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ATTACHMENT C
SERVICE LEVEL AGREEMENT (SLA) FORM

	Item
	Commitment
(examples in italics – Contractor to replace)

	Percentage uptime guarantee
	Example: 99.9%

	Intervals measured
	Example: Every 15 minutes during guaranteed periods

	Time periods used for measuring uptime
	Example: Monthly, starting each first of month at 12:01am Eastern Standard Time

	Committed periods during which uptime is guaranteed
	Example: Seven days/week, 2:00am-12:00 midnight; Saturday

	Exception periods, during which uptime is not guaranteed, in addition to agreed maintenance window
	Example:
1.	Planned Maintenance
2.	*Acts of God
3.	Suspension of Service due to legal reasons
4.	Internet access outside control of provider

	Maximum response time (for query & update functions), goal percentage
	Example: 98 percent within 4 seconds

	Maximum support response time
	Example:
*Tier 1 Support issues: 2 hours
*Tier 2 issues: 4-6 hours
*Tier 3 issues: 12+ hours

	Maximum resolution time
	Example:
*Tier 1 Support issues: 2 hours
*Tier 2 issues: 4-6 hours
*Tier 3 issues: 12+ hours

	Penalty or service credit calculation for recovery point objective failure interruption
	Example: 5% off a future month service for each consecutive block of 12 hours of failure to meet recovery point objective

	Penalty or service credit calculation for service interruption

	Example: 5% off a future month service for each block of 3 consecutive (at 15-minute intervals) failures to respond within 10 seconds

	Notification Method for Upgrades
	Example: Email four weeks in advance to all system users

	Disaster Recovery Time Objective
	Example: 24 hours

	User Authentication / Single Sign-On Support
	Example: Microsoft Entra single sign-on

	Support Channels and Hours
	Example:
1.	Telephone Mon-Fri 8am-5pm EST
2.	Online Chat Mon-Fri 7am-6pm EST

	Method of Direct Data Access
	Example:
Direct access to RDBMS
Web Services




