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Exhibit B-4
Service Levels
*********************************************************************************************************************

INSTRUCTIONS: This document sets forth the service levels requested by City and is intended to be the basis for the corresponding contract document that will be included in any Agreement that may be entered into by the City and the selected Vendor(s) for the delivery of the proposed Services.   As part of each Vendor's response to the RFP for such Services, each Vendor should review and respond to the requirements set out in this Exhibit B-4 in accordance with these instructions.  Vendor should provide its response to the City’s requirements in the following manner:

1. If Vendor agrees with a stated Service Level (or portion thereof), Vendor should not make any edits or notes to that provision.  All provisions or portions thereof that do not contain edits or comments will be considered accepted in full, without modification.

2. If Vendor disagrees with a stated Service Level (or portion thereof), Vendor should (a) include a note describing any specific objections or exceptions to the City requirement, and (b) propose revisions to the City requirement using revision marking so that Vendor’s proposed changes are highlighted and easily discernible.  

3. If Vendor wishes to propose any additional Service Levels, please insert such Service Levels in Section 10 below, using the same format as the other Service Levels listed (a template is provided).
4. City’s general presumption is that Service Levels will begin to apply as of the Effective Date.  However, City recognizes that Vendor in some cases may require the completion of transition activities in order to perform the Services at the agreed Service Levels.  In such cases, Vendor should clearly state:

a. The Service Level that is applicable as of the Effective Date;

b. The Service Level that is applicable upon completion of transition; and

c. The anticipated time on which the latter Service Level becomes applicable (stated in relative terms based on the Effective Date (e.g., 30 days after the Effective Date).

5. VENDOR SHOULD NOT MAKE ANY CHANGES TO THIS DOCUMENT WITHOUT USING REVISION MARKING.
While it is City’s intent that this Exhibit will describe many, if not most, of the substantive contractual terms that will form the basis of any definitive service level agreement, City reserves the right to revise or introduce additional requirements, as necessary, as the information exchange process and negotiations proceed and more information is learned.  If there are any issues or commitments that are important to Vendor, but are not addressed in this Exhibit, please describe such additional requirements in Vendor's response to this Exhibit, including by proposing contract language, in all cases using revision marking so that Vendor’s proposals are highlighted and easily discernible.

City's RFP response evaluation process will give substantial weight to all significant aspects of the proposed transaction, which includes responses to the requirements in this Exhibit.  Accordingly, Vendor is strongly encouraged to provide its complete and best response to these requirements, as there may be little or no opportunity after the due date for submissions of RFP response to change or supplement such responses.  

References in this Exhibit to the “Agreement” refers to more or more definitive agreements that may, at City’s discretion, be entered into by City and the selected Vendor(s) in connection with the Services that are the subject of the RFP.  

*********************************************************************************************************************

Note to Bidders: 
City will determine which Service Levels are critical and the weighting factor to be assigned at a later stage in the procurement process.

1. DEFINITIONS

1.1 Certain Definitions.

As used in this Agreement:

(a) "Available for Use" shall mean the ability of equipment, software, services and data, which are used to provide the Services and for which Vendor is responsible, to be utilized in accordance with normal operations (including applicable equipment and software specifications, requirements, and committed levels of service) and without degradation of performance.

(b)  “Critical User” shall mean any End User identified on the City Critical User List.
(c) “Incident” shall have the meaning defined in Exhibit B-2 to the RFP (Statement of Work).

(d) “Measurement Window” shall mean the period of time specified for each Service Level during which Vendor's performance of the relevant Services is to be measured.
(e) “Minutes per month” shall mean for each Service Level, the aggregate number of minutes across all measurement windows for the applicable Measurement Period for such Service Level.

(f) “Non-Critical User” shall mean any End User who is not  a Critical User. 
(g) “Problem” shall have the meaning defined in Exhibit B-2 to the RFP (Statement of Work).
(h) "Scheduled Downtime" shall mean the aggregate amount of time during City-approved maintenance windows within the Measurement Period during which equipment, software, services or data are scheduled to not be Available for Use, to the extent approved by City (e.g., for such activities as preventive maintenance and system upgrades, each as approved by City).

(i) "Unscheduled Downtime" shall mean the aggregate time during a Measurement Period that specified equipment, software, services or data is not Available for Use, other than Scheduled Downtime.
2. DATA PROCESSING
2.1 System File Restoration Time.

	File Restoration Type
	Measurement Window
	Service Level Definition
	Service Level Metric1

	Requests for a full system refresh
	24 hours per day each day 
	“System File Restoration Time” measures the elapsed time between: (i) the moment the backed up data is made available to Vendor for restoration; and (ii) the moment when Vendor has completed the data restore to the applicable system(s).
	(a) At least 95.0% of  data restoration times for full system refreshes shall be less than or equal to 12 hours; and 

(b) 100% of  data restoration times for full system refreshes shall be less than or equal to 24 hours.

	Requests for file restoration other than requests for a full system refresh
	24 hours per day each day
	
	(a) At least 95.0% of  data restoration times for non-full system refreshes shall be less than or equal to 2 hours; and 

(b) 100% of  data restoration times for full system refreshes shall be less than or equal to 8 hours.

	1 Vendor's performance relative to these Service Levels will be measured using production and system logs. 


3. applications maintenance and Support service levels

3.1 Applications Problem Resolution Time.

	Severity Level
	Measurement Window
	Service Level Definition
	Service Level Metric1

	Severity 1 Problems2
	24 hours per day each day 
	“Applications Problem Resolution Time” measures, for a Problem, the elapsed time between: (i) the moment a Problem is reported to Vendor or the moment that Vendor otherwise becomes (or reasonably should have become) aware of such Problem; and (ii) the moment when Vendor resolves such Problem (as agreed by the requestor, when available).
	(a) At least 95.0% of Resolution Times for Severity 1 Problems shall be less than or equal to 8 hours; and

(b) 99.0% of Resolution Times for Severity 1 Problems shall be less than or equal to 1 Business Day; and 
(c) 100% of Resolution Times for Severity 1 Problems shall be less than or equal to 5 Business Days.

	Severity 2 Problems3
	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	
	(a) At least 95.0% of Resolution Times for Severity 2 Problems shall be less than or equal to 3 Business Days; and

(b) 99.0% of Resolution Times for Severity 2 Problems shall be less than or equal to 5 Business Days; and

(c) 100% of Resolution Times for Severity 2 Problems shall be less than or equal to 10 Business Days.

	1 Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records.
2 A "Severity 1 Problem" for this Service Level metric shall mean any Problem, relating to Applications Software, that (a) affects more than 20% of all End Users, (b) prevents any Critical User from accessing such Application Software, or (c) is designated as a Severity 1 Problem by a Critical User.    

3 A "Severity 2 Problem" for this Service Level metric shall mean any Problem, relating to Applications Software, that is not a Severity 1 Problem.  


3.2 Application Minor Enhancement Completion. 
	Measurement Window
	Service Level Definition
	Service Level Metric1

	Business Days
	“Application Minor Enhancement Completion” measures the percentage of Minor Enhancements2 which are successfully completed on-time.  To meet the Service Level metric, each Minor Enhancement must be completed3 within the number of business days agreed upon with the requestor from agreed upon start date.  If the work request did not meet the specifications agreed with the End User4, Vendor shall rework and complete the request within the duration and scope of the original request.

	95% of Application Minor Enhancements shall be completed on-time.

	1 Vendor's performance relative to these Service Levels will be measured using the application work order tracking system.
2 “Minor Enhancement” shall have the meaning defined in Exhibit B-2 to the RFP (Statement of Work).

3 The request is deemed complete when it is delivered to the requestor for validation and testing.
4 In the event there is a change from the original scope, the task will be deemed complete and a new request be created.



3.3 Application Defect Rate. 
	Measurement Window
	Service Level Definition
	Service Level Metric1

	24 hours per day each day
	“Application Defect Rate” measures the number of Application releases performed by Vendor in which one or more components contain verifiable non-conformities that are discovered during acceptance testing or in production, divided by the number of Application releases that underwent acceptance testing.

	The Application Defect Rate shall be less than 5%.

	1 Vendor's performance relative to these Service Levels will be measured using production and system logs.


4. Telephone service levels

4.1 Telephone System Outage Resolution Time.

	Severity Level
	Measurement Window
	Service Level Definition
	Service Level Metric4

	Severity 1 Outage2
	24 hours per day each day 
	“Telephone System Outage Resolution Time” measures, for an outage, the elapsed time between: (i) the moment an outage is reported to Vendor or the moment that Vendor otherwise becomes (or reasonably should have become) aware of such outage; and (ii) the moment when Vendor resolves such outage.
	(a) At least 95.0% of Resolution Times for Severity 1 Outages shall be less than or equal to 24 hours; and

(b) 100.0% of Resolution Times for Severity 1 Outages shall be less than or equal to 3 Business Days.

	Severity 2 Outage3
	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	
	(a) At least 95.0% of Resolution Times for Severity 2 Outages shall be less than or equal to 3 Business Days; and

(b) 100.0% of Resolution Times for Severity 2 Outages
 shall be less than or equal to 5 Business Days.

	1Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records.

2 A "Severity 1 Outage" for this Service Level metric shall mean any outage, relating to a phone system or phone handset, that (a) affects a Critical User, or (b) affects at least 20% of the users of a phone system.
3 A "Severity 2 Outage" for this Service Level metric shall mean any outage, relating to a phone system, that is not a Severity 1 Outage. 


5. aVAILABILITY service levels
5.1 Enterprise Oracle E-Business Suite Availability. 

	Measurement Window
	Service Level Definition
	Service Level Metric1

	24 hours per day each day
	“Enterprise Oracle E-Business Suite Availability” measures the amount of availability of each Oracle module, to be calculated as:
Availability = ((Minutes per Month – minutes of Scheduled Downtime per Oracle Module per month) – Total minutes of Unscheduled Downtime per Oracle Module per month) / (Minutes per Month – minutes of Scheduled Downtime per Oracle Module per month)

	The Availability of each Enterprise Oracle E-Business Suite modules shall be greater than or equal to 99.0%2.

	1 Vendor's performance relative to these Service Levels will be measured using production and system logs.
2 Oracle module availability will be individually tracked and reported.  Monthly Service Level Credit will be applied once and only once if any module falls below the SLA target.


5.2 Critical Applications Availability. 

	Measurement Window
	Service Level Definition
	Service Level Metric1

	24 hours per day each day
	“Critical Applications Availability” measures the amount of availability of each Critical Application2, to be calculated as:
Availability = ((Minutes per Month – minutes of Scheduled Downtime per Critical Application per month) – Total minutes of Unscheduled Downtime per Critical Application per month) / (Minutes per Month – minutes of Scheduled Downtime per Critical Application per month)

	The Availability of each Critical Application shall be greater than or equal to 99.9%3.

	1 Vendor's performance relative to these Service Levels will be measured using production and system logs.
2 “Critical Application” shall mean any application listed in Attachment B-2.

3 Critical Application availability will be individually tracked and reported.  Monthly Service Level Credit will be applied once and only once if any application falls below the SLA target.


5.3 Non-Critical Applications Availability. 

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day 
	“Non-Critical Applications Availability” measures the amount of availability of each Non-Critical Application2, to be calculated as:
Availability = ((Minutes per Month - – minutes of Scheduled Downtime per Non-Critical Application per month – Total minutes of Unscheduled Downtime per Non-Critical Application per month) /  Minutes per Month – minutes of Scheduled Downtime per Non-Critical Application per month)

	The Availability of each Non-Critical Application shall be greater than or equal to 99.0%3.

	1 Vendor's performance relative to these Service Levels will be measured using production and system logs.
2 “Non-Critical Application” shall mean any application other than Oracle E-Business Suite and Critical Applications as defined in sections 4.1 and 4.2 above.

3 Non-Critical Application availability will be individually tracked and reported.  Monthly Service Level Credit will be applied once and only once if any application falls below the SLA target.


5.4 Network Circuit Availability. 

	Measurement Window
	Service Level Definition
	Service Level Metric1

	24 hours per day each day
	“Network Circuit Availability” measures the amount of availability of all Production Network Circuits2 managed by Vendor, to be calculated as:
Availability = (((Minutes per Month * Total number of Production Circuits) – Total minutes of  Scheduled Downtime for all Production Circuits per month) – Total minutes of Unscheduled downtime for all Production Circuits per month) / ((Minutes per Month * Total number of Production Circuits) – Total minutes of  Scheduled Downtime for all Production Circuits per month)

	(a) Network Circuit Availability shall be greater than or equal to 99.9%; and (b) no individual Production Network Circuit shall experience an Unscheduled Downtime greater than 2 consecutive hours per month. 

	1 Vendor's performance relative to these Service Levels will be measured using network monitoring logs and regular SNMP polling.
2 “Production Network Circuit” shall mean a circuit in City’s production environment where the demarc point of a network circuit is defined as the port on the network circuit termination device (e.g., edge router) that connects to the main switching device at a City location.


5.5 LAN Availability. 

	Measurement Window
	Service Level Definition
	Service Level Metric1

	24 hours per day each day
	“LAN Availability” measures the amount of availability of all LAN Segments2 managed by Vendor, to be calculated as:
Availability = (((Minutes per Month * Total number of LAN Segments) – Total minutes of Scheduled Downtime for all LAN Segments per month) – Total minutes of Unscheduled Downtime for all LAN Segments per month) / ((Minutes per Month * Total number of LAN Segments) - Total minutes of Scheduled Downtime for all LAN Segments per month)

	(a) LAN Availability shall be greater than or equal to 99.9%; and 

(b) no individual LAN Segment shall experience an Unscheduled Downtime greater than 4 consecutive hours per month.

	1 Vendor's performance relative to these Service Levels will be measured using network monitoring logs and regular SNMP polling.
2 "LAN Segment" shall mean any portion of a local area network (“LAN”) commencing with the interface to a Network interconnect device (e.g., router) and ending with and including a single LAN interface point (e.g., network interface card) in LAN-connected equipment (e.g., desktop equipment, servers).


5.6 Production Server Availability. 

	Measurement Window
	Service Level Definition
	Service Level Metric1

	24 hours per day each day
	“Production Server Availability” measures the amount of availability of all Production Servers2 managed by Vendor, to be calculated as:
Availability = (((Minutes per Month * Total number of Production Servers) – Total minutes of Scheduled Downtime for all Production Servers per month) – Total minutes of Unscheduled Downtime for all Production Servers per month) / ((Minutes per Month * Total number of Production Servers) – Total minutes of Scheduled Downtime for all Production Servers per month)

	(a) Production Server Availability shall be greater than or equal to 99.9%; and 

(b) no individual Production Server shall experience an Unscheduled Downtime greater than 2 consecutive hours per month.

	1 Vendor's performance relative to these Service Levels will be measured using production and system logs. 

2 “Production Server” shall mean a server operating in City’s production environment.


6. Desktop Operations Service Levels

6.1 Desktop Incident Resolution Time.
	Severity Level
	Measurement Window
	Service Level Definition
	Service Level Metric4

	Severity 1 Incidents2
	24 hours per day each day 
	“Desktop1 Incident Resolution Time” measures, for an Incident, the elapsed time between: (i) the moment an Incident is reported to Vendor or the moment that Vendor otherwise becomes (or reasonably should have become) aware of such Incident; and (ii) the moment when Vendor resolves such Incident (as agreed by the requestor, when available).
	(a) At least 95.0% of Resolution Times for Severity 1 Incidents shall be less than or equal to 24 hours; and

(b) 100.0% of Resolution Times for Severity 1 Incidents shall be less than or equal to 3 Business Days.

	Severity 2 Incidents3
	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	
	(a) At least 95.0% of Resolution Times for Severity 2 Incidents shall be less than or equal to 3 Business Days; and

(b) 100.0% of Resolution Times for Severity 2 Incidents
 shall be less than or equal to 5 Business Days.

	1 Includes desktop PC and laptop hardware and software issues, as well as printers.
2 A "Severity 1 Incident" for this Service Level metric shall mean any Incident, relating to Desktop Equipment, that (a) affects a Critical User, or (b) is designated as a Severity 1 Incident by a Critical User. 

3 A "Severity 2 Incident" for this Service Level metric shall mean any Incident, relating to Desktop Equipment, that is not a Severity 1 Incident.  

4Vendor's performance relative to these Service Levels will be measured using  Technology Service Desk call records.



6.2 MAC Completion Time.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	“MAC Completion Time” measures, for a MAC2,the elapsed time between: (i) the moment a MAC request received by Technology Service Desk is recorded in the call management system; and (ii) the moment Vendor completes such MAC request (as agreed by the requestor, when available). 
	(a) 98.0% of MAC Completion Times for Routine Request MACs2 shall be less than or equal to five Business Days; and

(b) 98.0% of MAC Completion Times for Project MACs3 shall be no later than the corresponding agreed completion times.

	1 Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records. 
2 "Routine Request MACs" has the meaning defined in Exhibit B-2 to the RFP (Statement of Work).

3 "Project MACs" shall mean those MACs that are not Routine Request MACs.


7. End-user support service levels

7.1 First Call Resolution.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	“First Call Resolution” measures the cumulative percentage of calls to the Technology Service Desk that the Technology Service Desk resolves before the first call made by the End User to report a problem is terminated, including calls referred to second (or higher) level support but resolved before such first call is terminated.
	First Call Resolution shall be greater than or equal to 70.0%.

	1 Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records.


7.2 Speed of Answer.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	“Speed of Answer” measures, for each call by End Users to the Technology Service Desk, the elapsed time between: (i) the moment when the Service Desk ACD equipment records the generation of the initial ring back tone in the call progress records; and (ii) the moment when such call is answered by a technical support individual, who is responsible and qualified for handling the nature and type of such call.
	(a) Speed of Answer for at least 80.0% of all calls shall be less than or equal to 60 seconds; and (b) Speed of Answer for 90.0% of all calls shall be less than or equal to 120 seconds.

	1 Vendor's performance relative to these Service Levels will be measured using the ACD software. 


7.3 Call Abandonment Percentage.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	“Call Abandonment Percentage” measures, for all calls to the Technology Service Desk during which the caller selects an option to speak with a Technology Service Desk representative, the percentage of such telephone calls that are: (i) not answered by the Technology Service Desk within 15 seconds; and (ii) subsequently terminated by the caller before a Service Desk representative answers such call.
	Call Abandonment Percentage shall be less than or equal to 5%.

	1 Vendor's performance relative to these Service Levels will be measured using the ACD software. 


7.4 End User Satisfaction Rating.
	Measurement Window
	Service Level Definition
	Service Level Metric1

	n/a
	“End User Satisfaction Rating” measures End User responses to Vendor's user satisfaction survey.  

5 = Outstanding Customer Service

4 = Very Good Customer Service

3 = Good Customer Service

2 = Adequate Customer Service

1 = Poor Customer Service
	End User Satisfaction Rating shall be greater than or equal to 3 for at least 50% of the surveyed respondents at the end of each month.

	1 Vendor's performance relative to these Service Levels will be measured in accordance with Section 6 in Exhibit B-3 of the RFP.


7.5 Department Director Satisfaction Rating.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	n/a
	“Department Director Satisfaction Rating” measures the responses of the Directors of the various City Departments to Vendor's satisfaction survey.  

5 = Outstanding Customer Service

4 = Very Good Customer Service

3 = Good Customer Service

2 = Adequate Customer Service

1 = Poor Customer Service
	Department Director Satisfaction Rating shall be greater than or equal to 3 for at least 50% of the surveyed respondents at the end of each month.

	1 Vendor's performance relative to these Service Levels will be measured in accordance with Section 6 in Exhibit B-3 of the RFP.


8. Systems access requests

8.1 System Access Request Completion Time.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	“System Access Request Completion Time” measures the elapsed time between: (i) the moment when the Service Desk records the Systems Access Request2; and (ii) the time the user is notified of the completion of the systems access request.
	System Access Request Completion Time shall be greater than or equal to 90.0% within 2 Business Days.

	1 Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records.

2 A “Systems Access Request” shall mean the creation of a User ID or profile for a system or application.


8.2 Password Reset.

	User Type
	Measurement Window
	Service Level Definition
	Service Level Metric1

	Critical User2
	24 hours per day each day 
	“Password Reset” measures, for a password reset request, the elapsed time between: (i) the moment such request is communicated to Vendor; and (ii) the moment when the End User is notified of the completion of such request.
	(a) At least 90.0% of completion times for Password Resets for Critical Users shall be less than or equal to 2 hours; and

(b) 100.0% of completion times for Password Resets for Critical Users shall be less than or equal to 4 hours.

	Non-Critical User3
	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	
	(a) At least 90.0% of completion times for Password Resets for Non-Critical Users shall be less than or equal to 4 hours; and

(b) 100.0% of completion times for Password Resets for Non-Critical Users shall be less than or equal to 1 Business Day.

	1 Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records.


9. Other Service Levels
9.1 Asset Inventory Accuracy.

	Measurement Window
	Service Level Definition
	Service Level Metric1

	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	“Asset Inventory Accuracy” measures, for all asset data elements that were affected (i.e., added, deleted, or modified) by activities that occurred in the course of Vendor's performance of the Services (e.g., break/fix activity;  installs, MACs, change-out activity), the percentage of such affected asset elements for which such change that is input by Vendor is accurately reflected in Vendor's Asset Management System.

	Asset Inventory Accuracy shall be 95%.

	1 Vendor's performance relative to these Service Levels will be measured based on the random 10% asset audits referred to in the Master Services Agreement.


9.2 End User Ad Hoc Data Restore Time.

	User Type
	Measurement Window
	Service Level Definition
	Service Level Metric1

	Critical User2
	24 hours per day each day 
	“End User Ad Hoc Data Restore Time” measures, for all End User requests to the Technology Service Desk for ad hoc data restores, the amount of elapsed time between: (i) the moment such request is communicated to Vendor; and (ii) the moment when the End User is notified of the completion of such request.
	(a) At least 95.0% of End User Ad Hoc Data Restore Times for Critical Users shall be less than or equal to 4 hours; and

(b) 100.0% of End User Ad Hoc Data Restore Times for Critical Users shall be less than or equal to 1 Business Day

	Non-Critical User3
	6:00 a.m. through 6:00 p.m. C.T. each Business Day
	
	(a) At least 95.0% of End User Ad Hoc Data Restore Times for Non-Critical Users shall be less than or equal to 1 Business Day; and

(b) 100.0% of End User Ad Hoc Data Restore Times for Critical Users shall be less than or equal to 3 Business Days.

	1 Vendor's performance relative to these Service Levels will be measured using Technology Service Desk call records.


10. Vendor Proposed Additional Service Levels
10.1 Additional Service Level 1
	Service Level Category (delete column if not applicable)
	Measurement Window
	Service Level Definition
	Service Level Metric1

	
	
	“Additional Service Level 1” measures…
	.

	1 Vendor's performance relative to these Service Levels will be measured using  …


ATTACHMENT B-1
Critical Applications

Treasury Tax System
TaxSale System

City Internet Site

City Beautiful External Website

E-Payments Treasury

E-Payments TVB

HITS External Website

Incident Website

Microsoft Exchange Email
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