[bookmark: _Toc82170616][bookmark: _GoBack]Exhibit I – Service Level Agreements (SLAs) 
(To be effective 60 days following commencement of the Solution.) 
	Performance Standard
	Measurement
	Measurement period
	% Level
	Service Price
	Remedy

	Email Response Time
	24 Hours – Dedicated Email (virginia@triadtechpartners.com)
	Monthly
	95%
	100%
	$1000/1%

	Phone Response Time
	24 Hours – Dedicated Number – Customer must leave return phone number
	Monthly
	90%
	100%
	$1000/1%

	Order Processing
	NLT 5 Business Days ARO
	Monthly
	90%
	NA
	$500/1% 

	Proof of Entitlement Processing (Software Delivery)
	NLT 7 Business Days ARO
	Monthly
	90%
	100%
	$1000/1%

	Response to Pricing Request
	24 Hours
	Monthly
	95%
	NA
	$1000/1%

	IBM Appliance Issue Resolution and Support
	24 Hours Initial Response
48 Hours Resource Support Remote or On Site
	Monthly
	90%
	100%
	$500/1%

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



