[bookmark: _Toc103336963]Exhibit I – Service Level Agreements (SLAs) 
Any credit assessed by Authorized User shall be due and payable or credited to Authorized User no less than thirty (30) calendar days after Supplier’s receipt of the notice of credits owed, and if payment is not made by the due date, the amount of said credits and/or remedies may be withheld from future payments by Authorized User without further notice. The Supplier shall be liable for all credits and/or remedies imposed by VITA or the Authorized User. Any dispute between the Supplier and any publisher/subcontractor regarding responsibility for any events giving rise to the imposition of the credits and/or remedies shall not relieve the Supplier of its liability for said credits and/or remedies. Upon termination of this contract, any unpaid credits and/or remedies will be paid or credited to the Authorized User within thirty (30) calendar days of termination.

All service levels will begin to be measured 60 days following execution of the Contract.

Unless otherwise specified, all SLAs are applicable each year of the Contract. 

In addition to the remedies outlined in this Service Level Agreement, VITA may exercise all available rights and other 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 specific reporting requirements, ad-hoc supplier reporting requests, cloud term requirements, Warranty response and resolution timeframes. 
	Performance Standard
	Measurement
	Definition
	Measurement period
	% Level
	Remedy

	Late Delivery of product, Software, and Services 
	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, Software, and Services occurs when Supplier provides the product, Software, and Services to Customer’s Named Destination. Product, Software, and Services shall be delivered in accordance with the agreed-upon delivery schedule as set forth in the order or SOW.  
	Per Order or SOW 
	100%
	Supplier agrees to credit the Authorized User an amount equal to 4 percent (4%) of the total purchase price for product, Software, and Services not delivered by the Planned Delivery Date. For each week the product, Software, and Services, is not delivered by the Planned Delivery Date, an additional 4% per week will be assessed until the product, Software and Services is delivered. In addition to the credit above, if the delay lasts longer than twenty-eight (28) calendar days, the Authorized User may immediately cancel the order and collect as late delivery damages of five percent (5%) of the total purchase price for the products not delivered. 
 
NOTE: If a delivery date is not provided in the order or SOW, the delivery date will be considered to be no less than five days prior to license start date.   

	Quotes and Invoices  
	All quotes and invoices provided to the Authorized User by the Supplier shall be correct, without discrepancies/inaccuracies, and shall be priced in accordance with Exhibit B Pricing.

All quotes shall be provided to the Authorized User within five (5) business days. 
	All quotes and invoices provided to Authorized Users by the Supplier will not have discrepancies and/or inaccuracies exceeding 1% of the total quote, invoice, or Exhibit B Pricing.
	Monthly
	100% 
	In the event that an Authorized User’s quote and/or invoice include a discrepancy and/or inaccuracy exceeding 1% of the total quote, invoice, or Exhibit B Pricing; Supplier shall credit the Authorized User’s invoice the amount of the discrepancy.  In the event that the discrepancy and/or inaccuracy is an overbilling error, Supplier shall credit Authorized User double the overbilled amount as a remedy. Imposition of additional remedies may result as outlined under “Additional Remedies” below.

	Reporting
	Actual date of Supplier’s delivery of Reporting requirements exceeds the Reporting requirements as stated in section 16. “Reporting” delivered to VITA.
	[bookmark: _Int_MU8O7D5z]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”.

	Monthly
	100%
	In the event that Supplier has had more than three consecutive months of late reporting, VITA may, in its sole discretion, suspend orders to Supplier that is delinquent until late reports have been submitted. VITA will notify Supplier in writing prior to the start of any suspension period. Imposition of additional remedies may result as outlined under “Additional Remedies” below.

	IFA Payments
	Actual date of the Supplier’s monthly payment requirements delivered to VITA is later than the Reporting requirements as stated in contract Section 16 - Reporting.
	Supplier shall deliver the IFA payments in accordance with section 16 “Reporting” of the VITA Contract.
	Monthly
	100%
	In the event that Supplier has had more than three consecutive months of late payment, VITA may, in its sole discretion, suspend orders to Supplier until past due payments are fully paid. VITA will notify Supplier in writing prior to the start of any suspension period.  Imposition of additional remedies may result as outlined under “Additional Remedies” below.

	Supplier Key Personnel Changes
	Actual date Supplier notifies VITA of Account Manager or Industrial Funding Adjustment “IFA” reporting position changes is greater than or equal to thirty (30) days prior to the actual change and/or replacement taking effect.
	Supplier will give VITA thirty (30) day advance notice prior to making any Account Manager or IFA reporting position changes and/or replacements.
	Monthly
	100%
	If Supplier fails to provide thirty (30) day advance notice to VITA on Account Manager or IFA reporting position changes and/or replacements, VITA will reprimand the Supplier via email.  If the lack of advance notice is repeated, VITA may, in its sole discretion, suspend orders to Supplier until Supplier provides a written process for VITA notification of such changes and the process has been approved by VITA.  VITA will notify Supplier in writing prior to the start of any suspension period. Imposition of additional remedies may result as outlined under “Additional Remedies” below.

	Purchase Orders and Purchase Order Revisions
	All Purchase Orders and Purchase Order Revisions shall include 100% of the elements defined by section 15 and Exhibit A of the Contract. Supplier shall only accept fully compliant Purchase Orders and Purchase Order Revisions from the Authorized User.  
	Supplier shall provide Purchase Orders, and Purchase Order Revisions to Authorized User that are transparent, in accordance with the requirements of section 15 of the Contract and the Exhibit A Requirements with pricing components that directly correlate with the Contract Exhibit B, “Options/ Pricing” line-item fee level.
	Continuous
	100%
	In the event that VITA determines that an individual Purchase Order, or a Purchase Order Revision does not meet the transparency requirements defined by section 15 of the Contract, VITA will require that the Purchase Order, and/or Purchase Order Revision be revised to align with the requirements prior to order approval and fulfillment. 
  
**For repeated failure (more than two (2) occasions) to meet requirements, VITA may, in its sole discretion, suspend orders to Supplier until Supplier provides a written training plan for Supplier staff on the transparency requirements defined by section 15 of the Contract that is approved by VITA and demonstrates that staff have been trained. VITA will notify Supplier in writing prior to the start of any suspension period. Imposition of additional remedies may result as outlined under “Additional Remedies” below.

	Statements of Work (SOWs) and SOW Change Orders 

	All SOWs and SOW Change Orders shall be of a fixed price type, transparent to Exhibit B pricing and demonstrating calculation of hourly rate charges and individual deliverables; and meet all requirements defined by section 15 and Exhibit A of the Contract. Supplier shall provide the requested SOW or SOW Change Order to the Authorized User within five (5) business days of the request.  
NOTE: All SOW’s and SOW Change Orders are subject to review by VITA.  Supplier shall provide supporting documentation within five (5) business days of VITA’s request. 
	SOWs and SOW Change Orders will be of a fixed price type, with payment tied to satisfactory completion and acceptance of all defined deliverables as defined by Exhibits C and D templates. SOWs and SOW Change Orders may be subject to VITA review during the ordering process.

	Quarterly
	100%
	In the event that VITA determines that an individual SOW or SOW Change Order does not meet the transparency requirements defined by section 15 and Exhibit A of the Contract, VITA will require that the SOW and/or SOW Change Order be revised to align with the requirements prior to order approval and fulfillment. 
  
**For repeated failure (more than two (2) occasions) to meet requirements, VITA may, in its sole discretion, suspend orders to Supplier until Supplier provides a written training plan for Supplier staff on the transparency requirements defined by section 15 of the Contract that is approved by VITA and demonstrates that staff have been trained. VITA will notify Supplier in writing prior to the start of any suspension period. Imposition of additional remedies may result as outlined under “Additional Remedies” below. 


	**Additional remedies for failure to meet contractual or service level obligations.
	In addition to the fee credit provisions and other remedies set forth above, VITA may elect at its sole discretion to suspend Supplier’s right to take new orders from any Authorized Users for a period up to sixty (60) calendar days. VITA will notify Supplier in writing prior to the start of any suspension period. Notification will contain when the suspension period begins and the length of the suspension period. 
During a suspension period, Supplier may, at VITA’s election, be required to attend a contract performance review meeting, along with the VITA contract manager/administrator, Authorized User project manager(s) or authorized representative(s), and any other significant stakeholders who have a part in the successful performance of this Contract. The purpose of this meeting will be to review Supplier’s performance and to discuss ways to ensure compliance with the performance criteria set forth in the Contract.  VITA will document all instances of Supplier’s failure to meet its contractual obligations in the contract file as Supplier non-compliance.  
In addition to any specific remedy set forth herein, VITA and all Authorized Users reserve any and all other remedies that may be available at law or in equity.
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