report, calculate the number of business days between the Submission Due Date and the Actual Submission Date. If the report is more than one (1) business day late, the additional Service Credit of one thousand dollars ($1,000) applies for each additional business day of delay (starting with business day two [2]) until that specific report is provided.

	SLA Calculations Definitions
	Business Day: Any day between and including Monday through Friday, excluding New York State and federal holidays.

	Exclusions
	The Department may elect to formally waive the requirement for one or both daily reports on specific days (e.g., during a system freeze) in writing. The Contractor is responsible for providing documentation of the Department-issued exclusion for one or more business days.

	Process to Compile and Report SLA
	The Contractor evaluates compliance with daily submission of the report by reviewing the deliverables tracking log and the transmittal log to determine the exact date and time of submission for all daily reports during the calendar week. The Contractor must self-report the compliance status and any applicable service credits for late or missing reports in the Weekly and Monthly Status Reports. 

	Converged E&E System and AMS Service Credit
	Late/Missed Report (Initial Service Credit): Failure to submit the Daily Production Status Report will result in a service credit of one thousand dollars ($1,000) per daily report for late or missed submission by the agreed-upon time.
Extended Lateness (Additional Service Credit): If the Daily Production Status Report is more than one (1) business day late, an additional service credit of one thousand dollars ($1,000) per additional business day, or portion thereof, per daily report, will apply until the report is provided and daily submission resumes. The additional service credit is applied per business day for each delayed report, starting with business day two (2).


[bookmark: _Toc230258209][bookmark: _Toc233199135]Status Report Data Freshness (Design, Development, and Implementation and Maintenance and Operations)
	Purpose
	This SLA ensures that status report data provided by the Contractor is current, relevant, and presents an accurate overview of project status, risks, and performance. The Department requires status reports to include current information rather than historical data to facilitate effective project oversight and proactive decision making. 

	Specification
	The Contractor must ensure that all regularly submitted status reports (including daily, weekly, and monthly reports) are compiled using current data that accurately reflects project activities at the time of submission.

	Service Level
	For all status reports, all underlying data and point-in-time metrics must be no more than five (5) business days old at the time of report submission.

	Notes
	Status reports are expected to support business and operational decision making and must include compliance-oriented summaries, infrastructure operations data, and performance metrics such as availability, response times, throughput, capacity trends, and batch status. Reports will also provide visibility into the following:
SLA attainment
Incidents and problems, including backlog and resolution times
Change and Release activity
Requirements traceability, including development progress, iteration checkpoints, and Department input prior to testing
Notable security events 

	Reporting Frequency
	Monthly. The Contractor must monitor and report on the data freshness of all submitted status reports for the calendar month in the next Monthly Status Report.

	SLA Calculations
	Compliance is evaluated monthly for each submitted status report to determine if any report contains outdated content.
Per Report Evaluation: For each submitted status report during a calendar month, verify the origination date or “point-in-time” date of the key underlying content. If the content age exceeds five (5) business days, the SLA is breached for that report and the initial service credit of one thousand dollars ($1,000) per report with stale data is applied.
Monthly Evaluation: At the end of each calendar month, count the total number of reports with stale content identified during that month. If the total is three (3) or more, the additional Service Credit of five thousand dollars ($5,000) is applied for that month.

	SLA Calculations Definitions
	Business Day: Any day between and including Monday through Friday, excluding New York State and federal holidays.
Week: A period of seven consecutive calendar days starting with Sunday and ending on Saturday.

	Exclusions
	A service credit will not apply if the Contractor is involuntarily required to utilize data older than five (5) business days due to a documented, verified failure of an upstream data source or third-party system not controlled by the Contractor. The Contractor is responsible for providing formal notification of the upstream failure to the Department when requesting an exclusion. Written Department approval of an exclusion request must be provided upon request.

	Process to Compile and Report SLA
	The Contractor must maintain clear dating and versioning on all status reports and their underlying data sources. For each monthly reporting period, the Contractor must:
Internally audit submitted reports to verify compliance with data freshness requirements.
Identify any reports submitted with stale data.
At the end of the month, identify each individual status report with stale content and calculate all applicable service credits.
This SLA performance is reported in the Monthly Status Report with any accrued service credits.

	Converged E&E System and AMS Service Credit
	Outdated Content (Initial Service Credit): For each status report where the underlying data is older than five (5) business days at the time of submission, the Contractor will incur a service credit of one thousand dollars ($1,000) per affected report.
Multiple Reports with Outdated Content (Additional Service Credit): If three (3) or more reports in a single calendar month are found to contain stale data, an additional, single service credit of five thousand dollars ($5,000) will apply for that calendar month.


[bookmark: _Toc230258210][bookmark: _Toc233199136]Weekly Status Reports Timely Submission (Design, Development, and Implementation and Maintenance and Operations)
	Purpose
	This SLA is about the Contractor’s requirement to submit two (2) weekly status reports, one covering DDI and the other focused on M&O activities. The Weekly Status Reports provide comprehensive updates about deliverables, change requests, and IMS changes throughout the DDI and M&O periods. These reports provide transparency and accountability through comprehensive status updates for current activities, allowing the Department to provide oversight while monitoring progress against plan.

	Specification
	The Contractor must submit two (2) distinct weekly status reports: one focused on DDI efforts and one focused on M&O efforts. Each report must cover completed activities, planned activities, issues, risks and mitigation plans, and variances in schedule and budget for the respective domain.

	Service Level
	The Contractor must submit both the weekly DDI status report and the weekly M&O status report once per calendar week on a mutually agreed business day of the week. If the scheduled submission date falls on a non-business day, the reports must be submitted on the next business day.

	Notes
	The Contractor must submit the DDI and M&O weekly status reports and conduct individual weekly status meetings to review and discuss the progress and status of DDI and M&O activities, tasks, and deliverables.

	Reporting Frequency
	Weekly. SLA compliance is assessed weekly for each week in the month with the results for the month reported in the DDI and M&O Weekly Status Reports for each respective domain. 

	SLA Calculations
	Compliance is evaluated weekly for each of the two required reports.
Identify Due Date: Confirm the mutually agreed-upon weekday for status report submission.
Late/Missed Report: Verify if the report was submitted by the due date. If the report was submitted late or remains unsubmitted, the SLA is breached for that specific report, and the Initial Service Credit of twenty-five hundred dollars ($2,500) per report is applied.
Extended Delay: For any missed or late report, calculate the number of business days between the submission due date and the actual submission date. If the report is more than three (3) business days late, calculate the number of delinquent business days starting from the fourth (4th) business day. An additional one thousand dollars ($1,000) Service Credit is applied to each business day, per report, until the report is submitted. 

	SLA Calculations Definitions
	Business Day – Any day from Monday through Friday, excluding New York State and federal holidays

	Exclusions
	The Department may elect to waive in writing the submission of one or both reports for a specific week (e.g. holiday week). The Contractor is responsible for providing documentation supporting any claimed waiver.

	Process to Compile and Report SLA
	SLA compliance is evaluated monthly by reviewing submitted reports, the Contractor’s deliverable management tool, and the transmittal log to identify the submission dates for each report during the month.
The Contractor must calculate any applicable service credits for late or missing reports and report compliance status and accrued service credits in the subsequent Monthly Status Report.

	Converged E&E System and AMS Service Credit
	Late/Missed Report (Initial Service Credit):
Failure to provide the DDI weekly status report and the M&O status report once per each calendar week in the month will result in a service credit of two thousand five hundred dollars ($2,500) per each weekly report that is not submitted by the scheduled due date.
Extended Delinquency (Additional Service Credit):
For any such report that is more than three (3) business days late, an additional service credit of one thousand dollars ($1,000) per report, per business day, or portion thereof, will apply until the report is submitted and compliant reporting resumes.


[bookmark: _Toc230258211][bookmark: _Toc233199137]Planned versus Actual Design, Development, and Implementation Progress Report Timely Submission
	Purpose
	This SLA establishes the requirements for reporting actual project progress against the planned progress in the baselined IMS. By measuring progress across the IMS—including resource hours and budget—the Department can determine if the budget and projected completion dates align with actual performance. This visibility is critical for the Department to proactively anticipate budget needs, adjust resource allocations (Full-Time Equivalents [FTEs]/hours), and make necessary schedule adjustments.

	Specification
	The Contractor must provide a Weekly Planned vs. Actual DDI Progress Report as a part of the DDI Weekly Status Report to measure performance against the project budget, allocated resource hours, and milestones. This report must include, at a minimum, the following metrics for the reporting period:
Schedule Variance: Current Schedule Performance Index (SPI) derived from the IMS.
Resource Variance: Planned FTE hours vs. Actual FTE hours billed.
Budget Variance: Planned spend vs. Actual spend (if applicable to the pricing model).
Milestone Status: Status of any DDI milestones due within the next ninety (90) days.

	Service Level
	The Contractor must submit the complete Planned vs. Actual DDI Progress Report once per calendar week by the mutually agreed-upon day of the week.

	Notes
	The IMS measurement for progress against plan is the SPI. A value less than 1.0 indicates progress is slower than planned. A value above 1.0 indicates progress is accelerated beyond planned.

	Reporting Frequency
	Weekly - during active development periods. The Contractor must self-report SLA compliance, including any accrued service credits, in the Weekly and Monthly Status Reports.

	SLA Calculations
	Compliance is evaluated weekly for timely submission of the Planned vs. Actual DDI Progress Report.
Evaluate for Late Submission: Determine if the report was submitted by the agreed-upon date. If unsubmitted or late, the SLA is breached, and the Initial Service Credit of one thousand dollars ($1,000) is applied.
Evaluate for Extended Delay: For any missed or delinquent report, calculate the number of business days between the Submission Due Date and the actual Submission Date. If the report submission delay exceeds five (5) business days, calculate the number of delinquent days starting from the sixth (6th) business day. Multiply this number x five hundred dollars ($500) for each business day to determine the additional service credit.

	SLA Calculations Definitions
	Business Day: Any day from Monday through Friday, excluding state and federal holidays.
FTE: Typically measured in work hours, where total hours worked or projected are divided by eight (8) to determine the FTEs needed to complete the designated hours of work.
IMS: Integrated Master Schedule.

	Exclusions
	The Department may elect to formally waive, in writing, the submission of the Planned vs. Actual DDI Progress Report for a specific week at its discretion (e.g., during a project pause or holiday period). The Contractor is responsible for providing documentation of any claimed exclusion.

	Process to Compile and Report SLA
	The Contractor is responsible for compiling the Planned vs. Actual DDI Progress Report using Jira release iteration calendars, the project IMS, and resource timesheets. The Contractor must review the weekly report scheduled submission date against the actual submission date. Compliance status, and any accrued service credits, are self-reported in the subsequent Weekly and Monthly Status Reports.

	Converged E&E System and AMS Service Credit
	Late/Missed Report (Initial Service Credit): Failure to provide the Planned vs. Actual DDI Progress Report weekly on the scheduled submission date during active development will result in a service credit of one thousand dollars ($1,000) for the first calendar week when the required report is not produced or is submitted late.
Extended Delinquency (Additional Service Credit): If the report is more than five (5) business days late, an additional service credit of five hundred dollars ($500) per business day, or portion thereof, will apply for each affected week until the report is provided. Service credits of twenty-five hundred dollars ($2,500) per week (assuming the report remains late or unsubmitted for all five [5] business days) will begin to accrue in Week Two (2) of report delay.


[bookmark: _Toc230258212][bookmark: _Toc233199138]Monthly Status Reports’ Timely Submission (Design, Development, and Implementation and Maintenance and Operations)
	Purpose
	The Monthly Status Report provides executives with a consolidated view of project health, ensuring transparency and accountability. These reports summarize DDI (Design, Development, and Implementation) milestones, M&O indicators, achievements, schedule updates, risks/issues, and critical decisions. The Department utilizes these summaries to inform State officials and CMS.

	Specification
	The Contractor must produce two (2) monthly status reports, one focused on DDI and the other focused on M&O. These reports must be specifically tailored for an executive audience, summarizing details in the daily and weekly status reports from that same calendar month.

	Service Level
	The Contractor must submit both a Monthly DDI Status Report and a Monthly M&O Status Report once per calendar month on the mutually agreed-upon submission date (e.g., the 2nd Friday of the month).

	Notes
	The initial submission for both reports is due within thirty (30) days of the Contract Start Date.

	Reporting Frequency
	Monthly. Compliance is evaluated monthly to determine if each of the reports were submitted on the scheduled date. The Contractor self-reports SLA compliance and any accrued service credits in the next scheduled Monthly Status Reports (DDI and M&O).

	SLA Calculations
	Compliance is evaluated monthly for each of the two required reports.
Identify Due Date: Confirm the mutually agreed-upon submission date for the calendar month.
Evaluate for Late or Missed Submission: For each report (DDI and M&O), verify if the report was submitted by the due date. If a report is missed or late, the SLA is breached for that specific report, and the Initial Service Credit of ten thousand dollars ($10,000) is applied to each applicable report.
Evaluate for Extended Lateness: For any missed report, calculate the number of business days it remains un-submitted or late. If the report is more than ten (10) business days late or remains un-submitted, the additional Service Credit of five thousand dollars ($5,000) per report is applied to each applicable report. 

	SLA Calculations Definitions
	Business Day – Any day from Monday through Friday, excluding New York State and federal holidays
Calendar Month – A named month on the calendar (e.g., January, February)

	Exclusions
	The Department may elect to waive the submission of one or both Monthly Status Reports for a specific month in writing, at its discretion. The Contractor is responsible for providing documentation of the approved waiver for each claimed exclusion.

	Process to Compile and Report SLA
	SLA compliance is evaluated by review of the Contractor’s deliverable management tool, transmittal logs, and the submitted reports to identify the submission date for each Monthly Report. If either report is delinquent, the accrued service credit is also reported. The Contractor must maintain a content crosswalk between the daily, weekly, and monthly status reports to track the source of monthly report content.
SLA compliance and accrued service credits are reporting in the subsequent domain-specific Monthly Report (DDI, M&O).

	Converged E&E System and AMS Service Credit
	Late/Missed Report (Initial Service Credit): Failure to provide the DDI and M&O monthly status reports once per calendar month for each report will result in a service credit of ten thousand dollars ($10,000) per monthly status report that is not submitted by the agreed-upon due date.
Severely Late Report (Additional Service Credit): If any monthly status report is more than ten (10) business days late, an additional service credit of five thousand dollars ($5,000) will apply to each late report.


[bookmark: _Toc233199139][bookmark: _Toc230258198][bookmark: _Toc230258202][bookmark: _Toc230258214]Regression Testing Effectiveness and Production Defect
	Purpose
	This SLA is to ensure that system changes do not negatively impact previously working functionality. Before any change is released to the Production Environment, the Contractor must prove through comprehensive regression testing that new deployments do not introduce preventable defects or disrupt the Converged E&E System production environment.

	Specification
	The Contractor must execute regression testing of a depth and breadth sufficient to validate that any code, configuration, or content changes included in a Production release do not negatively impact existing Converged E&E System functionality. The Contractor must not promote a release to the Production Environment if the regression testing results include unresolved failed test cases, blocked Critical test scenarios, or open defects that could reasonably impact Production operations, unless the Department has provided explicit written approval to proceed. Regression testing must cover the in-scope functional areas of the release as well as all integrations, interfaces, and shared components that the release could foreseeably affect.

	Service Level
	Zero (0) preventable Production defects per release. A Production defect is preventable for purposes of this SLA when the Department determines that, based on the regression testing scope, results, and root cause analysis, the defect could reasonably have been identified and remediated through proper regression testing prior to deployment. No release may be promoted to Production with unresolved failed test cases, blocked Critical test scenarios, or open defects capable of impacting Production operations, except with the Department’s written approval.

	Notes
	The determination of whether a Production defect was preventable rests solely with the Department, based on review of the Regression Testing Report, defect logs, deployment records, and root cause analysis for the release in question. The Contractor must give the Department direct, read-only access to the test management tool, defect tracking tool, and deployment records used to support this SLA at all times. The Contractor must attend a defect review session, on Department request, for any Production defect the Department flags as potentially preventable, to walk through the regression testing performed and the root cause analysis. Where the Department issues a written approval to deploy a release with known regression issues, the approval must clearly identify the specific issues being accepted; only those issues are within the scope of the written approval.

	Reporting Frequency
	Compliance is measured per Production Release on a continuous basis throughout the M&O period. Test Results Report must be submitted to the Department prior to each Production Deployment decision which includes all logged Production defects attributable to those releases, and the Department’s preventability determinations. The SLA is effective for all releases deployed to Production during M&O.

	SLA Calculations
	For each Production release, the Contractor records the regression testing performed, the resulting pass/fail/blocked counts, and any open defects at the time of the release decision. For each Production defect logged following a release, the Department determines whether the defect was preventable through proper regression testing. The service credit due for a given release is calculated using the count of preventable Production defects attributable to that release, applying the per-defect amounts in the Converged E&E System and AMS Service Credit. 
A release-level compliance indicator is also calculated as: Compliant Release = a release with zero (0) preventable Production defects attributable to it. The monthly Compliant Release Rate is calculated as (Compliant Releases / Total Releases Deployed in the Month) x one hundred (100).

	SLA Calculations Definitions
	Regression Testing: The systematic re-execution of test cases against the Converged E&E System to verify that recent changes have not adversely affected previously working functionality, integrations, or interfaces.
Preventable Production Defect: A defect identified in Production after release that the Department determines, based on documentary evidence, could reasonably have been detected and resolved through proper regression testing prior to deployment.
Unresolved Failed Test Case: A test case with a failed result that has not been re-executed and passed prior to the release decision, and that has not been formally waived in writing by the Department.
Blocked Critical Test Scenario: A test scenario classified as Critical in the approved Test Management Plan that could not be executed or completed due to environment, data, code, or dependency issues at the time of the release decision.
Release: Any deployment of code, configuration, or content to Production authorized through the Department-approved Release Schedule.
Non-Repudiable Record: A log entry or system-generated artifact that is tamper-evident, time-stamped from a source independent of the Contractor’s control, maintained under an unbroken chain of custody, and independently accessible to the Department. All records required under this SLA must qualify as Non-Repudiable.

	Exclusions
	The Contractor is not responsible under this SLA for Production defects the Department determines were caused by: (a) a release the Department expressly approved in writing to proceed despite known regression issues, limited to the specific issues identified in the written approval; (b) defects originating in third-party systems, interfaces, or data sources outside the Contractor’s managed scope, as demonstrated by Non-Repudiable Records; or (c) defects that could not reasonably have been detected through industry-standard regression testing practices, as documented in the root cause analysis and accepted by the Department. The Contractor is responsible for proving, via Non-Repudiable Records, that a claimed exclusion applies.

	Process to Compile and Report SLA
	Pre-Deployment: Before the Production deployment decision, the Contractor must submit a Regression Testing Report containing the test cases executed, pass/fail/blocked counts, open defects with severity, release scope, regression coverage, and an explicit readiness statement.
Post-Incident: When a Production defect is logged after a release, the Contractor must produce a root cause analysis identifying whether regression testing covered the functionality, why the defect was missed, and the corrective action. This must be submitted within five (5) business days after the defect is logged.
Aggregation: The Contractor must submit a Test Results Report for each release detailing every Production defect logged against it, the Department’s preventability determination, the corrective action plan for preventable defects, and the calculated Compliant Release Rate for the month. The report must allow the Department to independently validate the underlying data.

	Converged E&E System and AMS Service Credit
	Preventable Production Defect (Initial Service Credit): A service credit of five thousand dollars ($5,000) applies for each Production defect that the Department determines was preventable through proper regression testing. 
Multiple Production Defects (Additional Service Credit): Where a single release produces more than one preventable Production defect, an additional service credit of two thousand five hundred dollars ($2,500) applies for each preventable Production defect beyond the first defect attributable to that release.


[bookmark: _Toc230258220][bookmark: _Toc233199140]User Acceptance Testing Deployment Approval
	Purpose
	The purpose of this SLA is to establish Departmental oversight and formal authorization for all User Acceptance Testing (UAT) environment deployments. It ensures that no updates are promoted without explicit written approval and that the Department receives all necessary testing data to make informed decisions.

	Specification
	The Contractor must announce the conclusion of end-to-end (E2E) testing to the Department and request approval to promote the update or updates. The Department must provide written approval before any changes are deployed to the UAT environment. With the request, the Contractor must provide a Test Results Report that contains, at a minimum: the number of test cases executed, passed, failed, and blocked; the number of open defects with assigned severity levels; and summaries of the defects for which deployment approval is being requested.

	Service Level
	Zero (0) deployments to the UAT environment may occur without prior written Department approval, and no deployment may exceed the scope of what was approved.

	Notes
	Department approval must be in writing and timestamped. The Test Results Report must be delivered in a format the Department can independently validate.

	Reporting Frequency
	Weekly. Approvals are reviewed every business day, or as defined by the Department, during M&O.

	SLA Calculations
	Compliance is measured per UAT deployment. For each deployment, the Contractor records the Department’s written approval timestamp, the deployment timestamp, and the approved scope. Any deployment that occurs prior to written Department approval, or that exceeds the approved scope, is non-compliant. Service credits accrue every business day, or as defined by the Department, until Department approval is received or the release is backed out of the UAT environment.

	SLA Calculations Definitions
	Test Results Report: A report containing test case execution metrics, open defect counts with severity assignments, and summaries of defects for which deployment approval is being requested.
Department Approval: Written, time-stamped authorization from the Department to deploy specified changes to the UAT environment.
Out-of-Scope Change: A change deployed to the UAT environment that is not covered by the Department’s written approval for that deployment.

	Exclusions
	The Contractor is not responsible for delays caused by the Department’s failure to respond to a complete approval request within the timeframes defined in the M&O Manual. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each UAT deployment, the Contractor must maintain a comprehensive audit trail consisting of the E2E testing completion announcement, the approval request package, the Department’s written approval, and the deployment timestamp. The Contractor must also maintain a record of the post-deployment scope reconciliation. These internal records must be sufficient to identify any unapproved or out-of-scope deployments and calculate associated service credits. The Contractor must grant the Department access to these records or provide copies of the raw data upon request for compliance verification.

	Converged E&E System and AMS Service Credit
	If the Contractor deploys changes to the UAT environment prior to receiving written approval from the Department, or performs changes outside the scope of what was approved, a service credit of five thousand dollars ($5,000) per unapproved deployment applies for every business day, or as defined by the Department, until Department approval is received or the release is backed out of the UAT environment.


[bookmark: _Toc230258221][bookmark: _Toc233199141]User Acceptance Testing Initiation and Solution Development Life Cycle Phase Compliance
	Purpose
	This SLA ensures a disciplined and authorized transition into the UAT phase. To ensure SDLC integrity, development phases must be completed sequentially. UAT can only commence after the verified completion of the Development phase and formal Departmental approval of the transition. Premature initiation of UAT compromises the validity of subsequent test results. .

	Specification
	The Contractor must initiate UAT only after successfully meeting the exit criteria from the development phase. UAT initiation requires a ready UAT environment, completed test scripts, and seeded test data, all per the Department-approved Test Management Plan. The Contractor must notify the Department in writing upon meeting entry criteria and must obtain Department approval before starting UAT.

	Service Level
	UAT must be initiated within three (3) business days of meeting development phase exit criteria, or as specified in the Test Management Plan, and only with documented Department approval of the development phase exit.

	Notes
	Entry and exit criteria are defined in the Department-approved Test Management Plan. The Contractor must maintain a phase transition record for each wave or release showing exit criteria evidence, the entry-criteria notification to the Department, and the Department’s approval to initiate UAT.

	Reporting Frequency
	Compliance is evaluated per release under DDI scope. The Contractor consolidates the outcomes of all testing types executed during the testing phase into the Test Results Report and provides it to the Department with each Release, in accordance with Section 5.2.7 – System Testing of the RFP.

	SLA Calculations
	Compliance is measured per release. For each wave or release, the Contractor records the date development phase exit criteria were met, the date the Department’s approval to initiate UAT was received, and the date UAT was actually initiated. An initial service credit accrues per business day, or portion thereof, that UAT initiation exceeds three (3) business days from exit criteria being met (or the timeframe specified in the Test Management Plan). An additional per-occurrence service credit applies if UAT starts without documented approval of the Iterative Design and Development phase exit.

	SLA Calculations Definitions
	Development Phase Exit Criteria: The completion conditions for the development phase as defined in the Department-approved Test Management Plan.
UAT Entry Criteria: The conditions that must be in place to begin UAT, including a ready environment, completed test scripts, and seeded test data, as defined in the Department-approved Test Management Plan.
Phase Transition Approval: Written, time-stamped Department approval that the development phase has properly exited and UAT may be initiated.

	Exclusions
	The Contractor is not responsible for delays in UAT initiation caused by the Department’s failure to respond to a complete entry-criteria notification within the timeframes defined in the Test Management Plan. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each wave or release, the Contractor must capture and retain, at a minimum, the following: phase transition approval records; the entry-criteria notification email or equivalent record; the relevant excerpts of the Test Management Plan defining entry and exit criteria; the date exit criteria were met; the Department’s approval timestamp; and the actual UAT initiation timestamp. The monthly UAT Phase Compliance Report aggregates these records across all waves and releases in the period, identifies any non-compliant transitions, and totals service credits accrued.

	Converged E&E System and AMS Service Credit
	Delayed Start (Initial Service Credit): Failure to initiate UAT within three (3) business days of meeting the exit criteria from development, or as specified in the PMP, results in a service credit of five thousand dollars ($5,000) per business day delayed.
Unauthorized Start (Additional Service Credit): If UAT starts without documented approval of the development phase exit, an additional service credit of ten thousand dollars ($10,000) per occurrence applies.


[bookmark: _Toc230258222][bookmark: _Toc233199142]User Acceptance Testing Test Script Development and Review Timeliness
	Purpose
	This SLA protects the test script review window and ensures scripts are ready for execution. The Department needs adequate time to review test scripts before UAT begins. If the Contractor delivers scripts late, produces low-quality scripts, or ignores review comments, it compresses the review window and forces the Department to choose between starting UAT on time or starting it with confidence. 

	Specification
	The Contractor must develop and submit all UAT test scripts, including scenario development, at least five (5) business days prior to the scheduled UAT start date per the approved Release Schedule.
Scripts must incorporate all Department comments from prior reviews within three (3) business days of receipt. All scripts must meet Department-approved quality standards, including coverage of requirements, clarity, and reproducibility, and must be ready for execution at UAT initiation.

	Service Level
	Complete test scripts must be submitted at least five (5) business days before each UAT start date, and all Department comments from prior reviews must be incorporated within three (3) business days of receipt.

	Notes
	Scripts are managed in the Department’s preferred tool (Jira). Department comments are delivered via the same tool and timestamped. Quality standards (coverage, clarity, reproducibility) are defined and approved by the Department in advance.

	Reporting Frequency
	Monthly. Compliance is evaluated for each UAT cycle. The Contractor must provide compliance data to the Department in the Test Results Report for each cycle, which is then summarized in the Monthly DDI Status Report.

	SLA Calculations
	Compliance is measured per UAT cycle and per script. For each UAT cycle, the Contractor records the script submission timestamp against the scheduled UAT start date. Each business day, or portion thereof, that submission is late accrues a per-cycle credit. For each script with Department comments, the Contractor records the comment receipt timestamp and the incorporation timestamp. A per-script credit applies for any script where comments are not incorporated within three (3) business days, plus an additional per-business-day credit until resolved.

	SLA Calculations Definitions
	Complete Test Scripts: All UAT test scripts for the cycle, including scenario development, that meet Department-approved quality standards for coverage, clarity, and reproducibility, and are ready for execution at UAT initiation.
Department Comments: Review feedback issued by the Department on previously submitted scripts, delivered through the Department-approved tool with a time stamp.
Incorporation: The act of updating a script to address all Department comments, documented in the Department-approved tool with a time stamp.

	Exclusions
	The Contractor is not responsible for delays caused by Department-directed scope changes that materially expand the script set after submission has begun. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each UAT cycle, the Contractor must capture and retain: The test script repository or log entries with timestamps for submission, reviews, and updates. Department approval emails. Defect or comment logs showing incorporation. The Contractor must aggregate these records in the Test Results Report. This report must identify late submissions and unincorporated comments, and total all accrued service credits. All artifacts must be available to the Department on request.

	Converged E&E System and AMS Service Credit
	Late Submission (Initial Service Credit): Failure to submit complete test scripts at least five (5) business days before the scheduled UAT start date results in a service credit of two thousand five hundred dollars ($2,500) per business day delayed, per UAT cycle.
Delayed Comment Revisions (Initial Service Credit): Failure to incorporate Department comments within three (3) business days of receipt results in a service credit of one thousand dollars ($1,000) per script affected.
Extended Delayed Response (Additional Service Credit): If the Department comments are not addressed and incorporated into the test scripts after three (3) business days, an additional service credit of five hundred dollars ($500) per business day, or portion thereof, is applied until the comments are incorporated. The additional service credit begins on business day four (4).


[bookmark: _Toc230258223][bookmark: _Toc233199143]User Acceptance Testing Data Seeding Timeliness and Quality
	Purpose
	This SLA holds the Contractor accountable for providing high-quality test data on a strict timeline. UAT must start on time with realistic, working data. Late data seeding, error-ridden data, or last-minute scrambles to partner agencies force the testing schedule to slip or run on data that does not match reality. 

	Specification
	The Contractor must complete data seeding for UAT environments at least three (3) business days prior to UAT start. Seeding must be performed by experienced personnel with a minimum of two (2) years in similar systems and must produce data that is accurate, complete, and relevant to the planned test scenarios. Data must be validated against requirements, free of errors, and must not require last-minute outreach to partner agencies. The Contractor must provide a seeding report confirming quality checks.

	Service Level
	Data seeding must be completed at least three (3) business days before each UAT start, validated against requirements, free of errors, and supported by a seeding report.

	Notes
	Personnel qualifications must be documented in advance. Quality validation must be performed against the requirements baseline that governs the UAT cycle. The seeding report must list the quality checks performed and their outcomes.

	Reporting Frequency
	Monthly. Compliance is evaluated for each UAT cycle. The Contractor must deliver the seeding report to the Department for each UAT cycle. The Contractor must summarize overall compliance in the Monthly DDI Status Report.

	SLA Calculations
	Compliance is measured for each UAT cycle based on three (3) criteria:
Timeliness Check: The Contractor must record the seeding completion timestamp against the UAT start date. A per-cycle credit accrues for each business day, or portion thereof, of late completion.
Quality Check: The Contractor must classify each quality issue identified during UAT. A major issue is one that affects more than ten percent (10%) of tests for the cycle. Any other issue is a minor issue.
Partner Outreach Check: Each occurrence of last-minute partner outreach is counted separately as a failure.
NOTE: It is possible for one data seeding instance to incur all three (3) service credits.

	SLA Calculations Definitions
	Data Seeding: The loading and configuration of test data into UAT environments to support the planned test scenarios for a given UAT cycle.
Major Issue: A data quality issue identified in UAT that affects more than ten percent (10%) of tests for the affected UAT cycle.
Minor Issue: A data quality issue identified in UAT that is not a Major Issue.
Last-Minute Partner Outreach: Outreach to a partner agency to obtain or correct UAT data within the three (3) business days before UAT start, or after UAT start, due to gaps or errors in seeded data.

	Exclusions
	The Contractor is not responsible for issues caused by: (a) Department-directed scope or scenario changes after seeding completion; or (b) data unavailable from a partner agency for reasons outside the Contractor’s control, where the Contractor has documented timely requests. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each UAT cycle, the Contractor must capture and retain, at a minimum, the following: 
Data seeding logs and reports with timestamps. 
Personnel assignment records demonstrating the two (2) year experience minimum. 
Validation checklists and error-rate measurements. 
UAT defect logs linking specific defects to data issues. 
Confirmation that no last-minute outreach was required (or records of each occurrence if outreach did happen).
The Contractor must aggregate these records into the Monthly DDI Status Report. This report must classify any quality issues as major or minor, identify all outreach occurrences, and total all accrued service credits.

	Converged E&E System and AMS Service Credit
	Late Action (Initial Service Credit): Failure to complete data seeding on time results in a service credit of three thousand dollars ($3,000) per business day delayed, per UAT cycle.
Data Quality (Initial Service Credit): Poor data quality identified in UAT results in a service credit of one thousand dollars ($1,000) per major issue, defined as an issue affecting more than ten percent (10%) of tests, and five hundred dollars ($500) per minor issue.
Late Outreach (Initial Service Credit): Each occurrence of last-minute outreach to partner agencies to address data gaps results in a service credit of two thousand dollars ($2,000).


[bookmark: _Toc230258224][bookmark: _Toc233199144]User Acceptance Testing Scope and Change Control
	Purpose
	This SLA enforces strict scope discipline before and during UAT to prevent mid-test rule changes. UAT requires a stable, agreed-upon scope to be effective. Making coding changes or adding scope during UAT invalidates completed testing and wastes the Department’s review capacity. 

	Specification
	The Contractor must resolve all assigned problem tickets and complete development for in-scope items at least five (5) business days before UAT start. No coding changes or scope additions are permitted during UAT without written Department approval. Any mid-UAT change approved by the Department must be documented in a change request that includes impact analysis.

	Service Level
	All assigned problem tickets must be resolved at least five (5) business days before UAT start, and zero (0) unapproved coding changes or scope additions may occur during UAT.

	Notes
	Problem tickets are tracked in the Department’s preferred ticketing system (Jira). Change requests must include the changed item, the requirement or defect being addressed, the impact analysis, the affected test scope, and the Department approver.

	Reporting Frequency
	Monthly. Compliance is evaluated per UAT cycle. A UAT Scope and Change Control Report is provided to the Department per cycle and summarized in a monthly rollup.

	SLA Calculations
	Compliance is measured per UAT cycle. For ticket compliance, the Contractor records, for each assigned problem ticket, the assignment timestamp and resolution timestamp against the UAT start date. Each ticket not resolved by the deadline accrues a service credit per ticket per business day delayed. 
For change control, the Contractor records every coding change or scope addition during UAT and confirms whether each was preceded by written Department approval. Each unapproved change is counted as one (1) occurrence, with an additional service credit where that change causes test failures or delays.

	SLA Calculations Definitions
	Problem Ticket: An item tracked in the Department’s preferred ticketing system that represents a defect, request, or change assigned to the Contractor for resolution.
Mid-UAT Change: Any coding change or scope addition introduced after UAT has begun.
Change Request: A documented request for a mid-UAT change that includes the change description, impact analysis, affected test scope, and the Department’s written approval.

	Exclusions
	The Contractor is not responsible for Department-directed mid-UAT changes. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each UAT cycle, the Contractor must capture and retain, at a minimum: Problem ticket logs from the ticketing system (with assignment and resolution timestamps); Change request logs; Department approval records for any mid-UAT changes.
The Contractor must aggregate these records in the Test Results Report. This report must identify tickets unresolved at the deadline, detail any unapproved mid-UAT changes, link unapproved changes to any resulting test failures or delays, and total all accrued service credits.

	Converged E&E System and AMS Service Credit
	Late Ticket Resolution (Initial Service Credit): Failure to resolve assigned problem tickets at least five (5) business days before UAT start results in a service credit of one thousand five hundred dollars ($1,500) per ticket per business day delayed. 
Unapproved Changes (Initial Service Credit): Unapproved coding changes or scope additions during UAT result in a service credit of five thousand dollars ($5,000) per occurrence
Unapproved Change Testing Impact (Additional Service Credit): An additional service credit of two thousand dollars ($2,000) per occurrence is applied where the unapproved change causes test failures or delays.


[bookmark: _Toc230258225][bookmark: _Toc233199145]User Acceptance Testing and Maintenance and Operations Testing Failure Rate and Resolution
	Purpose
	The purpose of this SLA is to ensure that builds delivered for UAT and M&O testing demonstrate sufficient maturity and readiness. Establishing a minimum initial pass rate ensures high-quality deliverables, while strict resolution timelines enforce disciplined defect management.

	Specification
	During UAT and M&O testing phases, the Contractor must achieve a minimum ninety-five percent (95%) pass rate on initial test execution per release. Failures must be resolved within five (5) business days, with no deferrals to future releases without written Department approval. A pass rate below ninety-five percent (95%), meaning a failure rate above five percent (5%), must trigger a root cause analysis report delivered to the Department.

	Service Level
	At least ninety-five percent (95%) pass rate on initial test execution per release, with all failures resolved within five (5) business days unless deferred with written Department approval.

	Notes
	Tests are tracked in a Department-approved tool with pass, fail, and resolution status. Root cause analysis reports must follow a Department-approved template and must identify the underlying cause and corrective action for the failure pattern.

	Reporting Frequency
	Per release plus monthly rollup summary. Compliance is evaluated per release or UAT cycle. A Test Failure Rate and Resolution Report is provided to the Department per release and summarized in a monthly rollup.

	SLA Calculations
	Compliance is measured per release. For each release, the Contractor calculates the initial pass rate as the number of test cases passing on first execution divided by the total number of test cases executed, expressed as a percentage. Each release with a pass rate below ninety-five percent (95%) accrues an initial service credit of ten thousand dollars ($10,000), plus an additional service credit of two thousand dollars ($2,000) for each whole percentage point the pass rate falls below ninety-five percent (95%). For each failure not resolved within five (5) business days, or deferred to a future release without written Department approval, an additional service credit of three thousand dollars ($3,000) applies per deferred issue.

	SLA Calculations Definitions
	Initial Pass Rate: The percentage of test cases that pass on first execution within a given release, calculated as (test cases passing on first execution) divided by (total test cases executed) for that release.
Failure Resolution: Closure of a failed test case, with the underlying defect corrected and the test case re-executed successfully, within five (5) business days of the initial failure.
Deferral: Postponement of failure resolution to a future release. Deferrals require prior written Department approval.
Corrective Action Plan: A Department-approved plan, triggered when the failure rate exceeds five percent (5%) for a release, that identifies the underlying root cause and corrective action for the failure pattern.

	Exclusions
	The Contractor is not responsible for failures caused by Department-directed environment or data changes during the test execution window. The Contractor bears the burden of demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each release, the Contractor must capture and retain, at a minimum, the following documentation: test results reports with pass and fail metrics for initial execution; defect resolution logs with timestamps; root cause analysis reports for any release with a failure rate above five percent (5%); and deferral approval emails or equivalent records. The Test Results Report aggregates these records, calculates the initial pass rate, identifies unresolved and deferred failures, and totals service credits accrued.

	Converged E&E System and AMS Service Credit
	First Test Pass Rate (Initial Service Credit): Failure to meet a ninety-five percent (95%) pass rate on initial test execution for a release results in a service credit of ten thousand dollars ($10,000) per release, plus an additional two thousand dollars ($2,000) per percentage point that the pass rate falls below ninety-five percent (95%).
Extended Issues (Additional Service Credit): Failures that are not resolved within five (5) business days, or deferrals to future releases without written Department approval, results in an additional service credit of three thousand dollars ($3,000) per issue deferred.
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	Purpose
	The purpose of this SLA is to ensure regression testing is fast, repeatable, and reliable. High automation coverage allows the Contractor to execute the regression suite on every release without the bottlenecks associated with manual testing, ensuring testing keeps pace with the required release cadence.

	Specification
	The Contractor must maintain Automated Test Coverage at or above ninety percent (90%) across the regression test suite for the Converged E&E System and AMS at all times. Automated Test Coverage is the ratio of automated test cases to the total number of test cases (automated plus manual) within the regression test suite, expressed as a percentage. The Department and the Contractor must mutually agree on the test case inventory and on the classification methodology used to calculate Automated Test Coverage. If agreement cannot be reached, the Department has sole authority to determine the inventory, classification, and calculation methodology. 
Any reduction in Automated Test Coverage below the ninety percent (90%) threshold must be remediated within thirty (30) calendar days, or within a mutually agreed-upon remediation timeframe, whichever is greater.

	Service Level
	Automated Test Coverage of at least ninety percent (90%) across the overall regression test suite for the Converged E&E System and AMS, measured for each monthly reporting period. Any drop below the ninety percent (90%) threshold must be remediated within the agreed remediation timeframe.

	Notes
	If the Contractor and the Department cannot agree on the test case inventory, classification methodology, or coverage calculation, the Department’s determination is final.
The Contractor must give the Department direct, read-only access to the test case inventory, the automation pipeline execution logs, and the current Automated Test Coverage calculation at all times.
When coverage drops below ninety percent (90%), the Contractor must submit a Corrective Action Plan to the Department within five (5) business days. This plan must describe the root cause, the scope of impact, the corrective actions, and the target restoration date.
Status against the Corrective Action Plan must be reported in every subsequent Monthly DDI Status Report until coverage is restored.

	Reporting Frequency
	Compliance is measured each monthly reporting period from the Transition-In Cutover through the Transition-Out Cutover. The Contractor must report Automated Test Coverage in the Monthly DDI Status Report, which is due within five (5) business days after the end of each calendar month.

	SLA Calculations
	Automated Test Coverage % = (Number of Automated Test Cases in the Regression Test Suite / Total Number of Test Cases in the Regression Test Suite [automated plus manual]) x one hundred (100). Compliance is determined for each monthly reporting period using the Department-approved test case inventory and classification methodology. The figure used for compliance is the end-of-month measurement, reconciled against the automation pipeline execution logs to confirm that test cases classified as automated actually executed in the pipeline during the reporting period.

	SLA Calculations Definitions
	Regression Test Suite: the full collection of test cases the Contractor maintains to verify that existing Converged E&E System and AMS functionality continues to operate correctly after changes. 
Automated Test Case: a test case that executes E2E without manual intervention within the automation pipeline and reports its pass/fail result directly to the test management tool. 
Manual Test Case: a test case that requires manual execution by a tester. 
Test Case Inventory: the Department-approved listing of every test case comprising the regression test suite, classified as automated or manual. 
Automation Pipeline Execution Log: the Non-Repudiable record from the automation tooling showing each automated test case execution, its timestamp, and its pass/fail status. 
Non-Repudiable Record: a log entry or system-generated artifact that is tamper-evident, timestamped from a source independent of the Contractor’s control, maintained under an unbroken chain of custody, and independently accessible to the Department.

	Exclusions
	No exclusions are established for this SLA. Any proposed exclusion must be requested in writing by the Contractor and approved by the Department in advance of the monthly reporting period to which it would apply.

	Process to Compile and Report SLA
	Each calendar month, the Contractor must: 
Extract the current test case inventory from the test management tool. 
Classify each test case as automated or manual using the Department-approved methodology. 
Calculate the Automated Test Coverage Percentage using the formula above. 
Reconcile this calculation against the automation pipeline execution logs to confirm that test cases classified as automated actually executed during the reporting period. 
Submit the Automated Test Coverage within the Monthly DDI Status Report, providing the supporting Test Case Inventory and Automation Pipeline Execution Logs, within five (5) business days after the end of the month. Where coverage is below ninety percent (90%), the report must include the current Remediation Plan and its status.

	Converged E&E System and AMS Service Credit
	Automated Test Coverage Rate Below Ninety Percent (90%) (Initial Service Credit): A service credit of five thousand dollars ($5,000) applies for each monthly reporting period in which Automated Test Coverage falls below ninety percent (90%) but remains at or above eighty percent (80%)
Automated Test Coverage Rate Below Eighty Percent (80%) (Initial Service Credit): The service credit increases to ten thousand dollars ($10,000) for each monthly reporting period in which Automated Test Coverage falls below eighty percent (80%). 
Extended Low Automated Test Coverage Rate (Additional Service Credit): An additional five thousand dollars ($5,000) applies for every thirty (30) calendar days, or portion thereof, beyond the initial thirty (30) day remediation timeframe (or the mutually agreed-upon remediation timeframe) during which Automated Test Coverage remains below ninety percent (90%). 
The total service credit under this SLA is capped at fifty thousand dollars ($50,000) per month.
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	Purpose
	This SLA ensures that Production Environment deployments strictly adhere to the specifications and timelines defined in the Department-approved Release Plan. Reliable deployment execution is critical to maintaining operational stability and ensuring the success of all subsequent system activities. This SLA enforces technical and procedural discipline during the release process.

	Specification
	The Production Environment is updated by the implementation of a Department-approved Release Plan and associated Release Schedule. The Release Plan strategically outlines how a product or feature is introduced to end-users and ensures all aspects of the specific Release are planned, well-coordinated, and effectively executed and describes the list of infrastructure, application, and software components to be deployed and their associated features. Non-compliance occurs if the Converged E&E System or AMS components and artifacts listed on the Release Plan or instructions are not deployed per the deployment timeframe and schedule, or are deployed incorrectly. Compliance is determined by operational use of the Converged E&E System and AMS Release in the Production Environment and by review of release documentation for currency and accuracy.

	Service Level
	One hundred percent (100%) of Production Environment deployments must be executed correctly and per the deployment timeframe and schedule, where the Go decision was made and a Release Schedule was set.

	Notes
	Release Plans, Release Schedules, and Go decisions are governed by the Department-approved release management process. The Contractor must maintain the Release Plan, deployment instructions, and post-deployment validation records in a Department-accessible repository.

	Reporting Frequency
	Compliance is evaluated per deployment occurrence. The monthly DDI Status Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per deployment occurrence. For each Production Environment deployment, the Contractor records the Release Plan, the Release Schedule, the Go decision, the actual deployment timestamp, and the post-deployment validation outcome. Each deployment that is not executed per the deployment timeframe and schedule, or that is deployed incorrectly, counts as one (1) occurrence per affected Production environment.

	SLA Calculations Definitions
	Release Plan: A Department-approved deliverable that strategically outlines how a product or feature is introduced to end-users and ensures all aspects of the specific Release are planned, well-coordinated, and effectively executed. The Release Plan must include, at a minimum, deployment items, the release schedule, change control, a contingency plan, assumptions, constraints, and dependencies.
Release Schedule: The Department-approved schedule of planned deployment dates and activities, against which actual deployments are evaluated for timeliness. This is an element of the Release Plan.
Go Decision: The Department’s formal decision to proceed with a deployment to the Production Environment, after which the Release Schedule is binding for the deployment.

	Exclusions
	The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Production Environment deployment, the Contractor must capture and retain: the Release Plan; the Release Schedule; the Go decision; the deployment instructions; the actual deployment timestamp; the post-deployment validation records; and any incorrect-deployment evidence. The monthly DDI Status Report aggregates these records, identifies non-compliant deployments, totals service credits accrued, and is made available to the Department on request.

	Converged E&E System and AMS Service Credit
	Failure to comply results in a service credit of two  hundred fifty thousand dollars ($2500,000) for each Production environment per occurrence where the Go decision was made and a Release Schedule was set.
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	Purpose
	This SLA is about deployments doing exactly what the approved Release Plan says they will do. When the UAT Environment is updated, the Contractor must execute the approved release cleanly and on the approved schedule; missed deployments and incorrect deployments both undermine the integrity of every downstream activity. This SLA enforces that discipline at the UAT environment level.

	Specification
	The UAT Environment is updated by the implementation of a Department-approved Release Plan and associated Release Schedule. The Release Plan strategically outlines how a product or feature is introduced to end-users and ensures all aspects of the specific Release are planned, well-coordinated, and effectively executed and describes the list of infrastructure, application, and software components to be deployed and their associated features. Non-compliance occurs if the Converged E&E System or AMS components and artifacts listed on the Release Plan or instructions are not deployed per the deployment timeframe and schedule, or are deployed incorrectly. Compliance is determined by operational use of the Converged E&E System and AMS Release in the UAT Environment and by review of release documentation for currency and accuracy.

	Service Level
	One hundred percent (100%) of UAT Environment deployments must be executed correctly and within the scheduled release date and time, where the Go decision was made and a Release Schedule was set.

	Notes
	Release Plans, Release Schedules, and Go decisions are governed by the Department-approved release management process. The Contractor must maintain the Release Plan, deployment instructions, and post-deployment validation records in a Department-accessible repository.

	Reporting Frequency
	Monthly. Compliance is evaluated per deployment occurrence. The monthly DDI Status Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per deployment occurrence. For each UAT Environment deployment, the Contractor records the Release Plan, the Release Schedule, the Go decision, the actual deployment timestamp, and the post-deployment validation outcome. Each deployment that is not executed within the scheduled release date and time, or that is deployed incorrectly, counts as one occurrence per affected UAT environment.

	SLA Calculations Definitions
	Release Plan: A Department-approved deliverable that strategically outlines how a product or feature is introduced to end-users and ensures all aspects of the specific Release are planned, well-coordinated, and effectively executed. The Release Plan must include, at a minimum, deployment items, the release schedule, change control, a contingency plan, assumptions, constraints, and dependencies.
Release Schedule: The Department-approved schedule of planned deployment dates and activities, against which actual deployments are evaluated for timeliness. This is an element of the Release Plan.
Go Decision: The Department’s formal decision to proceed with a deployment to the UAT Environment, after which the Release Schedule is binding for the deployment.

	Exclusions
	The Contractor is not responsible for deployment failures caused by Department-directed pauses or scope changes after the Go decision. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each UAT Environment deployment, the Contractor must capture and retain: the Release Plan; the Release Schedule; the Go decision; the deployment instructions; the actual deployment timestamp; the post-deployment validation records; and any incorrect-deployment evidence. The monthly DDI Status Report aggregates these records, identifies non-compliant deployments, totals service credits accrued, and is made available to the Department on request.

	Converged E&E System and AMS Service Credit
	Failure to comply results in a service credit of fifty thousand dollars ($50,000) for each UAT environment per occurrence where the Go decision was made and a Release Schedule was set.
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	Purpose
	This SLA is to ensure the development pipeline maintains a continuous flow of well-defined, actionable work. This SLA mitigates the risk of schedule delays by requiring the Contractor to actively participate in Refinement Sessions and to consistently transition OHIP-approved use cases into the Product Backlog for development. 

	Specification
	For any DDI work performed under the Hybrid Iterative Development methodology (defined in the OHIP Solution Delivery Domain Document, Solution Development Life Cycle [SDLC] Standard) the Contractor must allocate a minimum of ten percent (10%) of each Iteration to be available for Refinement Sessions on active DDI use cases, except where the Department requests a cancellation.

	Service Level
	At least ten percent (10%) of each Iteration is available for Refinement Sessions
The Product Backlog must contain at least two (2) Iterations’ worth of use cases with the Department’s Product Owner approval at the start of each Iteration Planning meeting
Every use case that received the Department’s Product Owner approval during a Refinement Session is updated in the tracking tool before the next Iteration Planning meeting
Every use case discussed during a Refinement Session is reflected in the Product Backlog with current status in the tracking tool before the next Iteration Planning meeting

	Notes
	The Department’s preferred tracking tool (as identified in the OHIP Infrastructure and Operations Domain Document, Preferred Operational Tools Standard) is the system of record for all Refinement Session activity and use case status. The Contractor must give the Department direct, read-only access to the tracking tool at all times so that Refinement Session attendance, use case status changes, and Product Backlog contents can be independently observed.

	Reporting Frequency
	Monthly. Compliance is measured for each iteration. A per-iteration compliance summary covering Refinement Session attendance, use cases discussed, post-session updates, and Product Backlog status must be submitted to the Department prior to each Iteration Planning meeting. A monthly roll-up of these metrics, including any service credits accrued and any Department-approved cancellations, is due within five (5) business days after the end of each calendar month in the Monthly DDI Status Report.

	SLA Calculations
	Three separate compliance checks are performed for each iteration.
Backlog Inventory: At the start of each Iteration Planning meeting, the count of Department’s Product Owner approved use cases in the Product Backlog is compared against the two-Iteration minimum. 
Backlog Updates: For each use case discussed during a Refinement Session in the Iteration, confirm the use case status was updated in the Product Backlog before the next Iteration Planning meeting. 
Post-Session Updates: For each use case that received the Department’s Product Owner approval during a Refinement Session, confirm that updates were completed before the next Iteration Planning meeting. 
Service credit calculations apply the per-Iteration and per-use case amounts in the AMS Service Credit and Converged E&E System and AMS Service Credit rows.

	SLA Calculations Definitions
	Iteration: a time-boxed design and development cycle as defined in the Contractor’s Department-approved Iteration Planning Document per the OHIP Solution Delivery Domain Document, SDLC Standard. Refinement Session: a working session conducted per the OHIP Solution Delivery Domain Document, SDLC Standard, and applied during Iteration Activity One (1) (Requirements) in the SDLC, in which the Contractor and the Department review candidate use cases and obtain the Department’s Product Owner approval for inclusion in upcoming Iterations.
Backlog Refinement: the continuous refinement activity as defined in the OHIP Solution Delivery Domain Document, SDLC Standard, and applied to maintain a current, prioritized Product Backlog throughout each Iteration.
Product Backlog: as defined in the OHIP Solution Delivery Domain Document, SDLC Standard, the prioritized list of all work known to be needed in the product, serving as the single source of requirements for any changes to the product.
Use Case: the unit of work, recorded in the tracking tool, meeting SMART, INVEST, and Definition of Done criteria as defined in the OHIP Solution Delivery Domain Document, SDLC Standard.

	Exclusions
	Refinement Session cancellations requested by the Department are excluded from the Contractor’s compliance count. The Contractor must retain the Department’s written confirmation of any cancellation it relies on as an exclusion and produce it on request.

	Process to Compile and Report SLA
	For each iteration, the Contractor must: 
Record Refinement Session attendance, agendas, and outcomes; 
Extract the list of use cases discussed from the tracking tool, including post-session updates and the Product Backlog status changes; 
Reconcile that list against the Iteration’s Refinement Sessions; and 
Submit a per-Iteration compliance report covering the three (3) compliance checks listed in SLA Calculations.
The monthly roll-up, summarizing Iteration-level compliance, service credits accrued, and any Department-approved cancellations, is due within five (5) business days after the end of each calendar month within the Monthly DDI Status Report.

	AMS Service Credit
	Insufficient Use Cases (Initial Service Credit): A service credit of two thousand five hundred dollars ($2,500) per iteration applies where the Contractor’s cancellation of Refinement Sessions results in fewer than two (2) Iterations’ worth of OHIP-approved use cases in the Product Backlog at the start of the next Iteration Planning meeting.
Missed Use Case Update (Initial Service Credit): A service credit of five hundred dollars ($500) per use case per Iteration applies for each use case that received the Department’s Product Owner approval during a Refinement Session but is not updated in the tracking tool before the next Iteration Planning meeting.
Missed Backlog Use Case (Initial Service Credit): A service credit of five hundred dollars ($500) per use case per Iteration applies where a discussed use case is not updated in the tracking tool Product Backlog before the next Iteration Planning meeting.

	Converged E&E System and AMS Service Credit
	Insufficient Use Cases (Initial Service Credit): A service credit of five thousand dollars ($5,000) per Iteration applies where the Contractor’s cancellation of Refinement Sessions results in fewer than two (2) Iterations’ worth of Department-approved use cases in the Product Backlog at the start of the next Iteration Planning meeting.
Missed Use Case Update (Initial Service Credit): A service credit of five hundred dollars ($500) per use case per Iteration applies for each use case that received the Department’s Product Owner approval during a Refinement Session but is not updated in the tracking tool before the next Iteration Planning meeting. 
Missed Backlog Update Use Case (Initial Service Credit): Service credit of five  hundred dollars ($500) per use case per Iteration applies where a discussed use case is not updated in the tracking tool Product Backlog before the next Iteration Planning meeting.
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	Purpose
	This SLA is about the Contractor adhering to the deployment and refresh schedule the Department has approved. The Release Schedule is the Department’s plan for change; if the Contractor consistently misses the planned dates, the Department loses the ability to synchronize its own work, communications, and dependent systems. This SLA enforces schedule discipline.

	Specification
	Environment deployment and refresh schedule compliance is assessed by tracking the implementation of a Department-approved Release Plan, as outlined in the approved Release Schedule. The Release Plan must be completed (with the Release Plan work item status of “Deployment Completed”) within five (5) business days of the calendar date specified in the Approved Start Deployment attribute of the Release Plan for the Production or UAT Environment. 

	Service Level
	One hundred percent (100%) of Release Plans must be completed within five (5) business days of the Approved Start Deployment date for the Production or UAT Environment, and the Department-approved Release Schedule must be adhered to for all deployments unless a written exception is granted.

	Notes
	The Release Schedule, which details planned deployment dates and activities, must be submitted quarterly by the Contractor, reviewed and approved by the Department, and adhered to for all deployments unless an exception is granted in writing.

	Reporting Frequency
	Monthly. Compliance is evaluated per Release Plan. The monthly DDI Status Report is delivered to the Department within five (5) business days after the end of each calendar month.

	SLA Calculations
	Compliance is measured per Release Plan. For each Release Plan, the Contractor records the Approved Start Deployment date and the date the Release Plan reached “Deployment Completed” status. A Release Plan is non-compliant if completion occurs more than five (5) business days after the Approved Start Deployment date. Once a Release Plan becomes non-compliant, an additional credit accrues for each additional business day, or portion thereof, until completion.

	SLA Calculations Definitions
	Release Plan: A Department-approved deliverable that strategically outlines how a product or feature is introduced to end-users and ensures all aspects of the specific Release are planned, well-coordinated, and effectively executed. The Release Plan must include, at a minimum, deployment items, the release schedule, change control, a contingency plan, assumptions, constraints, and dependencies.
Release Schedule: The Department-approved schedule of planned deployment dates and activities, against which actual deployments are evaluated for timeliness. This is an element of the Release Plan.
Deployment Completed: The Release Plan work item status indicating that the deployment has been successfully executed and validated.

	Exclusions
	The following are excluded from this SLA:
Production deployment activities scheduled and performed outside of the operational maintenance window
Exceptions to the minimum five (5) business days advance notice for UAT deployment of a specific Converged E&E System and AMS Release
Release Plans containing exceptional factors that extend the duration of deployment activities, including release synchronization or merge activities that must be performed sequentially, notice-related components deployed the day after the regular deployment, and deployments involving concurrent changes to both the Converged E&E System or AMS and a third-party system that may be delayed due to resource availability
Excluded conditions must be documented on the Release Plan.

	Process to Compile and Report SLA
	For each Release Plan, the Contractor must capture and retain: the Release Plan itself with its Approved Start Deployment attribute; the Release Schedule entry; the work item status history; the actual deployment completion timestamp; and any documented exceptional factors that apply. The monthly DDI Status Report aggregates these records, identifies non-compliant Release Plans, totals service credits accrued, and is made available to the Department on request.

	Converged E&E System and AMS Service Credit
	Delayed Release (Initial Service Credit): Failure to comply results in a service credit of ten thousand dollars ($10,000) for Production and all UAT environments beginning five (5) business days after the Approved Start Deployment Date. The Approved Start Deployment Date is Day Zero (0).
Extended Delay (Additional Service Credit): If the approved code and updates have not been deployed to the target environment(s) within five (5) business days of the Approved Start Deployment date for the Production or UAT Environment, an additional service credit of one thousand dollars ($1,000) accrues for each additional day, or portion thereof, per environment, until the release is completed.
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	Purpose
	This SLA ensures the Converged E&E System is fully operational and ready to serve enrollees, members, and all system users on the required Go-Live Date. The objective is to confirm that on July 1, 2030, the Converged E&E System can accept applications, process renewals, complete enrollment transactions, and exchange data with downstream partners across all covered programs so that coverage is delivered without disruption.

	Specification
	The Contractor must deliver a Converged E&E System that is fully operational in the Production environment no later than July 1, 2030, which is the Go-Live date. On that date, the Converged E&E System must be able to process new applications, renewals, and enrollment transactions for Medicaid, Child Health Plus (CHPlus), Basic Health Program (BHP), and Qualified Health Plans (QHPs).
“Fully operational” means the Converged E&E System is able to accept and process new applications submitted through all approved intake channels, including online portals, call center, paper, and interfaces with external systems. The Converged E&E System can (a) process renewals and redeterminations for existing enrollees in accordance with program requirements, (b) execute enrollment transactions, including plan selection, enrollment confirmations, disenrollments, and transfers between programs, and (c) transmit required data to downstream systems such as MMIS, carriers, and the federal hub to effectuate coverage. The Converged E&E System must also meet all applicable SLAs for system availability, performance, and response time as of the Go-Live date.
Go-Live readiness must be validated through successful completion of UAT, successful Operational Readiness Review (ORR), and receipt of written Go-Live authorization from the Department. The Go-Live date may only be extended with prior written approval from the Department.

	Service Level
	The Converged E&E System must be fully operational in the Production environment and capable of processing applications, renewals, and enrollment transactions for Medicaid, CHPlus, BHP, and QHPs on or before July 1, 2030.

	Notes
	Go-Live readiness is confirmed only after the Department issues written Go-Live authorization, which follows successful UAT and ORR completion and resolution of all Severity 1 and Severity 2 defects. Any change to the Go-Live date requires prior written Department approval. If the Converged E&E System has not achieved Go-Live within thirty (30) calendar days of the Go-Live date, the Department reserves the right to pursue additional remedies as specified in the Contract, including, but not limited to, termination for cause.

	Reporting Frequency
	Reporting is tied to the single July 1, 2030, Go-Live milestone. The Contractor must provide weekly Go-Live readiness status reports beginning ninety (90) calendar days prior to the Go-Live Date and daily readiness status reports during the final thirty (30) calendar days before Go-Live. Final compliance evidence and the Go-Live artifact package must be submitted on or before the Go-Live date.

	SLA Calculations
	Compliance is binary and is assessed as of the Go-Live date. The SLA is met if, on or before July 1, 2030, the Department has issued written Go-Live authorization and the Converged E&E System is processing live transactions in the Production environment for all covered programs (i.e., Medicaid, CHPlus, BHP, and QHPs). If Go-Live has not occurred by July 1, 2030, the SLA is in breach and per-day service credits accrue from July 2, 2030, until the system is fully operational and Go-Live is confirmed in writing by the Department.

	SLA Calculations Definitions
	Go-Live Date: July 1, 2030. The date by which the Converged E&E System must be fully operational in the Production environment.
Fully Operational: The Converged E&E System can accept and process new applications, renewals, and enrollment transactions across Medicaid, CHPlus, BHP, and QHPs; transmit required data to downstream systems including MMIS, carriers, and the federal hub; and meet all applicable performance, availability, and response time SLAs.
Production Environment: The live operating environment in which real applications, renewals, and enrollment transactions for enrollees are processed.
Covered Programs: Medicaid, CHPlus, BHP, and QHPs.
Go-Live Authorization: Written confirmation from the Department authorizing the Contractor to proceed with production deployment, issued only after successful UAT and ORR completion and resolution of all Severity 1 and Severity 2 defects.

	Exclusions
	The Contractor is responsible for demonstrating any claimed exclusion by providing written Department authorization for the event. 

	Process to Compile and Report SLA
	The Contractor must compile a Go-Live Readiness Package and submit it to the Department on or before the Go-Live Date. The package must include each of the following artifacts:
1. Department-approved Go-Live Readiness Checklist confirming all Go-Live criteria have been satisfied, including UAT sign-off, ORR completion, and resolution of all Severity 1 and Severity 2 defects.
Written Go-Live Authorization from the Department confirming approval to proceed with production deployment.
Production Deployment Confirmation Report, including system-generated evidence such as deployment tool output, server logs, or automation confirmation, that all Converged E&E System components have been successfully deployed to the Production environment.
Post Go-Live Validation Report demonstrating successful E2E transaction processing for each program (Medicaid, CHPlus, BHP, QHPs), including evidence of at least one (1) completed new application, renewal, and enrollment transaction per program.
Downstream System Integration Confirmation demonstrating that required data transmissions to MMIS, carriers, and the federal hub are operational and processing as expected.
Updated IMS reflecting the actual Go-Live Date and any variances from the approved baseline schedule.
Reports must be submitted in a format that allows for full independent validation by the Department.

	Converged E&E System and AMS Service Credit
	Missed Go-Live (Initial Service Credit): Failure to achieve Go-Live by July 1, 2030, will result in a service credit of one million dollars ($1,000,000). 
Extended Delay (Additional Service Credit): For each additional calendar day, or portion of a day, beyond the Go-Live Date that the Converged E&E System is not fully operational, an additional service credit of one hundred thousand dollars ($100,000) is applied per each calendar day after July 1, 2030. 
Excessive Delay: If the Converged E&E System has not achieved Go-Live within thirty (30) calendar days of the scheduled Go-Live Date, the Department reserves the right to pursue additional remedies as specified in the Contract, including, but not limited to, termination for cause.
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	Purpose
	This SLA ensures the Converged E&E System is fully ready to support Open Enrollment for Coverage Year 2031, which begins November 1, 2030. The objective is to confirm that the covered populations can be migrated, notified, and auto renewed per policy and program schedules  so that members maintain coverage without interruption as the new Coverage Year begins.

	Specification
	The Contractor must ensure the Converged E&E System is fully prepared to support Open Enrollment for Coverage Year 2031 (Coverage Year 2031), which begins November 1, 2030. Readiness requires compliance with the three (3) sequential milestones described below.
Milestone 1, Population Availability. All QHP, BHP, CHPlus, and Medicaid populations must be migrated to and fully available within the Converged E&E System no later than September 1, 2030. “Fully available” means the system can display accurate eligibility and enrollment records for all individuals in the QHP, BHP, CHPlus, and Medicaid populations; process eligibility determinations, plan selections, and enrollment transactions for each population; support renewal and redetermination processing for existing enrollees across all populations; and transmit enrollment and eligibility data to downstream systems such as MMIS, carriers, and the federal hub for all populations.
Milestone 2, Auto-Renewal Notice Generation. The Converged E&E System must generate and distribute auto-renewal notices to all eligible enrollees in the QHP, BHP, CHPlus, and MAGI Medicaid populations no later than October 1, 2030. Notice generation must identify all enrollees eligible for auto-renewal in accordance with Department-approved business rules and program requirements, produce notices that comply with Department-approved notice templates, content, and language access requirements, and distribute notices through all required channels including mail and electronic delivery within the timeframes specified by the Department.
Milestone 3, Auto-Renewal Processing. The Converged E&E System must execute auto-renewal processing for all eligible enrollees no later than November 1, 2030, coinciding with the start of Open Enrollment for Coverage Year 2031. Auto-renewal processing must automatically re-enroll eligible individuals into the individuals current or mapped plan for Coverage Year 2031 in accordance with Department-approved auto-renewal logic, generate enrollment transactions and transmit the transactions to carriers and downstream systems to effectuate continued coverage, and identify and flag individuals who are not eligible for auto-renewal for manual review or active re-enrollment.

	Service Level
	Milestone 1 (Population Availability): All required QHP, BHP, CHPlus, and Medicaid populations fully available in the Converged E&E System on or before September 1, 2030.
Milestone 2 (Auto-Renewal Notice Generation): Auto-renewal notices generated and distributed to all eligible enrollees on or before October 1, 2030.
Milestone 3 (Auto-Renewal Processing): Auto-renewal processing executed for all eligible enrollees on or before November 1, 2030.

	Notes
	Service credits under each milestone are cumulative. The three milestones are sequential and dependent, so a delay in an earlier milestone places downstream milestones at risk. If the Contractor fails to achieve Milestone 1 readiness within thirty (30) calendar days of the applicable deadline, the Department reserves the right to pursue additional remedies as specified in the Contract, including, but not limited to, termination for cause.

	Reporting Frequency
	Reporting is tied to each of the three (3) Open Enrollment 2030 readiness milestones. The Contractor must provide weekly readiness status reports beginning sixty (60) calendar days before each milestone deadline and daily readiness status reports during the final fourteen (14) calendar days before each milestone. Compliance evidence and the artifact package for each milestone must be submitted on or before the respective milestone deadline.

	SLA Calculations
	Compliance is assessed separately for each of the three (3) milestones on its respective deadline date. For each milestone, the SLA is met if the required functionality is delivered and confirmed in the Converged E&E System on or before the applicable deadline: September 1, 2030, for Milestone One (1), October 1, 2030, for Milestone Two (2), and November 1, 2030, for Milestone Three (3). If a milestone is missed, per-day service credits accrue from the day after the deadline until the milestone is fully achieved and confirmed by the Department. Service credits across the three (3) milestones are cumulative.

	SLA Calculations Definitions
	Open Enrollment for Coverage Year 2031 (Coverage Year 2031): The annual enrollment period that begins November 1, 2030, and during which eligible individuals may enroll in or change their health coverage for the 2031 plan year.
Covered Populations: QHP, BHP, CHPlus, and Medicaid enrollees.
Fully Available: The Converged E&E System can display accurate eligibility and enrollment records for all individuals; process eligibility determinations, plan selections, and enrollment transactions; support renewals and redeterminations; and transmit data to downstream systems including MMIS, carriers, and the federal hub for each covered population.
Auto-Renewal: The automatic re-enrollment of an eligible individual into their current or mapped plan for the next Coverage Year using Department-approved business rules and auto-renewal logic.
Milestone One (1): Population Availability, deadline September 1, 2030.
Milestone Two (2): Auto-Renewal Notice Generation, deadline October 1, 2030.
Milestone Three (3): Auto-Renewal Processing, deadline November 1, 2030.

	Exclusions
	The Contractor is responsible for demonstrating any claimed exclusion by providing written Department authorization for the event.

	Process to Compile and Report SLA
	For each milestone, the Contractor must compile and submit the applicable readiness package to the Department on or before the milestone deadline. Across the three (3) milestones, the Contractor must provide the following artifacts:
Population Migration and Readiness Report confirming that all QHP, BHP, CHPlus, and Medicaid populations have been successfully migrated and are fully available in the Converged E&E System, including record counts, data validation results, and reconciliation evidence against source systems.
Department-approved Open Enrollment Readiness Checklist confirming all Open Enrollment prerequisites have been satisfied, including UAT sign-off for Open Enrollment-specific functionality, resolution of all Severity 1 and Severity 2 defects impacting Open Enrollment, and confirmation of system capacity to handle projected Open Enrollment transaction volumes.
Auto-Renewal Notice Generation Report documenting the total number of notices generated per population, distribution channel, and date of distribution, along with sample notices demonstrating compliance with Department-approved templates and language access requirements.
Auto-Renewal Processing Confirmation Report documenting the number of enrollees auto-renewed per population, enrollment transactions transmitted to carriers and downstream systems, and identification of individuals flagged for manual review or active re-enrollment.
Downstream System Integration Confirmation demonstrating that enrollment and eligibility data transmissions to MMIS, carriers, and the federal hub are operational and processing correctly for all populations.
Updated IMS reflecting actual completion dates for each milestone and any variances from the approved baseline schedule, including a change log documenting date modifications, reasons for change, and Department approvals.
Reports must be submitted in a format that allows for full independent validation by the Department.

	Converged E&E System and AMS Service Credit
	Milestone One (1), Population Availability (September 1, 2030): Failure to make all populations fully available by September 1, 2030, will result in a service credit of five hundred thousand dollars ($500,000). For each additional calendar day, or portion thereof past the deadline, an additional service credit of fifty thousand dollars ($50,000) per day will be applied.
Milestone Two (2), Auto-Renewal Notice Generation (October 1, 2030): Failure to generate and distribute auto-renewal notices by October 1, 2030, will result in a service credit of five hundred thousand dollars ($500,000). For each additional calendar day, or portion thereof past the deadline, an additional service credit of fifty thousand dollars ($50,000) per day will be applied.
Milestone Three (3), Auto-Renewal Processing (November 1, 2030): Failure to complete auto-renewal processing by November 1, 2030, will result in a service credit of two hundred fifty thousand dollars ($250,000). For each additional calendar day, or portion thereof past the deadline, an additional service credit of fifty thousand dollars ($50,000) per day will be applied.
Service credits under each milestone are cumulative.



[bookmark: _Toc233199153]Compliance and Legal
[bookmark: _Toc233199154]Timely and Accurate Invoicing
	Purpose
	This SLA establishes the standard for predictable and reliable financial reporting from the Contractor. Timely and accurate invoicing is necessary to ensure the Department can effectively manage the approved project budget, secure applicable federal funding, and accurately track total project expenditures. Delays or inaccuracies in invoicing obscure the Department’s visibility into unspent allocated funds, hindering the timely reallocation of resources to other critical project areas. 

	Specification
	The Contractor must submit accurate, complete, and Department-ready invoices for all billable services in accordance with the Contract and all Department, State, and federal invoicing, cost allocation, and documentation guidelines. The Contractor should ensure the initial invoice submission is accurate, includes all required attachments, and is submitted per the Contract timeliness requirements. If the invoice is rejected by the Department due to Contractor errors, the resubmitted invoice must be timely and resolve the identified errors.

	Service Level
	The Contractor must submit a complete and accurate invoice within thirty (30) calendar days following the end of the applicable billing period.
Invoices requiring correction due to Contractor error must be resubmitted within thirty (30) calendar days of Department notification of the deficiency.

	Notes
	All invoices must be accompanied by the required deliverables and supporting documentation. Invoices submitted without the required verification documents will be rejected and will not be processed for payment. Upon request, the Contractor must promptly provide supplemental documentation detailing the completed work, including, but not limited to, subcontractor invoices and timesheets.
Invoices must be created and submitted per individual scope area (e.g., PM, Transition-In). However, the Contractor may bundle deliverables for related scope areas into a single invoice when mutually agreed upon with, or directed by, the Department in writing.

	Reporting Frequency
	Monthly, per invoicing period. The Contractor must report compliance for this SLA in the Weekly and Monthly Status Reports.

	SLA Calculations
	Compliance is evaluated for each invoice based on two (2) potential points of failure: initial submission and resubmission timeliness, and error-free invoice details and attachments. A service credit applies if the SLA is breached at either point.
Initial Submission Timeliness: An invoice that is submitted more than thirty (30) calendar days after the end of the billing period, results in applying the initial timeliness service credit.
Initial Submission Quality: An invoice that is rejected due to a material issue and a revision is required by the Contractor, results in applying the initial quality service credit.
Resubmission Timeliness & Quality: If an invoice is rejected due to Contractor errors, and/or the corrected version is resubmitted more than thirty (30) calendar days after the Department’s notification of errors, the additional service credit is also applied.

Example:
Billable work is completed 4/30/2030.
Invoice is due Monday 5/30/2030.
Scenario A (meets): Contractor submits the invoice on Friday May 27, 2030. The required detail and attachments are included. The SLA is met.
Scenario B (late submission/initial timeliness service credit): Contractor submits the invoice on Thursday June 3, 2030 and all the required timesheets are included and no errors are identified but the resubmission happens more than thirty (30) calendar days after the end of the billing period. The initial quality service credit of ten percent (10%) of the invoice amount is applied.
[bookmark: _Int_xCxq4lbY]Scenario C (missing attachments/initial quality service credit): The Contractor submits the invoice on Friday May 27, 2030. The required attachments for timesheets are not included. The initial quality service credit of zero point five percent (0.5%) of the invoice amount is applied.
Scenario D (late submission/additional service credit): The Department notifies the Contractor of errors on Tuesday May 31, 2030. The Contractor resubmits the invoice on Tuesday July 5, 2030. All identified errors have been corrected but the resubmission happens in more than thirty (30) calendar days after Department notification. The additional service credit of two percent (2%) of the invoice amount is also applied on top of any previously incurred service credits.

	SLA Calculations Definitions
	Business Day – All days between and including Monday through Friday, excluding state and federal holidays
Calendar Day – All days in a month, from 12:00 a.m. through 11:59 p.m. Eastern Standard/Daylight Time, including weekends and state and federal holidays

	Exclusions
	[bookmark: _Int_oyCBqK0c]In the event of a Department-approved written waiver to delay or defer a specific invoice submission, the Contractor will not be subject to the service credits for that instance. The Contractor is responsible for demonstrating that a claimed exclusion applies by providing the official written waiver documentation for the record.

	Process to Compile and Report SLA
	The Contractor must maintain an invoice register to track all submissions. For each reporting period, the Contractor must:
Document the submission date and final status (e.g. accepted, rejected) of every invoice.
For any rejected invoice, document the date the Department sent the notification of deficiency and the date the corrected invoice was resubmitted.
Calculate and list any service credits accrued due to the breach of either initial or extended timeliness and/or accuracy.
Report this SLA compliance data in the Weekly and Monthly Status Reports.

	Converged E&E System and AMS Service Credit
	Missed Submission (Initial Timeliness Service Credit): Failure to comply with the initial invoice submission timeliness requirements in this SLA will result in a service credit of ten percent (10%) of the invoice amount for each invoice that is initially submitted after the thirty (30) calendar days due date.
Inaccurate/Incomplete Submission (Initial Quality Service Credit: Failure to comply with the initial invoice submission quality  requirements in this SLA will result in a service credit of zero point five percent (0.5%) of the invoice amount for each invoice that requires resubmission due to Contractor error.
Late Resubmission (Additional Service Credit): Failure to resubmit the corrected invoice within the three (3) business day grace period and/or with all identified errors resolved will result in an additional service credit of two percent (2%) of the invoice amount for each invoice.


[bookmark: _Toc233199155]Budget and Cost Documentation Updates
	Purpose
	This SLA makes sure the Contractor provides budget and cost updates on time. The Department and CMS use this information to track project spending, manage the budget, and review requests for federal funding.

	Specification
	The Contractor must update and submit all budget and cost documentation every two (2) weeks (every fourteen [14] calendar days).

	Service Level
	Updated budget and cost documentation must be submitted every two (2) weeks.

	Notes
	All cost tracking must follow the rules in the approved Budget Management Plan. Any changes to how costs are managed must be approved through the Project Change Control Process.

	Reporting Frequency
	A report is due every two (2) weeks. 

	SLA Calculations
	Measuring SLA compliance is determined as follows:
Find the Due Date: The documentation is due fourteen (14) calendar days after the most recent prior submission.
Check for a Breach: If the documentation is submitted late, an initial service credit applies.
Check for an Extended Breach: If the documentation is more than five (5) business days late, an additional service credit applies for each business day starting on Day Six (6).

Example
Last Submission Date: Monday, May 10
Due Date: Monday, May 24
Scenario One (1) (Met): Contractor submits on May 24. The SLA is met.
Scenario Two (2) (Initial Breach): Contractor submits on Friday, May 28 (4 business days late). The Initial Credit of two thousand five hundred dollars ($2,500) applies.
Scenario Three (3) (Extended Breach): Contractor submits on Tuesday, June 2 (seven [7] business days late). The service credit of two thousand five hundred dollars ($2,500) applies, plus an additional service credit for two (2) days (seven [7] days late – five [5]-day grace period = two [2] days). The additional service credit is two (2) x one thousand dollars ($1,000) = two thousand dollars ($2,000). Total service credit is four thousand five hundred dollars ($4,500).

	SLA Calculations Definitions
	Business Day: Any Monday through Friday that is not a State-observed holiday.
Calendar Day: Every day, including weekends and holidays.

	Exclusions
	The Contractor is not responsible for a late submission if the Department gives written instruction to delay or skip the scheduled report.

	Process to Compile and Report SLA
	The Contractor will use the Weekly and Monthly Status reports to list any late budget documents and to calculate the total applicable service credits for the period.

	Converged E&E System and AMS Service Credit
	Late Submission (Initial Service Credit): Twenty-five hundred dollars ($2,500) for each late submission.
Excessive Lateness (Additional Service Credit): An additional one thousand dollars ($1,000) per business day for submissions that are more than five (5) business days late. 


[bookmark: _Toc233199156]Quality Assurance and Independent Verification and Validation Compliance
	Purpose
	This SLA defines the requirements for the Contractor’s cooperation, collaboration, and communication with independent QA and Independent Verification and Validation (IV&V) vendors. These oversight entities monitor the project for risk, policy and procedure compliance, and evaluate financial and schedule performance. 

	Specification
	The Contractor is required to collaborate with and support the Department’s designated QA vendor and any future IV&V vendor throughout the entire project life cycle. This collaboration includes, but is not limited to, providing timely access to all project artifacts, deliverables, test results, and personnel, as well as participating in all requested interviews, assessments, and meetings.

	Service Level
	The Contractor must respond to all information requests and findings from the QA and/or IV&V vendor within five (5) business days of the request receipt, unless a different timeframe is specified in a formal written request from the Department.

	Notes
	The Department is not required to onboard an IV&V vendor as defined in 45 CFR § 95.626 , at this time, but reserves the right to do so.

	Reporting Frequency
	Monthly.
The Contractor must maintain a log documenting all QA and/or IV&V requests, including the response dates. The Contractor must monitor and report the status of all open and recently closed QA/IV&V requests in the Weekly and Monthly Status Reports.

	SLA Calculations
	Compliance is measured on a per request basis by comparing the Response Date to the required Due Date.
Identify Due Date: The due date is five (5) business days after the request or finding is received.
Evaluate Compliance: If the Contractor’s complete response is submitted on or before the Due Date, the SLA is met. If there is no response or the response is submitted after the Due Date, the SLA is breached. Calculate the number of business days between the Due Date and the Response Date. The initial service credit is calculated by multiplying the number of additional business days beyond the five (5) business days response period x twenty-five hundred dollars ($2,500) per business day. Service credits are applied beginning with the sixth business day from the request receipt until the response is submitted.

Example:
QA request received: Monday, March 18, 2030.
Due Date: Friday, March 22, 2030.
Scenario A (Met): Contractor responds on Friday, March 22. The SLA is met.
Scenario B (Not Met): Contractor responds on Friday, March 29. The response is 5 business days late. The penalty is applied for each of the five (5) days of delay (twenty-five hundred dollars [$2,500] x five [5] = twelve thousand five hundred dollars [$12,500]).

	SLA Calculations Definitions
	Business Day – Any day from Monday through Friday, excluding New York State and federal holidays

	Exclusions
	The response timeframe may be extended by mutual written agreement between the Contractor, the QA/IV&V vendor, and the Department if the complexity of the request necessitates a longer response period. The Contractor must formally request an extension within two (2) business days of receiving the request and is responsible for providing evidence of the waiver and extended submission date.

	Process to Compile and Report SLA
	The Contractor must maintain a compliance report or log for all QA and IV&V requests. This log must include, at a minimum, a record of all information requests and findings, the received dates, actions taken, response date, and final resolution status. The Contractor is responsible for self-reporting the status of all open and recently closed QA/IV&V requests in the Weekly and Monthly Status Reports.

	Converged E&E System and AMS Service Credit
	Failure to submit a timely response to all QA and IV&V information request(s) and finding(s) within five (5) business days will result in a service credit of two thousand five hundred dollars ($2,500) per business day, or portion thereof, for each outstanding information request and finding, until resolved.


[bookmark: _Toc233199157][bookmark: _Toc230258215]Vendor Continuity
[bookmark: _Toc233199158]Transition-In Knowledge Transfer Attendance
	Purpose
	This SLA is about making sure the Contractor’s team attends knowledge transfer sessions during Transition-In. Knowledge transfer only works if the people designated to run the system are present to receive the information. Sending a handful of people, swapping in unfamiliar staff at the last minute, or skipping sessions defeats the purpose and puts continuity of operations at risk once the incoming Contractor transitions in.

	Specification
	The Contractor must ensure that at least ninety percent (90%) of its team members identified as required attendees in the approved Transition-In Plan actively participate in each designated knowledge transfer session (and associated activities).The Contractor’s team (or teams) subject to this SLA, and the individual team members required to attend each session, must be clearly identified within the approved Transition-In Plan before the Transition-In period begins. Attendance must be tracked at the individual level for every session. Participation means engaged presence for the full duration of the session, not merely a sign-in followed by departure. In-person presence, video-on remote presence, or telephonic presence (as approved by the Department) all qualify, provided the attendee is available throughout the session and able to engage with the content being delivered. 

	Service Level
	At least ninety percent (90%) of the Contractor’s identified required attendees must attend each designated knowledge transfer session and associated knowledge transfer activity during the Transition-In period. Compliance is evaluated independently for each session; a single session falling below ninety percent (90%) attendance constitutes a non-compliance event for that session.

	Notes
	The Contractor’s team or teams subject to this SLA, including the named individuals expected at each session, must be identified in the approved Transition-In Plan. Any substitution or change to the identified required attendees must be submitted to the Department for review and acknowledgment in advance of the affected session. The Department retains sole discretion to determine whether a proposed substitute preserves the intent of this SLA. The Contractor must designate a single point of contact responsible for attendance tracking and reporting under this SLA.

	Reporting Frequency
	Weekly. Attendance is captured for each knowledge transfer session as the session occurs. A consolidated Knowledge Transfer Attendance Report covering all sessions held during the reporting week is due to the Department weekly throughout the Transition-In period. SLA is effective during the Transition-In Period.

	SLA Calculations
	Per-session attendance percentage is calculated using the following formula: Attendance Percentage = (Number of Identified Required Attendees Who Attended the Session divided by Total Number of Identified Required Attendees for the Session) multiplied by one hundred (100). The result is evaluated independently for each session. 
A session is considered compliant if the calculated Attendance Percentage is at or above ninety percent (90%). For service credit calculation, the count of individuals not in attendance equals the Total Number of Identified Required Attendees for the Session minus the Number of Identified Required Attendees Who Attended the Session.

	SLA Calculations Definitions
	Identified Required Attendees: The named Contractor team members listed in the approved Transition-In Plan, or any Department-acknowledged substitutes, who are required to attend a given knowledge transfer session.
Knowledge Transfer Session: A scheduled session or associated information sharing activity, as defined in the approved Transition-In Plan, that is intended to transfer system, operational, or programmatic knowledge to the Contractor’s team.
Attended: Verified active participation for the full duration of the session, evidenced by signed attendance rosters, video conference participation logs, or other verifiable means accepted by the Department.

	Exclusions
	Absences resulting from Department-approved schedule changes, Department-initiated session cancellations, or documented emergencies acknowledged in writing by the Department in advance of or contemporaneous with the affected session are not counted as non-attendance. The Contractor is responsible for proving, through verifiable records, that any claimed exclusion applies.

	Process to Compile and Report SLA
	For each knowledge transfer session, the Contractor must capture: the session name and unique identifier; date and scheduled duration; complete list of identified required attendees per the approved Transition-In Plan; actual attendees with sign-in and sign-out timestamps; calculated attendance percentage for the session; identification of any required attendees not in attendance, including reason for absence and supporting documentation; and any Department-acknowledged substitutions for the session.
The Contractor must submit a weekly Knowledge Transfer Attendance Report to the Department that includes the per-session data for all sessions held during the reporting week, running cumulative totals for the Transition-In period to date, and identification of any sessions that fell below the ninety percent (90%) compliance threshold. Supporting evidence, including attendance rosters, trainee evaluations, the Knowledge Transfer checklist, meeting agendas showing invitees, and meeting minutes showing actual attendees, must be retained and made available to the Department upon request.

	Converged E&E System and AMS Service Credit
	For each designated knowledge transfer session in which attendance falls below ninety percent (90%) of the identified required attendees, a service credit of ten thousand dollars ($10,000) applies for each identified required attendee not in attendance for that session. The credit is assessed independently per session and per absent individual.


[bookmark: _Toc230258216][bookmark: _Toc233199159]Transition-In Duration
	Purpose
	This SLA ensures the Contractor takes the full, agreed-upon time to prepare so the Department receives a fully ready team at the end of the transition. The Transition-In period gives the Contractor the time needed to achieve full operational readiness. If this period is cut short, the Contractor’s team may not have fully absorbed the required knowledge or established the necessary staffing and processes. 

	Specification
	The Contractor’s Transition-In period must run for no less than the duration agreed upon with the Department, beginning at the Engagement Kickoff or another start date documented in writing with the Department. The agreed minimum duration and the planned Transition-In end date must be captured in the approved Transition-In Plan or Schedule. The Contractor may not end Transition-In early, ramp down activities ahead of the agreed end date, or treat Transition-In as complete prior to the documented end date unless the Department has issued a written exception authorizing a shortened period.

	Service Level
	The actual Transition-In duration must equal or exceed the duration documented in the approved Transition-In Plan or Schedule, measured from the documented Transition-In start date through the actual Transition-In Completion or Acceptance sign-off date. The Department may, at its sole discretion, approve in writing a shortened Transition-In period; in that case the approved shortened duration becomes the applicable minimum.

	Notes
	The Transition-In start date is the Engagement Kickoff date unless a different start date is documented in writing and agreed with the Department. Any request to shorten Transition-In must be submitted in writing and approved in writing by the Department before the affected end date. Verbal agreements or implied approvals are not sufficient. The Contractor must designate a single point of contact responsible for tracking Transition-In duration against the approved Plan.

	Reporting Frequency
	Weekly. Duration tracking is maintained continuously throughout the Transition-In period and reported in the weekly Transition-In status report. A final duration compliance assessment is performed at Transition-In Completion or Acceptance and documented in the closeout report. SLA is effective during the Transition-In Period and finalized at the end of the Transition-In Period.

	SLA Calculations
	Duration compliance is evaluated using the following: Actual Transition-In Duration in business days equals the count of business days from the documented Transition-In start date through the actual Transition-In Completion or Acceptance sign-off date. The SLA is compliant when Actual Transition-In Duration is greater than or equal to the duration documented in the approved Transition-In Plan, or, if applicable, greater than or equal to the duration documented in a written Department-approved shortened-duration exception. The shortfall used for credit calculation is the documented minimum duration minus the Actual Transition-In Duration, with any negative result treated as zero (0).

	SLA Calculations Definitions
	Business Day: All days between and including Monday through Friday, excluding State and federal holidays.
Transition-In Start Date: The Engagement Kickoff date, or another start date documented in writing with the Department. 
Transition-In End Date (Planned): The end date set out in the approved Transition-In Plan or Schedule. 
Transition-In Completion or Acceptance: The Department’s formal sign-off documenting the actual Transition-In end date.
Department-Approved Shortened Duration: A duration shorter than the originally agreed minimum, authorized in writing by the Department prior to the affected end date.

	Exclusions
	Any reduction in Transition-In duration formally approved in writing by the Department prior to the affected end date is excluded from this SLA up to the limit of that written approval. Delays caused by Department actions, when acknowledged in writing by the Department, are also excluded. The Contractor is responsible for proving, through verifiable records, that any claimed exclusion applies.

	Process to Compile and Report SLA
	The Contractor must capture and retain: Engagement Kickoff confirmation or written agreement of an alternate Transition-In start date; the approved Transition-In Plan or Schedule documenting the agreed minimum Transition-In duration and the planned end date; any written Department approval authorizing a shortened Transition-In period; the Transition-In Completion or Acceptance sign-off documenting the actual end date; and supporting evidence (emails, meeting minutes, signed acknowledgments) demonstrating the dates above. Duration tracking is reported in the weekly Transition-In status report. A final Transition-In Duration Compliance Report is submitted at Transition-In closeout, showing planned start, planned end, actual end, any approved exceptions, and any shortfall in business days.

	Converged E&E System and AMS Service Credit
	If the actual Transition-In duration is less than the duration documented in the approved Transition-In Plan, and no written Department approval for a shortened duration covers the shortfall, a service credit of five thousand dollars ($5,000) applies for each business day, or portion thereof, by which the actual duration falls short.


[bookmark: _Toc230258217][bookmark: _Toc233199160]Transition-In Staffing
	Purpose
	This SLA ensures the project starts with a full team. The Contractor must ensure qualified personnel are onboarded to deliver on Contract Year One (1) commitments. The Department needs the required Key Staff and Support Staff to be fully onboarded and productive within two (2) months of the Engagement Kickoff, rather than still being in the recruiting process when work begins. 

	Specification
	The Contractor must have all Key Staff and Support Staff fully onboarded no later than two (2) months after the Engagement Kickoff date. The set of required Key Staff and Support Staff for Contract Year One is determined by the staffing plan or roster approved by the Department, including any Department-approved updates to that roster. Onboarding is complete for an individual when that person has accepted an offer, started on the engagement, completed the Contractor’s human resources (HR) onboarding process, received required system and account access, and (where required) cleared any applicable background checks. Substitutions or changes to the required staff list approved by the Department in writing reset the staffing requirement for the affected position only to the substitution’s start-by date.

	Service Level
	One hundred percent (100%) of the Key Staff and Support Staff positions identified in the Department-approved Contract Year One staffing plan must be fully onboarded by the date that is two (2) months after the Engagement Kickoff. Compliance is evaluated per position; each position not fully onboarded by that date triggers a non-compliance event for that position.

	Notes
	The Department reserves the right to change the list of Key Staff and Support Staff necessary for Contract Year One (1). Changes to the required staff list will be communicated in writing and will become the controlling list for SLA compliance. Onboarding evidence must be retained at the individual level. The Contractor must designate a single point of contact responsible for Transition-In staffing status, tracking, and reporting under this SLA.

	Reporting Frequency
	Weekly. Staffing status is tracked continuously throughout the Transition-In period and reported in the weekly Transition-In status report, with a clearly identified target completion date for each position. A final Transition-In Staffing Compliance Report is submitted at Transition-In closeout. SLA is effective during the Transition-In Period.

	SLA Calculations
	Per-position compliance is evaluated as follows:
A position is compliant if the assigned individual is fully onboarded on or before the date two (2) months after the Engagement Kickoff. The non-compliance count for a given business day equals the number of Department-required Key Staff and Support Staff positions that remain not fully onboarded on that business day, beginning the first business day after the two-month deadline and continuing each business day, or portion thereof, until the position is filled. Each position is counted independently each business day it remains open.

	SLA Calculations Definitions
	Engagement Kickoff: The date documented as the start of the engagement with the Department. Key Staff and Support Staff: The set of roles identified in the RFP and in the Department-approved Contract Year One (1) staffing plan or roster, as updated in writing by the Department.
Fully Onboarded: Offer accepted, start date reached, HR onboarding completed, required system and account access granted, and any required background checks cleared, with documentary evidence available for each element. 
Two (2)-Month Deadline: The date that is two (2) calendar months after the Engagement Kickoff date.

	Exclusions
	Positions added to the staffing plan by the Department after the Engagement Kickoff are subject to a separate onboarding deadline agreed in writing with the Department for that position and are excluded from the original two (2)-month deadline. Delays caused by Department actions, including delayed background check approvals or system provisioning controlled by the Department, are excluded to the extent the Contractor can demonstrate the delay through verifiable records.

	Process to Compile and Report SLA
	For each required Key Staff and Support Staff position, the Contractor must capture: the role and role description per the RFP and the approved staffing plan; the named individual assigned to the role; offer acceptance date; planned start date; actual start date; HR onboarding completion date; system and account access confirmation date; background check completion date (where required); and full onboarding completion date. The Contractor must submit a weekly Transition-In Staffing Status Report identifying all required positions, current onboarding status by stage, target completion date, and any blockers. At Transition-In closeout the Contractor must submit a final Transition-In Staffing Compliance Report comparing onboarding completion dates against the two-month deadline, with supporting evidence retained for audit.

	Converged E&E System and AMS Service Credit
	For each Key Staff or Support Staff position required for Contract Year One (1) that is not fully onboarded by the date two (2) months after the Engagement Kickoff, a service credit of one thousand dollars ($1,000) applies per person per business day, or portion thereof, until that position is fully onboarded.


[bookmark: _Toc230258218][bookmark: _Toc233199161]Transition-In Weekly Status Reporting
	Purpose
	This SLA ensures the Department maintains continuous visibility into the Transition-In phase. Weekly status reports are the primary mechanism for surfacing risks, facilitating timely decisions, and maintaining accountability. Timely reporting is critical to identifying and mitigating delivery risks before they impact the project schedule.

	Specification
	The Contractor must develop and submit Transition-In Weekly Status Reports throughout the Transition-In period. Each report must be timely, complete, and compliant with the format, content, and submission requirements set forth in the RFP and any additional reporting requirements approved by the Department. Reports must reach the Department on or before the scheduled due date established for that reporting period.

	Service Level
	One hundred percent (100%) of required Transition-In Weekly Status Reports must be submitted on or before the scheduled due date for each reporting period during the Transition-In period. A report is non-compliant for any reporting period in which it is not submitted by its scheduled due date or is submitted incomplete relative to the RFP requirements.

	Notes
	The scheduled due date and required content for each weekly report are defined in the RFP and the approved Transition-In Plan. Submission is considered complete when the report is delivered to the Department’s designated recipients in the approved format and through the approved channel, with a verifiable timestamp. The Contractor must designate a single point of contact responsible for status report preparation, submission, and SLA tracking.

	Reporting Frequency
	Weekly throughout the Transition-In period. SLA compliance for each reporting period is evaluated against the scheduled submission due date for the report. SLA is effective during the Transition-In Period.

	SLA Calculations
	Compliance is evaluated per scheduled reporting period. A reporting period is compliant when a complete report is delivered on or before the scheduled due date for that period. 
If a status report is unsubmitted or submitted late, the initial service credit of one thousand dollars ($1,000) is applied. For each subsequent business day, or portion thereof, that a missed report remains outstanding while the next weekly report also goes unsubmitted, an additional service credit of one thousand dollars ($1,000) accrues for every business day until all reports are submitted. Counts are tracked per reporting period and per report.

	SLA Calculations Definitions
	Business Day – All days between and including Monday through Friday, excluding state and federal holidays.
Transition-In Weekly Status Report: The report defined in the RFP describing Transition-In progress for the reporting period, including tasks, deliverables, milestones, risks, issues, and decisions. 
Scheduled Due Date: The date and time by which the report for a given reporting period must be received by the Department, as defined in the RFP or the approved Transition-In Plan. 
Missed or Delayed Report: A report not received by the Department by the scheduled due date or received but materially incomplete relative to RFP requirements. 
Outstanding: A missed or delayed report that has not yet been submitted and accepted by the Department.

	Exclusions
	Reporting periods for which the Department has provided written approval to shift the due date prior to the original due date are excluded from this SLA to the extent of that approval. Delays directly caused by Department-controlled systems or processes used for report submission, demonstrated through verifiable records, are excluded.

	Process to Compile and Report SLA
	For each reporting period, the Contractor must capture: the reporting period covered; the scheduled due date; the actual submission date and timestamp; the recipient list and confirmation of delivery; and any deviations from the RFP-required content. The Contractor must maintain a Transition-In Weekly Status Report register that lists every reporting period, the scheduled due date, the actual submission date, on-time or late status, and a reference or link to the submitted report. The register and supporting submission evidence (email transmittals with timestamps, system or workflow submission confirmations, repository upload timestamps and version history) must be made available to the Department on request.

	Converged E&E System and AMS Service Credit
	Late Delivery (Initial Service Credit): For each Transition-In Weekly Status Report that is missed or delivered after its scheduled due date, a service credit of one thousand dollars ($1,000) applies per missed or delayed report.
Multiple Late Reports (Additional Service Credit): If a prior report remains outstanding and additional weekly reports are not submitted or delayed, an additional service credit of one thousand dollars ($1,000) applies per business day, or portion thereof, for every additional report that is missing, until all outstanding reports are submitted.


[bookmark: _Toc230258213][bookmark: _Toc233199162][bookmark: _Toc230258219]Contract Closeout Plan Submission
	Purpose
	This SLA is about the Contract Closeout Plan that creates a formal framework for the orderly conclusion of the Contract and the de-coupling of the Contractor from all operational activities. The timely submission of this Plan is critical to allow the Department sufficient time to review, plan for, and execute all required legal, financial, administrative, and technical closeout tasks. 

	Specification
	The Contractor must prepare and submit the Contract Closeout Plan on the scheduled deliverable submission date. 

	Service Level
	The Contract Closeout Plan must be submitted to the Department no later than twelve (12) months before the last day of the Contract, or upon Department request if an earlier date is specified.

	Notes
	The Contract Closeout Plan consists of, at a minimum, the following components:
Summary of work conducted
All deficiency and action item lists
Final payment verification
Acknowledgement that no further legal obligations remain
Description of the archiving process
Final closeout checklist. 

	Reporting Frequency
	This is a one-time SLA. The Contractor must report on this SLA compliance in the Weekly and Monthly Status Reports immediately following the Plan’s submission due date.

	SLA Calculations
	Compliance is determined by comparing the Planned Submission Date to the Actual Submission Date.
Identify Due Date: Review the IMS and the Contractor’s deliverable management tool to determine the scheduled submission date.
Evaluate for Late Submission: If the Plan is submitted on or before the Due Date, the SLA is met. If the Plan is submitted after the Due Date, the SLA is breached and the Initial Service Credit of twenty-five thousand dollars ($25,000) is applied.
Evaluate for Extended Lateness: If the Plan remains unsubmitted or late submission extends beyond the first month, additional Service Credits are applied. Calculate the number of months the report is unsubmitted until the Actual Submission Date. The additional service credit of $25,000 is applied to each month of report delinquency. The additional service credit is applied beginning with month two (2).

Example:
Contract End Date: 10/31/2030.
Submission Due Date: 10/31/2029.
Scenario A (Met): Contractor submits the plan on 10/25/2029. The SLA is met.
Scenario B (Not Met): Contractor submits the plan on 12/05/2029. The submission is late, falling into the second calendar month of delay (Nov, Dec). The additional service credit is applied for two calendar months – twenty-five thousand dollars ($25,000) x two (2) = fifty thousand dollars ($50,000).

	SLA Calculations Definitions
	Calendar Month: A named month on the calendar (e.g., January, February).

	Exclusions
	The Department may, at its sole discretion, provide written approval to revise the Contract Closeout Plan submission date. The Contractor is responsible for providing documentation for any claimed exclusion. 

	Process to Compile and Report SLA
	The Contractor is responsible for monitoring and self-reporting this SLA compliance status. Compliance is determined by reviewing the Contract Closeout Plan change log to identify the submission date and confirming the actual submission date by the Contractor’s deliverable management tool and transmittal log.
SLA compliance and any accrued service credits are reported in the Weekly and Monthly Status Reports immediately following the plan submission due date.

	Converged E&E System and AMS Service Credit
	Failure to submit a Contract Closeout Plan for Department review by the scheduled due date will result in a service credit of twenty-five thousand dollars ($25,000) for each calendar month, or portion thereof, after the required submission date until the Contract Closeout Plan is submitted.


[bookmark: _Toc230258262][bookmark: _Toc233199163][bookmark: _Toc230258227]Transition-Out Knowledge Transfer Scope Coverage
	Purpose
	The objective of this SLA is to ensure a comprehensive and seamless transition of responsibilities from the Contractor to the Successor Contractor or Department. Knowledge Transfer must encompass all functional areas for which the Contractor was responsible, including M&O, DDI, SA, and PM. Incomplete or omitted Knowledge Transfer in any area introduces unacceptable operational risk and may jeopardize the continuity of Department services upon the Successor Contractor or Department’s assumption of duties.

	Specification
	The Contractor must provide Knowledge Transfer materials and conduct Knowledge Transfer activities covering all in-scope areas (M&O, DDI, SA, and PM). The specific artifacts, sessions, activities, and delivery schedules must be documented in a Knowledge Transfer Plan, which must be mutually agreed upon in writing by the Contractor, the Successor Contractor, and the Department. Knowledge Transfer for a specific scope area is considered complete only when all agreed materials are delivered, activities are conducted, and the Department formally accepts the completion of that area.

	Service Level
	One hundred percent (100%) of agreed Knowledge Transfer scope items across M&O, DDI, SA, and PM must be delivered, conducted, and accepted by the mutually agreed completion dates documented in the Knowledge Transfer Plan or schedule. Any scope item not delivered, not conducted, or not accepted by the agreed date constitutes a non-compliance event for that scope item.

	Notes
	The mutual agreement on scope items, the schedule, and the acceptance criteria must be documented in writing by both the Contractor and the Successor Contractor and acknowledged by the Department prior to the start of Knowledge Transfer execution. Changes to the agreed list of scope items or to delivery dates require written agreement among the Contractor, the Successor Contractor, and the Department. The Contractor must designate a single point of contact responsible for Knowledge Transfer scope coverage tracking and reporting under this SLA.

	Reporting Frequency
	Weekly and Monthly Status Reports. Knowledge Transfer scope coverage status is tracked continuously and reported in the Contractor’s Transition-Out Weekly Status Report. SLA is effective during the Transition-Out Period.

	SLA Calculations
	Compliance is evaluated per scope item. A scope item is compliant when, by the mutually agreed completion date, the agreed materials have been delivered, the agreed activities have been conducted, and the Department has formally accepted the coverage for that scope item. For credit calculation, the non-compliance count for any given calendar day equals the number of scope items past their mutually agreed completion date that have not yet been delivered, conducted, and accepted, and the credit applies per calendar day, or portion thereof, that each item remains incomplete.

	SLA Calculations Definitions
	Scope Areas: M&O, DDI, SA, and PM. Scope Item: A discrete Knowledge Transfer artifact, session, or activity within one of the four scope areas, as identified in the mutually agreed Knowledge Transfer Plan or schedule. Mutually Agreed Completion Date: The date documented in the Knowledge Transfer Plan or schedule by which the scope item is to be delivered, conducted, and accepted. Accepted: Formally signed off by the Department or the Successor Contractor as authorized by the Department.

	Exclusions
	Delays mutually agreed in writing among the Contractor, the Successor Contractor, and the Department prior to the original completion date are excluded from this SLA to the extent of that written agreement. Delays caused by the Successor Contractor’s failure to participate as agreed, or by Department-controlled approvals, are excluded to the extent the Contractor can demonstrate the cause through verifiable records.

	Process to Compile and Report SLA
	The Contractor must maintain a Knowledge Transfer Scope Coverage register listing, for each scope item: the scope area (M&O, DDI, SA, PM); the item identifier and description; the responsible Contractor resource; the assigned Successor Contractor recipient; the mutually agreed completion date; the actual delivery date for materials; the actual session or activity date; the acceptance date; the approving party (Department or Successor Contractor); and any rejection reasons and resubmission dates if applicable. Supporting documentation must include written mutual agreement on scope and schedule, delivery evidence (file hashes, repository upload links, email confirmations), session evidence (attendance rosters, recordings, minutes), and approval evidence (signed acceptance, email approvals). The register and supporting evidence must be submitted with the Transition-Out Weekly Status Report.

	Converged E&E System and AMS Service Credit
	For each scope item under M&O, DDI, or PM (and any additional scope area defined by the Department) not delivered, conducted, and accepted by the mutually agreed completion date, a service credit of ten thousand dollars ($10,000) applies per calendar day, or portion thereof, until the missing scope item is conducted and accepted by the Department.


[bookmark: _Toc230258261][bookmark: _Toc233199164]Transition-Out Knowledge Transfer Execution: Scheduling
	Purpose
	This SLA is about pinning down dates. A successful Transition-Out depends on knowledge transfer sessions being scheduled early enough that the Department and the Successor Contractor can plan around them. This SLA makes sure the Contractor commits to a complete schedule by the agreed-upon date so the rest of the Transition-Out can be planned with confidence.

	Specification
	The Contractor must complete the scheduling of every Transition-Out Knowledge Transfer activity by a date mutually agreed upon with the Department. A Knowledge Transfer activity is considered scheduled only when the activity, its date and time, the named Contractor resource(s), the named Department or Successor Contractor recipient(s), the Knowledge domain covered, and the delivery format are all reflected in the current IMS that has been delivered to and accepted by the Department.

	Service Level
	All Transition-Out Knowledge Transfer activities scheduled in the IMS, with every required attribute populated, on or before the mutually agreed-upon scheduling date.

	Notes
	The mutually agreed-upon scheduling date is established in writing between the Contractor and the Department in advance of the Transition-Out Period. The list of Knowledge Transfer activities and the scope they must cover is also mutually agreed in advance and may only be modified with the Department’s written approval. The Contractor must give the Department direct, read-only access to the IMS and to the change log for any scheduling modifications at all times so that scheduling completeness can be independently confirmed.

	Reporting Frequency
	Compliance is checked on the mutually agreed-upon scheduling date. If activities remain unscheduled past that date, the Contractor must report status daily to the Department until scheduling is complete. The SLA applies during the Transition-Out Period.

	SLA Calculations
	On the mutually agreed-upon scheduling date, the Department reviews the current IMS and compares the scheduled Knowledge Transfer activities against the agreed list of activities. The Contractor is in compliance if every agreed activity appears in the IMS with all required attributes populated (date, time, named Contractor resource(s), named recipient(s), Knowledge Domain, and delivery format). For each calendar day, or portion thereof, that one or more agreed activities remain unscheduled in the IMS beyond the agreed scheduling date, a service credit is calculated as set out in the E&E Service Credit row.

	SLA Calculations Definitions
	Knowledge Transfer Activity: a training session, walkthrough, documentation handoff, or similar event identified in the agreed scope as required to transfer operational knowledge from the Contractor to the Department and/or the Successor Contractor. Knowledge Domain: a defined area of Contractor knowledge to be transferred, such as M&O, DDI, System Architecture (SA), or PM. IMS: the Department-approved master schedule that reflects all project activities, including Transition-Out Knowledge Transfer activities, with the attributes required by this SLA. Mutually Agreed-Upon Scheduling Date: the calendar date, established in writing between the Contractor and the Department, by which all agreed Knowledge Transfer activities must be scheduled in the IMS.

	Exclusions
	Scheduling delays caused solely by the Department’s failure to identify recipients or to approve the scope of agreed activities, as evidenced by Department written communications, are excluded from this SLA. The Contractor must give the Department written notice of any such cause within two (2) business days of becoming aware of it; failure to provide timely written notice forfeits the exclusion.

	Process to Compile and Report SLA
	The Contractor must (a) confirm the mutually agreed-upon scheduling date with the Department in writing and reflect that date in the IMS; (b) on or before that date, deliver to the Department an updated IMS listing every Knowledge Transfer activity with its date and time, named Contractor resource(s), named recipient(s), Knowledge Domain, and delivery format; (c) maintain a change log documenting any subsequent date or attribute modifications, with reasons for the change and the Department’s re-approval; and (d) where scheduling is incomplete on the agreed date, submit daily status updates to the Department until scheduling is complete, listing the activities still unscheduled and the corrective actions in progress.

	Converged E&E System and AMS Service Credit
	A service credit of ten thousand dollars ($10,000) applies for each calendar day, or portion thereof, beyond the mutually agreed-upon scheduling date during which one or more Transition-Out Knowledge Transfer activities remain unscheduled in the IMS and continues until every agreed Knowledge Transfer activity is scheduled in the IMS with all required attributes populated.


[bookmark: _Toc230258263][bookmark: _Toc233199165]Transition-Out Post-Cutover Assistance
	Purpose
	After the Successor Contractor or Department takes over, they will have questions that only the Contractor can answer. This SLA makes sure the Contractor remains responsive during this critical period, acknowledging questions quickly and providing useful answers right away to prevent delays.

	Specification
	When the Successor Contractor or Department submits an inquiry to the Contractor during the Transition-Out and Hypercare Periods, the Contractor must do two (2) things. 
Acknowledge receipt of the inquiry via email (or other reciprocal written channel approved by the Department) within one (1) business day of the original inquiry timestamp. The acknowledgment must reference the inquiry, identify the assigned Contractor staff contact, and confirm that the inquiry is being worked. 
Within one (1) business day of acknowledging the inquiry, the Contractor must respond with substantive guidance, including clear next steps and recommendations for a resolution acceptable to the Department. Responses must be retained as part of the inquiry record for audit.

	Service Level
	One hundred percent (100%) of Successor Contractor and Department inquiries received during the Transition-Out and Hypercare Periods must be acknowledged within one (1) business day of the original inquiry timestamp, and the Contractor must provide clear, Department-acceptable guidance on next steps and recommendations within one (1) business day of that acknowledgment. Compliance is evaluated independently per inquiry.

	Notes
	The Contractor must maintain a single point of intake for Successor Contractor and Department inquiries and a designated point of contact responsible for tracking acknowledgments, responses, and SLA compliance. If a Successor Contractor or Department inquiry is later determined to be out of scope, the Contractor must still acknowledge it within the required window and document the scope determination as part of the response. The Department retains sole discretion to determine whether the guidance provided is acceptable.

	Reporting Frequency
	Weekly. Inquiry intake, acknowledgment, and response times are tracked continuously. Transition-Out Weekly Status Reports are submitted to the Department weekly during the Transition-Out and post-Transition Cutover assistance Periods, summarizing all open and closed inquiries with their compliance status. SLA is effective during the Transition-Out and Hypercare Periods.

	SLA Calculations
	SLA compliance is evaluated using different clocks for each inquiry.
Acknowledgment Clock: Starts when the inquiry is sent. A service credit applies if the acknowledgment is not sent within one business day from receipt of the request.
Response Clock: Starts when the acknowledgment is sent. 
An additional separate service credit applies if acceptable guidance is not provided within one (1) business day of the acknowledgment.

	SLA Calculations Definitions
	Inquiry: A written or reciprocal written request from the Successor Contractor or Department seeking information, clarification, or guidance regarding the system, operations, or prior Contractor work. 
Original Inquiry Timestamp: The date and time the inquiry was sent by the Successor Contractor or Department as evidenced by the sender’s record.
Acknowledgment: A written email or reciprocal written response containing, at a minimum, the date and timestamp of the original inquiry, an acknowledgment of the inquiry, follow-up questions if applicable, and the assigned Contractor staff contact or contacts. 
Acceptable Guidance: Clear next steps and recommendations for a resolution that the Department determines to be acceptable.

	Exclusions
	Inquiries withdrawn by the Successor Contractor or Department in writing prior to the acknowledgment or guidance deadline are excluded. Delays caused by missing or incomplete information from the Successor Contractor or Department, where the Contractor has documented a request for clarification within the original SLA window, are excluded to the extent the Contractor can demonstrate the cause through verifiable records. Department-acknowledged emergencies or force majeure events are excluded.

	Process to Compile and Report SLA
	The Contractor must maintain an inquiry register capturing, for each inquiry: unique inquiry identifier; Successor Contractor or Department source and submitter; original inquiry timestamp; acknowledgment timestamp; acknowledgment recipients and assigned Contractor staff contact; guidance response timestamp; nature of the guidance provided; Department acceptance of the guidance (where applicable); and current status (open, awaiting Successor Contractor or Department, closed). Supporting evidence (email threads, ticket logs, file references) must be retained. The weekly Transition-Out Weekly Status Reports submitted to the Department must list all inquiries received and closed during the reporting period, calculated acknowledgment and guidance compliance per inquiry, and identification of any non-compliance events with elapsed time.

	Converged E&E System and AMS Service Credit
	Delayed Acknowledgement (Initial Service Credit): For each unique Successor Contractor or Department inquiry not acknowledged within one (1) business day of the original inquiry timestamp, a service credit of one thousand dollars ($1,000) applies per inquiry, with an additional one thousand dollars ($1,000) per additional business day, or portion thereof, until acknowledgment is provided. 
Delayed Response (Additional Service Credit): For each unique inquiry where Department-acceptable guidance on next steps and recommendations is not provided within one (1) business day of acknowledgment, a service credit of one thousand dollars ($1,000) applies per inquiry per business day, or portion thereof, until acceptable guidance is delivered.


[bookmark: _Toc230258264][bookmark: _Toc233199166]Transition-Out Duration
	Purpose
	This SLA protects the time the Department and the Successor Contractor need to take over the work cleanly. A rushed Transition-Out leaves knowledge un-transferred, documentation half-finished, and operations exposed at cutover. Requiring at least twelve (12) months of Transition-Out, with the final two (2) months as Post-Cutover Assistance, ensures that the handoff is thorough, and the Successor is supported through Hypercare.

	Specification
	The Contractor’s Transition-Out period must begin no less than eleven (11) months prior to the official Contract Close-Out period end date, as agreed in writing with the Department, and must include a Post-Cutover Assistance period that occupies the final two (2) months of the Transition-Out period. The Contractor may not initiate Transition-Out late, compress Transition-Out below the eleven (11) month duration, or shorten the Post-Cutover Assistance period below two (2) months unless the Department has approved a different duration in writing in advance.

	Service Level
	The Transition-Out period must be at least eleven (11) months in duration, starting no less than eleven (11) months prior to the Contract Close-Out period end date. The final two (2) months of the Transition-Out period must be designated as the Post-Cutover Assistance period. Compliance is measured against the start date, the duration, and the placement of the Post-Cutover Assistance period.

	Notes
	The Transition-Out start date and end date, and the start and end of the Post-Cutover Assistance period, must be documented in writing with the Department prior to the start of Transition-Out. Any request to deviate from the twelve-month duration or the two-month Post-Cutover Assistance window requires written Department approval in advance of the affected date. The Contractor must designate a single point of contact responsible for tracking Transition-Out duration milestones under this SLA.

	Reporting Frequency
	Weekly. Transition-Out duration milestones are tracked continuously and reported in the Contractor’s weekly Transition-Out status report. A final Transition-Out Weekly Status Report is submitted to the Department at the end of the Transition-Out period. SLA is effective during the Transition-Out Period.

	SLA Calculations
	Compliance is evaluated against the documented Transition-Out start date, end date, and Post-Cutover Assistance window. A shortfall is calculated as the number of calendar days, or portions thereof, by which the actual Transition-Out duration is less than eleven (11) months, or by which the actual Post-Cutover Assistance period is less than two (2) months, unless covered by written Department approval. The service credit applies per calendar day, or portion thereof, of shortfall.

	SLA Calculations Definitions
	Transition-Out Period: The period beginning at the Transition-Out start date and ending at the Contract Close-Out period end date. Post-Cutover Assistance Period: The final two (2) months of the Transition-Out period, during which the Contractor provides assistance to the Successor Contractor and the Department. Contract Close-Out Period End Date: The end date of the Contract, as documented with the Department. 
Department-Approved Deviation: A written Department approval of a Transition-Out start date, duration, or Post-Cutover Assistance window other than the default required by this SLA, issued prior to the affected date.

	Exclusions
	Any deviation from the twelve-month Transition-Out duration or the two-month Post-Cutover Assistance window that is approved in writing by the Department prior to the affected date is excluded from this SLA to the extent of that approval. Delays caused solely by Department actions, when acknowledged in writing by the Department, are also excluded.

	Process to Compile and Report SLA
	The Contractor must consolidate all documentation supporting the Transition-Out duration in a final Transition-Out Weekly Status Report is submitted to the Department for validation. The report must include: the date the Transition-Out period was formally initiated; proof of the event that triggered the start (Department sign-off, milestone completion, or equivalent); the start and end dates of the Post-Cutover Assistance period; the proposed Transition-Out end date and the Department’s acknowledgment or approval of that date; any Department-approved deviations; and the actual Transition-Out end date. Supporting evidence (signed acknowledgments, emails, meeting minutes) must be retained for audit.

	Converged E&E System and AMS Service Credit
	If the Contractor fails to comply with the eleven (11) month Transition-Out duration or fails to provide the required two (2) month Post-Cutover Assistance window, and no prior written Department approval covers the deviation, a service credit of ten thousand dollars ($10,000) applies per calendar day, or portion thereof, of the shortfall.


[bookmark: _Toc230258265][bookmark: _Toc233199167]Transition-Out Knowledge Transfer Artifacts
	Purpose
	Knowledge Transfer Artifacts are the durable record of how the system actually runs. Sessions and conversations during Transition-Out are valuable, but the Successor Contractor and the Department will be operating from the written artifacts for years afterward. This SLA requires that artifacts across M&O, DDI, SA, and PM be complete, accurate, and Department-approved at least thirty (30) calendar days before Transition-Out begins, with a tight timeline for correcting any issues the Department finds.

	Specification
	The Contractor must provide complete and accurate Transition-Out Artifacts covering all current M&O, DDI, SA, and PM artifacts, including deliverables, processes, workflows, reports, plans, and technical details, plus any additional artifacts the Department defines. The Contractor must secure Department approval of the Transition-Out Artifacts at least thirty (30) calendar days in advance of the Transition-Out start date. If the Department identifies any artifact as incomplete or inaccurate based on an agreed-upon standard (e.g. DED, RFP requirements), the Contractor must rectify the issue within the lesser of five (5) business days from issue identification or one (1) month prior to the Transition-Out start date.

	Service Level
	One hundred percent (100%) of required Transition-Out Artifacts across M&O, DDI, SA, and PM must be Department-approved no later than thirty (30) calendar days prior to the Transition-Out start date. Any Department-identified issue on a specific artifact must be resolved to the Department’s satisfaction within the lesser of five (5) business days from issue identification or one (1) month prior to the Transition-Out start date. Compliance is evaluated per artifact.

	Notes
	The scope of artifacts required under this SLA includes all artifacts the Department defines as in scope for Transition-Out Artifacts, in addition to the standard M&O, DDI, SA, and PM categories. The Contractor must designate a single point of contact responsible for the artifacts register, issue intake, and remediation tracking. Issue identification is effective when the Department communicates the issue in writing to the Contractor.

	Reporting Frequency
	Weekly. Artifact status is tracked continuously and reported in the Contractor’s weekly Transition-Out Weekly Status Report, beginning no later than ninety (90) calendar days prior to the planned Transition-Out start date. SLA is effective prior to the Transition-Out Period start date and through resolution of any identified issues.

	SLA Calculations
	Compliance is evaluated per artifact. An artifact is compliant when it has been delivered and approved by the Department no later than thirty (30) calendar days prior to the Transition-Out start date, and any subsequent Department-identified issue has been resolved within the lesser of five (5) business days from identification or one (1) month prior to the Transition-Out start date. For service credit calculation, when an artifact has not been resolved within the applicable window, the shortfall is measured in calendar days within each month past the deadline, and the service credit is prorated based on the exact number of days of delay within the month.

	SLA Calculations Definitions
	Transition-Out Artifacts: The set of artifacts covering all current M&O, DDI, SA, and PM work, plus any additional artifacts defined by the Department.
Artifact: A discrete piece of documentation identified in the Transition-Out Artifacts register.
Identification Date: The date on which the Department communicates an artifact issue in writing to the Contractor. 
Resolution Window: The lesser of five (5) business days from the Identification Date or one (1) month prior to the Transition-Out start date. 
Approved: Formal Department sign-off documented in writing.

	Exclusions
	Artifacts added to the scope by the Department after the initial Department-approved Transition-Out Artifacts register, where the Department also approves an alternate delivery date in writing, are excluded from the original deadline to the extent of that written approval. Delays caused by Department-controlled review processes, demonstrated through verifiable records, are excluded.

	Process to Compile and Report SLA
	The Contractor must maintain a Transition-Out Artifacts register that includes, at a minimum, the following data for each artifact: scope area (M&O, DDI, SA, PM, or other Department-defined); artifact title and identifier; due date; date provided; Department review status; date any issue was formally reported by the Department or identified during review; date the issue was resolved; proof of delivery for the initial artifact, the reported issue, and the resolution; approver and approval date; and the specific Transition-Out start date for which the artifact is being readied. The Transition-Out Artifacts Register and all supporting delivery, issue, and resolution evidence must be submitted in the Transition-Out Weekly Status Report.

	Converged E&E System and AMS Service Credit
	If the Department identifies an artifact as incomplete or inaccurate based on an agreed-upon standard (e.g. DED, RFP requirements), and the Contractor fails to address the issue to the Department’s satisfaction within the greater of one (1) month prior to the Transition-Out date or five (5) business days from issue identification, a service credit of five thousand dollars ($5,000) per month per affected artifact applies until resolved. The service credit is prorated based on the exact number of business days of delay within the month.


[bookmark: _Toc230258266][bookmark: _Toc233199168]Transition-Out Weekly and Monthly Reporting
	Purpose
	This SLA ensures the Department has continuous visibility into Transition-Out progress. Weekly reports identify emerging issues in real-time, while monthly reports provide executive-level summaries of trends and risks. These reports are critical for alignment on project health and required Department actions; late or missing reports directly compromise the transition’s success.

	Specification
	Throughout the Transition-Out period, the Contractor must develop and submit weekly and monthly Transition-Out status reports describing progress on each Transition-Out task, deliverable, and milestone. Each report must reach the Department on or before its scheduled due date and must comply with the report format, content, and submission requirements set by the Department and the approved Transition-Out Plan.

	Service Level
	One hundred percent (100%) of required weekly and monthly Transition-Out status reports must be submitted to the Department by their scheduled due dates throughout the Transition-Out period. Each separate report is not compliant if it is submitted more than two (2) business days after the scheduled due date.

	Notes
	Scheduled due dates for weekly and monthly reports, the required content, and the Department’s designated recipients are defined in the approved Transition-Out Plan. Submission is considered complete when the report is delivered to the designated recipients in the approved format and through the approved channel, with a verifiable timestamp. The Contractor must designate a single point of contact responsible for report preparation, submission, and SLA tracking.

	Reporting Frequency
	Weekly and monthly throughout the Transition-Out period. Each report has its own scheduled due date, and compliance is evaluated independently. SLA is effective for the duration of the Transition-Out Period.

	SLA Calculations
	Compliance is evaluated per scheduled report. A report is compliant when received by the Department within two (2) business days of the scheduled due date. For each report submitted more than two (2) business days beyond the submission due date, a service credit of five thousand dollars ($5,000) is applied. If the report remains unsubmitted more than five (5) business days past its scheduled due date, each additional business day, or portion thereof, beginning with business day six (6), accrues an additional one thousand dollars ($1,000) per business day, or portion thereof, until the report is submitted.

	SLA Calculations Definitions
	Weekly Transition-Out Status Report: The report covering Transition-Out progress for the weekly reporting period, including each task, deliverable, and milestone, as defined in the approved Transition-Out Plan. 
Monthly Transition-Out Status Report: The report rolling up progress for the calendar month, including a trend view and forward-looking risks.
Scheduled Due Date: The date by which the report must be delivered to the Department, as defined in the approved Transition-Out Plan. 
Two (2) Business Days Window: Two (2) business day grace period beyond the original scheduled due date, after which the report is treated as missed for SLA purposes. 
Five (5) Business Day Threshold: Five (5) business days past the original scheduled due date, beyond which additional service credits accrue.

	Exclusions
	Reports for which the Department has approved an alternative due date in writing prior to the original scheduled due date are excluded from this SLA to the extent of that written approval. Delays directly caused by Department-controlled systems or processes used for report submission, demonstrated through verifiable records, are excluded.

	Process to Compile and Report SLA
	The Contractor must maintain a Transition-Out reporting register listing, for each scheduled weekly and monthly report: the reporting period covered; the scheduled due date; the actual submission date and timestamp; the recipient list and confirmation of delivery; the report storage location and version reference; and any deviations from the Department-required content. Supporting submission evidence (email transmittals with timestamps, system or workflow submission confirmations, repository upload timestamps and version history) must be retained and available to the Department on request. A consolidated compliance summary is included in the final Transition-Out Weekly Status Report.

	Converged E&E System and AMS Service Credit
	Delayed Report (Initial Service Credit): For each required weekly or monthly Transition-Out status report not submitted within two (2) business days of its scheduled due date, a service credit of five thousand dollars ($5,000) applies per missed report. 
Extended Delay (Additional Service Credit): For any such report that remains unsubmitted more than five (5) business days past its scheduled due date, an additional service credit of one thousand dollars ($1,000) per business day, or portion thereof, applies until the report is submitted.


[bookmark: _Toc230258267][bookmark: _Toc233199169]Transition-Out Monthly Status Meetings
	Purpose
	This SLA ensures the Contractor meets with the Department and the Successor Contractor at least once per calendar month during the Transition-Out period. Written status reports provide essential data, but live status meetings provide the necessary context for effective oversight. These meetings facilitate real-time questioning, decision-making, and risk mitigation. Written reports are not a substitute for these live interactions.

	Specification
	Throughout the Transition-Out period, the Contractor must conduct a monthly Transition-Out status meeting with the Department or with a Successor Contractor (or both, as directed by the Department) to review the status of all Transition-Out activities, tasks, and deliverables. The meeting must be scheduled in advance, must have an agenda, must produce written minutes, and must record attendance.

	Service Level
	One hundred percent (100%) of required Transition-Out monthly status meetings must be held once per calendar month for every calendar month during the Transition-Out period. Compliance is evaluated per calendar month. A calendar month in which the required meeting is not held constitutes a non-compliance event for that month.

	Notes
	The Contractor must propose meeting dates in advance and confirm them with the Department and the Successor Contractor. Rescheduling within the same calendar month, as long as the meeting is held before the end of that calendar month, does not constitute non-compliance. A meeting is considered held when it convenes with required participants from the Department and, where applicable, the Successor Contractor, with the agenda walked through and minutes produced. The Contractor must designate a single point of contact responsible for scheduling, agenda preparation, minutes, and SLA tracking.

	Reporting Frequency
	Once per calendar month throughout the Transition-Out period. SLA compliance is evaluated for each calendar month. SLA is effective for the duration of the Transition-Out Period.

	SLA Calculations
	Compliance is evaluated per calendar month. A calendar month is compliant when the required Transition-Out monthly status meeting is held within that calendar month with the required participants, agenda, minutes, and attendance record. A calendar month is non-compliant when the required meeting is not held within that calendar month for any reason not covered by an exclusion.

	SLA Calculations Definitions
	Transition-Out Monthly Status Meeting: A scheduled status review meeting between the Contractor and the Department, the Successor Contractor, or both, covering Transition-Out activities, tasks, and deliverables. 
Held: Convened on the scheduled date with required participants, an agenda walked through, attendance recorded, and minutes produced.
Calendar Month: A complete calendar month falling within the Transition-Out period.

	Exclusions
	A calendar month in which the Department, in writing, waives the monthly meeting requirement in advance is excluded from this SLA. A calendar month in which the Department or the Successor Contractor unilaterally declines to attend after the Contractor has scheduled, confirmed, and made reasonable effort to hold the meeting is excluded to the extent the Contractor can demonstrate the cause through verifiable records.

	Process to Compile and Report SLA
	The Contractor must maintain a Transition-Out monthly meeting register listing, for each calendar month in the Transition-Out period: the scheduled meeting date; meeting calendar invite and confirmations; the agenda; the attendees and required participants; the meeting minutes; the date the minutes were distributed; and the SLA compliance status for the month. Supporting evidence (calendar invites, attendee lists, signed minutes, distribution emails) must be retained and made available to the Department on request. A meeting compliance summary is included in the Transition-Out Weekly Status Report.

	Converged E&E System and AMS Service Credit
	For each calendar month during the Transition-Out period in which the required Transition-Out monthly status meeting is not held, a service credit of twenty-five thousand dollars ($25,000) applies for that calendar month.


[bookmark: _Toc230258268][bookmark: _Toc233199170]Transition-Out Training and Transition-Out Training and Knowledge Transfer Plan Submission
	Purpose
	The Transition-Out Training and Knowledge Transfer Plan is the playbook for the entire Transition-Out knowledge handoff. Until it exists and is Department-approved, the rest of Transition-Out cannot be scheduled, scoped, or staffed properly. This SLA ensures the Contractor delivers that plan promptly, within thirty (30) calendar days of the Department’s request, so the larger Transition-Out work can move forward on time.

	Specification
	When the Department requests the Transition-Out Training and Knowledge Transfer Plan, the Contractor must submit a complete Transition-Out Training and Knowledge Transfer Plan deliverable to the Department within thirty (30) calendar days of the request. The submitted Plan must conform to the deliverable definition set forth in Section 5.8 – Deliverables and must be in a form suitable for Department review and approval.

	Service Level
	The Transition-Out Training and Knowledge Transfer Plan must be submitted to the Department for approval within thirty (30) calendar days of the Department’s written request. Compliance is evaluated against the date of the Department’s request.

	Notes
	The Department’s request must be in writing and time-stamped; the thirty (30) calendar day clock starts on the date of that written request. Submission alone does not satisfy this SLA: the Plan must also reach Department approval. If the Department requests revisions, the service credit clock continues to run until the revised Plan is approved by the Department. The Contractor must designate a single point of contact responsible for Plan preparation, submission, revisions, and SLA tracking.

	Reporting Frequency
	Weekly. Plan status is tracked continuously following the Department’s request and reported in the Contractor’s weekly Transition-Out status report. A final submission compliance entry is captured at the time the Plan is Department-approved. SLA is effective prior to the start of the Transition-Out Period.

	SLA Calculations
	Compliance is evaluated using the following: the Submission Compliance Window equals thirty (30) calendar days starting on the date of the Department’s written request. The SLA is compliant when the Transition-Out Training and Knowledge Transfer Plan is both submitted by the Contractor and approved by the Department on or before the end of the Submission Compliance Window. If the Plan is not approved by the Department by the end of that window, a service credit is applied for every calendar day beyond the initial thirty (30) calendar days. The service credit calculation is measured in calendar days, or portions thereof, beyond the thirtieth (30th) calendar day until the Plan is Department-approved.

	SLA Calculations Definitions
	Transition-Out Training and Knowledge Transfer Plan: The deliverable as described in the contract section addressing Deliverables, covering the scope, schedule, methods, and acceptance criteria for Knowledge Transfer activities during Transition-Out. 
Department Request: A written, time-stamped request from the Department for submission of the Transition-Out Training and Knowledge Transfer Plan.
Submission Compliance Window: Thirty (30) calendar days from the Department Request date. 
Approved: Formal Department sign-off documented in writing.

	Exclusions
	Periods during which the Department has, in writing, paused review of the Plan for reasons not attributable to the Contractor (for example, internal Department scheduling) are excluded from the SLA clock to the extent the Contractor can demonstrate the pause through verifiable Department records.

	Process to Compile and Report SLA
	The Contractor must capture and retain: the Department’s written request and timestamp; the date the Plan was submitted to the Department; the format and channel of submission; the recipient list; any Department comments or revision requests; the dates of any resubmissions; and the date of formal Department approval. The Contractor must include the Transition-Out Training and Knowledge Transfer Plan submission status in each weekly Transition-Out status report until the Plan is Department-approved, with explicit reference to the elapsed calendar days from the Department’s request.

	Converged E&E System and AMS Service Credit
	If the Transition-Out Training and Knowledge Transfer Plan is not submitted to and approved by the Department within thirty (30) calendar days of the Department’s request, damages of ten thousand dollars ($10,000) apply per calendar day, or portion thereof, until the Plan is submitted to and approved by the Department.


[bookmark: _Toc230258269][bookmark: _Toc233199171]Transition Out Training and Knowledge Transfer Plan Completion
	Purpose
	The purpose of this SLA is to ensure the timely and successful execution of the Transition-Out Training and Knowledge Transfer Plan. Following the approved schedule and plan is essential, as any delays in knowledge transfer may create operational risks and service gaps for both the Department and the Successor Contractor following the incumbent Contractor’s departure.

	Specification
	The Contractor must complete all knowledge transfer activities within the timeline specified in the Department-approved Transition-Out Training and Knowledge Transfer Plan. Completion includes execution of every knowledge transfer session, delivery of every supporting artifact, training of designated Department staff and Department contractors on Converged E&E and AMS Systems operations, maintenance, and troubleshooting. The Department’s written approval and verification that the plan is complete is the last component.

	Service Level
	One hundred percent (100%) of all knowledge transfer tasks in the approved plan must be finished, verified, and approved by the Department by the dates listed for each task and by the overall Plan completion date

	Notes
	Work is only considered finished once the Department approves it in writing.
The Contractor must get written approval from the Department in advance if they need to extend any plan dates.
The Contractor must name a single person responsible for tracking all handover tasks and reporting on this SLA.

	Reporting Frequency
	Weekly. Knowledge transfer completion progress is tracked continuously and reported in the Contractor’s weekly Transition-Out status report. SLA is finalized at the end of the Transition-Out Period.

	SLA Calculations
	Here is how to measure if this SLA was met:
Review the Plan Completion Dates: Identify the completion dates for all tasks in the approved Transition-Out Training and Knowledge Transfer Plan.
Determine SLA Compliance: If all scheduled tasks are not finished and approved by the dates in the plan, a service credit is applied.
Calculate the Shortfall: Count the number of calendar days between the scheduled Transition-Out Training and Knowledge Transfer Plan completion date and the Actual Completion Date. The service credit of twelve thousand dollars ($12,000) is multiplied by the number of calendar days the plan was incomplete. 

	SLA Calculations Definitions
	Knowledge Transfer Activity: A specific knowledge transfer session, artifact delivery, training event, or other action identified in the Department-approved Transition-Out Training and Knowledge Transfer Plan.
Department-Approved Transition-Out Training and Knowledge Transfer Plan: The Transition-Out Training and Knowledge Transfer Plan submitted by the Contractor and approved by the Department, including any Department-approved revisions.
Completion: All activities delivered as specified in the Plan, with verification and written approval by the Department.
Verified and Approved: Documented Department acceptance that the activity, or the Plan as a whole, has been completed to the Department’s satisfaction.

	Exclusions
	A delay does not count as a breach if:
The Department approved a deadline extension in writing before the original date passed.
The delay was caused by Department actions or because the  Contractor was unavailable, provided the delay was beyond the Contractor’s control, the Contractor can prove it with records, and the Department acknowledges the delay in writing.

	Process to Compile and Report SLA
	The Contractor must include a Knowledge Transfer Completion summary within the final Transition-Out Weekly Status Report. For every task in the plan, the summary must include:
The task name and ID
The planned and actual completion dates
Proof that the work was done (e.g., attendance lists, signed forms, or delivered documents)
A list of the training materials used to teach Department staff and other contractors how to run and fix the specified systems
The date the Department approved the task.
The Contractor must keep a permanent record of all completed knowledge transfer activities, along with all Department-approved revisions and extensions to the plan.

	Converged E&E System and AMS Service Credit
	If knowledge transfer tasks are not finished on the Department-approved plan completion date, a service credit of ten thousand dollars ($10,000) per calendar day, or portion of the day, applies until the Contractor submits the Knowledge Transfer Completion summary.
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	Purpose
	This SLA holds the Contractor accountable for quickly replacing any departing Key Staff to ensure expertise is maintained on the project.

	Specification
	When a Key Staff position becomes vacant, the Contractor must find a qualified replacement candidate for the Department to review and approve. The Department has the right to review resumes, interview all candidates, and reject any candidate for any reason.

	Service Level
	A Department-approved replacement must start work within thirty (30) total calendar days of the position becoming vacant. This thirty (30)-day clock is paused while the Department is formally reviewing a candidate.

	Notes
	The official list of Key Staff positions is in Exhibit G.26 – Converged E&E System and AMS Staffing Table Key Staff.
The Department can require the removal and replacement of any Contractor staff member at any time if their performance is not acceptable.

	Reporting Frequency
	Per occurrence.
This is reported for each event in which a key staff vacancy occurs throughout the Contract term. 

	SLA Calculations
	Here is how the thirty (30) calendar day timeframe is measured for each vacancy:
Start the Clock: The “Vacancy Clock” begins on the first day a Key Staff position is vacant.
Pause the Clock: The clock is paused on the day the Contractor formally submits a candidate’s resume to the Department for review.
Restart the Clock: The clock resumes on the day the Department provides its disposition (approved or rejected).
Calculate Total Vacancy Calendar Days: The total number of calendar days the Vacancy Clock was running is calculated from the start of the vacancy until the replacement’s first day of work, excluding the calendar days when the Vacancy Clock is paused.
Evaluate Compliance: Count the total number of calendar days the clock was running from the first day of the vacancy until the replacement’s first day of work, excluding days when the Vacancy Clock was paused. If the total is more than thirty (30) calendar days, a service credit applies for every day over the thirty (30)-day limit.

	SLA Calculations Definitions
	Calendar Day: Any day of the month from 12:00 a.m. through 11:59 p.m. Eastern Time, including weekends and state and federal holidays

	Exclusions
	The time the Department spends formally reviewing a candidate’s resume does not count against the Contractor’s thirty (30) calendar day limit. The Contractor is responsible for providing proof of the exact dates the Vacancy Clock was paused.

	Process to Compile and Report SLA
	The Contractor must maintain an up-to-date Key Staff roster and track all staff changes in the change log of the Staff and Resource Management Plan. For any vacancy, the Contractor must report the total number of calendar days the position has been vacant (not including the time the clock was paused) in the Weekly and Monthly Status Reports and calculate any service credits.

	Converged E&E System and AMS Service Credit
	A service credit of one thousand dollars ($1,000) per each additional calendar day, per each vacancy, or portion thereof, beyond the original thirty (30) calendar day period will apply, until the Department approved replacement staff starts on the Contract. 
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	Purpose
	This SLA enforces the timeline for Contractor resource replacement when the Department requests removal and replacement. Prompt replacement of Contractor staff with performance issues is essential for project success, quality, and timely delivery. Vacant positions in both key and support roles impair the Contractor’s ability for quality delivery in a timely manner. 

	Specification
	The Department, at its sole discretion, reserves the right to direct the Contractor to immediately remove a Key or Support Staff member. When the Department orders the removal of a Key or Support Staff member in writing, the Contractor must remove them according to the Department’s specified timeline and must propose a qualified replacement staff member for the Department’s review and approval.
The Contractor must then submit a replacement candidate who has at least the equivalent qualifications, experience, and availability. When submitting a candidate, the Contractor must provide all requested information, including resumes, experience descriptions, and certifications. The Department has the sole right to interview and reject any candidate.
If a proposed replacement is not approved, the Contractor must submit an alternative replacement candidate for the Department’s approval at no additional cost to the Department. This process continues until the Department has approved a replacement. 

	Service Level
	The Contractor must submit an initial replacement candidate within thirty (30) calendar days of the Department’s written removal request. If the Department rejects a candidate, the Contractor must submit a new candidate within forty-five (45) calendar days of the rejection notice receipt. The Vacancy Clock pauses while the Department formally reviews a candidate.

	Notes
	The Contractor must continue and fulfill the duties of the vacant position without a drop in service quality while the replacement is found.

	Reporting Frequency
	Weekly.
The Contractor must report the replacement status in every Weekly and Monthly Status Report until the position is filled. A final Compliance Report is due within ten (10) business days after the new staff member is approved.

	SLA Calculations
	Here is how compliance is determined for each vacancy:
Start the Clock: The Vacancy Clock starts on the day the Department’s written removal request (for the initial thirty [(30] calendar day limit) is received, or the day the Department’s written candidate rejection (for the subsequent forty-five (45) calendar day limit) is received.
Pause the Clock: The Vacancy Clock pauses on the day the Contractor officially submits a candidate’s resume for Department review.
Restart the Clock: The Vacancy Clock restarts on the day the Department gives its written decision (approved or rejected).
Check for a Breach: If the total vacancy period exceeds the applicable limit (thirty [30] or forty-five [45] calendar days), a service credit applies.
Calculate the Penalty: The service credit applies for each business day the vacancy continues past the deadline, until the approved replacement starts work.

	SLA Calculations Definitions
	Business Day – Any day from Monday through Friday, excluding State and federal holidays
Calendar Day – All days in a month, from 12:00 a.m. through 11:59 p.m. Eastern Standard/Daylight Time, including weekends and state and federal holidays

	Exclusions
	A delay does not count as a breach if:
The delay is caused by the time the Department spends formally reviewing a candidate’s resume. The Contractor must document the exact submission and decision dates to use this exclusion.
The Department gives a formal written waiver to extend the deadline.

	Process to Compile and Report SLA
	The Contractor must keep a log tracking:
Removal request received date
Submission date for each candidate resume
Department decision date for each candidate (approval/rejection)
Final start date of the approved replacement
This log, along with the total days accrued against each staff position replacement request, must be included in all Weekly and Monthly Status Reports until the position is filled.
The approved change to the Staff and Resource Management Plan’s Key and Support Staff Personnel Rosters showing the replacement staff name must be provided within 10 business days after Department approval receipt.

	Converged E&E System and AMS Service Credit
	Extended Vacancy (Initial Service Credit): A service credit of one thousand dollars ($1,000) per each business day, per each vacancy, or portion thereof, beyond the original thirty (30) calendar day staff replacement period applies until the Contractor submits an initial replacement candidate resume.
Rejection Vacancy (Additional Service Credit): An additional service credit of one thousand dollars ($1,000) per each business day, per each vacancy, or portion thereof, beyond the original forty-five (45) calendar day rejected candidate replacement period applies, until the Department approved replacement staff starts on the Contract. 
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	Purpose
	This SLA holds the Contractor accountable for sustained, near-continuous availability of the production system. This is about keeping the Converged E&E System and AMS continuously up and running. When the Production Environment is down, eligibility workers cannot process applications, members cannot access the services they depend on, and the State’s core health services delivery slows or stops. 

	Specification
	The Contractor must operate and maintain the Converged E&E System and AMS Production Environment so that it is available to all authorized End Users at a level of at least ninety-nine point ninety-nine percent (99.99%), measured outside of scheduled system outages and Department-approved planned maintenance windows. The Production Environment includes, at a minimum, all portals, application servers, web servers, database servers, integration components, supporting infrastructure, and any network paths within the Contractor’s managed boundary that are required for End Users to perform eligibility, enrollment, case management, and member-facing functions. This SLA covers any unavailability event arising from the Contractor’s configuration, deployment, code, environment management, or operational practices that results in a Production Environment outage.

	Service Level
	The Converged E&E System and AMS Production Environment must be available at least ninety-nine point ninety-nine percent (99.99%) of the time during each calendar month, excluding Department-approved scheduled outages and planned maintenance windows.

	Notes
	The Contractor must continuously monitor the Production Environment in real time and provide the Department with read-only access to availability dashboards and the underlying availability data at all times. Department-approved scheduled outages and planned maintenance windows must be documented in advance, in writing, and posted to the agreed maintenance calendar. Any unplanned outage must be reported to the Department within the timeframes set out in the M&O Manual and is subject to a documented root cause analysis.

	Reporting Frequency
	Availability is measured continuously. The Contractor must report availability to the Department in the daily and weekly Operations Report. A monthly roll-up of availability must be delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues until the Transition-Out Cutover.

	SLA Calculations
	Availability is calculated each calendar month using the following formula: Availability % = ((Total Scheduled Operational Minutes − Unplanned Outage Minutes) / Total Scheduled Operational Minutes) × one hundred (100). Total Scheduled Operational Minutes equals the total minutes in the calendar month minus any Department-approved scheduled outage or planned maintenance minutes.
Unplanned Outage Minutes accumulate from the moment the Production Environment becomes unavailable to any authorized End User until full availability is restored. For the purposes of calculating Service Credits, any partial hour of unavailability is treated as a full hour.

	SLA Calculations Definitions
	Production Environment: The production Converged E&E System and AMS used by authorized End Users for eligibility, enrollment, case management, and member-facing functions, including all portals, application servers, web servers, database servers, integration components, supporting infrastructure, and network paths within the Contractor’s managed boundary.
Scheduled Outage / Planned Maintenance: A maintenance or outage window approved in writing by the Department in advance and posted to the agreed maintenance calendar.
Unplanned Outage: Any period during which the Production Environment, or any component required for End Users to perform their work, is not available, except for Department-approved Scheduled Outages or Planned Maintenance.

	Exclusions
	The Contractor is not responsible for unavailability caused by: (a) Department-approved scheduled outages or planned maintenance windows; or (b) failures of third-party systems, networks, or interfaces operated outside the Contractor’s managed boundary, where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor is responsible for demonstrating, with supporting records, that any claimed exclusion applies.

	Process to Compile and Report SLA
	The Contractor must continuously capture availability telemetry for every component of the Production Environment using monitoring tools approved by the Department. These records are aggregated in the daily and weekly Operations Report, that includes, at a minimum: total scheduled operational minutes, total unplanned outage minutes, the calculated availability percentage, an itemized list of each unplanned outage event with start time, end time, duration, affected components, root cause, and corrective action, and a summary of any Department-approved scheduled outages or planned maintenance windows. The report must be submitted in a format that allows the Department to independently validate the calculation, and supporting raw availability data must be made accessible to the Department on request. Required artifacts include updated design and requirements documents (RSD, RTM, SDS/SDD/ICDs, user manuals, etc.) and summaries of modifications, along with UAT and deployment records, made available for review on request.

	Converged E&E System and AMS Service Credit
	If the monthly availability of the Converged E&E System and AMS Production Environment falls below ninety-nine point ninety-nine percent (99.99%) in any calendar month, a service credit of fifty thousand dollars ($50,000) applies for each hour, or portion thereof, that the Production Environment was unavailable during that month.
Service Credits under this SLA are capped at five hundred thousand dollars ($500,000) per calendar month.
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	Purpose
	This SLA ensures the Contractor forwards all critical log files promptly. The Department needs real-time visibility into what the Converged E&E System portals are doing. Application log files contain transaction response times, user authentication data, and application alerts. If these logs do not reach the monitoring tool quickly, the Department cannot detect or triage problems as they happen. 

	Specification
	The Contractor must forward all log files that support the Converged E&E System portal infrastructure and application servers, as determined by the Department, to the systems monitoring tool (for example, Splunk or an equivalent Department-approved utility). Log files must be transmitted to the monitoring tool as they are produced by the portals’ applications and infrastructure. Any instance where Worker or Member Portal log files are not sent to the designated monitoring server within one (1) hour of being produced constitutes a failure under this SLA.

	Service Level
	One hundred percent (100%) of Assistor, Worker, Member, Issuer, Employer, and Partner Portal log files must reach the designated monitoring server within one (1) hour of being produced.

	Notes
	The Contractor must maintain monitoring tools and provide the Department with real-time access to log data and regular reports validating compliance. The list of in-scope log files is determined by the Department and may be updated over time.

	Reporting Frequency
	Compliance is measured continuously. A Log File Forwarding Compliance Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per log file per one (1) hour interval. For each log file produced by the Assistor, Worker, Member, Issuer, Employer, or Partner Portal applications and infrastructure, the Contractor records the production timestamp and the timestamp of receipt at the monitoring server. Each log file not received within one (1) hour of production counts as one occurrence, with additional per-hour occurrences accruing until the log file is verifiable on the monitoring server.

	SLA Calculations Definitions
	Worker and Member Portal Log Files: Application and infrastructure log files supporting the Assistor, Worker, Member, Issuer, Employer, and Partner Portals, as identified by the Department, that capture transaction response times, user authentication, application alerts, and similar telemetry.
Monitoring Server: The Department-designated systems monitoring tool, such as Splunk or an equivalent Department-approved utility.
Unverifiable Log File: An Assistor, Worker, Member, Issuer, Employer, or Partner Portal log file that cannot be confirmed as received on the monitoring server within one (1) hour of production.

	Exclusions
	The Contractor is not responsible for delays in log file receipt caused by a documented outage of the Department-designated monitoring server or the network paths leading to it, provided those systems are outside the Contractor’s direct operational control. The Contractor is responsible for demonstrating such an external failure with verifiable system records.

	Process to Compile and Report SLA
	The Contractor must continuously capture log production and forwarding telemetry and provide the Department with real-time access. The monthly Log File Forwarding Compliance Report must list each unverifiable log file occurrence with the production timestamp, monitoring server receipt timestamp (or non-receipt), source application or infrastructure component, and duration unverified. All raw telemetry must be available to the Department on request.

	Converged E&E System and AMS Service Credit
	Failure to comply with providing data results in a service credit of one thousand dollars ($1,000) per unverifiable log file per one (1) hour interval, continuing per hour until resolved.
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	Purpose
	This SLA holds the Contractor accountable for executing each scheduled interface on time and for closing out any missed runs without compounding the delay. This is about the data flow between the Converged E&E System, the AMS, and its trading partners. Critical inbound scheduled interfaces have a defined run window for a reason: downstream systems, eligibility decisions, and back-office processes depend on those files arriving on schedule. 

	Specification
	The Contractor must execute all critical inbound interfaces, unless exceptions are made by the Department, per the timeframe identified for each interface as defined by the Department. Additional interfaces identified by the Department must be added to the critical interfaces list after each Go-Live or Deployment, as applicable.

	Service Level
	One hundred percent (100%) of critical inbound scheduled interfaces must execute within the timeframe identified for each interface as defined by the Department.

	Notes
	The list of critical inbound scheduled interfaces, including the timeframe for each, is maintained as defined by the Department. The Department may add interfaces to the list following any Go-Live or Deployment.

	Reporting Frequency
	Compliance is measured per scheduled execution. Scheduled interface compliance is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per scheduled execution. For each interface and each scheduled run, the Contractor records the scheduled execution window and the actual execution timestamp. Any scheduled execution that does not run within the identified timeframe counts as one occurrence. If a missed execution is not successfully completed by the next scheduled run, the file is considered to have an overlapping instance, and an additional credit accrues for each calendar day, or portion thereof, until the file is successfully received.

	SLA Calculations Definitions
	Critical Inbound Interface: A critical inbound scheduled interface as defined by the Department, including any additional interfaces added by the Department following a Go-Live or Deployment.
Scheduled Execution: A planned run of an interface within the timeframe identified for that interface.
Overlapping Instance: A missed scheduled execution that is not successfully completed before the next scheduled execution of the same interface.

	Exclusions
	The Contractor is not responsible for a missed execution if the external trading partner failed to make the inbound file available for processing within the scheduled window. The Contractor is responsible for demonstrating such an external failure with verifiable system logs.

	Process to Compile and Report SLA
	The Contractor must capture, for every scheduled execution: the interface name, the scheduled timeframe, the actual execution timestamp (or evidence of non-execution), the completion status, and the root cause for any non-compliance. These records are aggregated in the daily Operations Report, which identifies missed executions and overlapping instances, totals service credits accrued, and is made available to the Department for validation.

	AMS Service Credit
	Failure to comply with executing critical inbound interfaces results in a service credit of one hundred twenty-five dollars ($125) per scheduled execution that is not executed within the timeframe identified, plus an additional one hundred twenty-five dollars ($125) per overlapping instance per calendar day, or portion thereof, until the file is successfully received.

	Converged E&E System and AMS Service Credit
	Incomplete Interface (Initial Service Credit): Failure to comply with executing critical inbound interfaces results in a service credit of two thousand five hundred dollars ($2,500) per scheduled execution that is not executed within the timeframe identified.
Multiple Incomplete Instances (Additional Service Credit): An additional two thousand five hundred dollars ($2,500) is applied per overlapping instance per calendar day, or portion thereof, until the file is successfully received.
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	Purpose
	This SLA ensures the Contractor executes each interface on schedule and resolves any missed runs quickly to prevent compounded delays. Data must flow smoothly between the Converged E&E System, the AMS, and its trading partners. Non-critical inbound scheduled interfaces have strict run windows because downstream systems, eligibility decisions, and back-office processes depend on these files arriving on time. 

	Specification
	The Contractor must execute all non-critical inbound interfaces, unless exceptions are made by the Department, per the timeframe identified for each interface as defined by the Department. Additional interfaces identified by the Department must be added to the non-critical interfaces list after each Go-Live or Deployment, as applicable.

	Service Level
	One hundred percent (100%) of non-critical inbound scheduled interfaces must execute within the timeframe identified for each interface as defined by the Department.

	Notes
	The list of non-critical inbound scheduled interfaces, including the timeframe for each, is maintained as defined by the Department. The Department may add interfaces to the list following any Go-Live or Deployment.

	Reporting Frequency
	Compliance is measured per scheduled execution. Scheduled interface compliance is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per scheduled execution. For each interface and each scheduled run, the Contractor records the scheduled execution window and the actual execution timestamp. Any scheduled execution that does not run within the identified timeframe counts as one (1) occurrence. If a missed execution is not successfully completed by the next scheduled run, the file is considered to have an overlapping instance, and an additional credit accrues for each calendar day, or portion thereof, until the file is successfully received.

	SLA Calculations Definitions
	Non-Critical Inbound Interface: A non-critical inbound scheduled interface as defined by the Department, including any additional interfaces added by the Department following a Go-Live or Deployment.
Scheduled Execution: A planned run of an interface within the timeframe identified for that interface.
Overlapping Instance: A missed scheduled execution that is not successfully completed before the next scheduled execution of the same interface.

	Exclusions
	The Contractor is not responsible for a missed execution if the external trading partner failed to make the inbound file available for processing within the scheduled window. The Contractor is responsible for demonstrating such an external failure with verifiable system logs.

	Process to Compile and Report SLA
	The Contractor must capture, for every scheduled execution: the interface name, the scheduled timeframe, the actual execution timestamp (or evidence of non-execution), the completion status, and the root cause for any non-compliance. These records are aggregated in the daily and weekly Operations Report, which identifies missed executions and overlapping instances, totals service credits accrued, and is made available to the Department for validation.

	AMS Service Credit
	Failure to comply with executing non-critical inbound interfaces results in a service credit of one hundred dollars ($100) per scheduled execution that is not executed within the timeframe identified, plus an additional one hundred dollars ($100) per overlapping instance per calendar day, or portion thereof, until the file is successfully received.

	Converged E&E System and AMS Service Credit
	Incomplete Interface (Initial Service Credit): Failure to comply with executing non-critical inbound interfaces results in a service credit of one thousand dollars ($1,000) per scheduled execution that is not executed within the timeframe identified.
Overlapping Instances (Additional Service Credit): An additional one thousand dollars ($1,000) per overlapping instance per calendar day, or portion thereof, applies until the file is successfully received.


[bookmark: _Toc230258231][bookmark: _Toc233199179]Outbound Scheduled Interfaces: Critical
	Purpose
	This SLA ensures the Contractor executes each interface on schedule and resolves any missed runs quickly to prevent compounded delays. Data must flow smoothly between the Converged E&E System, the AMS, and its trading partners. Critical outbound scheduled interfaces have strict run windows because downstream systems, eligibility decisions, and back-office processes depend on these files arriving on time. 

	Specification
	The Contractor must execute all critical outbound interfaces, unless exceptions are made by the Department, per the timeframe identified for each interface as defined by the Department. Additional interfaces identified by the Department must be added to the critical interfaces list after each Go-Live or Deployment, as applicable.

	Service Level
	One hundred percent (100%) of critical outbound scheduled interfaces must execute within the timeframe identified for each interface as defined by the Department.

	Notes
	The list of critical outbound scheduled interfaces, including the timeframe for each, is maintained as defined by the Department. The Department may add interfaces to the list following any Go-Live or Deployment.

	Reporting Frequency
	Compliance is measured per scheduled execution. Scheduled interface compliance is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per scheduled execution. For each interface and each scheduled run, the Contractor records the scheduled execution window and the actual execution timestamp. Any scheduled execution that does not run within the identified timeframe counts as one (1) occurrence. If a missed execution is not successfully completed by the next scheduled run, the file is considered to have an overlapping instance, and an additional credit accrues for each calendar day, or portion thereof, until the file is successfully received.

	SLA Calculations Definitions
	Critical Outbound Interface: A critical outbound scheduled interface as defined by the Department, including any additional interfaces added by the Department following a Go-Live or Deployment.
Scheduled Execution: A planned run of an interface within the timeframe identified for that interface.
Overlapping Instance: A missed scheduled execution that is not successfully completed before the next scheduled execution of the same interface.

	Exclusions
	The Contractor is not responsible for a missed transmission if the external trading partner’s system was unavailable to receive the outbound file. The Contractor is responsible for demonstrating such an external failure with verifiable system logs (e.g., connection refusal, network errors).

	Process to Compile and Report SLA
	The Contractor must capture, for every scheduled execution: the interface name, the scheduled timeframe, the actual execution timestamp (or evidence of non-execution), the completion status, and the root cause for any non-compliance. These records are aggregated in the daily and weekly Operations Report, which identifies missed executions and overlapping instances, totals service credits accrued, and is made available to the Department for validation.

	AMS Service Credit
	Failure to comply with executing critical outbound interfaces results in a service credit of one hundred twenty-five dollars ($125) per scheduled execution that is not executed within the timeframe identified, plus an additional one hundred twenty-five dollars ($125) per overlapping instance per calendar day, or portion thereof, until the file is successfully received.

	Converged E&E System and AMS Service Credit
	Incomplete Interface (Initial Service Credit): Failure to comply with executing critical outbound interfaces results in a service credit of two thousand five hundred dollars ($2,500) per scheduled execution that is not executed within the timeframe identified.
Overlapping Instances (Additional Service Credit): An additional two thousand five hundred dollars ($2,500) per overlapping instance per calendar day, or portion thereof, is applied until the file is successfully received.


[bookmark: _Toc233199180][bookmark: _Toc230258233]Outbound Scheduled Interfaces: Non-Critical
	Purpose
	This SLA ensures the Contractor executes each interface on schedule and resolves any missed runs quickly to prevent compounded delays. Data must flow smoothly between the Converged E&E System, the AMS, and its trading partners. Non-critical outbound scheduled interfaces have strict run windows because downstream systems, eligibility decisions, and back-office processes depend on these files arriving on time. 

	Specification
	The Contractor must execute all non-critical outbound interfaces, unless exceptions are made by the Department, per the timeframe identified for each interface as defined by the Department. Additional interfaces identified by the Department must be added to the non-critical interfaces list after each Go-Live or Deployment, as applicable.

	Service Level
	One hundred percent (100%) of non-critical outbound scheduled interfaces must execute within the timeframe identified for each interface as defined by the Department.

	Notes
	The list of non-critical outbound scheduled interfaces, including the timeframe for each, is maintained as defined by the Department. The Department may add interfaces to the list following any Go-Live or Deployment.

	Reporting Frequency
	Compliance is measured per scheduled execution. Scheduled interface compliance is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per scheduled execution. For each interface and each scheduled run, the Contractor records the scheduled execution window and the actual execution timestamp. Any scheduled execution that does not run within the identified timeframe counts as one (1) occurrence. If a missed execution is not successfully completed by the next scheduled run, the file is considered to have an overlapping instance, and an additional credit accrues for each calendar day, or portion thereof, until the file is successfully received.

	SLA Calculations Definitions
	Non-Critical Outbound Interface: A non-critical outbound scheduled interface as defined by the Department, including any additional interfaces added by the Department following a Go-Live or Deployment.
Scheduled Execution: A planned run of an interface within the timeframe identified for that interface.
Overlapping Instance: A missed scheduled execution that is not successfully completed before the next scheduled execution of the same interface.

	Exclusions
	The Contractor is not responsible for a missed transmission if the external trading partner’s system was unavailable to receive the outbound file. The Contractor is responsible for demonstrating such an external failure with verifiable system logs (e.g., connection refusal, network errors).

	Process to Compile and Report SLA
	The Contractor must capture, for every scheduled execution: the interface name, the scheduled timeframe, the actual execution timestamp (or evidence of non-execution), the completion status, and the root cause for any non-compliance. These records are aggregated in the daily and weekly Operations Report, which identifies missed executions and overlapping instances, totals service credits accrued, and is made available to the Department for validation.

	AMS Service Credit
	Failure to comply with executing non-critical outbound interfaces results in a service credit of one hundred dollars ($100) per scheduled execution that is not executed within the timeframe identified, plus an additional one hundred dollars ($100) per overlapping instance per calendar day, or portion thereof, until the file is successfully received.

	Converged E&E System and AMS Service Credit
	Incomplete Interface (Initial Service Credit): Failure to comply with executing non-critical outbound interfaces results in a service credit of one thousand dollars ($1,000) per scheduled execution that is not executed within the timeframe identified.
Overlapping Instances (Additional Service Credit): An additional one thousand dollars ($1,000) per overlapping instance per calendar day, or portion thereof, is applied until the file is successfully received.


[bookmark: _Toc233199181]Inbound Real-Time Interfaces: Critical
	Purpose
	This SLA ensures that critical inbound real-time interfaces remain continuously available. Real-time integrations are the connective tissue between the Converged E&E System, the AMS, and partner systems; when they fail, eligibility decisions, member-facing transactions, and back-office processes stall. This SLA holds the Contractor accountable for sustained availability and minimizes the duration of any outages. 

	Specification
	The Contractor must execute all critical inbound real-time interfaces, unless agreed upon with the Department, as identified as defined by the Department. Additional critical real-time interfaces identified by the Department must be added to the interfaces list after each Deployment. The Contractor must maintain availability of these interfaces at or above ninety-nine point ninety-nine percent (99.99%).

	Service Level
	Critical inbound real-time interface availability must be at least ninety-nine point ninety-nine percent (99.99%) at all times.

	Notes
	The list of critical inbound real-time interfaces is maintained as defined by the Department. The Department may add interfaces to the list following any Deployment. The Contractor must continuously monitor real-time interface availability and provide the Department with read-only access to availability dashboards.

	Reporting Frequency
	Availability is measured continuously. Real-time interface availability is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Availability is measured per interface and aggregated per category. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. For each interface, the Contractor records the unavailability start and end timestamps and computes total unavailable hours for the month. Any partial hour of unavailability is treated as a full hour for service credit calculation.

	SLA Calculations Definitions
	Critical Inbound Real-time Interface: A critical inbound real-time interface listed as defined by the Department, including any additional interfaces added by the Department following a Deployment.
Availability: The percentage of time during which the interface is operational and able to process transactions, calculated against the total operational hours.
Unique Outage: A distinct period of interface unavailability, evaluated on a rolling sixty (60) minute basis.

	Exclusions
	The Contractor is not responsible for interface technical problems caused by the interface source. The Contractor is responsible for demonstrating any claimed exclusion with system records.

	Process to Compile and Report SLA
	The Contractor must continuously capture availability telemetry for every real-time interface in scope using monitoring tools approved by the Department. Availability data is included in the daily and weekly Operations Report and must include, for each interface: total operational hours, total unavailable hours, the calculated availability percentage, an itemized list of each unique outage with start time, end time, duration, and root cause, and the service credits accrued. Supporting raw availability data must be made accessible to the Department on request.

	AMS Service Credit
	If the critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of two hundred fifty dollars ($250) applies for every hour, or portion thereof, that the critical real-time interface availability is below the contracted target level. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. The total service credit is capped at twenty thousand dollars ($20,000) per month for this SLA, encompassing all service credits issued in the month due to real-time interface availability falling below the specified threshold.

	Converged E&E System and AMS Service Credit
	If the critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of ten thousand dollars ($10,000) applies for every hour, or portion thereof, that the critical real-time interface availability is below the contracted target level. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. 
The total service credit is capped at five hundred thousand dollars ($500,000) per month for this SLA, encompassing all service credits issued in the month due to real-time interface availability falling below the specified threshold.


[bookmark: _Toc230258234][bookmark: _Toc233199182]Inbound Real-Time Interfaces: Non-Critical
	Purpose
	This SLA holds the Contractor accountable for minimizing both the frequency and duration of outages and to ensure continuous availability of non-critical inbound real-time interfaces. These integrations are vital for eligibility decisions and member transactions.

	Specification
	The Contractor must execute all non-critical inbound real-time interfaces, unless agreed upon with the Department, as defined by the Department. Additional non-critical real-time interfaces identified by the Department must be added to the interfaces list after each Deployment. The Contractor must maintain availability of these interfaces at or above ninety-nine point ninety-nine percent (99.99%).

	Service Level
	Non-Critical inbound real-time interface availability must be at least ninety-nine point ninety-nine percent (99.99%) at all times.

	Notes
	The list of non-critical inbound real-time interfaces is maintained as defined by the Department. The Department may add interfaces to the list following any Deployment. The Contractor must continuously monitor real-time interface availability and provide the Department with read-only access to availability dashboards.

	Reporting Frequency
	Availability is measured continuously. Real-time interface availability is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Availability is measured per interface and aggregated per category. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. For each interface, the Contractor records the unavailability start and end timestamps and computes total unavailable hours for the month. Any partial hour of unavailability is treated as a full hour for service credit calculation.

	SLA Calculations Definitions
	Non-Critical Inbound Real-time Interface: A non-critical inbound real-time interface as defined by the Department, including any additional interfaces added by the Department following a Deployment.
Availability: The percentage of time during which the interface is operational and able to process transactions, calculated against the total operational hours.
Unique Outage: A distinct period of interface unavailability, evaluated on a rolling sixty (60) minute basis.

	Exclusions
	The Contractor is not responsible for interface technical problems caused by the interface source. The Contractor is responsible for demonstrating any claimed exclusion with system records.

	Process to Compile and Report SLA
	The Contractor must continuously capture availability telemetry for every real-time interface in scope using monitoring tools approved by the Department. Availability data is included in the daily and weekly Operations Report and must include, for each interface: total operational hours, total unavailable hours, the calculated availability percentage, an itemized list of each unique outage with start time, end time, duration, and root cause, and the service credits accrued. Supporting raw availability data must be made accessible to the Department on request.

	AMS Service Credit
	If the non-critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of one hundred twenty-five dollars ($125) applies for every hour, or portion thereof, that the non-critical real-time interface availability is below the contracted target level. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes.

	Converged E&E System and AMS Service Credit
	If the non-critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of two thousand five hundred dollars ($2,500) applies for every hour, or portion thereof, that the non-critical real-time interface availability is below the contracted target level. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes.


[bookmark: _Toc230258235][bookmark: _Toc233199183]Outbound Real-Time Interfaces: Critical
	Purpose
	This SLA holds the Contractor accountable for sustained availability and for keeping outages short. This is about keeping critical outbound real-time interfaces continuously available. Real-time integrations are the connective tissue between the Converged E&E System, the AMS, and partner systems; when they fail, eligibility decisions, member-facing transactions, and back office processes stall. 

	Specification
	The Contractor must execute all critical outbound real-time interfaces, unless agreed upon with the Department, as defined by the Department. Additional critical real-time interfaces identified by the Department must be added to the interfaces list after each Deployment. The Contractor must maintain availability of these interfaces at or above ninety-nine point ninety-nine percent (99.99%).

	Service Level
	Critical outbound real-time interface availability must be at least ninety-nine point ninety-nine percent (99.99%) at all times.

	Notes
	The list of critical outbound real-time interfaces is maintained as defined by the Department. The Department may add interfaces to the list following any Deployment. The Contractor must continuously monitor real-time interface availability and provide the Department with read-only access to availability dashboards.

	Reporting Frequency
	Availability is measured continuously. Real-time interface availability is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Availability is measured per interface and aggregated per category. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. For each interface, the Contractor records the unavailability start and end timestamps and computes total unavailable hours for the month. Any partial hour of unavailability is treated as a full hour for service credit calculation.

	SLA Calculations Definitions
	Critical Outbound Real-time Interface: A critical outbound real-time interface as defined by the Department, including any additional interfaces added by the Department following a Deployment.
Availability: The percentage of time during which the interface is operational and able to process transactions, calculated against the total operational hours.
Unique Outage: A distinct period of interface unavailability, evaluated on a rolling sixty (60) minute basis.

	Exclusions
	The Contractor is not responsible for interface technical problems caused by the interface destination.

	Process to Compile and Report SLA
	The Contractor must continuously capture availability telemetry for every real-time interface in scope using monitoring tools approved by the Department. Availability data is included in the daily and weekly Operations Report and must include, for each interface: total operational hours, total unavailable hours, the calculated availability percentage, an itemized list of each unique outage with start time, end time, duration, and root cause, and the service credits accrued. Supporting raw availability data must be made accessible to the Department on request.

	AMS Service Credit
	If the critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of two hundred fifty dollars ($250) applies for every hour, or portion thereof, that the critical real-time interface availability is below the contracted target level. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. The total service credit is capped at twenty thousand dollars ($20,000) per month for this SLA, encompassing all service credits issued in the month due to real-time interface availability falling below the specified threshold.

	E&E Service Credit
	If the critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of ten thousand dollars ($10,000) applies for every hour, or portion thereof, that the critical real-time interface availability is below the contracted target level.
Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes.
The total service credit is capped at five hundred thousand dollars ($500,000) per month for this SLA, encompassing all service credits issued in the month due to real-time interface availability falling below the specified threshold.
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	Purpose
	This SLA holds the Contractor accountable for sustained availability and for keeping outages short. This is about keeping non-critical outbound real-time interfaces continuously available. Real-time integrations are the connective tissue between the Converged E&E System, the AMS, and partner systems; when they fail, eligibility decisions, member-facing transactions, and back office processes stall. 

	Specification
	The Contractor must execute all non-critical outbound real-time interfaces, unless agreed upon with the Department, as defined by the Department. Additional non-critical real-time interfaces identified by the Department must be added to the interfaces list after each Deployment. The Contractor must maintain availability of these interfaces at or above ninety-nine point ninety-nine percent (99.99%).

	Service Level
	Non-Critical outbound real-time interface availability must be at least ninety-nine point ninety-nine percent (99.99%) at all times.

	Notes
	The list of non-critical outbound real-time interfaces is maintained as defined by the Department. The Department may add interfaces to the list following any Deployment. The Contractor must continuously monitor real-time interface availability and provide the Department with read-only access to availability dashboards.

	Reporting Frequency
	Availability is measured continuously. Real-time interface availability is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Availability is measured per interface and aggregated per category. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. For each interface, the Contractor records the unavailability start and end timestamps and computes total unavailable hours for the month. Any partial hour of unavailability is treated as a full hour for service credit calculation.

	SLA Calculations Definitions
	Non-Critical Outbound Real-time Interface: A non-critical outbound real-time interface as defined by the Department, including any additional interfaces added by the Department following a Deployment.
Availability: The percentage of time during which the interface is operational and able to process transactions, calculated against the total operational hours.
Unique Outage: A distinct period of interface unavailability, evaluated on a rolling sixty (60) minute basis.

	Exclusions
	The Contractor is not responsible for interface technical problems caused by the interface destination.

	Process to Compile and Report SLA
	The Contractor must continuously capture availability telemetry for every real-time interface in scope using monitoring tools approved by the Department. Availability data is included in the daily and weekly Operations Report and must include, for each interface: total operational hours, total unavailable hours, the calculated availability percentage, an itemized list of each unique outage with start time, end time, duration, and root cause, and the service credits accrued. Supporting raw availability data must be made accessible to the Department on request.

	AMS Service Credit
	If the non-critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of one hundred twenty-five dollars ($125) applies for every hour, or portion thereof, that the non-critical real-time interface availability is below the contracted target level. Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. The total service credit is capped at five thousand dollars ($5,000) per month for this SLA, encompassing all service credits issued in the month due to real-time interface availability falling below the specified threshold.

	Converged E&E System and AMS Service Credit
	If the non-critical real-time interface availability falls below ninety-nine point ninety-nine percent (99.99%), a service credit of two thousand five hundred dollars ($2,500) applies for every hour, or portion thereof, that the non-critical real-time interface availability is below the contracted target level. 
Unique outages and their respective hours are calculated on a rolling basis of sixty (60) minutes. 
The total service credit is capped at one hundred thousand dollars ($100,000) per month for this SLA, encompassing all service credits issued in the month due to real-time interface availability falling below the specified threshold.


[bookmark: _Toc230258237][bookmark: _Toc233199185]Converged Eligibility and Enrollment System and Appeals Management System Performance Management: Application Response Times
	Purpose
	This SLA sets two (2) response time targets and holds the Contractor accountable for meeting both during operational hours. This outlines the expected user experience for the Converged E&E System and AMS. Slow application response times degrade worker productivity, member experience, and confidence in the system. 

	Specification
	Response times for all real-time transactions for users accessing the Converged E&E System and AMS must not be greater than two (2) seconds for at least ninety-nine  percent (99.0%) of transactions, and must not be greater than five (5) seconds for at least ninety-nine point five percent (99.5%) of transactions. The Contractor must comply with these response time metrics during the agreed-upon operational hours recorded in the mutually agreed M&O Manual. An hourly daily average is measured for the ninety-nine percent (99.0%) target, and an hourly maximum is measured for the ninety-nine point five percent (99.5%) target. Hourly measurements begin on the o’clock. Each failure for each designated time specification, for each hour, is considered an occurrence.

	Service Level
	For application response times: at least ninety-nine percent (99.0%) of transactions must complete within two (2) seconds, and at least ninety-nine point five percent (99.5%) of transactions must complete within five (5) seconds, during agreed-upon operational hours.

	Notes
	Operational hours are defined in the M&O Manual. The Contractor must continuously capture transaction-level response time telemetry and provide the Department with read-only access.

	Reporting Frequency
	Compliance is measured continuously during operational hours, with hourly aggregation. The Operations Report aggregates the details for these metrics on a daily and weekly basis. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per hour. For the ninety-nine percent (99.0%) target, the Contractor calculates the hourly daily average percentage of transactions completing within two (2) seconds. For the ninety-nine point five percent (99.5%) target, the Contractor calculates the hourly maximum response time and the percentage of transactions completing within five (5) seconds. Each hour during operational hours where either target is missed counts as one (1) occurrence under that specification. Service credits are assessed per occurrence per hour, or portion thereof.

	SLA Calculations Definitions
	Application Response Times: Real-time transactions for users accessing the Converged E&E System and AMS.
Operational Hours: The agreed-upon operational hours recorded in the M&O Manual.
Occurrence: Each hour during operational hours in which a designated response time specification (the ninety-nine percent [99.0%] target or the ninety-nine point five percent [99.5%] target) is not met.

	Exclusions
	The Contractor is not responsible for failures of third-party systems outside the Contractor’s managed boundary where the Contractor demonstrates with system records that the failure originated outside that boundary.

	Process to Compile and Report SLA
	The Contractor must continuously capture transaction-level response time telemetry and ensure all performance calculations are validated by a qualified Business Analyst. Additionally, the Contractor must produce an Operations Report that aggregates these metrics on a daily and weekly basis. This report must detail the calculated compliance percentages against each target, the total service credits accrued, and an itemized list of every occurrence (including the specific hour, the target missed, and the root cause). The Contractor must also make all supporting raw telemetry accessible to the Department upon request.

	Converged E&E System and AMS Service Credit
	Delayed Two (2) Second Response Time (Initial Service Credit): Failure to comply with the ninety-nine percent (99.0%) response time metric results in a service credit of five thousand dollars ($5,000) per hour, or portion thereof, for each occurrence where response time does not comply with the specification.
Delayed Five (5) Second Response Time (Initial Service Credit) - Failure to comply with the ninety-nine point five percent (99.5%) response time metric results in a service credit of ten thousand dollars ($10,000) per hour, or portion thereof, for each occurrence.
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	Purpose
	This SLA establishes two (2) specific response time targets and holds the Contractor accountable for meeting both during operational hours. This SLA is designed to ensure optimal system responsiveness for end-users. Slow database response times degrade worker productivity, member experience, and overall confidence in the Converged E&E System and AMS. 

	Specification
	Response times for all real-time transactions accessing the AWS databases must not be greater than two (2) seconds for at least ninety-nine percent (99.0%) of transactions, and must not be greater than five (5) seconds for at least ninety-nine point five percent (99.5%) of transactions. The Contractor must comply with these response time metrics during the agreed-upon operational hours recorded in the M&O Manual. An hourly daily average is measured for the ninety-nine percent (99.0%) target, and an hourly maximum is measured for the ninety-nine point five percent (99.5%) target. Hourly measurements begin on the o’clock. Each failure for each designated time specification, for each hour, is considered an occurrence.

	Service Level
	For database response times: at least ninety-nine percent (99.0%) of transactions must complete within two (2) seconds, and at least ninety-nine point five percent (99.5%) of transactions must complete within five (5) seconds, during agreed-upon operational hours.

	Notes
	Operational hours are defined in the mutually agreed M&O Manual. The Contractor must continuously capture transaction-level response time telemetry and provide the Department with read-only access.

	Reporting Frequency
	Compliance is measured continuously during operational hours, with hourly aggregation. The Operations Report aggregates the details for these metrics on a daily and weekly basis. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per hour. For the ninety-nine percent (99.0%) target, the Contractor calculates the hourly daily average percentage of transactions completing within two (2) seconds. For the ninety-nine point five percent (99.5%) target, the Contractor calculates the hourly maximum response time and the percentage of transactions completing within five (5) seconds. Each hour during operational hours where either target is missed counts as one (1) occurrence under that specification. Service credits are assessed per occurrence per hour, or portion thereof.

	SLA Calculations Definitions
	Database Response Times: Real-time transactions accessing the AWS databases supporting the Converged E&E System and AMS.
Operational Hours: The agreed-upon operational hours recorded in the M&O Manual.
Occurrence: Each hour during operational hours in which a designated response time specification (the ninety-nine percent [99.0%] target or the ninety-nine point five percent [99.5%] target) is not met.

	Exclusions
	The Contractor is not responsible for failures of third-party systems outside the Contractor’s managed boundary where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	The Contractor must continuously capture transaction-level response time telemetry and ensure all performance calculations are validated by a qualified Business Analyst. Additionally, the Contractor must produce an Operations Report that aggregates these metrics on a daily and weekly basis. This report must detail the calculated compliance percentages against each target, the total service credits accrued, and an itemized list of every occurrence (including the specific hour, the target missed, and the root cause). The Contractor must also make all supporting raw telemetry accessible to the Department upon request.

	Converged E&E System and AMS Service Credit
	Delayed Two Second Response Time (Initial Service Credit): Failure to comply with the ninety-nine percent (99.0%) response time metric results in a service credit of five thousand dollars ($5,000) per hour, or portion thereof, for each occurrence where response time does not comply with the specification. 
Delayed Five (5) Second Response Time (Initial Service Credit): Failure to comply with the ninety-nine point five percent (99.5%) response time metric results in a service credit of ten thousand dollars ($10,000) per hour, or portion thereof, for each occurrence.
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	Purpose
	This SLA governs the data flow between the Converged E&E System, the AMS, and its trading partners. Non-critical outbound scheduled interfaces have defined run windows because downstream systems, eligibility decisions, and back-office processes depend on these files arriving on schedule. This SLA holds the Contractor accountable for executing each scheduled interface on time and for mitigating missed runs without compounding delays.

	Specification
	The Contractor must execute all non-critical outbound interfaces, unless exceptions are made by the Department, per the timeframe identified for each interface as defined by the Department. Additional interfaces identified by the Department must be added to the non-critical interfaces list after each Go-Live or Deployment, as applicable.

	Service Level
	One hundred percent (100%) of non-critical outbound scheduled interfaces must execute within the timeframe identified for each interface as defined by the Department.

	Notes
	The list of non-critical outbound scheduled interfaces, including the timeframe for each, is maintained as defined by the Department. The Department may add interfaces to the list following any Go-Live or Deployment.

	Reporting Frequency
	Compliance is measured per scheduled execution. Scheduled interface compliance is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per scheduled execution. For each interface and each scheduled run, the Contractor records the scheduled execution window and the actual execution timestamp. Any scheduled execution that does not run within the identified timeframe counts as one (1) occurrence. If a missed execution is not successfully completed by the next scheduled run, the file is considered to have an overlapping instance, and an additional credit accrues for each calendar day, or portion thereof, until the file is successfully received.

	SLA Calculations Definitions
	Non-Critical Outbound Interface: A non-critical outbound scheduled interface listed as defined by the Department, including any additional interfaces added by the Department following a Go-Live or Deployment.
Scheduled Execution: A planned run of an interface within the timeframe identified for that interface.
Overlapping Instance: A missed scheduled execution that is not successfully completed before the next scheduled execution of the same interface.

	Exclusions
	The Contractor is not responsible for a missed transmission if the external trading partner’s system was unavailable to receive the outbound file. The Contractor is responsible for demonstrating such an external failure with verifiable system logs (e.g., connection refusal, network errors).

	Process to Compile and Report SLA
	The Contractor must capture, for every scheduled execution, at a minimum, the following documentation:  the interface name, the scheduled timeframe, the actual execution timestamp (or evidence of non-execution), the completion status, and the root cause for any non-compliance. These records are aggregated in the daily and weekly Operations Report, which identifies missed executions and overlapping instances, totals service credits accrued, and is made available to the Department for validation.

	AMS Service Credit
	Failure to comply with executing non-critical outbound interfaces results in a service credit of one hundred dollars ($100) per scheduled execution that is not executed within the timeframe identified, plus an additional one hundred dollars ($100) per overlapping instance per calendar day, or portion thereof, until the file is successfully received.

	Converged E&E System and AMS Service Credit
	Interface Delay (Initial Service Credit): Failure to comply with executing non-critical outbound interfaces results in a service credit of one thousand dollars ($1,000) per scheduled execution that is not executed within the timeframe identified.
Overlapping Interface Delays (Additional Service Credit): An additional one thousand dollars ($1,000) is applied per overlapping instance per calendar day, or portion thereof, until the file is successfully received.
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	Purpose
	This SLA establishes performance standards for Integrated Response Times to ensure system responsiveness supports worker productivity and member experience. It holds the Contractor accountable for meeting two (2) distinct response time targets during operational hours.

	Specification
	Response times for all real-time transactions that require integration across multiple enterprise databases, third-party applications, Commercial Off-the-Shelf (COTS) software applications, or middleware/web service interactions must not be greater than two (2) seconds for at least ninety-nine percent (99.0%) of transactions, and must not be greater than five (5) seconds for at least ninety-nine point five percent (99.5%) of transactions. The Contractor must comply with these response time metrics during the agreed-upon operational hours recorded in the M&O Manual. An hourly daily average is measured for the ninety-nine percent (99.0%) target, and an hourly maximum is measured for the ninety-nine point five percent (99.5%) target. Hourly measurements begin on the o’clock. Each failure for each designated time specification, for each hour, is considered an occurrence.

	Service Level
	For integrated response times: at least ninety-nine percent (99.0%) of transactions must complete within two (2) seconds, and at least ninety-nine point five percent (99.5%) of transactions must complete within five (5) seconds, during agreed upon operational hours.

	Notes
	Operational hours are defined in the M&O Manual. The Contractor must continuously capture transaction-level response time telemetry and provide the Department with read-only access.

	Reporting Frequency
	Compliance is measured continuously during operational hours, with hourly aggregation. The Operations Report aggregates the details for these metrics on a daily and weekly basis. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per hour. For the ninety-nine percent (99.0%) target, the Contractor calculates the hourly daily average percentage of transactions completing within two (2) seconds. For the ninety-nine point five percent (99.5%) target, the Contractor calculates the hourly maximum response time and the percentage of transactions completing within five (5) seconds. Each hour during operational hours where either target is missed counts as one (1) occurrence under that specification. Service credits are assessed per occurrence per hour, or portion thereof.

	SLA Calculations Definitions
	Integrated Response Times: Real-time transactions that require integration across multiple enterprise databases, third-party applications, COTS software applications, or middleware/web service interactions.
Operational Hours: The agreed-upon operational hours recorded in the M&O Manual.
Occurrence: Each hour during operational hours in which a designated response time specification (the ninety-nine percent [99.0%] target or the ninety-nine point five percent [99.5% target]) is not met.

	Exclusions
	The Contractor is not responsible for failures of third-party systems outside the Contractor’s managed boundary where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor bears the burden of demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	The Contractor must continuously capture transaction-level response time telemetry and ensure all performance calculations are validated by a qualified Business Analyst. Additionally, the Contractor must produce an Operations Report that aggregates these metrics on a daily and weekly basis. This report must detail the calculated compliance percentages against each target, the total service credits accrued, and an itemized list of every occurrence (including the specific hour, the target missed, and the root cause). The Contractor must also make all supporting raw telemetry accessible to the Department upon request.

	Converged E&E System and AMS Service Credit
	Two (2) Second Response Delay (Initial Service Credit): Failure to comply with the ninety-nine percent (99.0%) response time metric results in a service credit of one thousand dollars ($1,000) per hour, or portion thereof, for each occurrence where response time does not comply with the specification. 
Five (5) Second Response Failure (Initial Service Credit): Failure to comply with the ninety-nine point five percent (99.5%) response time metric results in a service credit of five thousand dollars ($5,000) per hour, or portion thereof, for each occurrence.
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	Purpose
	This SLA is about being ready to bring the system back when something goes wrong. Backups and replication exist for one reason: recovery. When the Department determines a recovery is needed, the clock starts: the Contractor has a tight, fixed window to actually begin restoring service before the State’s eligibility and enrollment operations are at risk.

	Specification
	The Contractor must ensure that all replicated or backed-up assets supporting the Converged E&E System and AMS are recoverable and must begin actual recovery within sixty (60) minutes of the Department’s determination that a recovery is needed. In-scope assets include, at a minimum, all application code, application containers, Amazon Web Services (AWS) and Google Cloud Platform (GCP) infrastructure configuration, application endpoint certificates, application data and databases, and internal and external documentation. Recovery must be performed in compliance with the Contractor’s Department-approved Business Continuity and Disaster Recovery Plan and must satisfy the requirements of the Converged E&E System and AMS Disaster Recovery – Recovery Point Objective (RPO) SLA. Each recovery event must be evidenced by Non-Repudiable Records that the Department can independently validate.

	Service Level
	Recovery must be initiated within sixty (60) minutes of the Department’s determination that a recovery is needed, for one hundred percent (100%) of recovery requests.

	Notes
	The Contractor must maintain a current, Department-approved Business Continuity and Disaster Recovery Plan and provide the Department with read-only access to backup status dashboards and recovery telemetry at all times. Backups and replicas must be testable and verifiable on demand. Any failed, partial, or missed backup or replication event must be reported to the Department per the timeframes set out in the M&O Manual, with a documented root cause.

	Reporting Frequency
	Each recovery event is reported within the timeframes set out in the M&O Manual. The daily Production Status Report aggregates this data. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per recovery event. For each event, the Contractor records the timestamp of the Department’s recovery determination, the timestamp recovery actually begins, and the timestamp recovery completes. The start-time test is binary: either recovery began within sixty (60) minutes of the determination, or it did not. Service credits accrue per occurrence for missing the start window, and per hour (or portion thereof) that the recovery process exceeds sixty (60) minutes from the Department’s recovery request.

	SLA Calculations Definitions
	Recovery: The actual restoration of replicated or backed-up assets to operational status, performed in accordance with the Business Continuity and Disaster Recovery Plan.
Determination: A formal communication from the Department directing the Contractor to perform a recovery, time-stamped by an independent time authority.
Business Continuity and Disaster Recovery Plan: Includes the documented, Department-approved plan that describes the steps, sequencing, and timing for recovering each class of replicated or backed-up asset.
Non-Repudiable Records: A log entry or system-generated artifact that is tamper-evident, carries an immutable timestamp from a time authority independent of the Contractor’s control, maintains an unbroken chain of custody, and is independently accessible to the Department.

	Exclusions
	The Contractor is not responsible for delays caused by the Department’s failure to provide a clear, unambiguous recovery determination. The Contractor is responsible for demonstrating, via Non-Repudiable Records, that any claimed exclusion applies.

	Process to Compile and Report SLA
	For each recovery event, the Contractor must capture and retain, at a minimum, the following documentation: the timestamp of the Department’s determination; the timestamp recovery began; the timestamp recovery completed; the assets recovered; the version of the Business Continuity and Disaster Recovery Plan applied; any deviations from the plan; and the root cause of any deviation. The daily Production Status Report aggregates all events for the calendar month, identifies any non-compliant occurrences, totals the credit-eligible hours, and lists corrective actions. Required artifacts include the Business Continuity and Disaster Recovery Plan, recovery event logs, and supporting telemetry. All raw event records must be available to the Department on request.

	Converged E&E System and AMS Service Credit
	System Restore Delay (Initial Service Credit): Failure to comply will result in a service credit of ten thousand dollars ($10,000) for each occurrence where recovery is not initiated within sixty (60) minutes of the Department’s determination as defined in the Business Continuity and Disaster Recovery Plan.
Excessive Delay (Additional Service Credit): An additional service credit of five thousand dollars ($5,000) will apply, per instance per hour, or portion thereof, that the recovery process exceeds sixty (60) minutes from the Department’s recovery request.
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	Purpose
	This SLA is about proving, every year and in advance, that the system can survive a disaster. Plans on paper are not enough; they must be exercised. This SLA requires the Contractor to actually run a non-production-impacting Disaster Recovery test each year and demonstrate that the documented recovery procedures will work when they are needed.

	Specification
	Subsequent to the establishment of plans, procedures, and infrastructure to recover from a disaster and resume daily operations with minimal downtime, the Contractor must perform annual Disaster Recovery testing. The annual test must validate the operational viability of recovery in the event of a production site failure, must exercise all components of the Disaster Recovery plan that fall within the Contractor’s managed boundary, and must be conducted in a manner that is non-production-impacting. The test must satisfy the Disaster Recovery test objectives established by the Department.

	Service Level
	One (1) Disaster Recovery test, satisfying all Department-defined Disaster Recovery test objectives and producing no production impact, must be successfully completed during each contract year.

	Notes
	The Department defines the Disaster Recovery test objectives. As a part of the Business Continuity and Disaster Recovery Plan, the Contractor must submit the Exercise and Testing Schedule to the Department in advance for review. Test results, including any deviations from objectives and any production impact, must be documented and provided to the Department within the timeframes set out in the Business Continuity and Disaster Recovery Plan. The Contractor must maintain a current Business Continuity and Disaster Recovery Plan at all times and must update it following each test based on lessons learned.

	Reporting Frequency
	Annual test execution. Test results are submitted to the Department within the timeframes defined in the Business Continuity and Disaster Recovery Plan following each test. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured at the contract-year level. A test is “successful” if it satisfies all Department-defined Disaster Recovery test objectives and is non-production-impacting. A failed test triggers a thirty (30) calendar day remediation window during which the Contractor must complete a Corrective Action Plan and execute a follow-up test. Each failed follow-up test within the remediation window beyond the first failure contributes a per-occurrence credit. If the contract year ends without a successful annual Disaster Recovery test, the year-end credit applies.

	SLA Calculations Definitions
	Annual Disaster Recovery Test: A non-production-impacting test, performed once per contract year, that exercises the documented Business Continuity and Disaster Recovery Plan against Department-defined test objectives.
Disaster Recovery Test Objectives: The success criteria for the test, defined and approved by the Department in advance of test execution.
Corrective Action Plan: A documented corrective plan, approved by the Department, that addresses the failure modes identified in a failed test and defines the path to a successful follow-up test.
Production Impact: Any unplanned degradation, unavailability, or change to the live Production Environment that is observable by End Users or detectable in production telemetry as a consequence of the test.

	Exclusions
	The Contractor is not responsible for test failures caused by Department-directed scope changes introduced after test execution begins. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Disaster Recovery test, the Contractor must capture and retain: the approved Business Continuity and Disaster Recovery Plan; the test execution log with timestamps; the pass/fail outcome against each Disaster Recovery test objective; any production impacts observed; and, if the test fails, the Corrective Action Plan and the execution record of the follow-up test. For each follow-up test conducted within a remediation window, the same capture is repeated. The Test Results Report identifies whether the contract year’s testing requirement was satisfied, lists every test attempt during the year, and totals any service credits accrued. All artifacts must be available to the Department on request.

	AMS Service Credit
	The first failed annual Disaster Recovery test attempt incurs no service credit (zero dollars [$0]). Following any failed test, the Contractor must complete a Corrective Action Plan and conduct a follow-up Disaster Recovery test within thirty (30) calendar days of the failed attempt; failure to complete the Corrective Action Plan within that thirty (30) day period is treated as an additional failed test attempt. Each failed Disaster Recovery test attempt within the thirty (30) day remediation window, subsequent to the first failed test, incurs a service credit of one thousand two hundred fifty dollars ($1,250). Failure to successfully complete the annual Disaster Recovery testing for the contract year results in a service credit of ten thousand dollars ($10,000).

	Converged E&E System and AMS Service Credit
	The first failed annual Disaster Recovery test attempt incurs no service credit (zero dollars [$0]). 
Following any failed test, the Contractor must complete a Corrective Action Plan and conduct a follow-up Disaster Recovery test within thirty (30) calendar days of the failed attempt; failure to complete the Corrective Action Plan within that thirty (30) day period is treated as an additional failed test attempt.
Incomplete Disaster Recovery Test (Initial Service Credit): Each failed Disaster Recovery test attempt within the thirty (30) day remediation window, subsequent to the first failed test, incurs a service credit of twenty-five thousand dollars ($25,000).
Missed Annual Disaster Recovery (Initial Service Credit): Failure to successfully complete the annual Disaster Recovery testing for the contract year results in a service credit of two hundred fifty thousand dollars ($250,000).
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	Purpose
	This SLA is about quickly restoring production when a Critical defect takes the system down or breaks a core eligibility, enrollment, or back-office process. By definition there is no acceptable workaround for a Critical defect, so the only remedy is fast resolution. This SLA enforces a forty-eight (48) hour clock once triage closes.

	Specification
	A Critical defect is a significant issue or flaw in the production environment that results in the system being unavailable or in failure of a critical business process (such as eligibility, enrollment, or back office), and for which there is no systemic or Department-acceptable manual workaround. Refer to the “Instructions” tab, Table 2 – Priority Level for Issues/Defects with Converged E&E System and AMS Functions. Critical Production defects must be resolved within forty-eight (48) hours after exiting triage (refer to SLA 68 for Production Defects – Triage), or a mutually agreed-upon resolution timeframe, whichever is greater, and must be assigned to a Contractor resource for remediation. Upon logging a Critical defect, the Contractor must notify the Department OHIP CIO and the Contractor’s Account Executive for agreement; if either is unavailable, escalation must be made to their designees. The Department and the Contractor must mutually agree to the designated severity level via the triage process; if agreement cannot be reached during triage, final determination rests solely with the Department OHIP CIO or designee.

	Service Level
	One hundred percent (100%) of Critical Production defects must be resolved within forty-eight (48) hours after exiting triage, or within the mutually agreed-upon resolution timeframe, whichever is greater.

	Notes
	Defect severity is determined collaboratively in triage; final determination rests with the Department OHIP CIO or designee. The Contractor must maintain Critical defect records in the Department-approved ticketing system with all required timestamps.

	Reporting Frequency
	Compliance is evaluated per Critical defect. Production defects compliance is reported to the Department in the daily and weekly Operations Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per Critical defect. For each Critical defect, the Contractor records the triage exit timestamp, the agreed resolution timeframe (where one was established), and the resolution timestamp. Each Critical defect not resolved within the applicable timeframe counts as one occurrence, with additional service credits accruing for every calendar day, or portion thereof, beyond the initial timeframe.

	SLA Calculations Definitions
	Critical Defect: A significant production issue that renders the system unavailable or causes failure of a critical business process, and for which there is no systemic or Department-acceptable manual workaround.
Triage Exit: The point at which the defect ticket is given an “Assigned” or “Closed” status in the ticketing system, marking the start of the resolution clock.
Mutually Agreed-Upon Resolution Timeframe: A resolution window negotiated between the Department and the Contractor for an individual Critical defect when the standard forty-eight (48) hour window is not feasible; only the longer of the two timeframes governs.

	Exclusions
	The Contractor is not responsible for resolution delays caused by: (a) Department-directed pauses; or (b) failures of third-party systems outside the Contractor’s managed boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Critical defect, the Contractor must capture and retain: the defect ticket; the Department notifications upon logging; the triage exit timestamp; the agreed resolution timeframe (where applicable); the resolution timestamp; the root cause; and the corrective action. These records, across all Critical defects, are aggregated in the daily and weekly Operations Report, which identifies non-compliant resolutions, totals service credits accrued (subject to the monthly cap), and is made available to the Department on request.

	AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply within the forty-eight (48) hour resolution timeframe (or the mutually agreed-upon resolution timeframe) after exiting triage results in a service credit of two thousand-five hundred dollars ($2,500) per Critical defect not resolved within the applicable timeframe.
Extended Delay (Additional Service Credit): If the defect remains unresolved beyond forty-eight (48) hours, an additional one thousand dollars ($1,000) applies for every calendar day, or portion thereof, beyond the initial resolution timeframe.
Service credits for defect resolution time will not exceed ten thousand dollars ($10,00) per month for all Critical defects.

	Converged E&E System and AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply within the forty-eight (48) hour resolution timeframe (or the mutually agreed-upon resolution timeframe) after exiting triage results in a service credit of twenty thousand dollars ($20,000) per Critical defect not resolved within the applicable timeframe.
Extended Delay (Additional Service Credit): If the defect is unresolved after forty-eight (48) hours, an additional ten thousand dollars ($10,000) is applied for every calendar day, or portion thereof, beyond the initial resolution timeframe. 
Service credits for defect resolution time will not exceed one hundred thousand dollars ($100,000) per month for all Critical defects.
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	Purpose
	This SLA is about resolving high production defects within a window appropriate to their impact. High defects are not system-down emergencies, but they do degrade the system’s ability to do its job and have no acceptable workaround. This SLA gives the Contractor a defined window after triage to fix them.

	Specification
	A High defect is an issue that results in a significant negative impact on business operations or service delivery and a failure of the system to satisfy a business or technical function, and for which there is no systemic or Department-acceptable manual workaround. See Table 2 – Priority Level for Issues/Defects with Converged E&E System and AMS Functions. High Production defects must be resolved within five (5) calendar days or within a mutually agreed-upon maintenance window after exiting triage (refer to SLA 68 for Production Defects – Triage), whichever is greater, and must be assigned to a Contractor resource for remediation. The Department and the Contractor must mutually agree to the designated severity level via the triage process; if agreement cannot be reached during triage, final determination rests solely with the Department.

	Service Level
	One hundred percent (100%) of High Production defects must be resolved within five (5) calendar days after exiting triage, or within the mutually agreed-upon resolution timeframe, whichever is greater.

	Notes
	Severity is determined collaboratively in triage; final determination rests with the Department. The Contractor must maintain High defect records in the Department-approved ticketing system with all required timestamps.

	Reporting Frequency
	Compliance is checked for every defect. A summary of all High defects, their resolution times, and any service credits must be included in the monthly Operations Report, which is due within five (5) business days after the end of each month. This SLA is in effect from the end of the Transition-In period until the end of the Transition-Out period.

	SLA Calculations
	Compliance is measured per High defect. For each High defect, the Contractor records the triage exit timestamp, the agreed resolution timeframe where one was established, and the resolution timestamp. Each High defect not resolved within the applicable timeframe counts as one occurrence, with additional occurrences accruing weekly, or portion thereof, beyond the initial resolution timeframe. Total credits under this SLA are subject to the monthly cap.

	SLA Calculations Definitions
	High Defect: an issue that results in a significant negative impact on business operations or service delivery and a failure of the system to satisfy a business or technical function, and for which there is no systemic or Department-acceptable manual workaround.
Triage Exit: The point at which the defect ticket is given an “Assigned” or “Closed” status in the ticketing system, marking the start of the resolution clock.
Mutually Agreed-Upon Resolution Timeframe: A resolution window negotiated between the Department and the Contractor for an individual High defect when the standard five (5) calendar days window is not feasible; only the longer of the two timeframes governs.

	Exclusions
	The Contractor is not responsible for resolution delays caused by: (a) Department-directed pauses; or (b) failures of third-party systems outside the Contractor’s managed boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each High defect, the Contractor must capture and retain: the defect ticket; the triage exit timestamp; the agreed resolution timeframe where applicable; the resolution timestamp; the root cause; and the corrective action. These records are aggregated in the daily and weekly Operations Report, which identifies non-compliant resolutions, totals service credits accrued (subject to the monthly cap), and is made available to the Department on request.

	AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply within five (5) calendar days (or the mutually agreed-upon resolution timeframe) after exiting triage results in a service credit of one thousand dollars ($1,000) per High defect not resolved in production.
Extended Delay (Additional Service Credit): If the defect remains unresolved after five (5) calendar days, an additional five hundred dollars ($500) is applied for weekly, or portion thereof, beyond the initial resolution timeframe. 
Service credits for defect resolution time will not exceed two thousand five hundred dollars ($2,500) per month for all High defects.

	Converged E&E System and AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply within five (5) calendar days (or the mutually agreed-upon resolution timeframe) after exiting triage results in a service credit of five thousand dollars ($5,000) per High defect not resolved in production.
Extended Delay (Additional Service Credit): If the defect remains unresolved after five (5) calendar days, an additional two thousand five hundred dollars ($2,500) is applied for every weekly, or portion thereof, beyond the initial resolution timeframe.
Service credits for defect resolution time will not exceed fifty thousand dollars ($50,000) per month for all High defects.
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	Purpose
	This SLA makes sure the Contractor fixes Medium production defects within a set timeframe. Medium defects negatively affect how the system works. This SLA sets a strict fourteen (14)-day deadline for fixing the defect after the initial review is finished.

	Specification
	A Medium Defect is a problem that stops a part of the system from working as it should, and there is no workaround the Department agrees to. (Refer to Business Criticality of Converged E&E System or AMS Functions).
The Contractor must fix all Medium defects within fourteen (14) calendar days after the defect leaves the triage phase.
If both parties agree in writing to a different timeline (for example, to line up with a scheduled maintenance window), then that new deadline will apply.
The Contractor must assign a team member to start working on the fix.
Both parties should agree on the ‘Medium’ severity level during triage, but if there is a disagreement, the Department makes the final decision.

	Service Level
	The Contractor must fix one hundred percent (100%) of all Medium defects within fourteen (14) calendar days after triage (or the agreed-upon timeframe, if one was set).

	Notes
	The Department has the final say on a defect’s severity level. The Contractor must keep all defect records and timestamps updated in the ticketing system the Department uses.

	Reporting Frequency
	Daily and Weekly Status Reports, Compliance is reviewed for each defect. The status of every defect must be in the Operations Report.

	SLA Calculations
	Here is how we measure if this SLA was met for each Medium defect:
Start the Clock: The fourteen (14)-day clock starts as soon as the defect’s status changes from “triage” in the ticketing system.
Find the Due Date: The defect is due to be fixed fourteen (14) calendar days after the clock starts (or on the different date we agreed to in writing).
Check if the SLA was Met: If the defect is not fixed by the due date, a service credit applies. For every fourteen (14)-day period that the defect remains unfixed, another service credit applies.

	SLA Calculations Definitions
	Medium Defect: A problem that stops a part of the system from working as it should, with no workaround the Department agrees to.
Resolved: The defect is fixed. This means the root cause is gone (not just a temporary patch), the system is working correctly again for at least one full hour, any bad data is fixed, and the Contractor has given the Department a report on what happened, which the Department has accepted in writing.
Triage Exit: The timestamp in the ticketing system when a defect is assigned to be worked on.
Mutually Agreed-Upon Resolution Timeframe: A different due date that both the Department and the Contractor have agreed to in writing.

	Exclusions
	The Contractor is not responsible for delays if:
The Department gives a written instruction to pause work on the defect.
An outside system that the Contractor doesn’t manage fails. The Contractor must provide system logs to prove this was the cause.

	Process to Compile and Report SLA
	The Contractor will use the Operations Report to list any defects that missed their due date and to calculate the total service credits for the month.

	AMS Service Credit
	Delayed Resolution (Initial Service Credit): One hundred dollars ($100) if the defect is not fixed by the due date.
Extended Delay (Additional Service Credit): An additional one hundred dollars ($100) is applied for every fourteen (14)-day period where the defect remains unfixed.
Service credits for this SLA will not exceed twenty-five hundred dollars ($2,500) per month.

	Converged E&E System and AMS Service Credit
	Delayed Resolution (Initial Service Credit): One thousand dollars ($1,000) if the defect is not fixed by the due date.
Extended Delay (Additional Service Credit): An additional one thousand dollars ($1,000) applies for every fourteen (14)-day period, or portion thereof, when the defect remains unfixed.
Service credits for this SLA will not exceed fifty thousand dollars ($50,000) per month.
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	Purpose
	This SLA is about resolving low production defects within a window appropriate to their impact. Low defects are not system-down emergencies, but they do degrade the system’s ability to do its job. This SLA gives the Contractor a defined window after triage to fix them.

	Specification
	A Low defect is an issue that results in a failure of the system to satisfy a business or technical function which does not return valid information, such as an error that does not affect overall system functionality or is cosmetic in nature. See Table 2 – Priority Level for Issues/Defects with Converged E&E System and AMS Functions. Low Production defects must be resolved within ninety (90) calendar days or within a mutually agreed-upon maintenance window after exiting triage (see SLA 68 for Production Defects – Triage), whichever is greater, and must be assigned to a Contractor resource for remediation. The Department and the Contractor must mutually agree to the designated severity level via the triage process; if agreement cannot be reached during triage, final determination rests solely with the Department.

	Service Level
	One hundred percent (100%) of Low Production defects must be resolved within ninety (90) calendar days after exiting triage, or within the mutually agreed-upon resolution timeframe, whichever is greater.

	Notes
	Severity is determined collaboratively in triage; final determination rests with the Department. The Contractor must maintain Low defect records in the Department-approved ticketing system with all required timestamps.

	Reporting Frequency
	Compliance is evaluated per defect. The Operations Report is delivered to the Department daily. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per Low defect. For each Low defect, the Contractor records the triage exit timestamp, the agreed resolution timeframe (if established in triage), and the resolution timestamp. Each Low defect not resolved within the applicable timeframe counts as one (1) occurrence, with additional occurrences accruing every thirty (30) calendar days, or portion thereof, beyond the initial resolution timeframe. Total credits under this SLA are subject to the monthly cap.

	SLA Calculations Definitions
	Low Defect: an issue that results in a failure of the system to satisfy a business or technical function which does not return valid information, such as an error that does not affect overall system functionality or is cosmetic in nature.
Triage Exit: The point at which the defect ticket is given an “Assigned” or “Closed” status in the ticketing system, marking the start of the resolution clock.
Mutually Agreed-Upon Resolution Timeframe: A resolution window negotiated between the Department and the Contractor for an individual Low defect when the standard ninety (90) calendar days window is not feasible; only the longer of the two timeframes governs.

	Exclusions
	The Contractor is not responsible for resolution delays caused by: (a) Department-directed pauses; or (b) failures of third-party systems outside the Contractor’s managed boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Low defect, the Contractor must capture and retain: the defect ticket; the triage exit timestamp; the agreed resolution timeframe where applicable; the resolution timestamp; the root cause; and the corrective action. The Operations Report aggregates these records, identifies non-compliant resolutions, totals service credits accrued (subject to the monthly cap), and is made available to the Department on request.

	AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply within ninety (90) calendar days (or the mutually agreed-upon resolution timeframe) after exiting triage results in a service credit of five hundred dollars ($500) per Low defect not resolved in production.
Extended Delay (Additional Service Credit): If the defect remains unresolved after ninety (90) calendar days, an additional five hundred dollars ($500) is applied for every thirty (30) calendar days, or portion thereof, beyond the initial resolution timeframe. 
Service credits for defect resolution time will not exceed five thousand dollars ($5,000) per month for all Low defects.

	Converged E&E System and AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply within ninety (90) calendar days (or the mutually agreed-upon resolution timeframe) after exiting triage results in a service credit of five hundred dollars ($500) per Low defect not resolved in production.
Extended Delay (Additional Service Credit): If the defect remains unresolved after ninety (90) calendar days, an additional five hundred dollars ($500) is applied for every thirty (30) calendar days, or portion thereof, beyond the initial resolution timeframe. 
Service credits for defect resolution time will not exceed fifty thousand dollars ($50,000) per month for all Low defects.


[bookmark: _Toc230258251][bookmark: _Toc233199195]Production Defects: Triage
	Purpose
	This SLA is about not letting defects sit in triage. Once a defect is in front of the Contractor, the Department needs the severity decision and the assignment to happen quickly so the resolution clock can start. This SLA enforces a five (5) calendar day cap for non-Critical defects and a thirty-six (36) hour cap for Critical defects, with explicit clock controls.

	Specification
	As part of the defect triage process, once a non-Critical defect is assigned a status requiring Contractor interaction, it must exit triage within five (5) calendar days. Critical defects must exit triage within thirty-six (36) hours.
Triage is considered complete when the defect is given an “Assigned” or “Closed” status in the service ticketing system. The Triage Clock is governed by ticket status: it begins the next calendar day after the production defect creation date; it stops upon Department approval of suspension, with the ticket placed in “Clock Suspend” status (which may be initiated by Department staff or by the Contractor with Department approval); it resumes when the ticket is no longer in “Clock Suspend”; and it stops when the ticket reaches “Assigned” or “Closed.” 
The five (5) calendar day SLA for non-Critical defects is calculated, minus any days for which the Triage Clock was in suspended status at end of day. The thirty-six (36) hours SLA for Critical defects is calculated, less any hours, or portion thereof, for which the Triage Clock was in suspended status.
If any of the following defect attributes are changed, the production defect returns to triage and both the triage and remediation clocks are reset to zero (0): Severity, Found In, or Phase. The Department must be notified by the Contractor in writing or at the daily triage meeting of any such change.

	Service Level
	Critical defects must exit triage within thirty-six (36) hours; all other defects must exit triage within five (5) calendar days, less any approved Triage Clock suspension hours or days, respectively.

	Notes
	Triage Clock control is driven by ticket status in the Department’s preferred ticketing system (Jira). Suspensions require Department approval and must be evidenced in the ticket. The daily triage meeting is the primary forum for written notification of attribute changes that reset the clock.

	Reporting Frequency
	Monthly. Compliance is evaluated per defect. A monthly M&O Status Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per defect. For each defect, the Contractor records the production defect creation date, the Triage Clock start date (the day after creation), every suspension and resumption with Department approval reference, and the timestamp the ticket reaches “Assigned” or “Closed.” 
Effective triage time for non-Critical defects is calculated by subtracting all approved suspension days from elapsed days. 
Effective triage time for Critical defects is calculated by subtracting all approved suspension hours from total elapsed hours.
Each defect that exceeds the applicable triage timeframe (thirty-six [36] hours for Critical, five [5] calendar days for non-Critical) counts as one (1) occurrence, with additional per-calendar-day or per-hour occurrences accruing until the ticket exits triage.

	SLA Calculations Definitions
	Triage: The defect classification and assignment process that runs from the day after defect creation until the ticket reaches “Assigned” or “Closed” status.
Triage Clock: The elapsed-time counter for triage, controlled by ticket status, starting the day after defect creation and pausing during Department-approved “Clock Suspend” periods.
Reset Attributes: Severity, Found In, or Phase. Any change to one of these returns the defect to triage and resets both the triage and remediation clocks to zero (0).

	Exclusions
	Days for which the Triage Clock is in Department-approved “Clock Suspend” status at end of day are excluded from the non-Critical defect five (5) calendar day count. 
Hours for which the Triage Clock is in Department-approved “Clock Suspend” status are excluded from the Critical defect thirty-six (36) hours count.
The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each defect, the Contractor must capture and retain, at a minimum, the following: the production defect creation date; the Triage Clock start; every suspension event with Department approval reference; every resumption; the “Assigned” or “Closed” timestamp; and any attribute changes that reset the clock. The monthly M&O Status Report aggregates these records, identifies overdue triage events, and totals service credits accrued. The service credit calculation detail is made available to the Department on request.

	AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply results in a service credit of five  hundred dollars ($500) per defect overdue in the triage stage and not moved to the next stage as defined in the M&O Manual.
Extended Non-Critical Defect Delay (Additional Service Credit): If the non-Critical defect remains unresolved after five (5) calendar days, an additional five  hundred dollars ($500) is applied per defect for every calendar day, or portion thereof, beyond the initial five (5) calendar days that a defect remains in triage stage.
Extended Critical Defect Delay (Additional Service Credit): If the Critical defect remains unresolved after thirty-six (36) hours, an additional five  hundred dollars ($500) applies per defect for every hour, or portion thereof, beyond the initial thirty-six (36) hours that a defect remains in triage stage.

	Converged E&E System and AMS Service Credit
	Delayed Resolution (Initial Service Credit): Failure to comply results in a service credit of one thousand dollars ($1,000) per defect overdue in the triage stage and not moved to the next stage as defined in the M&O Manual.
Extended Non-Critical Defect Delay (Additional Service Credit): If the non-Critical defect remains unresolved after five (5) calendar days, an additional one thousand dollars ($1,000) is applied per defect for every calendar day, or portion thereof, starting with calendar day six (6) while the defect remains in triage stage.
Extended Critical Defect Delay (Additional Service Credit): If the Critical defect remains unresolved after thirty-six (36) hours, an additional one thousand dollars ($1,000) is applied per defect for every hour, or portion thereof, starting with hour thirty-seven (37) while the defect remains in triage stage. 

	
	


[bookmark: _Toc230258254][bookmark: _Toc233199196][bookmark: _Toc230258252]Converged Eligibility and Enrollment System and Appeals Management System Image Retrieval
	Purpose
	This SLA establishes response time targets for Image Retrieval, a critical component of daily eligibility and enrollment casework. Slow retrieval times directly impact encounter durations; therefore, this SLA holds the Contractor accountable for maintaining consistent system performance.

	Specification
	Response times for all document Image Retrieval transactions must not be greater than five (5) seconds for at least ninety-eight percent (98.0%) of transactions and must not be greater than ten (10) seconds for at least ninety-nine point nine percent (99.9%) of transactions. The Contractor must comply with these response time metrics during the agreed-upon operational hours recorded in the Maintenance & Operations (M&O) Manual. An hourly daily average is measured for the ninety-eight percent (98.0%) target, and an hourly maximum is measured for the ninety-nine point nine percent (99.9%) target. Hourly measurements begin on the o’clock. Each failure for each designated time specification, for each hour, is considered an occurrence.

	Service Level
	At least ninety-eight percent (98.0%) of Image Retrieval transactions must complete within five (5) seconds, and at least ninety-nine point nine percent (99.9%) of Image Retrieval transactions must complete within ten (10) seconds, during agreed-upon operational hours.

	Notes
	Operational hours are defined in the M&O Manual.

	Reporting Frequency
	Monthly. Compliance is measured continuously during operational hours, with hourly aggregation. A monthly Operations Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per hour. For the ninety-eight  percent (98.0%) target, the Contractor calculates the hourly daily average percentage of transactions completing within five (5) seconds. For the ninety-nine point nine percent (99.9%) target, the Contractor calculates the hourly maximum response time and the percentage of transactions completing within ten (10) seconds. Each hour during operational hours where either target is missed counts as one (1) occurrence.

	SLA Calculations Definitions
	Image Retrieval Transaction: Any user request to retrieve a document image from the Converged E&E System and AMS.
Operational Hours: The agreed-upon operational hours recorded in the M&O Manual.
Occurrence: Each hour during operational hours in which a designated response time specification (the ninety-eight percent [98.0%] target or the ninety-nine point nine percent [99.9%] target) is not met.

	Exclusions
	The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	The Contractor must capture transaction-level response time telemetry continuously and validate calculations through a person with a business analyst skill set. The monthly Operations Report must include hourly and daily measurements, the calculated percentages against each target, an itemized list of each occurrence with hour, target missed, and root cause, and the service credits accrued. Supporting raw telemetry must be made accessible to the Department on request.

	Converged E&E System and AMS Service Credit
	Failure to comply with the response time metrics results in a service credit of five thousand dollars ($5,000) per hour, or portion thereof, for each occurrence where response times do not comply with the specifications.


[bookmark: _Toc233199197]Maintenance and Operations Report
	Purpose
	This SLA is to provide the Department with consistent, daily visibility into the performance, health, and throughput of the Converged E&E System and AMS. This report is critical for operational oversight and informed Departmental decision-making.

	Specification
	The Contractor must provide an accurate Operations Report to the Department by 9:00:00 a.m. Eastern Time (ET) each business day.

	Service Level
	One hundred percent (100%) of Operations Reports must be delivered to the Department by 9:00 a.m. ET on each business day.

	Notes
	The content, format, and accuracy standards for the Operations Report are defined in the Department-approved M&O Manual. The Contractor must develop an Operations Report that includes, at a minimum, the following:
 System Performance Metrics
 Program Support Metrics
 Production Defect Metrics
 Special Provisions and SLA Metrics
 Daily Batch Operations
 Weekly Processing and Transaction Counts
 Staffing Contact Information Report
 Application Processing Data
 Other Data

	Reporting Frequency
	Daily/Monthly - reported by 9:00 a.m. ET on every business day. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per business day. For each business day, the Contractor records the report delivery timestamp against the 9:00 a.m. ET deadline. Any report not delivered by the deadline counts as one (1) late occurrence, with additional per-business-day occurrences accruing for any report not delivered by 9:00 a.m. ET on the next business day until daily reporting resumes.

	SLA Calculations Definitions
	Operations Report: The daily report of operational metrics for the Converged E&E System and AMS, in the content and format defined in the Department-approved M&O Manual.
Business Day: A day on which the Department is in normal operation, excluding weekends and Department-observed holidays. 
On-Time Delivery: Delivery of the report to the Department by 9:00 a.m. Eastern Time on the applicable business day.

	Exclusions
	The following instances are not an SLA breach:
The Department gives written instruction to delay or pause the report delivery
The Department’s email tool is down, preventing delivery
An external communication system fails (e.g., total internet outage). The Contractor must provide system logs as evidence and must deliver the report immediately when the system is restored.

	Process to Compile and Report SLA
	For each business day, the Contractor must capture and retain: the report itself; the delivery timestamp; the recipients within the Department; and, for any late or missed reports, the root cause. A monthly summary of report delivery compliance, including all late occurrences and accrued service credits, is provided to the Department within five (5) business days after the end of each calendar month.

	AMS Service Credit
	Late Submission (Initial Service Credit): Failure to comply with providing an Operations Report results in a service credit of one thousand dollars ($1,000) per late report. 
Extended Late Submission (Additional Service Credit): Any report not delivered by 9:00 a.m. ET the next business day, or portion thereof, results in an additional one thousand dollars ($1,000) service credit. 
Excessive Late Submission (Additional Service Credit): A second additional service credit of one thousand dollars ($1,000) applies for each additional business day, or portion thereof, beyond two (2) business days until reporting resumes.

	Converged E&E System and AMS Service Credit
	Late Submission (Initial Service Credit): Failure to comply with providing a daily Operations Report results in a service credit of one thousand dollars ($1,000) per late report.
Extended Late Submission (Additional Service Credit): Any report not delivered by 9:00 a.m. ET the next business day, or portion thereof, results in an additional one thousand dollars ($1,000) service credit.
Excessive Late Submission (Additional Service Credit): A second additional service credit of one thousand dollars ($1,000) applies for each additional business day, or portion thereof, beyond two (2) business days until reporting resumes.


[bookmark: _Toc230258258][bookmark: _Toc233199198]Converged Eligibility and Enrollment System and Appeals Management System Disaster Recovery: Recovery Time Objective
	Purpose
	This SLA is about the Department’s confidence that the Converged E&E System and AMS can be restored within a known, contracted bound after a disaster. The Recovery Time Objective (RTO) is that bound. This SLA holds the Contractor accountable to a four (4) hour RTO.

	Specification
	The Contractor must ensure that the Converged E&E System and AMS has an RTO of four (4) hours maximum.

	Service Level
	The Converged E&E System and AMS must achieve an RTO of no more than four (4) hours.

	Notes
	RTO compliance is demonstrated through Disaster Recovery testing results and through actual recovery events. Evidence must include the most recent Disaster Recovery testing results, including evidence that the required RTO was achieved or exceeded.

	Reporting Frequency
	Monthly. RTO performance is reported with each Disaster Recovery test and with each actual recovery event. A summary is included in the Monthly M&O Status Report to the Department. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	RTO is measured per recovery occurrence (whether a Disaster Recovery test or an actual recovery event). For each occurrence, the Contractor records the timestamps required to compute the RTO and compares the result to the four (4) hour target. Each RTO beyond the four (4) hour target triggers the initial service credit, plus additional per-hour credits for each hour, or portion thereof, beyond the four (4) hour target.

	SLA Calculations Definitions
	RTO: The contracted maximum RTO for the Converged E&E System and AMS, set at four (4) hours.
Disaster Recovery Site: The Department-approved alternate site or environment configuration to which the Converged E&E System and AMS are recovered following a disaster.
Recovery Occurrence: Either a Disaster Recovery test or an actual recovery event in which the RTO is measured against the contracted target.

	Exclusions
	The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each recovery occurrence, the Contractor must capture and retain: the timestamps required to compute the RTO; evidence of operational status of the disaster recovery site; the calculated RTO; and any deviation from the four (4) hour target. Required artifacts include evidence of the most recent Disaster Recovery testing results, including evidence that the required RTO was achieved or exceeded. All artifacts must be made available to the Department on request.

	Converged E&E System and AMS Service Credit
	RTO Delay (Initial Service Credit): Failure to comply results in a service credit of one hundred thousand dollars ($100,000) if the disaster recovery site is not operational within the RTO parameter and within four (4) hours.
Extended RTO Delay (Additional Service Credit): An additional service credit of twenty-five thousand dollars ($25,000) applies for each additional hour, or portion thereof, past the original RTO.


[bookmark: _Toc230258259][bookmark: _Toc233199199]Converged Eligibility and Enrollment System and Appeals Management System Disaster Recovery: Recovery Point Objective
	Purpose
	This SLA is about the Department’s confidence that the Converged E&E System and AMS can be restored within a known, contracted bound after a disaster. The RPO is that bound. This SLA holds the Contractor accountable to a two (2) hour RPO.

	Specification
	The Contractor must ensure that the Converged E&E System and AMS have an RPO of two (2) hours maximum.

	Service Level
	The Converged E&E System and AMS must achieve an RPO of no more than two (2) hours.

	Notes
	RPO compliance is demonstrated through Disaster Recovery testing results and through actual recovery events. Evidence must include the most recent Disaster Recovery testing results, including evidence that the required RPO was achieved or exceeded.

	Reporting Frequency
	Monthly. RPO performance is reported with each Disaster Recovery test and with each actual recovery event. A summary is included in the Monthly M&O Status Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	RPO is measured per recovery occurrence (whether a Disaster Recovery test or an actual recovery event). For each occurrence, the Contractor records the timestamps required to compute the RPO and compares the result to the two (2) hour target. Each RPO beyond the two (2) hour target triggers the initial service credit. An additional per-hour service credit for each hour, or portion thereof, is applied beyond the two (2) hour target.

	SLA Calculations Definitions
	RPO: The contracted maximum RPO for the Converged E&E System and AMS, set at two (2) hours.
Disaster Recovery Site: The Department-approved alternate site or environment configuration to which the Converged E&E System and AMS are recovered following a disaster.
Recovery Occurrence: Either a Disaster Recovery test or an actual recovery event in which the RPO is measured against the contracted target.

	Exclusions
	The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each recovery occurrence, the Contractor must capture and retain: the timestamps required to compute the RPO; evidence of operational status of the disaster recovery site; the calculated RPO; and any deviation from the two (2) hour target. Required artifacts include evidence of the most recent Disaster Recovery testing results, including evidence that the required RPO was achieved or exceeded. All artifacts must be made available to the Department on request.

	Converged E&E System and AMS Service Credit
	Delayed RPO (Initial Service Credit): Failure to comply results in a service credit of one hundred thousand dollars ($100,000) per recovery occurrence if the disaster recovery site is not operational within the RPO parameter and within two (2) hours.
Extended RPO Delay (Additional Service Credit): An additional service credit of twenty-five thousand dollars ($25,000) applies for each additional hour, or portion thereof, past the original RPO.


[bookmark: _Toc230258272][bookmark: _Toc233199200]Office Facility Maintenance: Cleaning
	Purpose
	This SLA ensures the office is kept clean on a daily basis to support employee health, safety, and productivity. A clean environment minimizes hazards, reduces distractions, and maintains a professional image for the company.

	Specification
	The Contractor must perform daily cleaning services every business day. Daily cleaning must include, at a minimum:
Emptying all trash and recycling receptacles
Vacuuming all carpeted areas and sweeping/mopping all hard-surface floors
Wiping down and disinfecting all common area surfaces (e.g., countertops, tables, doorknobs)
Cleaning and restocking all restrooms
Cleaning and restocking kitchen/pantry areas

	Service Level
	The Contractor must clean the office facility every business day.

	Notes
	The facility must be maintained in a way that supports effective working relationships and improves operational efficiency. The Department reserves the right to inspect the facility at any time to evaluate compliance. 

	Reporting Frequency
	Monthly.
Compliance is tracked daily once the facility is operational. The Contractor must report the total number of any missed cleaning days and the total service credits for the month in the Monthly Status Report.

	SLA Calculations
	SLA compliance is evaluated monthly as follows:
Review Contractor Documentation: Determine if the Contactor’s Cleaning Log or similar documentation confirms the required cleaning was completed on each business day during the month.
Evaluate Compliance: The SLA is breached for each business day during the month when cleaning was not performed.
Calculate the Service Credit: Add the number of business days during the month when cleaning was not completed. Multiply the total business days x the one thousand dollars ($1,000) service credit per day to determine the service credit amount.

	SLA Calculations Definitions
	For the purposes of SLA assessment, time units are defined as follows:
Business Day – Any day from Monday through Friday, excluding State and federal holidays

	Exclusions
	A business day is not considered missed if the Department provides a written waiver in advance to skip the cleaning for that specific business day. The Contractor must provide this written waiver document to claim the exclusion.

	Process to Compile and Report SLA
	The Contractor must maintain a daily cleaning log, which must be signed and dated by the janitorial staff each day when their work is finished. The Contractor must report any missed days and the total accrued service credits in the Monthly Status Report.

	Converged E&E System and AMS Service Credit
	A service credit of one thousand dollars ($1,000) will apply for each business day that the required daily cleaning was not performed. Service credits will be accumulated over the course of a month starting with the first business day of the month.


[bookmark: _Toc230258273][bookmark: _Toc233199201]Office Facility Maintenance: Snow Removal
	Purpose
	This SLA specifies the timeframe and frequency for mandatory snow removal to ensure staff safety. The threshold of zero point five inches (0.5 “) of snow accumulation triggers important safety and maintenance actions. Removing snow early reduces the risk of slips, falling ice, and structural stress. 

	Specification
	The Contractor must provide snow removal services for the parking lot and walkways whenever snowfall exceeds zero point five inches (0.5 “). This ensures the safety of all staff throughout the term of the Contract.

	Service Level
	The Contractor must remove the snow within twelve (12) hours of the accumulation exceeding zero point five inches (0.5 “). During lengthy periods of continuous snow, the Contractor must clear the snow at least every twelve (12) hours.

	Notes
	“Snowfall” includes new snow and ice (ice pellets, sleet, graupel, and snow pellets) accumulated since the last observation, before any melting or settling occurs.
Snowfall must be measured to the nearest zero point one inch (0.1”).
The measurement must be made as soon as possible after the snow ends to capture the true accumulation (following National Weather Service guidelines).

	Reporting Frequency
	Monthly.
Compliance is measured for every day in the calendar month when there is a snow event. Total compliance is accumulated and reported monthly.

	SLA Calculations
	Here is how this SLA is evaluated for every snow event:
Track Snow Accumulation: Monitor regional weather service data by zip code to identify when snowfall exceeds zero point five inches (0.5”).
Start the Snow Removal Clock: The twelve (12)-hour clock begins the moment the accumulation exceeds zero point five inches (0.5”). (For continuous storms, the clock restarts immediately after each snow removal).
Check for a Breach: If the snow in the parking lot and walkways is not removed within twelve (12) hours from the snow event, the SLA is breached.
Calculate the Service Credits:
Evaluate for Delayed Removal: Determine the number of business days during the month when snow accumulation above zero point five inches (0.5”) was not removed within twelve (12) hours. The service credit of five thousand dollars ($5,000) is accrued for each business day.
Evaluate for Extended Delay: Calculate the number of hours delay in excess of twelve (12) hours until the snow is removed. An additional service credit of one thousand dollars ($1,000) per hour is applied. Additional service credit is applied to each delay hour above twelve (12) hours until the snow is removed.

	SLA Calculations Definitions
	Snowfall: the amount of snow that falls in a single snow event or in a given period.

	Exclusions
	A delay does not count as a breach if the Department provides a written waiver extending the time allowed for a specific snow event. The Contractor must provide this official written waiver document to claim the exclusion.

	Process to Compile and Report SLA
	The Contractor must keep a facility log tracking the exact date and time of snow removal for every event over zero point five inches (0.5”). The Contractor must also retain records from a regional weather service (showing snowfall date, time, and amount by zip code) to verify the snow accumulation. Any instances of non-compliance must be reported in the Weekly and Monthly Status Reports.

	Converged E&E System and AMS Service Credit
	Delayed Removal (Initial Service Credit): A service credit of five thousand dollars ($5,000) per business day, or any portion of a business day, applies if snow is not removed within twelve (12) hours from the time approximately zero point five inches (0.5”) of snow has accumulated.
Extended Delayed Removal (Additional Service Credit): Additional service credit of one thousand dollars ($1,000) per hour, or any portion of an hour, applies for every hour of snow removal delay above twelve (12) hours until the snow is removed.
Snowfall for Lengthy Periods of Time
In the event that snowfall persists for lengthy periods of time (e.g., multi-day snow event), snow removal must be performed no less than every twelve (12) hours. The twelve (12)-hour SLA clock restarts immediately after each completed removal.


[bookmark: _Toc233199202][bookmark: _Toc230258253]Data Quality
[bookmark: _Toc233199203]Converged Eligibility and Enrollment System and Appeals Management System Production Reporting Environment: Data Sync
	Purpose
	This SLA is about reporting based on data that accurately reflects production. The Reporting Environment is the Source of Truth for analytical, regulatory, and operational reports; if it falls out of sync with production transactional data, every report drawn from it is wrong by the same gap. This SLA caps that gap at four (4) hours.

	Specification
	The Contractor must maintain active data synchronization between the Converged E&E System and AMS production transactional database and the Reporting Environment. Data in the Reporting Environment must never lag behind production transactional data by more than four (4) hours. This requirement applies during the defined Hours of Operations (documented in the Converged E&E System and AMS M&O Manual) and outside of scheduled Reporting Environment maintenance windows.

	Service Level
	The Reporting Environment must remain synchronized with the production transactional database to within four (4) hours during the hours of operations documented in the M&O Manual.

	Notes
	The Contractor must continuously monitor replication lag and provide the Department with read-only access to the relevant dashboards.

	Reporting Frequency
	Monthly. Replication lag is measured continuously. A monthly Operation Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per hour. For each hour during the documented Hours of Operations in which the Reporting Environment is not under maintenance, the Contractor records the replication lag against the production transactional database. Each hour interval, or portion thereof, in which the Reporting Environment falls more than four (4) hours behind the production database counts as one occurrence.

	SLA Calculations Definitions
	Reporting Environment: The Department-approved environment that hosts the replicated production data used for analytical, regulatory, and operational reporting.
Replication Lag: The elapsed time between a transaction being committed in the production transactional database and that transaction becoming visible in the Reporting Environment.
Hours of Operations: The hours documented in the M&O Manual, Hours of Operations section.

	Exclusions
	Periods during which the Reporting Environment is under Department-approved maintenance are excluded. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	The Contractor must continuously capture replication lag telemetry and provide the Department with read-only access. The monthly Operations Report must list each hour interval where lag exceeded four (4) hours, with start time, end time, peak lag, and root cause, and total service credits accrued. Supporting raw telemetry must be made accessible to the Department on request.

	Converged E&E System and AMS Service Credit
	Failure to comply results in a service credit of five thousand dollars ($5,000) per hour interval, or portion thereof, in which the Reporting Environment target database replication falls more than four (4) hours behind the Converged E&E System and AMS production database.


[bookmark: _Toc233199204]Security and Privacy
[bookmark: _Toc233199205]Privacy Incident Reporting
	Purpose
	This SLA is to ensure the Department receives immediate, written notification when sensitive information may have been exposed. Privacy incidents have legal, regulatory, and member-trust consequences that compound rapidly, requiring the Department to begin its own response without delay. This SLA enforces a strict one (1) hour reporting timeframe.

	Specification
	The Contractor must report to the Department on all privacy incidents involving sensitive data in accordance with New York State and Department privacy and security protocols for incident response. The written report must be submitted within one (1) hour after the Contractor becomes aware of the incident or of any exposure of information that may have compromised the secure delivery of data, and the Contractor must directly report all security incidents affecting or potentially affecting the Converged E&E System and AMS to Department personnel or Department-approved designees. Reporting must align with the National Institute of Standards and Technology (NIST) Special Publication (SP) 800-86, Guide to Integrating Forensic Techniques into Incident Response. Refer to the OHIP Security, Privacy, and Compliance Domain Document, Security and Privacy Compliance Standard for additional details. For purposes of this SLA, a Privacy Incident includes, but is not limited to, any loss of control, compromise, unauthorized disclosure, unauthorized acquisition, unauthorized access, or similar event in which persons other than authorized users (and for an unauthorized purpose) have access or potential access to Personally Identifiable Information (PII), Protected Health Information (PHI), or Federal Tax Information (FTI), in usable form, whether physical or electronic.

	Service Level
	One hundred percent (100%) of Privacy Incidents must be reported in writing to the Department within one (1) hour of the Contractor becoming aware of the incident.

	Notes
	The Contractor must maintain documented procedures for privacy incident detection, escalation, and reporting that comply with New York State, Department, and NIST SP 800-86 guidance. Awareness timestamps must be evidenced by tamper-evident records that the Department can independently validate.

	Reporting Frequency
	Each privacy incident is reported within one (1) hour of awareness. The daily Production Status Report summarizes all incidents and reporting timelines for the period. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per privacy incident. For each incident, the Contractor records the awareness timestamp and the timestamp the written report is delivered to the Department. Each incident reported more than one (1) hour after awareness counts as one (1) occurrence, with additional per-hour occurrences accruing until the report is received.

	SLA Calculations Definitions
	Privacy Incident: Any loss of control, compromise, unauthorized disclosure, unauthorized acquisition, unauthorized access, or similar event in which persons other than authorized users, and for an unauthorized purpose, have access or potential access to PII, PHI, or FTI in usable form, whether physical or electronic.
Awareness: The point in time, evidenced by tamper-evident records, at which the Contractor first becomes aware of a Privacy Incident or of an exposure that may have compromised the secure delivery of data.
Written Report: The Security Incident Report submitted to Department personnel or Department-approved designees in alignment with New York State, Department, and NIST SP 800-86 guidance.

	Exclusions
	In the event of a total failure of all available communication systems (e.g., email, phone, portal) that prevents the Contractor from delivering the report, the one-hour Reporting Clock is paused. The Contractor must deliver the report via the first available channel once any communication path is restored and is responsible for proving the systemic communication failure with verifiable third-party records.

	Process to Compile and Report SLA
	For each privacy incident, the Contractor must capture and retain: the awareness timestamp; the report submission timestamp; the recipients within the Department; the report content; and any subsequent updates. The daily Production Status Report aggregates these records, identifies any reports delivered late, totals service credits accrued, and is made available to the Department on request.

	AMS Service Credit
	Failure to deliver a written report within one (1) hour of Privacy Incident awareness results in a service credit of five hundred dollars ($500), plus an additional five hundred dollars ($500) for each consecutive hour, or portion thereof, until the report is received by the Department.

	Converged E&E System and AMS Service Credit
	Delayed Report (Initial Service Credit): Failure to deliver a written report within one (1) hour of Privacy Incident awareness results in a service credit of twenty-five thousand dollars ($25,000).
Extended Report Delay (Additional Service Credit): If the written report remains unsubmitted after one (1) hour of Privacy Incident awareness, an additional ten thousand dollars ($10,000) is applied for each additional consecutive hour, or portion thereof, until the report is received by the Department.
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	Purpose
	This SLA is designed to return the production environment to a healthy state following a Severity 1 incident within a timeframe that matches its business impact. The longer these incidents remain unresolved, the greater the compounding cost to worker productivity and the member experience. Therefore, this SLA holds the Contractor accountable to the Department-defined resolution timeframe and applies an escalating hourly penalty for any delays.

	Specification
	The Contractor must ensure that all incidents introduced into the production environment, including Severity 1 incidents, are resolved within the resolution timeframe defined for their severity level. Refer to the “Instructions” tab, Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels, for the full severity matrix. The Severity 1 resolution timeframe is four (4) hours.

	Service Level
	One hundred percent (100%) of Severity 1 incidents must be resolved within four (4) hours of incident creation.

	Notes
	Severity levels are defined in Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels. The Contractor must maintain incident records in the Department-approved ticketing system with timestamps the Department can independently validate.

	Reporting Frequency
	Compliance is evaluated per incident. Incident response compliance is reported to the Department in the Daily Production Status Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per Severity 1 incident. For each Severity 1 incident, the Contractor records the incident creation timestamp and the resolution timestamp. Each Severity 1 incident not resolved within four (4) hours counts as one (1) occurrence, with additional per-hour occurrences accruing for every hour, or portion thereof, beyond the original resolution timeframe.

	SLA Calculations Definitions
	Severity 1 Incident: An incident classified at the corresponding severity level per Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels.
Resolution Timeframe (Severity 1): four (4) hours from incident creation, as defined in the severity matrix.
Resolution: The point at which the incident is restored to operational status and confirmed in the ticketing system, with supporting evidence available to the Department.

	Exclusions
	The Contractor is not responsible for incident resolution delays caused by Department-directed pauses in resolution activity; or (b) failures of third-party systems outside the Contractor’s managed boundary, where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Severity 1 incident, the Contractor must capture and retain: the incident creation timestamp; the assigned severity; the resolution timestamp; the root cause; and the corrective action. These records are aggregated in the Daily Production Status Report, which identifies any incidents resolved beyond the resolution timeframe, totals service credits accrued, and is made available to the Department on request.

	AMS Service Credit
	Delayed Response (Initial Service Credit):Failure to comply with the Incident Response timeframe for Severity 1 results in a service credit of two hundred fifty dollars ($250) per Severity 1 incident not resolved within the resolution timeframe of four (4) hours.
Extended Response Delay (Additional Service Credit):  If the incident remains unresolved after four (4 hours, an additional one hundred dollars ($100) is applied for each hour, or portion thereof, past the original resolution timeframe.

	Converged E&E System and AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 1 results in a service credit of ten thousand dollars ($10,000) per Severity 1 incident not resolved within the resolution timeframe of four (4) hours.
Extended Response Delay (Additional Service Credit): If the incident remains unresolved after four (4) hours, an additional five thousand dollars ($5,000) is applied for each hour, or portion thereof, past the original resolution timeframe.
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	Purpose
	This SLA is designed to return the production environment to a healthy state following a Severity 2 incident within a timeframe that matches its business impact. The longer these incidents remain unresolved, the greater the compounding cost to worker productivity and the member experience. Therefore, this SLA holds the Contractor accountable to the Department-defined resolution timeframe and applies an escalating hourly penalty for any delays.

	Specification
	The Contractor must ensure that all incidents occurring in the production environment, including Severity 2 incidents, are resolved within the resolution timeframe defined for their severity level. Refer to the “Instructions” tab, Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels, for the full severity matrix. The Severity 2 resolution timeframe is eight (8) hours.

	Service Level
	One hundred percent (100%) of Severity 2 incidents must be resolved within eight (8) hours of incident creation.

	Notes
	Severity levels are defined in Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels. The Contractor must maintain incident records in the Department-approved ticketing system with timestamps the Department can independently validate.

	Reporting Frequency
	Compliance is evaluated per incident. A monthly Incident Response Compliance Report is delivered to the Department within five (5) business days after the end of each calendar month. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per Severity 2 incident. For each Severity 2 incident, the Contractor records the incident creation timestamp and the resolution timestamp. Each Severity 2 incident not resolved within eight (8) hours counts as one occurrence, with additional per-hour occurrences accruing for every hour, or portion thereof, beyond the original resolution timeframe.

	SLA Calculations Definitions
	Severity 2 Incident: An incident classified at the corresponding severity level Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels.
Resolution Timeframe (Severity 2): eight (8) hours from incident creation, as defined in the severity matrix.
Resolution: The point at which the incident is restored to operational status and confirmed in the ticketing system, with supporting evidence available to the Department.

	Exclusions
	The Contractor is not responsible for incident resolution delays caused by: (a) Department-directed pauses in resolution activity; or (b) failures of third-party systems outside the Contractor’s managed boundary, where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Severity 2 incident, the Contractor must capture and retain: the incident creation timestamp; the assigned severity; the resolution timestamp; the root cause; and the corrective action. The Daily Production Status Report aggregates these records, identifies any incidents resolved beyond the resolution timeframe, totals service credits accrued, and is made available to the Department on request.

	AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 2 results in a service credit of one hundred twenty-five dollars ($125) per Severity 2 incident not resolved within the resolution timeframe of eight (8) hours.
Extended Response Delay (Additional Service Credit): If the incident remains unresolved after eight (8) hours, an additional one hundred twenty-five dollars ($125) is applied for each hour, or portion thereof, past the original resolution timeframe.

	Converged E&E System and AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 2 results in a service credit of five thousand dollars ($5,000) per Severity 2 incident not resolved within the resolution timeframe of eight (8) hours.
Extended Response Delay (Additional Service Credit): If the incident remains unresolved after eight (8) hours, an additional two thousand five hundred dollars ($2,500) is applied for each hour, or portion thereof, past the original resolution timeframe.


[bookmark: _Toc230258245][bookmark: _Toc233199208]Incident Response: Severity 3
	Purpose
	This SLA is designed to return the production environment to a healthy state following a Severity 3 incident within a timeframe that matches its business impact. The longer these incidents remain unresolved, the greater the compounding cost to worker productivity and the member experience. Therefore, this SLA holds the Contractor accountable to the Department-defined resolution timeframe and applies an escalating daily penalty for any delays.

	Specification
	The Contractor must ensure that all incidents introduced into the production environment, including Severity 3 incidents, are resolved within the resolution timeframe defined for their severity level. Refer to the “Instructions” tab, Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels, for the full severity matrix. The Severity 3 resolution timeframe is three (3) calendar days.

	Service Level
	One hundred percent (100%) of Severity 3 incidents must be resolved within three (3) calendar days of incident creation.

	Notes
	Severity levels are defined in Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels. The Contractor must maintain incident records in the Department-approved ticketing system with timestamps the Department can independently validate.

	Reporting Frequency
	Compliance is evaluated per incident. Incident response compliance is reported to the Department in the Daily Production Status Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per Severity 3 incident. For each Severity 3 incident, the Contractor records the incident creation timestamp and the resolution timestamp. Each Severity 3 incident not resolved within three (3) calendar days counts as one (1) occurrence, with additional per-calendar day occurrences accruing for every calendar day, or portion thereof, beyond the original resolution timeframe.

	SLA Calculations Definitions
	Severity 3 Incident: An incident classified at the corresponding severity level per Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels.
Resolution Timeframe (Severity 3): three (3) calendar days from incident creation, as defined in the severity matrix.
Resolution: The point at which the incident is restored to operational status and confirmed in the ticketing system, with supporting evidence available to the Department.

	Exclusions
	The Contractor is not responsible for incident resolution delays caused by: (a) Department-directed pauses in resolution activity; or (b) failures of third-party systems outside the Contractor’s managed boundary, where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor is responsible for demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Severity 3 incident, the Contractor must capture and retain: the incident creation timestamp; the assigned severity; the resolution timestamp; the root cause; and the corrective action. These records are aggregated in the Daily Production Status Report, which identifies any incidents resolved beyond the resolution timeframe, totals service credits accrued, and is made available to the Department on request.

	AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 3 results in a service credit of one hundred dollars ($100) per Severity 3 incident not resolved within the resolution timeframe of three (3) calendar days.
Extended Response Delay (Additional Service Credit): If the incident remains unresolved after three (3) calendar days, an additional one hundred dollars ($100) is applied for each calendar day, or portion thereof, past the original resolution timeframe.

	Converged E&E System and AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 3 results in a service credit of one thousand dollars ($1,000) per Severity 3 incident not resolved within the resolution timeframe of three (3) calendar days.
Extended Response Delay (Additional Service Credit): If the incident remains unresolved after three (3) calendar days, an additional five hundred dollars ($500) is applied for each calendar day, or portion thereof, past the original resolution timeframe.
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	Purpose
	This SLA is about getting production back to a healthy state after a Severity 4 incident, on a clock that matches the impact. The longer a Severity 4 incident sits unresolved, the larger the cost in worker productivity, member experience, or both. This SLA holds the Contractor accountable to the Department-defined resolution timeframe and adds a per-calendar day penalty for every overrun.

	Specification
	The Contractor must ensure that all incidents introduced into the production environment, including Severity 4 incidents, are resolved within the resolution timeframe defined for their severity level. Refer to the “Instructions” tab, Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels, for the full severity matrix. The Severity 4 resolution timeframe is six (6) calendar days.

	Service Level
	One hundred percent (100%) of Severity 4 incidents must be resolved within six (6) calendar days of incident creation.

	Notes
	Severity levels are defined in Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels The Contractor must maintain incident records in the Department-approved ticketing system with timestamps the Department can independently validate.

	Reporting Frequency
	Compliance is evaluated per incident. Incident response compliance is reported to the Department in the Daily Production Status Report. This SLA is in effect after the Transition-In Cutover and continues through the Transition-Out Cutover.

	SLA Calculations
	Compliance is measured per Severity 4 incident. For each Severity 4 incident, the Contractor records the incident creation timestamp and the resolution timestamp. Each Severity 4 incident not resolved within six (6) calendar days counts as one (1) occurrence, with additional per-calendar day occurrences accruing for every calendar day, or portion thereof, beyond the original resolution timeframe.

	SLA Calculations Definitions
	Severity 4 Incident: An incident classified at the corresponding severity level per Table 1 – Converged E&E System and AMS Security, Privacy, and Systems Incident Severity Levels.
Resolution Timeframe (Severity 4): Six (6) calendar days from incident creation, as defined in the severity matrix.
Resolution: The point at which the incident is restored to operational status and confirmed in the ticketing system, with supporting evidence available to the Department.

	Exclusions
	The Contractor is not responsible for incident resolution delays caused by: (a) Department-directed pauses in resolution activity; or (b) failures of third-party systems outside the Contractor’s managed boundary, where the Contractor demonstrates with system records that the failure originated outside that boundary. The Contractor bears the burden of demonstrating any claimed exclusion.

	Process to Compile and Report SLA
	For each Severity 4 incident, the Contractor must capture and retain: the incident creation timestamp; the assigned severity; the resolution timestamp; the root cause; and the corrective action. These records are aggregated in the Daily Production Status Report, which identifies any incidents resolved beyond the resolution timeframe, totals service credits accrued, and is made available to the Department on request.

	AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 4 results in a service credit of one hundred dollars ($100) per Severity 4 incident not resolved within the resolution timeframe of six (6) calendar days.
Extended Response Delay (Additional Service Credits): If the incident remains unresolved after six (6) calendar days, an additional one hundred dollars ($100) is applied for each calendar day, or portion thereof, past the original resolution timeframe.

	Converged E&E System and AMS Service Credit
	Delayed Response (Initial Service Credit): Failure to comply with the Incident Response timeframe for Severity 4 results in a service credit of five hundred dollars ($500) per Severity 4 incident not resolved within the resolution timeframe of six (6) calendar days.
Extended Response Delay (Additional Service Credit): If the incident remains unresolved after six (6) calendar days, an additional two hundred fifty dollars ($250) is applied for each calendar day, or portion thereof, past the original resolution timeframe.



2
image1.png
Yene | Department
$TATE | of Health





