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The SLAs shall be effective following commencement of the Services.
	Performance Standard
	Measurement
	Measurement period
	% Level
	Service Price
	Remedy

	1. Post Implementation Support 

	1.a. On-site Support  






Remote Support 
	Two (2) business days after cut-over date between the business hours of 8:00am through 5:00pm EST.


Less than fifteen (15) minutes  
	Monthly 
	95%
	100%
	If Supplier fails to provide on-site support to the Authorized User in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure. 

	1.b Answer Time
	All Calls in 60 Sec
	Monthly
	95%
	100%
	If Supplier fails to answer calls during any calendar month, Supplier will credit $1000/1% to the Authorized User.  Such credit will be issued in the month immediately following the failure. 

	1.c Technician Response Time
	On-site within two (2) hours of priority system issue arising after 5:00pm through 8:00am EST. 

Remote Diagnostics

Less than fifteen (15) minutes 

On Site Response 

P1 Critical – 4hrs (Avg less than 2hrs) 

P2 Major – 8hrs (Avg less than 4hrs) 

P3 Minor – 4 Calendar Days (Avg less than 2 days)

P4MAC Work – 5 Business Days (Avg less than 3 days). 

	Monthly 
	95% 
	100%
	If Supplier fails to provide a technician on-site in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure. 

	1.d Close Ticket Time
	8 Hr. after Trouble 
Resolution
	Monthly
	90%
	NA
	

	2. Hardware Maintenance Support 

	2.a On-site Support 
	On-site support seven (7) days per week, 24 hours per day throughout the maintenance agreement term. 

Remote Diagnostics

Less than fifteen (15) minutes 

On Site Response 

P1 Critical – 4hrs (Avg less than 2hrs) 

P2 Major – 8hrs (Avg less than 4hrs) 

P3 Minor – 4 Calendar Days (Avg less than 2 days)

P4MAC Work – 5 Business Days (Avg less than 3 days).

	Monthly 
	95%
	100%
	If Supplier fails to provide on-site support to the Authorized User in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure.

	2.b Answer Time
	All Calls in 60 Sec
	Monthly
	95%
	100%
	 If Supplier fails to answer calls during any calendar month, Supplier will credit $1000/1% to the Authorized User.  Such credit will be issued in the month immediately following the failure.

	2.c Technician Response Time 
	On-site within two (2) hours of notice of an issue. \

Remote Diagnostics

Less than fifteen (15) minutes 

On Site Response 

P1 Critical – 4hrs (Avg less than 2hrs) 

P2 Major – 8hrs (Avg less than 4hrs) 

P3 Minor – 4 Calendar Days (Avg less than 2 days)

P4MAC Work – 5 Business Days (Avg less than 3 days).
	Monthly 
	95%
	100%
	If Supplier fails to provide a technician on-site in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure. 

	2.d Helpdesk Support 
	24x7 
	Monthly 
	100%
	100%
	If Supplier fails to provide helpdesk support to the Authorized User in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure.

	2.e Close Ticket Time
	8 Hr. after Trouble 
Resolution
	Monthly
	90%
	NA
	

	3. Software Support 

	3.a Notification of patches, hot fixes, service packs, and version upgrades
	Within thirty (30) days of availability

	Monthly 
	100%
	NA 
	
NWN Carousel provides optional patch management services that are applied on a quarterly basis. Each Public Safety Customer is also assigned a “Customer Experience Manager” who schedules recurring meetings based on each PSAPs preference (Monthly, Quarterly, Etc). These meeting address service-related reviews but include topics such as product updates. Technical Service Bulletins are issued by the manufacturer and passed to customer with recommendations as to whether they are applicable to the PSAP, and remediation scheduled as needed.

	3.b On-site Support 
	On-site software support seven (7) days per week, 24 hours per day throughout the software agreement term, as required by Authorized User. 
	Monthly 
	95%
	100%
	If Supplier fails to provide on-site support to the Authorized User in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure. 

	3.c Helpdesk Support 
	24x7
	Monthly 
	100%
	100%
	If Supplier fails to provide helpdesk support to the Authorized User in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure. 

	3.d Answer Time
	All Calls in 60 Sec
	Monthly
	95%
	100%
	If Supplier fails to answer calls from the Authorized User in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User.  Such credit will be issued in the month immediately following the failure. 

	3.e Technician Response Time
	On-site within two (2) hours of notification of an issue that is unable to resolved through a remote diagnostics and repair, 

Remote Diagnostics

Less than fifteen (15) minutes 

On Site Response 

P1 Critical – 4hrs (Avg less than 2hrs) 

P2 Major – 8hrs (Avg less than 4hrs) 

P3 Minor – 4 Calendar Days (Avg less than 2 days)

P4MAC Work – 5 Business Days (Avg less than 3 days). 

	Monthly 
	95%
	100%
	If Supplier fails to provide a technician on-site in the required timeframe during any calendar month, Supplier will credit $1000/1% to the Authorized User. Such credit will be issued in the month immediately following the failure. 

	3.f Close Ticket Time
	8 Hr. after Trouble 
Resolution
	Monthly
	90%
	NA
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