
[bookmark: _Toc103336963]Exhibit I – Service Level Agreements (SLAs) 
Any credits assessed by VITA or Authorized User shall be due and payable or credited to VITA or Authorized User no less than thirty (30) calendar days after Supplier’s receipt of the notice of credits owed, and if payment or credit is not made by the due date, the amount of said credits may be withheld from future payments by VITA or Authorized User without further notice. The Supplier shall be liable for all remedies imposed by VITA or Authorized User. Any dispute between the Supplier and any Certified Partner regarding responsibility for any events giving rise to the imposition of the remedies shall not relieve the Supplier of their liability for said remedies. Upon termination of this contract, any unpaid remedies will be paid or credited to VITA or Authorized User within thirty (30) calendar days of termination.
All service levels will begin to be measured 60 days following execution of the Contract.
In addition to the remedies outlined in this Service Level Agreement, VITA may exercise all available rights and remedies under law and equity.
Authorized Users may require additional performance measures and remedies, other than those included in this Exhibit I, per each order or Statement of Work (SOW) issued under the Contract. Examples of additional performance measures would include warranty response and resolution timeframes, and prompt shipping of Products and peripherals. Furthermore, additional performance standards and remedies will be required if VITA, or an Authorized User, elects to proceed with the PCaaS and/or IaaS optional services. Performance standards and remedies for the PCaaS and IaaS optional services will be included per each order or Statement of Work (SOW) issued under the Contract.
	Performance Standard
	Measurement
	Definition
	Measurement period
	% Level
	Remedy

	Late Delivery of Product
	Date that the Product is delivered to the Authorized User (herein, “Actual Delivery Date), as compared to the agreed-upon delivery schedule set forth in the order or SOW (herein, “Planned Delivery Date”), where Actual Delivery Date exceeds Planned Delivery Date
	“Delivery” for Product occurs when Supplier provides the Product to Customer’s Named Destination. Products shall be delivered in accordance with the agreed-upon delivery schedule as set forth in the order or SOW. 
	Per order
	100%
	If requested by the Authorized User, Supplier shall credit the Authorized User an amount equal to ten percent (10%) of the total purchase price for Product(s) not delivered or non-operational by the Planned Delivery Date . 
For each day the Product(s) is not delivered by the Planned Delivery Date, or, are delivered by the Planned Delivery Date but nonoperational, an additional ten percent (10%) per day will be assessed until the Product(s) is delivered. 
In addition to the credit above, if the delay lasts longer than sixty (60) calendar days, the Authorized User may immediately cancel the order and collect as late delivery damages ten percent (10%) of the total purchase price.
If the Supplier or any Certified Partner fails to deliver Products within the agreed upon delivery timeline for ten (10) or more Authorized User orders within any rolling ninety (90) day period, VITA reserves the right to suspend all new purchase orders and shipments to the Supplier and/or Certified Partner until the delivery issues have been fully resolved to VITA satisfaction. Supplier and the non-compliant Certified Partner shall take all the necessary and immediate corrective action plans to promptly address and cure the late deliveries. 
If a delivery date is not provided in the order or SOW, the delivery date will be considered the date the order was received by the Supplier.    

	Overbilling 
	All invoices provided to the Authorized User by the Supplier or Certified Partner shall be correct, without discrepancies/ inaccuracies, and shall be priced in accordance with Exhibit B Pricing.





	All invoices provided to Authorized Users by the Supplier or Certified Partner will be accurate. 
	Per invoice
	100%
	 In the event that the discrepancy and/or inaccuracy is an overbilling error, Supplier or Certified Partner shall credit Authorized User for the overbilled amount in addition to a one percent (1%) remedy for the amount overbilled. 


	Reporting
	Actual date Reporting requirements were submitted (herein, “Actual Submission Date,”) as compared to the required submission date in contract section 17. Reporting (herein, “Planned Submission Date”), where Actual Submission Date exceeds Planned Submission Date.
	Supplier shall complete all reporting requirements as stated in section 16. “Reporting” for both “Amount of Total Sales” and “Small Business Procurement and Subcontracting Spend” no later than the 10th of each month.

	Monthly
	100%
	In the event that Supplier or any Certified Partner has had more than three consecutive months of late reporting, VITA may, in its sole discretion, suspend orders to Supplier and/or Supplier’s Certified Partner that is delinquent until late reports have been submitted. VITA will notify Supplier and Certified Partner in writing prior to the start of any suspension period.

	IFA Payments
	Actual date IFA payment was submitted (herein, “Actual Submission Date,”) as compared to the submission requirements in contract section 17. Reporting (herein, “Planned Submission Date”), where Actual Submission Date exceeds Planned Submission Date.
	Supplier shall deliver the IFA payments in accordance with section 16 “Reporting” of the VITA Contract.
	Monthly
	100%
	In the event that Supplier or any Certified Partner has had more than three consecutive months of late reporting, VITA may, in its sole discretion, suspend orders to Supplier or Supplier’s certified channel partners until late reports have been submitted with the next report due. VITA will notify Supplier and Certified Partner in writing prior to the start of any suspension period. 
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