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	Mainframe Services

	Mainframe Production Environment Availability 

	Critical Service Level

	Service Level Description
	The percentage of time that the Mainframe Production Environment is Available during their Scheduled Uptime.

	Definitions
	All mainframe hardware, software, and services required to operate and sustain NASA’s mainframe applications and services at or above service level targets as defined in the Agreement 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime  / Scheduled Uptime ) x 100% in each calendar month

For example, if a Mainframe Production Environment was expected to be available for normal business use 24 hours per day, 7 days per week, except during a mutually agreed Maintenance Window, (using a 4-hour hypothetical Maintenance Window) the Scheduled Uptime for this system would be 9,840 minutes per week ((60 [minutes] * 24 [hours] * 7 [days]) – (60 [minutes] * 4 [hours])).

If the Actual Uptime for this system during a month (in this example, 28 days) was 39,160 minutes, Availability for that month would be 99.59 ((39,160 minutes / 39,360 minutes) * 100) or 99.59%.

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.  



	 Mainframe Services

	Mainframe Development/Test Environment Availability 

	Critical Service Level

	Service Level Description
	The percentage of time that the Mainframe non-production (e.g. Development and Test) Environment is Available during their Scheduled Uptime.

	Definitions
	All mainframe hardware, software, and services required to operate and sustain NASA’s mainframe applications and services at or above service level targets as defined in the Agreement 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime  / Scheduled Uptime ) x 100% in each calendar month

For example, if a Mainframe Environment was expected to be available for normal business use 24 hours per day, 7 days per week, except during a mutually agreed Maintenance Window, (using a 4-hour hypothetical Maintenance Window) the Scheduled Uptime for this system would be 9,840 minutes per week ((60 [minutes] * 24 [hours] * 7 [days]) – (60 [minutes] * 4 [hours])).

If the Actual Uptime for this system during a month (in this example, 28 days) was 39,160 minutes, Availability for that month would be 99.59 ((39,160 minutes / 39,360 minutes) * 100) or 99.59%.

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.  





	 Mainframe Services

	 Production Application System On-line Response Time

	Critical Service Level

	Service Level Description
	The Contractor will design, configure, and provide the Mainframe Production Environment sufficient to sustain NASA’s targeted Application System response times.

	Definitions
	The amount of time between an attention identifier being issued from a business application, which creates a discrete processing unit of work, and that unit of work being normally completed within the business application.

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The amount of time to complete a discrete processing unit of work as measured from the system software.

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	This service level metric applies only to those applications defined as in-scope for this service.   

	Exceptions and Exclusions
	None. 




	Mainframe Services

	Data Storage Infrastructure Availability 

	Critical Service Level

	Service Level Description
	Contractor will design, configure, provision and support Data storage technology that meets or exceeds Service Level Target.  

	Definitions
	The data storage technology configuration as required by NASA in a Mainframe Production Environment.

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime  / Scheduled Uptime ) x 100% in each calendar month

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.




	Mainframe Services

	Schedule Attainment: Batch Schedule

	Critical Service Level

	Service Level Description
	The Mainframe Batch Schedule is completed on-time within each scheduled timeframe as measured each calendar month.

	Definition
	A batch job is completed on-time when it achieves a normal processing end, including all dependencies, within the scheduled period of time.

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of scheduled batch jobs completed as scheduled in a calendar month divided by the total number of scheduled batch jobs in the same calendar month X 100

	Measurement
	Contractor will count all batch jobs scheduled and completed within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Mainframe Services

	Schedule Attainment: Print Services

	Critical Service Level

	Service Level Description
	All printed reports are created and distributed to defined locations on-time according to NASA’s defined schedule.

	Definition
	A printed report is created and distributed on-time when it achieves a normal processing end, including all dependencies, within the scheduled period of time; and is delivered on-time to the defined NASA location.

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of printed reports created and delivered as scheduled in a calendar month divided by the total number of printed reports scheduled to be created and delivered in the same calendar month x 100%

	Measurement
	Contractor will count all printed reports created and delivered within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.





	
Mainframe Services

	Schedule Attainment: Security Administration

	Critical Service Level

	Service Level Description
	All Security Services are performed and security updates/patches distributed to defined equipment on-time according to NASA’s defined schedule.

	Definition
	Security Services as defined in the Statement of Work. 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of Security Services delivered as scheduled in a calendar month divided by the total number of Security Services scheduled to be in the same calendar month x 100%

	Measurement
	Contractor will count all Security Services delivered within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.




	Mainframe Services

	Disaster Recovery Test Achievement

	Critical Service Level

	Service Level Description
	The percentage of infrastructure devices and related supporting equipment, and operating software and tools, scheduled  for a disaster recovery test that are successfully completed, according to NASA’s disaster recovery test plan, during the scheduled disaster recovery test period. 

	Definitions
	All defined in-scope infrastructure devices, related supporting equipment, and operating software and tools as specified in NASA’s disaster recovery test plan.  

	Hours of Operation
	12 X 5

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Percent Achievement = (Number of devices and operating systems and tools passing the test ) / (Number of devices and operating systems and tools scheduled to be tested) x 100% in each scheduled disaster recovery test

	Measurement
	Upon NASA review and approval, Contractor will use a list of in-scope infrastructure devices; operating systems and tools; and measure and report actual test results.  A ‘pass’ or ‘fail’ will be determined using the criteria established in NASA’s disaster recovery test plan.   

	Requirements and Dependencies
	None.

	Expectations and Exclusions
	None.



	Mainframe Services

	Database Admin: Database Availability

	Critical Service Level

	Service Level Description
	The percentage of time that the Database is Available during their Scheduled Uptime.

	Definitions
	All hardware, software, and services required to operate and sustain NASA’s database services at or above service level targets as defined in the Agreement.

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime / Scheduled Uptime) x 100% in each calendar month.  This calculation will be applied to each Database individually (i.e. there will be no aggregation or averaging) and a miss on a single database instance constitutes a miss of the service level.

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Expectations and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.
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	Hosting Services

	
IMAC On-Time Completion

	Critical Service Level
	

	Service Level Description
	The percentage of IMACs completed on-time during the month in which the IMAC was scheduled. 

	Definitions
	NASA may from time to time request an install, move, add or change (IMAC) for equipment covered under Managed Hosting Services.  An IMAC includes the physical install, move, add, or change and specifically excludes any activity that can be performed remotely.

	Hours of Operation
	24x7 

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of scheduled IMACs completed on-time within a calendar month divided by the number of IMACs scheduled in the same calendar month X 100. 

	Measurement
	Contractor will count the number of completed and scheduled-to-be-completed IMACs during each calendar month.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	NASA and the Contractor will mutually agree on scheduled timeframes taking into account equipment procurement time and any 3rd Party dependencies.

	Exceptions and Exclusions
	None.




	Hosting Services

	OS Instance High Availability - Category 1 (Clustering) 

	Critical Service Level

	Service Level Description
	The percentage of time that OS Instances in a Category 1 Clustered environment are Available during their Scheduled Uptime.

	Definitions
	“OS Instance – High Availability” refers to instances of operating systems running in a physical or virtual environment which are: architected in a cluster configuration; and designated by NASA and defined in an in-scope Category 1 Inventory List, that (i) host user facing applications or services where an outage will cause an immediate, material adverse operational impact

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime  / Scheduled Uptime ) x 100% in each calendar month


	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Hosting Services

	OS Instance Medium Availability - Category 2 

	Critical Service Level

	Service Level Description
	The percentage of time that OS Instances in a Category 2 environment are Available during their Scheduled Uptime.

	Definitions
	“OS Instance – Medium Availability” refers to instances of operating systems running in a physical or virtual environment which are designated by NASA and defined in an in-scope Category 2 Inventory List, as application servers.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime / Scheduled Uptime) x 100% in each calendar month.

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Hosting Services

	OS Instance Low Availability - Category  3 

	Critical Service Level

	Service Level Description
	The percentage of time that OS Instances in a Category 3 environment are Available during their Scheduled Uptime.

	Definitions
	“OS Instance – Low Availability” refers to instances of operating systems running in a physical or virtual environment which are designated by NASA, and defined in an in-scope Category 3 Inventory List, that support utility servers.  

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime  / Scheduled Uptime ) x 100% in each calendar month

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Non-Production Environment Availability 

	Critical Service Level

	Service Level Description
	The percentage of time that OS Instances in a Non-Production (e.g. test) environment are Available during their Scheduled Uptime.

	Definitions
	“OS Instance – Non-Production Environment Availability” refers to instances of operating systems running in a physical or virtual environment which are designated by NASA, and defined in an in-scope Category 3 Inventory List, that support servers outside the normal production environment.  

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime  / Scheduled Uptime ) x 100% in each calendar month

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.




	Hosting Services

	Storage Infrastructure Availability – Tier 1

	Critical Service Level

	Service Level Description
	The percentage of time that the Storage service is Available during its Scheduled Uptime.

	Definitions
	Storage technology as designed and configured by mutual agreement; and which related support services are provided by Contractor.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Hosting Services

	Storage Infrastructure Availability – Tier 2

	Critical Service Level

	Service Level Description
	The percentage of time that the Storage service is Available during its Scheduled Uptime.

	Definitions
	Storage technology as designed and configured by mutual agreement; and which related support services are provided by Contractor.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Managed Hosting Services

	Storage Infrastructure Availability – Tier 3

	Critical Service Level

	Service Level Description
	The percentage of time that the Storage service is Available during its Scheduled Uptime.

	Definitions
	Storage technology as designed and configured by mutual agreement; and which related support services are provided by Contractor.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Hosting Services

	Storage Infrastructure Availability – Tier 4

	Critical Service Level

	Service Level Description
	The percentage of time that the Storage service is Available during its Scheduled Uptime.

	Definitions
	 Storage technology as designed and configured by mutual agreement; and which related support services are provided by Contractor.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Hosting Services

	Database Admin: Database Availability

	Critical Service Level

	Service Level Description
	The percentage of time that the Database is Available during their Scheduled Uptime.

	Definitions
	All hardware, software, and services required to operate and sustain NASA’s database services at or above service level targets as defined in the Agreement.

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Availability = (Actual Uptime / Scheduled Uptime) x 100% in each calendar month.  This calculation will be applied to each Database individually (i.e. there will be no aggregation or averaging) and a miss on a single database instance constitutes a miss of the service level.

	Measurement
	Contractor will employ a suitable monitoring tool to measure and report actual availability.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	None.

	Expectations and Exclusions
	Downtime excludes any period that the environment is not Available due to errors in, or the restoration of, functionality or data related to Application Software, except those conditions where the Contractor is responsible for the Application Software error.



	Hosting Services

	Schedule Attainment: System & Application Monitoring

	Critical Service Level

	Service Level Description
	System & Application Monitoring Services are performed and without incident, on-time according to NASA’s defined schedule.

	Definition
	 System & Application Monitoring Services as defined in the PWS. 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of System & Application Monitoring Services delivered without incident as scheduled in a calendar month divided by the total number of Security Services scheduled to be in the same calendar month x 100%

	Measurement
	Contractor will count all System & Application Monitoring Services delivered within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.




	Hosting Services

	Disaster Recovery Test Achievement

	Critical Service Level

	Service Level Description
	The percentage of infrastructure devices and related supporting equipment, and operating software and tools, scheduled  for a disaster recovery test that are successfully completed, according to NASA’s disaster recovery test plan, during the scheduled disaster recovery test period. 

	Definitions
	All defined in-scope infrastructure devices, related supporting equipment, and operating software and tools as specified in NASA’s disaster recovery test plan.  

	Hours of Operation
	12 X 5

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Percent Achievement = (Number of devices and operating systems and tools passing the test ) / (Number of devices and operating systems and tools scheduled to be tested) x 100% in each scheduled disaster recovery test

	Measurement
	Upon NASA review and approval, Contractor will use a list of in-scope infrastructure devices; operating systems and tools; and measure and report actual test results.  A ‘pass’ or ‘fail’ will be determined using the criteria established in NASA’s disaster recovery test plan.   

	Requirements and Dependencies
	None.

	Expectations and Exclusions
	None.
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	Housing Services

	
IMAC On-Time Completion

	Critical Service Level
	

	Service Level Description
	The percentage of IMACs completed on-time during the month in which the IMAC was scheduled. 

	Definitions
	NASA may from time to time request an install, move, add or change (IMAC) for equipment covered under Housing Services.  An IMAC includes the physical install, move, add, or change and specifically excludes any activity that can be performed remotely. 

	Hours of Operation
	24x7 

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of scheduled IMACs completed on-time within a calendar month divided by the number of IMACs scheduled in the same calendar month X 100. 

	Measurement
	Contractor will count the number of completed and scheduled-to-be-completed IMACs during each calendar month.  Monthly performance reports will calculate actual service level measurements as calculated above.  

	Requirements and Dependencies
	NASA and the Contractor will mutually agree on scheduled timeframes taking into account equipment procurement time and any 3rd Party dependencies.

	Exceptions and Exclusions
	None.
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	Web Hosting Services

	Schedule Attainment: Web Hosting Services

	Critical Service Level

	Service Level Description
	All Web Hosting Services are performed on-time according to NASA’s defined schedule for both deployment of new Web sites and updates to existing Web sites.

	Definition
	Web Hosting Services as defined in the PWS. 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of Web Hosting Services delivered as scheduled in a calendar month divided by the total number of Web Hosting Services scheduled to be in the same calendar month x 100%

	Measurement
	Contractor will count all Web Hosting Services delivered within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.
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	Shared File Services

	Schedule Attainment: Shared File Services

	Critical Service Level

	Service Level Description
	All Shared File Services are performed on-time according to NASA’s defined schedule for both deployment of new file shares and updates to existing file shares.

	Definition
	Shared File Services as defined in the PWS 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of Shared File Services delivered as scheduled in a calendar month divided by the total number of Shared File Services scheduled to be in the same calendar month x 100%

	Measurement
	Contractor will count all Shared File Services delivered within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.
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	Security Services for Non-NEDC Servers

	Schedule Attainment: Security Administration

	Critical Service Level

	Service Level Description
	All Security Services are performed and security updates/patches distributed to defined equipment on-time according to NASA’s defined schedule.

	Definition
	Security Services as defined in the Appendix A:  Severity Level Definitions. 

	Hours of Operation
	24 X 7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of Security Services delivered as scheduled in a calendar month divided by the total number of Security Services scheduled to be in the same calendar month x 100%

	Measurement
	Contractor will count all Security Services delivered within the scheduled timeframe for each calendar month.  

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.
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	Cross Functional Services

	
Resolution Time Severity 1 

	Critical Service Level

	Service Level Description
	The percentage of Severity 1 Incidents resolved by Contractor within the target resolution time during the Measurement Window.

	Definitions
	Definitions of Severity and Resolution as defined in the Appendix A:  Severity Level Definitions.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	This Service Level is computed by dividing (i) the number of Severity 1 Incidents resolved within the target resolution time, by (ii) the total number of Severity 1 Incidents resolved during the applicable Measurement Window, and expressing the result as a percentage.

On-time Resolution = ((# of on-time Incidents) / (total # of Incidents)) x 100%

	Measurement
	Incident records as recorded by Contractor are used to determine the total number of Incidents and the number resolved on time.

The resolution time for an Incident is elapsed time between the time the applicable Incident is opened and logged into Contractor’s system and the time Contractor’s technician logs the Incident as “Service Restored” (by repair or workaround) in that system and notifies the Enterprise Service Desk, provided that an identical Incident opened within one Business Day after a Incident is reported as “Service Restored” will restart the elapsed time.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Incidents created at an inappropriately elevated Severity Level will be closed and excluded from the calculation as long as the record is closed and re-entered at the appropriate Severity Level within 15 minutes of opening.





	Cross Functional Services

	Resolution Time Severity 2

	Critical Service Level

	Service Level Description
	The percentage of Severity 2 Incidents resolved by Contractor within the target resolution time during the Measurement Window.

	Definitions
	Definitions of Severity and Resolution are located in the Appendix A:  Severity Level Definitions.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	This Service Level is computed by dividing (i) the number of Severity 2 Incidents resolved within the target resolution time, by (ii) the total number of Severity 2 Incidents resolved during the applicable Measurement Window, and expressing the result as a percentage.

On-time Resolution = ((# of on-time Incidents) / (total # of Incidents)) x 100%

For example, if Contractor logs 50 incidents in this category during a Measurement Window, and resolves 49 of those incidents within the target resolution time, then the On-Time Resolution for that Measurement Window would be 98%. 

	Measurement
	Incident records as recorded by Contractor are used to determine the total number of Incidents and the number resolved on time.

The resolution time for an Incident is elapsed time between the time the applicable Incident is opened and logged into Contractor’s system and the time Contractor’s desktop technician logs the Incident as “Service Restored” (by repair or workaround) in that system and notifies the Enterprise Service Desk, provided that an identical Incident opened within one Business Day after a Incident is reported as “Service Restored” will restart the elapsed time.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Incidents created at an inappropriately elevated Severity Level will be closed and excluded from the calculation as long as the record is closed and re-entered at the appropriate Severity Level within 15 minutes of opening.






	Cross Functional Services

	Resolution Time Severity 3

	Critical Service Level

	Service Level Description
	The percentage of Severity 3 Incidents resolved by Contractor within the target resolution time during the Measurement Window.

	Definitions
	Definitions of Severity and Resolution are located in the Appendix A:  Severity Level Definitions.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	This Service Level is computed by dividing (i) the number of Severity 3 Incidents resolved within the target resolution time, by (ii) the total number of Severity 3 Incidents resolved during the applicable Measurement Window, and expressing the result as a percentage.

On-time Resolution = ((# of on-time Incidents) / (total # of Incidents)) x 100%

For example, if Contractor logs 50 desktop incidents in this category during a Measurement Window, and resolves 49 of those incidents within the target resolution time, then the On-Time Resolution for that Measurement Window would be 98%. 

	Measurement
	Incident records as recorded by Contractor are used to determine the total number of Incidents and the number resolved on time.

The resolution time for an Incident is elapsed time between the time the applicable Incident is opened and logged into Contractor’s system and the time Contractor’s technician logs the Incident as “Service Restored” (by repair or workaround) in that system and notifies the Enterprise Service Desk, provided that an identical Incident opened within one Business Day after a Incident is reported as “Service Restored” will restart the elapsed time.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Incidents created at an inappropriately elevated Severity Level will be closed and excluded from the calculation as long as the record is closed and re-entered at the appropriate Severity Level within 15 minutes of opening.



	Cross Functional Services

	Resolution Time Severity 4

	Critical Service Level

	Service Level Description
	The percentage of Severity 4 Incidents resolved by Contractor within the target resolution time during the Measurement Window.

	Definitions
	Definitions of Severity and Resolution are located in the Appendix A:  Severity Level Definitions.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	This Service Level is computed by dividing (i) the number of Severity 4 Incidents resolved within the target resolution time, by (ii) the total number of Severity 4 Incidents resolved during the applicable Measurement Window, and expressing the result as a percentage.

On-time Resolution = ((# of on-time Incidents) / (total # of Incidents)) x 100%

For example, if Contractor logs 50 incidents in this category during a Measurement Window, and resolves 49 of those incidents within the target resolution time, then the On-Time Resolution for that Measurement Window would be 98%. 

	Measurement
	Incident records as recorded by Contractor are used to determine the total number of Incidents and the number resolved on time.

The resolution time for an Incident is elapsed time between the time the applicable Incident is opened and logged into Contractor’s system and the time Contractor’s technician logs the Incident as “Service Restored” (by repair or workaround) in that system and notifies the Enterprise Service Desk, provided that an identical Incident opened within one Business Day after a Incident is reported as “Service Restored” will restart the elapsed time.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Incidents created at an inappropriately elevated Severity Level will be closed and excluded from the calculation as long as the record is closed and re-entered at the appropriate Severity Level within 15 minutes of opening.




	Cross Functional Services

	Production System Updates – First Time Right

	Critical Service Level

	Service Level Description
	The percentage of time that a Contractor’s modification to an infrastructure component does not create disruption in a Production Environment.

	Definitions
	Any infrastructure component that has been modified by the Contractor has operated in a production environment through one full operating cycle (i.e. daily, monthly, quarterly, annually), as appropriate for the modification applied.  That is, a modification to a daily function would require a full day cycle of operation without abnormal end; and a modification to a monthly function would require one monthly cycle, etc.  

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of modifications (i.e. infrastructure component) placed in production in one month that operated through the appropriate cycle without error divided by the number of modifications placed in production during the same month X 100.

	Measurement
	The Contractor will count the number of modifications placed into production during each calendar month and the number of modifications that complete the appropriate processing cycle without abnormal end.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.






	Cross Functional Services

	Service Requests: On-time / On-budget Completion

	Critical Service Level

	Service Level Description
	The percent of time that approved service requests are completed on-time and on-budget.  Due dates and budgeted amounts are established by mutual agreement prior to NASA’s approval for Contractor’s activities to commence.

	Definitions
	A minor enhancement is a discrete request for application software modifications that is reviewed, approved, and funded by NASA’s.  Contractor activities to perform a minor enhancement exclude Contractor activities required for production support and corrective maintenance as defined in the Agreement.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of service requests delivered on-time and at or under the budgeted amount, as determined by mutual agreement prior to NASA’s approval of the minor enhancement, divided by the same number of service requests scheduled to be completed in the same timeframe X 100.

	Measurement
	Contractor will count the number of service requests delivered on- time and on-budget, and the total number of service requests approved for work.  Monthly performance reports will calculate and report the service level as described above.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.



	Cross Functional Services

	Service Requests: Client Satisfaction Survey Score

	Critical Service Level

	Service Level Description
	NASA’s satisfaction level with Contractor’s activities to deliver service requests will be measured using a mutually agreeable client-satisfaction survey tool.  The survey will be distributed quarterly or at times determined by the parties, using the Contractor’s survey tool which may be modified by NASA’s with mutual agreement.

	Definitions
	NASA’s satisfaction will be measured among business users whose functional enhancements are approved, IT staff that participate in the minor enhancement activities, and NASA’s members of the Governance structure as defined in the CF PWS.    

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	NASA’s satisfaction score will be based on a score from 1 – 10; and the Contractor must achieve an average score of 95%. 

	Measurement
	The measurement will be based on a mutually agreeable measurement system that uses satisfaction survey tool.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.



	Cross Functional Services

	Security Patch On-Time Deployment

	Critical Service Level

	Service Level Description
	Expressed as a percentage, this service level measures the on-time deployment of security software modifications based on priority.

	Definitions
	A security patch is a software modification, generally considered small in scope and low in complexity, which fixes a known incident or addresses a functional omission that results in reduced security vulnerability. 

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	The number of security patches announced and made available by the security software provider(s) in a calendar month divided by the number of security patches deployed to NASA’s systems on-time X 100 by priority level.

	Measurement
	The Contractor counts security patches made available by the security software provider(s) and the number of security patches deployed on time by priority.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	Security patches that are announced and made available by the security software provider(s) that do not apply to, or are not compatible with, the technical environment used on behalf of NASA.




	8. Cross Functional Services

	8.4.2  Security Testing

	Critical Service Level

	Service Level Description
	Expressed as a percentage, this service level measures the on-time completion of investigations that result from security testing or other incidents that arise during the course of operations.

	Definitions
	An investigation is the process of researching the cause and remedy to incidents related to the security environment.

	Hours of Operation
	24x7

	Service Level Target
	See NEDC Service Level Agreement Matrix

	Calculation
	Number of investigations that are initiated divided by the number of investigations that are completed within the agreed timeframe.

	Measurement
	The Contractor counts the number of initiated investigations and determines the numbers that were completed on time.

	Requirements and Dependencies
	None.

	Exceptions and Exclusions
	None.







Appendix A:  Severity Level Definitions

Severity Levels are defined By Application Owner and shall be provisioned by the NEDC Contractor as part of Hosting Services within the Data Center infrastructure to support Incident Return to Service requirements as follows:
· Severity 1  (1.5 Hours Resolution Time)
· Severity 2  (3.5 Hours Resolution Time)
· Severity 3  (7.5 Hours Resolution Time)
· Severity 4  (15.5 Business Hours Resolution Time)
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NEDC SLA Matrix

		

										Total Category Allocation Pool		250%		250%		Allocated		Contractor enters Measurement Interval in Green cells

										Maximum Monthly at Risk Percentage		18%

										KPI Description		Service Level Category Allocation %		Effective Date
 + Months		Reporting Period		Measurment Interval		Service Level Item
 Allocation %		Service Level Sub-Item
 Allocation %		Percent Designated Fees at Risk		Expected Service Level		Minimum Service Level

						Mainframe Services						85%								100%

										Mainframe Production Environment Availability				1		Monthly				35%				5.36%		99.99%		99.97%

										Mainframe Development/Test Environments Availability				1		Monthly				10%				1.53%		99.90%		99.50%

										Production Application System Response Time				1		Monthly				15%				2.30%		.30 sec		.50 sec

										Data Storage Infrastructure Availability				1		Monthly				10%				1.53%		99.99%		99.97%

										Schedule Attainment: Batch Schedule				1		Monthly				5%				0.77%		99.90%		99.50%

										Schedule Attainment: Print Services				1		Monthly				5%				0.77%		99.90%		99.50%

										Schedule Attainment: Security Administration				1		Monthly				5%				0.77%		99.90%		99.50%

										Disaster Recovery Test Achievement				1		Yearly				5%				0.77%		99.90%		99.00%

										Database Admin: Database Availability				1		Monthly				10%				1.53%		99.75%		99.50%

						Managed Hosting Services						85%								100%

										IMAC On-time Completion				1		Monthly				10%				1.53%		99.50%		99.00%

										OS Instance Availability - Category 1				1		Monthly				20%				3.06%		99.95%		99.90%

										OS Instance Availability - Category 2				1		Monthly				15%				2.30%		99.75%		99.50%

										OS Instance Availability - Category 3				1		Monthly				5%				0.77%		99.50%		99.00%

										Non-Production Environment Availability				1		Monthly				5%				0.77%		99.50%		99.00%

										Storage Infrastructure Availabilty - Tier 1				1		Monthly				10%				1.53%		99.97%		99.95%

										Storage Infrastructure Availabilty - Tier 2				1		Monthly				5%				0.77%		99.90%		99.80%

										Storage Infrastructure Availabilty - Tier 3				1		Monthly				5%				0.77%		99.90%		99.80%

										Storage Infrastructure Availabilty - Tier 4				1		Monthly				5%				0.77%		99.80%		99.70%

										Storage Infrastructure Availabilty - Tier 5				1		Monthly				5%				0.77%		99.50%		99.40%

										Tape Backup Infrastructure Availabilty				1		Monthly				5%				0.77%		99.50%		99.00%

										Schedule Attainment:  System & Application Monitoring				1		Monthly				5%				0.77%		99.50%		99.00%

										Disaster Recovery Test Achievement				1		Monthly				5%				0.77%		99.90%		99.00%

						Housing Services						5%								100%

										IMAC On-time Completion				1		Monthly				100%				0.90%		99.50%		99.00%

						Web Hosting Services						5%								100%

										Schedule Attainment: Web Hosting				1		Monthly				100%				0.90%		99.50%		99.00%

						Shared File Services						5%								100%

										Schedule Attainment: Shared File Services				1		Monthly				100%				0.90%		99.50%		99.00%

						Security Services for non-NEDC Servers						5%								100%

										Schedule Attainment: Security Administration				1		Monthly				100%				0.90%		99.50%		99.00%

						Cross Functional Services						60%								100%

										Incident Management										40%		100%

										Severity 1  (1.5 Hours Resolution Time)				1		Monthly						40%		1.22%		99.90%		99.00%

										Severity 2  (3.5 Hours Resolution Time)				1		Monthly						30%		0.92%		97.00%		95.00%

										Severity 3  (7.5 Hours Resolution Time)				1		Monthly						20%		0.61%		97.00%		95.00%

										Severity 4  (15.5 Business Hours Resolution Time)				1		Monthly						10%		0.31%		95.00%		90.00%

										Production System Updates - First Time Right				1		Monthly				20%		100%

										Service Requests				1		Monthly				15%		100%

										On-time/On-budget Completion				1		Monthly						60%		0.46%		95.00%		90.00%

										Client Satisfaction Survey Score				1		Monthly						40%		0.31%		90.00%		85.00%

										Security				1						15%		300%

										Security Patch On-Time Deployment				1		Monthly						50%		0.00%		99.50%		99.00%

										Schedule Attainment: Security Services				1		Monthly						50%		0.00%		99.50%		99.00%

										Configuration Management				1						10%		100%

										Configuration Management Database (CMDB): Level of Accuracy				1		Monthly						100%		0.77%		99.50%		99.00%






image1.png




image2.emf
 

Total Category Allocation Pool 250%

250%

Allocated

Maximum Monthly at Risk Percentage 18%

  KPI Description

Service Level 

Category 

Allocation %

Effective Date

 + Months

Reporting 

Period

Measurment 

Interval

Service Level 

Item

 Allocation %

Service Level 

Sub-Item

 Allocation %

Percent 

Designated 

Fees at Risk

Expected 

Service Level

Minimum 

Service Level

Mainframe Services 85% 100%

Mainframe Production Environment Availability

1 Monthly 35% 5.36% 99.99% 99.97%

Mainframe Development/Test Environments Availability

1 Monthly 10% 1.53% 99.90% 99.50%

Production Application System Response Time

1 Monthly 15% 2.30% .30 sec .50 sec

Data Storage Infrastructure Availability

1 Monthly 10% 1.53% 99.99% 99.97%

Schedule Attainment: Batch Schedule

1 Monthly 5% 0.77% 99.90% 99.50%

Schedule Attainment: Print Services

1 Monthly 5% 0.77% 99.90% 99.50%

Schedule Attainment: Security Administration

1 Monthly 5% 0.77% 99.90% 99.50%

Disaster Recovery Test Achievement

1 Yearly 5% 0.77% 99.90% 99.00%

Database Admin: Database Availability

1 Monthly 10% 1.53% 99.75% 99.50%

Managed Hosting Services 85% 100%

IMAC On-time Completion

1 Monthly 10% 1.53% 99.50% 99.00%

OS Instance Availability - Category 1 

1 Monthly 20% 3.06% 99.95% 99.90%

OS Instance Availability - Category 2

1 Monthly 15% 2.30% 99.75% 99.50%

OS Instance Availability - Category 3

1 Monthly 5% 0.77% 99.50% 99.00%

Non-Production Environment Availability

1 Monthly 5% 0.77% 99.50% 99.00%

Storage Infrastructure Availabilty - Tier 1

1 Monthly 10% 1.53% 99.97% 99.95%

Storage Infrastructure Availabilty - Tier 2

1 Monthly 5% 0.77% 99.90% 99.80%

Storage Infrastructure Availabilty - Tier 3

1 Monthly 5% 0.77% 99.90% 99.80%

Storage Infrastructure Availabilty - Tier 4

1 Monthly 5% 0.77% 99.80% 99.70%

Storage Infrastructure Availabilty - Tier 5

1 Monthly 5% 0.77% 99.50% 99.40%

Tape Backup Infrastructure Availabilty 

1 Monthly 5% 0.77% 99.50% 99.00%

Schedule Attainment:  System & Application Monitoring

1 Monthly 5% 0.77% 99.50% 99.00%

Disaster Recovery Test Achievement

1 Monthly 5% 0.77% 99.90% 99.00%

Housing Services 5% 100%

IMAC On-time Completion

1 Monthly 100% 0.90% 99.50% 99.00%

Web Hosting Services 5% 100%

Schedule Attainment: Web Hosting

1 Monthly 100% 0.90% 99.50% 99.00%

Shared File Services 5% 100%

Schedule Attainment: Shared File Services

1 Monthly 100% 0.90% 99.50% 99.00%

Security Services for non-NEDC Servers 5% 100%

Schedule Attainment: Security Administration

1 Monthly 100% 0.90% 99.50% 99.00%

Cross Functional Services 60% 100%

Incident Management

    40% 100%

    Severity 1  (1.5 Hours Resolution Time)

1 Monthly 40% 1.22% 99.90% 99.00%

    Severity 2  (3.5 Hours Resolution Time)

1 Monthly 30% 0.92% 97.00% 95.00%

    Severity 3  (7.5 Hours Resolution Time)

1 Monthly 20% 0.61% 97.00% 95.00%

    Severity 4  (15.5 Business Hours Resolution Time)

1 Monthly 10% 0.31% 95.00% 90.00%

Production System Updates - First Time Right 1 Monthly 20% 100%

Service Requests 1 Monthly 15% 100%

    On-time/On-budget Completion

1 Monthly 60% 0.46% 95.00% 90.00%

    Client Satisfaction Survey Score

1 Monthly 40% 0.31% 90.00% 85.00%

Security 1

15% 300%

    Security Patch On-Time Deployment 

1 Monthly 50% 0.00% 99.50% 99.00%

    Schedule Attainment: Security Services

1 Monthly 50% 0.00% 99.50% 99.00%

Configuration Management  1

10% 100%

    Configuration Management Database (CMDB): Level of Accuracy 1

Monthly

100% 0.77% 99.50% 99.00%

Contractor enters Measurement Interval in Green cells 


