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(To be effective 60 days following commencement of the Solution.)
	Performance Standard
	Measurement
	Measurement period
	% Level
	Service Price
	Remedy

	Priority 1 – Critical – Core business function down or potential loss of mission critical data
	Response within 30 Minutes (24x7)
	Monthly
	95%
	100%
	$100/1%

	Priority 2 – Urgent – major feature or workflow is not functioning; mission critical workflow and majority of user community is unblocked
	Response within 1 Hour (24x5)
	Monthly
	90%
	NA
	$50/1%

	Application (AEM) Level  SLA
	Uptime
	Monthly
	99.9%
	NA
	$500/1%



