[bookmark: _Toc82170616]Exhibit I – Service Level Agreements (SLAs) 
This SLA Exhibit I shall be effective sixty (60) calendar days following Contract execution. 
All SLAs provided under this agreement shall be provided through Mythics or Oracle. Professional Services are not authorized through this Contract.

In addition to the Performance Measures contained in this Exhibit I, Authorized Users may negotiate additional performance measures for each order or Statement of Work. 

Any and all Remedies will be payable to VITA and/or the Authorized User via a refund no later than thirty (30) calendar days following a performance failure.

Mythics shall provide a quarterly report to VITA on their progress in meeting the Performance measures contained in this Exhibit I. In addition, Mythics shall provide a quarterly report of detailed, line item sales report of all orders in the preceding quarter that include detailed product description, sku number and applied categorical discount.


	Performance Standard
	Measurement
	Measurement period
	% Level
	Remedy
(per Incident)
	SLA provided by

	Quarterly Business Review
	Mythics shall schedule and attend four (4) quarterly Business Reviews each year during the Contract term
	Quarterly
	100%
	Mythics shall issue a $500 remedy to VITA for each quarterly Business Review that Mythics fails to schedule and/or attend
	Mythics VITA Account Team
















	Submission of the monthly SRS Report in the Supplier and Vendor Reporting Requirements webpage at the following link:
https://www.vita.virginia.gov/procurement/supplier-reporting/supplier--vendor-reporting-requirements/
	Mythics shall provide accurate SRS Reporting by the 30th of each month, assuming the SRS system is operational.
	Monthly
	100%
	Mythics shall issue a $500 remedy to VITA for each SRS Report that is not submitted by the 30th of each month
	Mythics VITA Account Team

	Accurate Invoicing 
	Mythics shall invoice each Authorized User in accordance with the pricing and discounts outlined in Exhibit B
	Quarterly
	100%
	Mythics shall issue a $500 remedy for each non reconciled invoice that is not in accordance with the pricing and discounts outlined in Exhibit B.

In addition, to the remedy above, Mythics shall issue a full refund of the overcharged amount to the affected Authorized User no later than thirty (30) calendar days following the failure.
	Mythics VITA Account Team




Oracle Technical Support Policies (Mythics is not responsible for SLA’s provided by Oracle)

Please find links below to Oracle’s technical support policies:

· Oracle Technical Support Policies: https://www.oracle.com/support/policies.html
· Oracle Software Technical Support Policies: https://www.oracle.com/us/assets/057419.pdf 
· Oracle Linux & Oracle VM Technical Support Policies:  https://www.oracle.com/us/support/library/enterprise-linux-support-policies-069172.pdf



